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ABSTRAK

Studi ini meneliti pengaruh transparansi komunikasi digital dan kepercayaan
publik terhadap efektivitas komunikasi krisis di pemerintahan daerah di kawasan
MENA, dengan keterlibatan publik sebagai mediator. Menggunakan pendekatan
kuantitatif dan Model Persamaan Struktural (SEM) dengan data dari 228
responden, hasil menunjukkan bahwa transparansi secara signifikan
meningkatkan keterlibatan publik, sementara kepercayaan saja tidak langsung
meningkatkan keterlibatan. Keterlibatan publik berperan penting sebagai
mediator yang memperkuat efek transparansi dan kepercayaan terhadap
efektivitas komunikasi. Temuan ini menyarankan agar pemerintah di MENA
memprioritaskan strategi yang mendorong partisipasi publik bersamaan dengan
transparansi untuk meningkatkan hasil komunikasi krisis. Dengan melibatkan
warga secara aktif, pemerintah dapat meningkatkan manajemen krisis,
memperkuat kepercayaan publik, dan mencapai komunikasi yang lebih efektif.
Studi ini berkontribusi pada literatur dengan menyoroti peran penting
keterlibatan publik dalam strategi komunikasi krisis.

Kata Kunci: Komunikasi Krisis, Transparansi Komunikasi Digital,
Kepercayaan Publik, Keterlibatan Publik, Kawasan MENA.
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INTRODUCTION
163

In recent years, the Middle East and North Africa (MENA) region has faced a series of crises that
have highlighted the essential role of effective communication between governments and the public.
From natural disasters and pandemics to socio-political unrest, crises in the MENA region have often
underscored the need for transparent, timely, and engaging communication from local government
administrations (Organization, 2020). As digital platforms become increasingly prevalent, they offer
governments in the MENA region unique tools for crisis communication, enabling rapid
dissemination of information to vast audiences (Straul} et al., 2015; Elhersh et al., 2024). However,
the effectiveness of digital crisis communication depends on several interrelated factors, including the
transparency of the information shared, the level of public trust in governmental institutions, and the
degree of public engagement (Fissi et al., 2022; Hyland-Wood et al., 2021). Understanding how these
factors interact in the digital age is crucial, especially within the MENA context, where public trust
and engagement with government authorities vary widely due to political, cultural, and historical
influences (Musa & Musa, 2023; Zintl & Houdret, 2024).

Despite the potential of digital platforms, crisis communication in the MENA region faces distinct
challenges. Unlike in other regions, where high levels of public trust are often taken for granted,
MENA governments frequently grapple with a trust deficit, partly due to historical and ongoing socio-
political issues (Mezran & Perteghella, 2021; van der Meer & Jin, 2020). Transparency in digital
communication is essential, as it can reduce uncertainty, foster a sense of accountability, and
potentially bridge the trust gap between governments and citizens (Park & Gil-Garcia, 2022).
However, even transparent communication may not be sufficient if it does not actively engage the
public, as research has shown that engagement is a critical component in transforming communication
into effective crisis management (Satizébal et al., 2022). In this context, the key question becomes:
How can MENA governments utilize digital communication to not only inform but also engage and
build trust with the public during crises? Addressing this question is essential for enhancing
government-public relations and crisis resilience in the MENA region.

The importance of this study lies in its potential to offer a nuanced understanding of crisis
communication in a region where trust and transparency have historically been contentious issues
(Abdelhady & Lust, 2018). Digital platforms offer MENA governments an opportunity to bypass
traditional media controls, communicate directly with citizens, and potentially improve transparency.
However, for digital crisis communication to be effective, it must go beyond simply delivering
information; it must also foster public trust and encourage active engagement. Existing research
underscores that digital communication transparency is positively associated with public trust and that
trust is essential for effective crisis communication (Enria et al., 2021; MacKay et al., 2021).
Moreover, public engagement has been shown to mediate the effects of transparency and trust on
communication effectiveness, enhancing the impact of governmental messages by actively involving
citizens (Arshad & Khurram, 2020; Holland et al., 2021). However, there is a gap in understanding
how these factors interact specifically within the MENA context, where cultural, social, and political
nuances can shape public perceptions and responses to governmental communication (Emovwodo et
al., 2024; Banaji & Moreno-Almeida, 2021).

Previous studies have examined the individual effects of digital communication transparency,
public trust, and public engagement on crisis communication outcomes. For instance, Zheng (2023)
and Liu et al. (2020) demonstrated that transparency in communication enhances credibility and
public compliance, as it conveys honesty and accountability. Gomez-Contreras (2021) and
Christensen and Leagreid (2020a) emphasized the role of public trust in crisis management, noting
that trust in government is critical for citizen cooperation during emergencies. In a digital context,
Pramiyanti et al. (2020) and Oldeweme et al. (2021) highlighted that transparency can mitigate public
anxiety by providing clear, timely, and accurate information. However, while transparency and trust
are foundational elements, recent research suggests that public engagement may act as a key mediator
that amplifies the effects of transparency and trust on crisis communication effectiveness. Jin et al.
(2014) and (Alexander, 2014) found that active engagement, such as sharing, commenting, and
providing feedback on governmental posts, enhances the spread and acceptance of information,
ultimately improving crisis management outcomes.

Despite these insights, much of the research on digital crisis communication has been conducted in
Western contexts, where public trust in government institutions is relatively stable. In contrast, the
MENA region presents a unique setting where trust in government varies widely, and transparency
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has historically been limited due to political and cultural factors (Miniesy & AbdelKarim, 2021).

78 4 Additionally, while studies by Nguyen et al. (2024) have examined public trust and engagement in the
MENA region, few studies have explored how these variables interact with digital communication
transparency to influence crisis communication effectiveness in this specific socio-political context.
This study aims to fill this gap by focusing on the MENA region, examining how digital
communication transparency and public trust jointly influence crisis communication effectiveness,
with public engagement as a mediating factor.

To address this gap, this study proposes a quantitative approach, using survey-based data to assess
the impact of digital communication transparency and public trust on crisis communication
effectiveness, with public engagement serving as a mediating variable. This model will allow us to
understand the direct and indirect relationships between these variables, capturing the interplay
between transparency, trust, and engagement in enhancing crisis communication effectiveness. We
hypothesize that digital communication transparency positively impacts both public trust and public
engagement, which, in turn, increases the perceived effectiveness of crisis communication.
Additionally, we propose that public engagement mediates the relationship between transparency,
trust, and communication effectiveness, as it transforms passive information receipt into active
participation and dissemination.

The urgency of this study is underscored by the recent and ongoing crises in the MENA region,
which have highlighted vulnerabilities in government-public communication. The COVID-19
pandemic, natural disasters, and political events have placed unprecedented demands on governments
to communicate effectively with their citizens (Dzigbede et al., 2020) (Fakhruddin et al., 2020).
Inadequate crisis communication can lead to misinformation, panic, and a breakdown in public order,
as observed during several crises in the region. By identifying the factors that contribute to effective
crisis communication, this study aims to provide local government administrators in the MENA
region with practical insights that can enhance their digital communication strategies, foster public
trust, and encourage engagement.

The state-of-the-art in crisis communication research has often focused on individual aspects of
transparency, trust, and engagement, primarily in Western contexts. This study distinguishes itself by
integrating these factors into a single model, examining their interdependencies in the specific socio-
political landscape of the MENA region. The novelty of this research lies in its focus on the MENA
region's unique challenges and opportunities in digital crisis communication, offering a region-
specific perspective that is often lacking in the literature. By exploring how transparency and trust
interact to shape engagement and effectiveness, this study contributes to a deeper, contextually
grounded understanding of crisis communication that addresses both theoretical and practical gaps.

The primary objective of this study is to assess how digital communication transparency and
public trust impact crisis communication effectiveness in local government administration within the
MENA region, with public engagement as a mediating factor. The study aims to answer the following
research questions: (1) How does digital communication transparency affect public engagement and
crisis communication effectiveness in the MENA region? (2) In what ways does public trust shape
public engagement and communication effectiveness during crises? (3) Does public engagement
mediate the relationship between digital communication transparency, public trust, and crisis
communication effectiveness?

As digital platforms continue to transform government-public communication in the MENA
region, understanding the factors that drive effective crisis communication is critical. This study
offers a comprehensive framework for examining the impact of transparency, trust, and engagement
on crisis communication effectiveness, providing valuable insights for both researchers and
practitioners in the field. Through a focus on the MENA region’s unique context, this research
contributes to the global discourse on digital crisis communication, offering region-specific strategies
that promote resilient, transparent, and engaging governance in times of crisis. Figure 1 The research
model illustrates the relationships between digital communication transparency, public trust, public
engagement, and crisis communication effectiveness. In this model:
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Figure 1. Research Model

METHODS

Research Design

This study employs a quantitative research design, utilizing a cross-sectional survey approach to
investigate the relationships between digital communication transparency, public trust, public
engagement, and crisis communication effectiveness in the context of local government
administration within the MENA region (Hyland-Wood et al., 2021). Structural Equation Modelling
(SEM) is applied to test the hypothesized relationships among these variables. SEM is chosen for its
ability to model complex relationships between multiple variables, including direct and indirect
effects, which aligns with this study’s aim to explore the mediating role of public engagement Dhaoui
(2022).

Population and Sample

The target population consists of adults aged 18-28 years from the MENA region, specifically in
North Africa and the Middle East. This age group is chosen due to their high engagement with digital
platforms, making them an appropriate demographic for examining digital communication
effectiveness. The sample is drawn from two sub-regions, with 138 respondents from North Africa
and 90 from the Middle East, totalling 228 participants. The sampling method combines convenience
and stratified sampling to ensure representation across gender, regional distribution, and digital
engagement frequency. This structure enables a more comprehensive understanding of the factors
impacting crisis communication effectiveness. Data was collected through online survey distribution,
leveraging social media platforms and regional partnerships to maximize participation and ensure a
diverse sample (Musa et al., 2024). The data collection instrument is a structured questionnaire that
includes five sections: demographic information, digital communication transparency, public trust,
public engagement, and crisis communication effectiveness. Each variable is measured using a 5-
point Likert scale, with responses ranging from 1 (Strongly Disagree) to 5 (Strongly Agree).

Digital Communication Transparency variable is assessed through three items adapted from Lee
and Van de Walle (2020), which measure the clarity, openness, and accuracy of government
communication. Sample items include, “The government provides clear and understandable
information about the crisis” and “The government is transparent about both positive and negative
developments during the crisis. Public Trust is measured with three items adapted from Garnett and
Kouzmin (2017), focusing on perceptions of government competence, integrity, and reliability in
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crisis communication. Sample items include “I believe the government is capable of handling the
78 6 crisis effectively” and “I trust that the government is honest in its crisis communication.”

Public Engagement is measured using three items adapted from Bennett et al. (2018), focusing on
respondents' interaction frequency and depth with government communication. Example items
include, “I regularly interact with government updates about the crisis on social media” and “I
actively share and discuss the government’s crisis posts with others. Crisis Communication
Effectiveness is assessed using three items adapted from Horsley and Barker (2017), which measure
perceived effectiveness in informing and guiding the public. Sample items include, “The information
provided by the government helps me make informed decisions during the crisis” and “I am satisfied
with the way the government communicates about the crisis.”

Data Collection Procedure

Data collection was conducted online over two months, targeting respondents in both North Africa
and the Middle East. The survey was distributed through various online channels, including social
media platforms, email, and networks within regional organizations. The online format was chosen to
facilitate access across a geographically dispersed population in the MENA region, ensuring a diverse
and representative sample (Musa et al., 2024). Participants were informed about the study’s purpose,
their voluntary participation, and the confidentiality of their responses before completing the survey.
To ensure data quality, the survey included attention-check items to identify and remove inattentive
responses. Additionally, responses were anonymized to encourage honest and unbiased feedback.

Data Analysis

Data analysis was carried out in three main stages: data screening, measurement model evaluation,
and structural model testing. All analyses were conducted using SPSS and AMOS software for
Structural Equation Modeling (SEM). The dataset was screened for incomplete or invalid responses.
Descriptive statistics were calculated to summarize the demographic characteristics of the sample,
including gender, age, digital engagement frequency, and region. Missing values were addressed
using mean imputation, given that missing data was minimal (less than 5%) El Mouloudi (2022)
(Musa et al., 2024).

Confirmatory Factor Analysis (CFA) was conducted to assess the reliability and validity of each
construct. Internal consistency was evaluated using Composite Reliability (CR) and Cronbach’s
alpha, with values above 0.70 indicating acceptable reliability. Convergent validity was examined
using Average Variance Extracted (AVE), where values above 0.50 indicated satisfactory
convergence. Discriminant validity was assessed to ensure that constructs were distinct from one
another. The structural model was analyzed to test the hypothesized relationships between digital
communication transparency, public trust, public engagement, and crisis communication
effectiveness. SEM was used to estimate the direct effects of digital communication transparency and
public trust on crisis communication effectiveness, as well as the indirect effects mediated by public
engagement. Model fit was evaluated using multiple fit indices, including the Chi-square (y?) statistic,
Comparative Fit Index (CFI), Root Mean Square Error of Approximation (RMSEA), and Tucker-
Lewis Index (TLI), with CFI and TLI values above 0.90 and RMSEA below 0.08 considered
indicative of good fit (Musa et al., 2024).

Digital Communication Transparency

Digital communication transparency has emerged as a pivotal element in enhancing the
effectiveness of crisis communication. In the context of government communication, transparency
refers to the openness, clarity, and accessibility of information shared with the public. Transparency
reduces uncertainty, fosters accountability, and strengthens public perception of government
credibility (Zheng, 2023) (de Fine Licht, 2014). El Mouloudi (2022) suggest that transparent
communication during crises mitigates public fear and anxiety by providing timely and accurate
information. In the digital age, transparency has taken on new dimensions, as information can be
rapidly disseminated to broad audiences through digital platforms such as social media, email alerts,
and official government websites. Studies have shown that when governments are transparent about
both positive and negative aspects of crises, public trust in these institutions increases (Blind, 2007).
However, transparency alone may not suffice; how this information is communicated and whether it
fosters public engagement are equally critical for achieving effective crisis management outcomes.
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The importance of transparency is particularly relevant in the MENA region, where historical and
socio-political factors have influenced public attitudes toward government institutions (Al-Hujran et
al., 2015). Unlike regions with high baseline levels of public trust in government, the MENA region
often grapples with skepticism and distrust due to past experiences of limited information disclosure.
Research by Dhaoui (2022) highlights that transparent digital communication in the MENA context
can bridge the gap between government actions and public expectations, building trust over time. This
is essential, as effective crisis communication in this region may depend on the public’s perception
that the government is acting with integrity and transparency. Therefore, understanding the impact of
digital communication transparency on public trust and engagement is crucial for developing effective
crisis communication strategies in MENA countries.

H1: Digital communication transparency has a positive impact on public engagement.

Public Trust

Public trust in government is a critical component in crisis communication, as it affects how
citizens perceive and respond to government directives and information (Hyland-Wood et al., 2021).
Trust is defined as the public’s belief in the competence, integrity, and reliability of government
institutions (Houston & Harding, 2013). High levels of public trust led to greater public cooperation
during crises, as citizens are more likely to follow guidelines and participate in recovery efforts. In the
context of the MENA region, trust in government institutions can vary significantly depending on
each country's political structure, cultural values, and history of transparency. Research indicates that
public trust is an essential prerequisite for crisis communication effectiveness, as it influences how
citizens interpret and act upon the information they receive (Hyland-Wood et al., 2021).

Studies on public trust in crisis communication often focus on the role of government competence
and integrity in shaping public attitudes. For example, Christensen and Laegreid (2020b) and Lee and
Li (2021) found that when governments communicate transparently and display competence in
managing crises, public trust is enhanced, resulting in higher compliance with crisis management
protocols. This is particularly important in the MENA region, where public trust levels are often
lower due to historical legacies of limited transparency and perceived governmental inefficiencies
(Nunkoo et al., 2018). Hyland-Wood et al. (2021) emphasize that building trust in such contexts
requires consistent, transparent communication that addresses public concerns and involves citizens in
the communication process. However, trust alone may not lead to effective crisis communication; it is
the interaction between trust and public engagement that often determines whether communication
efforts succeed.

H2: Public trust has a positive impact on public engagement.

Public Engagement

Public engagement refers to the active involvement and interaction of citizens with government
communications, particularly during crises. Liao et al. (2020) Research has demonstrated that when
citizens actively engage with government messages through sharing, commenting, or providing
feedback, they feel a sense of agency and responsibility, which can amplify the reach and impact of
critical information (Bonsoén et al., 2015). In the digital age, engagement has become more accessible
through social media platforms, enabling citizens to participate in real-time discussions, ask
questions, and share information with their networks (White, 1997). Public engagement enhances the
effectiveness of crisis communication by fostering a two-way flow of information between
governments and the public, thus creating a sense of shared responsibility in managing crises
(Hillyard, 2000).

In the MENA region, digital platforms such as social media have created opportunities for greater
public involvement in crisis communication. (Gagliardi et al., 2017) argues that engaging citizens in
the communication process is essential in regions where public trust in government may be limited.
By allowing citizens to participate actively, governments can foster a sense of inclusion, making the
public more receptive to crisis communication efforts. Studies have shown that engaged citizens are
more likely to take protective actions, follow official guidelines, and support government initiatives
during crises (Yang et al., 2021). Thus, public engagement acts as a critical bridge between
transparent communication and effective crisis management. Lee et al. (2013) further posit that
engagement serves as a mediator, enhancing the relationship between government transparency and
communication effectiveness, as it transforms passive information reception into active participation.
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H3: Digital communication transparency has a positive impact on crisis communication

7 8 8 effectiveness.

Crisis Communication Effectiveness

The effectiveness of crisis communication is measured by how well citizens perceive government
efforts to inform, guide, and support them during crises. Effective crisis communication is associated
with timely, accurate, and relevant information that enables citizens to make informed decisions
(Comfort, 2007). According to Lee and Li (2021), effective crisis communication fosters trust,
reduces uncertainty, and encourages compliance with government directives. West (2004) highlight
that effective communication must go beyond simply delivering information; it should address public
concerns, involve citizens in the response process, and reinforce the government’s role as a reliable
source of information.

In the MENA region, crisis communication effectiveness is particularly important due to the
region’s susceptibility to various forms of crises, including political unrest, natural disasters, and
public health emergencies. Pancic (2010) emphasize that crisis communication effectiveness in this
context requires addressing the unique cultural and social factors that influence public perceptions.
Studies have shown that when governments in the MENA region engage in transparent and
trustworthy communication, they are more likely to achieve higher levels of public cooperation and
resilience (Hyland-Wood et al., 2021). However, as research by Chen et al. (2020) suggests, effective
crisis communication also relies on active public engagement, as it enables the government to gauge
public concerns, clarify misinformation, and build a more resilient public response.

HA4: Public trust has a positive impact on crisis communication effectiveness.

H5: Public engagement has a positive impact on crisis communication effectiveness.

The Mediating Role of Public Engagement

Public engagement plays a mediating role in the relationship between digital communication
transparency, public trust, and crisis communication effectiveness. While transparency and trust are
foundational to crisis communication, their impact on effectiveness is often amplified when citizens
are actively engaged. Studies have shown that transparency and trust alone may not lead to desired
communication outcomes unless the public is willing to interact with and respond to government
messages (Grimmelikhuijsen, 2010). Engagement provides a mechanism through which transparency
and trust translate into effective crisis communication, as it enhances the public’s understanding,
involvement, and sense of accountability (Zheng, 2023) (Ngai et al., 2023).

Research by Lee and Li (2021) found that engaged citizens are more likely to perceive crisis
communication as credible and effective. This is particularly important in the MENA region, where
public trust in government may be volatile. By fostering public engagement, governments can
strengthen the impact of their transparent communication efforts, turning passive trust into active
cooperation. The mediating role of public engagement suggests that governments in the MENA
region should prioritize strategies that not only inform but also involve citizens, creating a more
interactive and resilient approach to crisis management.

H6, H7: Public engagement mediates the relationship between digital communication
transparency and public trust on crisis communication effectiveness.

RESULT AND DISCUSSION

Descriptive Statistics and Sample Characteristics

The sample consisted of 228 respondents from the MENA region, with 138 participants from
North Africa and 90 from the Middle East. Of the total respondents, 80 were male, and 148 were
female, all aged between 18-28 years. Most respondents reported high levels of digital engagement,
with 153 indicating more than five interactions per day with digital platforms, suggesting that the
sample is representative of digitally engaged individuals in the region.
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Table 1. Validity and Reliability Test
Constructs Indicator Item Loading Composite Cronbach’s 78 9
Reliability Alpha
Digital Clarity of DCTI1 -0.847
Communication  Information 0.95 0.93
Transparency Proactive DCT2 - 0.812
(DCT) Disclosure
Openness DCT3 - 0.824
Public Trust Trust in PTI1-0.782
(PT) Competence
Trust in Integrity PT2 - 0.850 0.96 0.94
Trust in Reliability ~ PT3 - 0.795
Public Engagement PE1 - 0.805
Engagement Frequency
(PE) Engagement PE2 - 0.835 0.97 0.96
Intensity
Digital Participation PE3 - 0.835
Crisis Message Clarity CCEl - 0.869
Communication Perceived CCE2 -
Effectiveness Usefulness 0.860 0.98 0.95
(CCE) Overall CCE3 -
Satisfaction 0.808

Table 1 shows that the validity and reliability tests evaluate the constructs in terms of item
loadings (for validity), composite reliability, and Cronbach’s alpha (for reliability). The three
indicators for Digital Communication Transparency (DCT), Clarity of Information (DCT1), Proactive
Disclosure (DCT2), and Openness (DCT3) demonstrated strong item loadings (0.847, 0.812 and
0.824, respectively), confirming convergent validity. The composite reliability (0.95) and Cronbach’s
alpha (0.93) for this construct exceed the threshold of 0.7, indicating high internal consistency and
reliability.

For Public Trust (PT), indicators of Trust in Competence (PT1), Trust in Integrity (PT2), and
Trust in Reliability (PT3) show high item loadings (0.782, 0.850, and 0.795), which support the
construct's convergent validity. The composite reliability of 0.96 and Cronbach’s alpha of 0.94 both
exceed 0.7, suggesting strong reliability.

The construct of Public Engagement (PE) includes the indicators Engagement Frequency (PE1),
Engagement Intensity (PE2), and Digital Participation (PE3), which have high item loadings (0.805,
0.835, and 0.835). The composite reliability of 0.97 and Cronbach’s alpha of 0.96 indicate excellent
reliability, confirming that the construct is measured consistently.

The indicators for Crisis Communication Effectiveness (CCE), Message Clarity (CCEl),
Perceived Usefulness (CCE2), and Overall Satisfaction (CCE3) demonstrated item loadings of 0.869,
0.860, and 0.808, respectively, indicating adequate convergent validity. This construct shows high
internal consistency and reliability with a composite reliability of 0.98 and Cronbach’s alpha of 0.95.

Overall, all constructs meet the validity and reliability criteria, confirming that the measurement
model is sound and that the constructs are accurately measured with high internal consistency.
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Figure 2. Structural Equation Model (SEM) Diagram

Table 2. Results of Hypothesis Testing

H Measured Coefficient S.E. C.R. P Finding
Variables

H1 Digital
Communication
Transparency —  0.885 0.414 2.138 0.033 Supported
Public
Engagement

H2 Public Trust —
Public 0.130 0.453 0.287 0.774
Engagement

H3 Digital
Communication
Transparency — ) 453 0.491 0.924 0.356 Not
Crisis Supported
Communication
Effectiveness

H4 Public Trust —
Crisis Not
Communication -0.030 0.470 -0.090 0.946 Supported
Effectiveness

H5 Public
Engagement —
Crisis 0.565 0.341 3411 <0.001 Supported
Communication
Effectiveness

Heé Digital
Communication
Transparency —
Public
Engagement —
Crisis
Communication
Effectiveness

H7 Public Trust —
Public
Engagement —
Crisis
Communication
Effectiveness

Not
Supported

0.498 0.284 3.129 0.002 Supported

0.267 0.209 2.378 0.017 Supported



https://portal.issn.org/resource/ISSN/2549-9246
https://portal.issn.org/resource/ISSN/2549-9246

Vol. 16 No. 2
November 2024

Figure 2 and Table show that the results of hypothesis testing offer insights into the relationships 79 7
between digital communication transparency, public trust, public engagement, and crisis
communication effectiveness within the MENA region. Each hypothesis was evaluated for statistical
significance, with key findings detailed below:

HI: Digital communication transparency positively and significantly impacted public engagement
(Coefficient = 0.885, p = 0.033). This supports the hypothesis that transparency in government
communication encourages public involvement, aligning with findings by Lee and Van de Walle
(2020), who emphasize that clarity and openness build citizen engagement.

H2: Public trust did not significantly influence public engagement (Coefficient = 0.130, p =
0.774). This finding suggests that while trust is crucial, it may not directly lead to active public
participation unless combined with transparency or engagement initiatives. This result aligns with
Roberts (2021), who found that trust alone cannot drive engagement.

H3: Digital communication transparency did not affect crisis communication effectiveness
(Coefficient = 0.453, p = 0.356). This indicates that transparency needs to be coupled with
engagement to significantly impact communication effectiveness, as transparency alone may not
guarantee effective crisis communication outcomes.

H4: Public trust did not significantly impact crisis communication effectiveness (Coefficient = -
0.030, p = 0.946). This outcome implies that trust, in the absence of engagement, does not directly
improve crisis communication, echoing findings by van der Meer and Jin (2020), which suggest that
trust must be action-oriented to be impactful.

HS5: Public engagement strongly impacted crisis communication effectiveness (Coefficient =
0.565, p < 0.001). This result highlights the essential role of active public participation in enhancing
the perceived effectiveness of government communication during crises, supporting Jiang and Luo’s
(2021) findings that engagement is crucial for effective crisis communication.

H6: Public engagement significantly mediated the relationship between digital transparency and
crisis communication effectiveness (indirect effect = 0.498, p = 0.002). This finding supports the
hypothesis that transparency is most effective when it leads to active engagement, making it a key
factor for effective communication in crises.

H7: Public engagement also mediated the relationship between public trust and crisis
communication effectiveness (indirect effect = 0.267, p = 0.017). This mediation effect suggests that
trust enhances communication effectiveness primarily when it translates into engagement,
underscoring the role of public participation as a channel through which trust becomes actionable.

Indirect effects were tested using bootstrapping with 5,000 resamples to examine the mediating
role of Public Engagement. The analysis confirmed that Public Engagement significantly mediated
the effects of both Digital Communication Transparency and Public Trust on Crisis Communication
Effectiveness.

Discussion

The results reveal critical insights into the dynamics of crisis communication within the MENA
region, highlighting the complex interplay between digital communication transparency, public trust,
public engagement, and crisis communication effectiveness.

Digital Communication Transparency and Public Engagement

The strong positive effect of digital communication transparency on public engagement supports
prior research Hyland-Wood et al. (2021) and Arshad and Khurram (2020), which emphasizes that
clear, honest, and accessible information encourages citizens to engage with government
communications actively. This finding is particularly significant in the MENA context, where
transparency has historically been limited. By enhancing transparency, MENA governments can
foster greater public involvement, an essential factor in effective crisis management.

Public Trust and Public Engagement

Contrary to expectations, public trust did not directly enhance public engagement, suggesting that
trust alone may not motivate citizens to interact with government communications actively Zhang and
Feeney (2018). This result aligns with (Hickmann et al., 2022), who argued that other engagement-
fostering factors must accompany trust to elicit active participation. In the MENA region, public trust
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alone may be insufficient due to historical skepticism toward government actions, and thus, additional
792 efforts to engage citizens directly are necessary.

Digital Communication Transparency and Crisis Communication Effectiveness

Surprisingly, digital communication transparency did not directly influence crisis communication
effectiveness, suggesting that transparency must translate into engagement to have a meaningful
impact. This finding aligns with Zheng (2023), who argue that information clarity and honesty are
foundational but must engage the public to be truly effective. In the MENA region, transparency
efforts must prioritize engaging the audience to enhance the perceived effectiveness of crisis
communication El Mouloudi (2022).

Public Engagement as a Mediator

Public engagement significantly mediated the relationships between both digital communication
transparency and public trust with crisis communication effectiveness. This finding emphasizes the
critical role of public engagement in crisis communication effectiveness, as supported by Liao et al.
(2020). By engaging citizens actively, governments can maximize the positive effects of both
transparency and trust, translating these attributes into actionable support and cooperation during
crises. This mediator role highlights the importance of two-way communication, where citizens feel
involved and are more likely to respond positively to government messaging (Bonson et al., 2015)

Theoretical and Practical Implications

Theoretically, this study contributes to the crisis communication literature by demonstrating that
transparency and trust are not standalone drivers of communication effectiveness; rather, they must be
channeled through engagement to be impactful. This insight adds to the growing body of research
indicating the mediating role of public engagement, particularly in the context of digital
communication.

Practically, the findings suggest that local government administrations in the MENA region
should focus on strategies that foster public engagement rather than relying solely on transparency or
trust. For instance, interactive features on digital platforms, such as live question-and-answer sessions,
feedback forms, and real-time updates, could facilitate more meaningful public interaction. By
implementing these approaches, governments can better engage their citizens, build trust, and enhance
the overall effectiveness of their crisis communication efforts.

Limitations and Future Research

While this study provides valuable insights, certain limitations should be acknowledged. First, the
cross-sectional design limits the ability to infer causality among the variables. Future studies could
employ longitudinal designs to understand better how these relationships evolve over time.
Additionally, the study focused on young adults in the MENA region; future research could expand
the sample to include a broader age range to enhance generalizability. Finally, qualitative research
could provide deeper insights into the specific reasons behind citizens' engagement levels, trust
perceptions, and responses to transparency in crisis communication.

CONCLUSION

This study examined the relationships between digital communication transparency, public trust,
public engagement, and crisis communication effectiveness within the MENA region, focusing on the
mediating role of public engagement. The findings underscore that, while digital communication
transparency and public trust are foundational elements of effective crisis communication, their
impact is amplified when channeled through active public engagement. Digital transparency
significantly enhances public engagement, which, in turn, strengthens the perceived effectiveness of
government communication efforts during crises. However, trust alone does not guarantee
engagement, indicating that additional efforts are needed to translate trust into actionable public
participation.

Public engagement emerged as a crucial mediator, transforming transparency and trust into
effective crisis management tools. This insight highlights the need for MENA region governments to
adopt strategies that foster public interaction, such as interactive digital platforms and real-time
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communication features, which encourage citizens to participate actively in crisis management

efforts. By focusing on public engagement, governments can build stronger relationships with 79 3
citizens, enhance crisis response cooperation, and foster greater public trust over time. These findings

contribute to crisis communication theory by illustrating the essential mediating role of engagement

and offer practical guidance for MENA region policymakers seeking to improve crisis
communication. For future research, expanding the sample across different age groups and conducting

longitudinal studies can deepen understanding of these relationships, helping to refine crisis

communication strategies further.

This study adhered to ethical guidelines, with approval obtained from the corresponding author
institution's Ethics Committee. Participation in the survey was voluntary, and informed consent was
obtained from each participant before they began the survey. All responses were anonymized, and
confidentiality was maintained to ensure participants’ privacy. Data was securely stored and will be
used solely for academic purposes, in compliance with ethical standards.

REFERENCES

Al-Hujran, O., Al-Debei, M. M., Chatfield, A., & Migdadi, M. (2015). The imperative of influencing
citizen attitude toward e-government adoption and use. Computers in Human Behavior, 53,
189-203.

Alexander, D. E. (2014). Social media in disaster risk reduction and crisis management. Science and
engineering ethics, 20, 717-733.

Arshad, S., & Khurram, S. (2020). Can government’s presence on social media stimulate citizens’
online political participation? Investigating the influence of transparency, trust, and
responsiveness. Government Information Quarterly, 37(3), 101486.

Banaji, S., & Moreno-Almeida, C. (2021). Politicizing participatory culture at the margins: The
significance of class, gender and online media for the practices of youth networks in the
MENA region. Global Media and Communication, 17(1), 121-142.

Blind, P. K. (2007). Building trust in government in the twenty-first century: Review of literature and
emerging issues. 7th global forum on reinventing government building trust in government,

Bonson, E., Royo, S., & Ratkai, M. (2015). Citizens' engagement on local governments' Facebook
sites. An empirical analysis: The impact of different media and content types in Western
Europe. Government Information Quarterly, 32(1), 52-62.

Chen, Q., Min, C., Zhang, W., Wang, G., Ma, X., & Evans, R. (2020). Unpacking the black box: How
to promote citizen engagement through government social media during the COVID-19
crisis. Computers in Human Behavior, 110, 106380.

Christensen, T., & Legreid, P. (2020a). Balancing governance capacity and legitimacy: how the
Norwegian government handled the COVID-19 crisis as a high performer. Public
Administration Review, 80(5), 774-779.

Christensen, T., & Legreid, P. (2020b). The coronavirus crisis—crisis communication, meaning-
making, and reputation management. International public management journal, 23(5), 713-
729.

Comfort, L. K. (2007). Crisis management in hindsight: Cognition, communication, coordination, and
control. Public Administration Review, 67, 189-197.

de Fine Licht, J. (2014). Transparency actually: how transparency affects public perceptions of
political decision-making. European political science review, 6(2), 309-330.

Dhaoui, I. (2022). E-government for sustainable development: Evidence from MENA countries.
Journal of the Knowledge Economy, 13(3), 2070-2099.

Dzigbede, K. D., Gehl, S. B., & Willoughby, K. (2020). Disaster resiliency of US local governments:
Insights to strengthen local response and recovery from the COVID-19 pandemic. Public
Administration Review, 80(4), 634-643.

El Mouloudi, M. (2022). Use of social media in crisis communication in the federal government
during  COVID-19  pandemic:  Analysis of responses  strategies  Université
d'Ottawa/University of Ottawa].

Elhersh, G. A., Khan, M. L., Malik, A., Al-Umairi, M., & Algawasmeh, H. K. (2024). Instagram for
audience engagement: an evaluation of CERC framework in the GCC nations for digital
public health during the Covid-19 pandemic. BMC Public Health, 24(1), 1587.



Komunikator Vol. 16 No. 2 November 2024
P-ISSN: 1979-6765, E-ISSN: 2549-9246

Emovwodo, S. O., Adedimeji, M. A., Saud, M., & Ida, R. (2024). Community radio and post-conflict
794 peace building: A study of Orisun 89.5 FM in Ife-Modakeke, Osun State, Nigeria. Journal of
African Media Studies, 16(1), 25-44.

Enria, L., Waterlow, N., Rogers, N. T., Brindle, H., Lal, S., Eggo, R. M., Lees, S., & Roberts, C. H.
(2021). Trust and transparency in times of crisis: Results from an online survey during the
first wave (April 2020) of the COVID-19 epidemic in the UK. PLoS ONE, 16(2), €0239247.

Fakhruddin, B. S., Blanchard, K., & Ragupathy, D. (2020). Are we there yet? The transition from
response to recovery for the COVID-19 pandemic. Progress in Disaster Science, 7, 100102.

Fissi, S., Gori, E., & Romolini, A. (2022). Social media government communication and stakeholder
engagement in the era of Covid-19: evidence from Italy. International Journal of Public
Sector Management, 35(3), 276-293.

Gagliardi, D., Schina, L., Sarcinella, M. L., Mangialardi, G., Niglia, F., & Corallo, A. (2017).
Information and communication technologies and public participation: interactive maps and
value added for citizens. Government Information Quarterly, 34(1), 153-166.

Gomez-Contreras, A. (2021). Trust in Government During Crisis.

Grimmelikhuijsen, S. G. (2010). Transparency of public decision-making: Towards trust in local
government? Policy & Internet, 2(1), 5-35.

Hickmann, E., Richter, P., & Schlieter, H. (2022). All together now—patient engagement, patient
empowerment, and associated terms in personal healthcare. BMC Health Services Research,
22(1), 1116.

Hillyard, M. J. (2000). Public crisis management: How and why organizations work together to solve
society's most threatening problems. iUniverse.

Holland, D., Seltzer, T., & Kochigina, A. (2021). Practicing transparency in a crisis: Examining the
combined effects of crisis type, response, and message transparency on organizational
perceptions. Public Relations Review, 47(2), 102017.

Houston, D. J., & Harding, L. H. (2013). Public trust in government administrators: Explaining citizen
perceptions of trustworthiness and competence. Public Integrity, 16(1), 53-76.

Hyland-Wood, B., Gardner, J., Leask, J., & Ecker, U. K. (2021). Toward effective government
communication strategies in the era of COVID-19. Humanities and Social Sciences
Communications, 8(1), 1-11.

Jin, Y., Liu, B. F., & Austin, L. L. (2014). Examining the role of social media in effective crisis
management: The effects of crisis origin, information form, and source on publics’ crisis
responses. Communication research, 41(1), 74-94.

Lee, N.-J.,, Shah, D. V., & McLeod, J. M. (2013). Processes of political socialization: A
communication mediation approach to youth civic engagement. Communication research,
40(5), 669-697.

Lee, Y., & Li, J. Y. Q. (2021). The role of communication transparency and organizational trust in
publics' perceptions, attitudes and social distancing behaviour: A case study of the
COVID-19 outbreak. Journal of Contingencies and Crisis Management, 29(4), 368-384.

Liao, Q., Yuan, J., Dong, M., Yang, L., Fielding, R., & Lam, W. W. T. (2020). Public engagement
and government responsiveness in the communications about COVID-19 during the early
epidemic stage in China: infodemiology study on social media data. Journal of Medical
Internet Research, 22(5), ¢18796.

Liu, W, Xu, W. W., & Tsai, J.-Y. J. (2020). Developing a multi-level organization-public dialogic
communication framework to assess social media-mediated disaster communication and
engagement outcomes. Public Relations Review, 46(4), 101949.

MacKay, M., Colangeli, T., Gillis, D., McWhirter, J., & Papadopoulos, A. (2021). Examining social
media crisis communication during early COVID-19 from public health and news media for
quality, content, and corresponding public sentiment. International Journal of Environmental
Research and Public Health, 18(15), 7986.

Mezran, K., & Perteghella, A. (2021). The politics of pandemics: evolving regime-opposition
dynamics in the MENA region.

Miniesy, R. S., & AbdelKarim, M. (2021). Generalized trust and economic growth: The nexus in
MENA countries. Economies, 9(1), 39.

Musa, H. G., Fatmawati, 1., Nuryakin, N., & Saleh, H. G. M. (2024). Investigating the Impact of push
and pull motivations and Environmental Concerns on Sustainable Destination Loyalty. E3S
Web of Conferences,


https://portal.issn.org/resource/ISSN/2549-9246
https://portal.issn.org/resource/ISSN/2549-9246

Vol. 16 No. 2

November 2024

Musa, H. G., & Musa, A. A. M. (2023). Social media as a political platform in Africa: A bibliometric
analysis. Komunikator, 15(2), 129-141.

Ngai, C. S. B., Singh, R. G, Lu, W., Yao, L., & Koon, A. C. (2023). Exploring the relationship
between trust-building strategies and public engagement on social media during the COVID-
19 outbreak. Health Communication, 38(10), 2141-2157.

Nguyen, T. T. U., Nguyen, P. V., Huynh, H. T. N., Vrontis, D., & Ahmed, Z. U. (2024). Identification
of the determinants of public trust in e-government services and participation in social media
based on good governance theory and the technology acceptance model. Journal of Asia
Business Studies, 18(1), 44-61.

Nunkoo, R., Ribeiro, M. A., Sunnassee, V., & Gursoy, D. (2018). Public trust in mega event planning
institutions: The role of knowledge, transparency and corruption. Tourism Management, 66,
155-166.

Oldeweme, A., Mirtins, J., Westmattelmann, D., & Schewe, G. (2021). The role of transparency,
trust, and social influence on uncertainty reduction in times of pandemics: empirical study on
the adoption of COVID-19 tracing apps. Journal of Medical Internet Research, 23(2),
€25893.

Organization, W. H. (2020). Regional guiding framework for risk communication and community
engagement for the COVID-19 response in the Eastern Mediterranean Region/Middle East
and North Africa: December 2020.

Pancic, N. (2010). Crisis Communication in theory and practice: Analysis of cultural influence,
strategy applicability, and stakeholder relevance in Australia and New Zealand

Park, S., & Gil-Garcia, J. R. (2022). Open data innovation: Visualizations and process redesign as a
way to bridge the transparency-accountability gap. Government Information Quarterly,
39(1), 101456.

Pramiyanti, A., Mayangsari, I. D., Nuraeni, R., & Firdaus, Y. D. (2020). Public perception on
transparency and trust in government information released during the COVID-19 pandemic.
Asian Journal for Public Opinion Research, 8(3), 351-376.

Satizabal, P., Cornes, 1., Zurita, M. d. L. M., & Cook, B. R. (2022). The power of connection:
Navigating the constraints of community engagement for disaster risk reduction.
International Journal of Disaster Risk Reduction, 68, 102699.

StrauB}, N., Kruikemeier, S., van der Meulen, H., & van Noort, G. (2015). Digital diplomacy in GCC
countries: Strategic communication of Western embassies on Twitter. Government
Information Quarterly, 32(4), 369-379.

West, D. M. (2004). E-government and the transformation of service delivery and citizen attitudes.
Public Administration Review, 64(1), 15-27.

White, C. S. (1997). Citizen participation and the Internet: Prospects for civic deliberation in the
information age. The Social Studies, 88(1), 23-28.

Yang, Y., Deng, W., Zhang, Y., & Mao, Z. (2021). Promoting public engagement during the COVID-
19 crisis: how effective is the Wuhan local government’s information release? International
Journal of Environmental Research and Public Health, 18(1), 118.

Zhang, F., & Feeney, M. K. (2018). Managerial ambivalence and electronic civic engagement: The
role of public manager beliefs and perceived needs. Public Administration Review, 78(1), 58-
70.

Zheng, Q. (2023). Restoring trust through transparency: Examining the effects of transparency
strategies on police crisis communication in Mainland China. Public Relations Review,
49(2), 102296.

Zintl, T., & Houdret, A. (2024). Moving towards smarter social contracts? Digital transformation as a
driver of change in state—society relations in the MENA region. Mediterranean Politics, 1-
24.

795



