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Abstract 
 
The coronavirus outbreak has left everyone frightened with high level risk 

globally.  Coronavirus has become a threat to interaction as everyone tries to 

have little interaction as possible. Stakeholders turn to social media to seek 
information, provide information’s and moreover engage and collaborate in 

the advent of the crisis. Social media is now the game-changer that could 

impact every aspect of life through which people interact. In this study, our 

aim is to demonstrate how interaction on social media can improve 
community resilience. With the help of the literatures, the findings shows 

that, 1) crisis has a significant impact on crisis response, resilience and 

interaction, 2) crisis response has significant impact on resilience and 
interaction, and overall, 3) the interaction has a positive or negative 

significant impact on resilience. This paper offers theoretical implications to 

social media based interaction to improved community resilience. 

 
Keywords: Crisis informatics, Social media, Interaction, Resilience, 

Coronavirus outbreak, WeChat. 
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1 Introduction 
 
Following the Coronavirus outbreak and everyone is going frightened 

with high global and regional level risk [41]. Coronavirus outbreak has left 
Wuhan deserted to contain the spread of the virus. The virus is rapidly 

affecting other countries and has become a threat to interaction as everyone 

tries to have little interaction as possible. Stakeholders turn to social media to 

seek information, provide information’s and moreover engage and 
collaborate in the advent of the crisis. Social media is now the game-changer 

that could impact every aspect of life through which people interact. 

Information about the virus is can be found on social media as well as 
becoming where becoming where people interact, respond to the outbreak 

and for situational awareness. This has led social media to enabled groups 

individuals and groups to cooperate and involve in the crisis communication. 

In Every day life, social media is play a important role [34,35,27]. WeChat, 
Facebook, Twitter, are social media platforms in which people tend share 

crisis situations of one self or loved ones which could improve effort in 

finding missing person, or respond to an ongoing crisis positively or 
negatively. The social media information could be used to improve crisis 

management and discourage fake information circulation [39], improve 

recovery effort, understand the damages level, and to prepare against future 
events. 

A philosophy that sees emergency management as an extended social 

framework in which stakeholders (i.e. public, emergency managers) involve 

to generate and spread the disaster-related information to a number of 
audience  [18].   This  social media focused on crisis informatics. People 

often use social networks as a contact platform to share their feedback about 

a crisis situation and as a source of information for emergency operations 
centres to increase their understanding of the situation[23]. Crisis 

management assesses what has occurred in future incidents to improve 

resilience[24]. 
Community resilience after a disaster/ crisis is important in crisis 

management. Therefore, objective of this study is to reveal how 

communication on social media can develop community resilience. The 

approaches of meta-analysis software development process [16], factors 
affecting global virtual teams’ for collaboration [10], data quality dimension 

[31,32, 25] and ontological approach of knowledge transformation (Sidi et 

al., 2018) are also used under this study. With the help of the literature, we 
evaluate twenty seven (27) articles screened from an ongoing systematic 

literature review (SLR) to build upon prior work. Impact Factor (IF) criteria 

were adopted for quality assessment in order to ensure high quality study. 
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 The authors ensure that all articles are relevant to the area of study and 

contributed meaningfully to field of crisis communication on social media or 
crisis informatics by using classification technique, semantic schema 

matching technique and threshold-based similarity to detect duplication 

[8,9,13] thru an efficient approach of queries [2,3,28,29]. The breakdown of 
the articles across various high impact journals can be seen from the 

appendix in Table 1.  

 
Table 1: Number of Screened Articles from an Ongoing SLR Study 

 Number of articles 

Source 2008-2015 2016 2017 2018 2019 Total 

Journal of contingencies and crisis 

management 

3 - - 2 - 5 

Public Relations Review 4 - 2 1 2 9 

Computers and Human Behaviour - 3 - - - 3 
Technological forecasting and social change - 1 - - - 1 

Journal of operations management - 1 - - - 1 

International journal of disaster risk reduction - 1 - - 1 2 

Telematics and informatics - - 1 - - 1 

Tourism management - - - 1 - 1 

International journal of information 

management 

- - - 3 - 3 

European journal of
 operational 

research 

- - - - 1 1 

Total articles 7 6 3 7 4 27 

Note: The same article extraction method was reported in a different 
study and different scope. 

 
2 Related Review 

 

The communication between various stakeholders involved in the crisis 

response on social media is in study. There is a growing literature suggesting 

the impact of interactions and how it can affect stakeholder relationship or 

build resilience. Authors in [21] investigated change of relationship when an 
organisation is under pressure using general structural path model, and 

concludes that during normal times and in crisis times, stakeholder’s 

relationship changes [26] Plessis affirmed their view grounded on dialogic 
communication theory which shows that stakeholder’s relationship should 

increase during and after crisis using open, interactive transparent,  and 

dialogic content responsive,that would support and build relationship.  
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In addition, [12] network theory identified the relationship between 

actors involves in an issue arena, and suggest that the interaction is between 

topics, authors and addressed actors. None of these studies allow social 

media, people, crisis communication and relations to create relationships that 
reflect the the nature of crisis management and public response contexts and 

nature of social mediated crisis communication. These studies also not 

assessed the effect of interaction and noted that understanding the interaction 
between stakeholders involved is goal of crisis informatics [38]. 

 

3 Discussion 
 

Prior works have shown the impact of social media as enabling 

environment through which interaction take place. However the security 

awareness and information security threat need to be addressed as one of the 
important attributes in the social media environment [15, 33], an example of 

the attribute for social media environment can be on the profiling of big data 

analytic digital news in social media [17,1]. Although, other factors still 
contributes to the resulting interaction on social media. Most of these factors 

include stakeholders (i.e organisational stakeholders, and public’s 

stakeholders), crisis and crisis responses. In our effort to present this 

relationship, Figure 1 shows the impact of these factors on interaction and 
resilience building.  

 
 

Figure 1: Theoretical Model 
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The dynamic nature of crisis response on social media represent why 
interaction is an integral part of analysing public’s response. We introduce 

the interaction into the interactive crisis informatics model. This model 

contains 4 core components such as crisis, crisis responses, interaction, and 
resilience. Each component has relationships and dimensions with other 

components and dimensions of this relationship are defined by the nature of 

the impact on the other component. The nature of the relationship is 

represented and contribute to the resulting interaction as shown in Figure 2. 
Brief description of the component and their respective attributes can be seen 

from Table 2. The proposed model shows that, 1) crisis has a significant 

impact on crisis response, resilience and interaction, 2) crisis response has 
significant impact on resilience and interaction, and overall, 3) the interaction 

has a positive or negative significant impact on resilience. 
 

 
 

Figure 2: Proposed Crisis Informatics Interactive Model for Building Resilience 
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Table 2: Brief Ontology of the Component in the Model 

 

Component Description 

Interaction It is representations of human ties that happen in socio-technical interaction (social 
media). 

Each contact is proof of an action by someone; it may be reading , writing, enjoying, or 

sharing. There are connexions between two people on social media, or between people 

and organisations.This interaction would be positive, neutral or negative. The six 

variables adopted to analyze the interaction among the groups of crisis respondent 

include time distance, type or mode of interactions, frequency, duration, intensity and 

type of content. Time distance represents the timestamps between publics or between 

publics and organisation to compute the time of interactions and prior interactions. The 

mode of interactions could be passive or active. A passive interaction is reading 

without commenting or sharing which is less commonly recorded in electronic trace 

data. The analysis can categorize interaction pattern and describe how these patterns 

can involve to how organisation participate in crisis management [11,40]. 

.Social Media An object or environments enable between collaborate between groups and individuals. 

The social media content could be in the form of text, visual, voice or mix [4]. 

Crisis Crisis is a sense of threat, urgency, and destruction, often on a monumental scale. The 

crisis influences crisis response formation and leadership on social media. Crisis can be 
in the form of natural disasters or human induced crises. The generally accepted phases 

of crisis are pre-crisis, during-crisis and post-crisis. Crisis can be in the form of natural 

disasters (earthquakes, tsunami, wild fire etc), Human-Induced Crisis (Terrorism), 

Public Health Concerns, organizational crisis (internal and external). Information about 

crises is important such as crisis history, crisis origin and crisis responsibility as victim, 

accidental or preventable. Most researchers in crisis informatics have reported three 

stages or phases of crisis [30, 20 5, 6, 4, 14 7, 37]. 

Crisis response Crisis response is the reaction of stakeholders (publics and management) in respect to 

crisis. This allows stakeholders to generate content expressing their opinion on/about the 

crisis or the entity managing the crisis. Different stakeholders can participate in crisis 

response ranging from active stakeholders, passive stakeholders and inactive. Active 

(influencers) creates or post information on social media, passive (followers) who share 
or like the information created by influencers. The publics participating in crisis 

response on social media are seen as consumers and producers of crisis information. 

Understanding full range of publics emotions improve effective crisis response strategy 

[20, 36, 19]. 

Resilience It is capability to emotionally or mentally cope with crisis or to return to pre-crisis status 

rapidly. The individual’s ability to recover after a crisis. In advent of crisis,Publics’ 

resilience is significant to know the effect of crisis management (organisation) effort. 

Crisis management action is directed to develop the relationship and improve the 

community resilience [20,22]. 
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4 Conclusions and Future Work 
 

The literature suggests that interaction is an integral part of crisis 

management on social media. In this study, we proposed a crisis Informatics 

interactive model (CIIM) to demonstrate the impact of interaction on 
community resilience. We presented how crisis and crisis response can have 

significant impact on resilience and indirect impact through interaction. We 

highlight that interaction can have positive or negative impact on building 

resilience. Moreover, the proposed models shows how the interaction could 
be measure by collecting crisis response on social media based on the time 

distance, type or mode of interactions, frequency, duration, intensity and type 

of content attributes. However, the limitation of the study is that, the 
proposed model is based on the evaluation of the literature. In the future, we 

intends to investigate the impact crisis, crisis response and interaction in 

twofold, firstly content of the model will be validated through expert review, 

secondly empirical study will be conducted to find out the impact these 
factors, and crisis response could be collected to understand the intensity of 

the interaction.   
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