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ABSTRACT: Over the last three decades, a series of research has revealed how strategic 
communication may have a profound effect on how members of society behave. More 
precisely, communication theories have documented the media's ability to determine the 
agenda in society. The situational theory of problem solving is particularly interesting because 
it explains why and how individual members of society communicate during a problematic 
situation. This hypothesis has been evaluated in a variety of contexts to determine its efficacy. 
However, few studies have been conducted to examine the influence of communication from 
corporations or government to community members. The character of persons, particularly 
employees' information seeking and sharing behavior, has been significantly overlooked in the 
context of COVID-19. The purpose of this study is to investigate theoretically how employees 
process, seek, forward, filter, choose, and exchange information regarding COVID 19. 
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1. Introduction 

Numerous investigations have established that the disease COVID 19 developed in the Chinese 
city of Wuhan in the Hubei province [1-3]. The plague was initially recognized in late 
December 2019, when clusters of pneumonia cases with an unknown cause were connected to 
exposure to a seafood market in the aforementioned province [4]. As a result, on 30th January 
2020, the World Health Organization designated COVID-19 a global public health emergency 
posing a high danger to countries with inadequate health systems [5]. COVID 19 has afflicted 
countries worldwide to date, with over 720,000 confirmed cases and 33,000 recorded deaths 
[6]. 

To restrict the spread of the Virus, countries have implemented stringent measures such 
as social isolation [7, 8], hand washing, and environmental cleaning. Numerous prior studies 
examined the effect of communication actions on health-related behavior [9-11]. However, no 
data on the level of awareness and attitude of Higher Institution Employees (HIE) toward 
COVID 19 are available. The purpose of this study was to determine the effect of 

https://doi.org/10.53623/jdmc.v1i1.37


Journal of Digital Marketing and Communication 1(1), 2021, 1-6 

2 
 

communicative actions on HIE knowledge and attitudes toward COVID 19. It has remained 
unclear how individuals gain access to knowledge on COVID 19 and how credible and 
prepared they are to apply that knowledge. There are few research on the timing and manner 
in which individuals process, seek, forward, filter, choose, and exchange information regarding 
COVID 19. Numerous scientists have established that information seeking is a crucial element 
in predicting health behavior, which results in a variety of favorable health outcomes [9]. 
Indeed, the extent to which individuals benefit from health information is largely determined 
by their ability to obtain, process, and convey the data [10]. Thus, it is critical to examine how 
HIE get information regarding COVID 19 and how they respond to the information. 

Thus, the purpose of this study is to investigate conceptually the extent to which HIE 
process, seek, forward, filter, choose, and distribute COVID 19 information. Additionally, the 
study seeks to ascertain the extent to which HIEs are familiar with and supportive of COVID 
19. Additionally, this study will examine the variance in HIE knowledge and attitude regarding 
COVID 19 in relation to demographic and psychographic characteristics. The remainder of the 
paper is divided into four sections, the first of which defines communicative activity. This leads 
to a discussion of the six critical dimensions of communicative action in the second section, 
which include information defending, information permitting, information forwarding, 
information sharing, information seeking, and information attending, while the third section 
examines the concept of knowledge regarding COVID-19. The conclusion connects these 
topics in terms of theory growth, professionalism, and future research directions. 

2. Communicative action 

According to the concepts of situational theory of problem solving (STOP), communicative 
action refers to a problem solver's increased communication activity in information gathering, 
selection, and dissemination while he or she engages in issue solving [12]. According to Grunig 
[13], communicative activity in issue solving occurs as a result of individuals' problem solving 
practices as a management tool. It is a second-order construct with six antecedents: information 
defense, information permitting, information forwarding, information sharing, information 
seeking, and information attending [14]. Similarly, the six communication factors are 
incorporated into three communication behaviors: information collection, information 
selection, and information transmission [12]. Simply said, the more effort an individual devotes 
to problem solving, the more acquisitive of information about the problem, selective in how 
the information is handled, and transmissive in how it is shared with others [12]. 

According to the STOP, when individuals recognize an incident as a fundamental 
problem that must be addressed, they will devote cognitive and communicative resources to 
resolving it [15]. The STOP's primary theoretical premise is that a specific condition motivated 
to solve a problem would amplify communicative action related with the problematic 
circumstance [16]. Additionally, the theory postulates that participation in the six information 
behaviors associated with resolving a frightening circumstance is a result of an individual's 
perspective on the condition, motivation to solve the issue, and triggering of cognitive 
frameworks [15]. The following section will address the preconditions for communicative 
activity. 
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2.1. Information selection behaviors: permissive and forefendin 

According to Kim and Grunig [13], during problem solving, a problem solver develops two 
types of information selectivity: information forefending and information allowing. 
Information selection behavior, in particular, relates to an individual's degree of control over 
acquiring and disseminating information in order to conserve cognitive resources for problem 
solving or to elevate his or her selected solution and end states [15]. Equally crucial is the fact 
that information permitting and information forefending are not mutually exclusive. More 
precisely, an individual can be tolerant of nearly all pertinent information and points of view 
from a variety of sources, including those that contradict his or her initial point of view [14]. 
(Kim et al., 2011). As a result, Kim and Grunig [12] concluded that the more deliberate an 
individual is when confronted with an issue, the more likely the individual will engage in 
information allowing and information forefending behavior.  

2.2. Information acquisition behaviors: Information seeking and information attending 

Over the last decade, research has established a link between information seeking and 
attendance and information acquisition [12,17]. The acquisition of information has been 
emphasized as being centered on communicative behavior in relation to the many types of 
information utilized to solve problems [15]. On the one hand, information seeking is a sort of 
active communication that involves scanning the surroundings for information about a certain 
subject. On the other hand, information attending refers to an inert communication style that 
results in the inadvertent detection and persistent processing of information [18]. With this in 
mind, Kim et al. [14] shown that an active issue solver actively searches out information and 
pays attention to it, whereas an inactive problem solver may work on knowledge only when it 
is presented to him or her. 

2.3. Information transmission behaviors: Information forwarding and information sharing 

According to a number of academics, information can be sent in two distinct ways [14]. 
Inactive information transmission is the sharing of information in response to a request for 
one's perspective on a subject. In comparison, an active information transmitter sends 
information proactively, regardless of whether someone requests it [12]. When an individual is 
unsure of the solution to an issue, previous research indicates that he or she frequently considers 
the utility of exploiting collective behaviors by teaching others about what might happen if the 
problem is not handled [15]. In general, the more active communicator is one who shares and 
forwards information [14]. 

3. Knowledge about COVID19 

Several decades of research have revealed that a lack of understanding and awareness about 
diseases has been linked to the rapid development of infectious diseases [19,20]. Similarly, 
effective prevention and control have been observed to benefit from all stakeholders' 
compliance with preventive information [21]. Similarly, studies have found that when 
employees perceive an infectious disease in their work environment, their performance suffers 
[20]. Other research has revealed disparities in the level of knowledge and attitude toward 
COVID 19 between those with high and poor socioeconomic backgrounds [22]. 
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According to studies, non-medical subgroups have a limited awareness of the nature of 
COVID 19 [23]. Earlier investigations demonstrate that more than 80% of COVID 19 patients 
presented with modest symptoms and healed without medical intervention, while nearly 20% 
of infected cases developed a serious sickness such as multi-organ failure, shortness of breath, 
fever, and a projected 2% fatality [24]. This demonstrates the importance of conducting more 
research on the attitudes and knowledge of various stakeholder groups. 

Kim and Hong's study discovered that problem recognition, involvement, and 
constraint recognition were all significantly associated with persons' anger and dread regarding 
the spread of COVID-19. Surprisingly, the data indicate that fear had a significant effect on 
situational motivation in problem-solving and information-seeking actions such as advancing 
and permitting [25]. Similarly, other research use situational theory of problem solving to 
examine the effects of fear and a favorable organization-public relationship on behavioral 
intentions to follow Centers for Disease Control and Prevention recommendations. Fear and a 
favorable organization-public relationship were found to have a positive effect on individual 
information transmission, acquisition, and willingness to follow the Centers for Disease 
Control and Prevention's guidelines for dealing with infectious diseases [26]. This study 
demonstrates how situational theory of problem solving can help communication practitioners 
better grasp the factors that motivate individuals to share information about COVID-19. 

4. Conclusion  

The conceptual model demonstrates how situational theory of problem solving can be used to 
the setting of health communication to investigate the effect of communication on behavioral 
intentions during a pandemic. The extent to which the public makes use of information from 
numerous media in a crisis situation is critical. The epidemic of COVID-19 has emphasized 
the critical role of effective communication in increasing community members' understanding. 
However, additional empirical evidence is required to demonstrate the effect on behavioral 
intentions. Another key component in COVID-19 prevention knowledge and practice is that 
community members are aware that the novel coronavirus can be prevented by maintaining 
social distance and frequent handwashing. Nonetheless, there was a significant issue with 
adapting to this knowledge and practice. This demonstrates the importance of additional 
research on the behavioral intentions of individual members of society. 
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