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Appendix A: Semi-Structured Interview Protocol (English & Bahasa Indonesia)
This interview protocol was used to gather primary data from communication experts and practitioners between April and June 2024. Sampling was conducted purposively based on expertise in public relations, crisis management, and digital media. 
Part 1: Participant Profile & Opening Questions
1. Could you please describe your professional background and experience in crisis communication or digital public relations management?
(Mohon deskripsikan latar belakang profesional dan pengalaman Anda dalam manajemen komunikasi krisis atau hubungan masyarakat digital?)
2. In your view, how fundamentally has social media changed the speed and dynamics of organizational crisis escalation in Indonesia?
(Menurut pandangan Anda, seberapa mendasar media sosial telah mengubah kecepatan dan dinamika eskalasi krisis organisasi di Indonesia?)
Part 2: Social Media as a Catalyst for Crisis Escalation
3. Reflecting on the PT KAI Commuter sexual harassment incident, how do you evaluate the initial response posted by the official Twitter/X administrator? 
(Merefleksikan insiden pelecehan seksual PT KAI Commuter, bagaimana Anda mengevaluasi respons awal yang diunggah oleh administrator resmi Twitter/X?)
4. In terms of Situational Crisis Communication Theory (SCCT), how did the public’s perception of organizational empathy and responsibility shift after that specific digital interaction went viral? 
(Dalam konteks Situational Crisis Communication Theory (SCCT), bagaimana persepsi publik terhadap empati dan tanggung jawab organisasi bergeser setelah interaksi digital tersebut menjadi viral?)
5. Why do you think a secondary communication crisis can sometimes generate heavier reputational damage than the operational failure itself? 
(Mengapa menurut Anda krisis komunikasi sekunder terkadang dapat menghasilkan kerusakan reputasi yang lebih besar daripada kegagalan operasional itu sendiri?)
Part 3: Organizational Response and Rebuilding Strategy
6. How do you assess the corrective actions implemented later by PT KAI Commuter (e.g., official public apology, sanctions for the administrator, integration of CCTV Analytic database, permanent service bans)? 
(Bagaimana Anda menilai tindakan korektif yang kemudian diterapkan oleh PT KAI Commuter (seperti permintaan maaf resmi, sanksi bagi administrator, integrasi basis data CCTV Analitik, dan larangan layanan permanen)?)
7. To what extent can an accommodative "rebuilding strategy" effectively restore organizational legitimacy once negative content or screenshots have proliferated online? 
(Sejauh mana "rebuilding strategy" yang akomodatif dapat secara efektif memulihkan legitimasi organisasi ketika konten negatif atau tangkapan layar telah tersebar luas di internet?)
Part 4: Social Media as a Mechanism for Crisis Recovery & Governance
8. How did the organization utilize the exact same social media platform to transition from a state of crisis escalation to institutional recovery? 
(Bagaimana organisasi menggunakan platform media sosial yang sama untuk bertransisi dari tahap eskalasi krisis menuju pemulihan institusional?)
9. What practical guidelines or social media governance models should public transportation operators establish to ensure victim-centered and digitally responsive crisis communication? 
(Panduan praktis atau model tata kelola media sosial apa yang harus ditetapkan oleh operator transportasi publik untuk memastikan komunikasi krisis yang berpusat pada korban dan responsif secara digital?)
Appendix B: Document and Digital Artifact Analysis Matrix
This matrix outlines the secondary data sources evaluated during the study, including official organizational output, social media discourse, and mainstream online news coverage. 
	Artifact IDE
	Source Category
	Document/Post Type
	Key Content Analyzed
	Theoretical Relevance (SCCT)

	ART-01
	Social Media (X/Twitter) 
	Initial Public Complaint & Administrator Reply 
	Passenger's report of sexual harassment and the subsequent sarcastic/insensitive response from the official handle. 
	Identification of secondary communication crisis catalyst; baseline for stakeholder outrage. 

	ART-02
	Official Statement 
	Corporate Press Release / Formal Apology 
	Multi-platform public apology statement, admission of failure, and announcement of human resource sanctions. 
	Evaluation of Accommodative Rebuilding Strategy. 

	ART-03
	Institutional Records 
	Operational Updates Policy 
	Announcements regarding the implementation of CCTV Analytics technology and permanent service bans for offenders. 
	Analysis of operational corrective action and its role in long-term legitimacy recovery. 

	ART-04
	Mainstream Media 
	National Online News Articles (April–June 2024) 
	Media narrative framing of PT KAI Commuter's response style, public backing of the victim, and regulatory scrutiny. 
	Examination of media amplification, public expectations, and broader organizational legitimacy. 


Appendix C: Thematic Analysis Reference Guide
The coding and extraction process followed the six-step qualitative framework of Braun and Clarke (2006). Below is an operational layout showing how raw transcript extracts map directly to the final themes discussed in the study. 
Theme 1: Social Media as a Catalyst for Crisis Escalation
· Operational Definition: Situations where the platform speeds up reputational harm because the organization's own digital response lacks empathy, turning an operational issue into a larger communication crisis. 
· Example Codes Generated: Insensitive digital reply, Viral screenshot propagation, Moral outrage amplification, Secondary communication crisis.
· Illustrative Expert Quote: "Social media has become the primary arena where public complaints are amplified and where organizational responses are immediately evaluated by stakeholders... inappropriate digital communication may transform a service complaint into a reputational crisis..." (Malik, 2024; Jamiluddin, 2024). 
Theme 2: Organizational Crisis Response and Rebuilding Strategy
· Operational Definition: Institutional efforts to accept accountability and mitigate damage through accommodative actions, transparent updates, and policy updates. 
· Example Codes Generated: Official public apology, Accountability enforcement, Technology integration (CCTV Analytics), Victim support.
· Illustrative Expert Quote: "Continuous public communication through social media helped reassure passengers that reports of sexual harassment would receive institutional attention and follow-up." (Arifin, 2024). 
Theme 3: The Dual Role of Social Media in Crisis Communication
· Operational Definition: The dual function of a digital ecosystem, serving first as an open space for public backlash and later as the primary interactive tool to rebuild public trust. 
· Example Codes Generated: Dual mechanism, Operational transparency channel, Direct stakeholder engagement, Reputational recovery platform.
· Analytical Note: Demonstrates that the digital platform functions as an antecedent of crisis escalation when mishandled, but serves as a strategic infrastructure for recovery when anchored by transparency and empathy. 
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