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Abstract:

This study aims to know the contribution of the communication scheme in managing the crisis
of two trains collision at Boudouaou station in Mordas on September 24, 2016 at the National
Railway Transport Company, and the most important measures taken by the company during the
occurrence of the crisis and this by focusing on forming the crisis cell and diagnosing it, defining
the target and the target audience and choosing the means of communication Finally, the assessment
of the crisis and the effectiveness of the communication scheme adopted by the company in
managing the crisis of two trains collision on September 24, 2016.

The study reached a set of results, the most important of which is that the company has relied
on the communication scheme by forming the crisis cell immediately after the crisis occurred
following the arrival of reports from the National Command Center (PCN), diagnosing the crisis
and determining the main cause of the accident, as well as defining the target and the target
audience in the crisis, and ensuring its arrival in The right time, and after the crisis, the company
assessed the crisis by developing a communication plan for 2017, by acquiring Coradia trains,
which worked to improve the image of the institution and its service to its customers.

Keywords: Planning ;communication planning; crisis; crisis management; crisis communication.
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