Research in Human Resource Management ]

Imam Hussein
University

Providing a Comprehensive Framework for Organizational Apology;

A Meta-Synthesis Approach

Rouhollah Noori 1* | Akbar Hassanpour 2 | Yousef Vakili 3 | Elham Mohammadzadeh 4

1- Corresponding Author: Associate Professor, Department of Human Resource Management, Kharazmi University, Tehran, Iran |

rnoori@khu.ac.ir

2- Associate Professor, Department of Human Resource Management, Kharazmi University, Tehran, Iran

3- Associate Professor, Department of Human Resource Management, Faculty of Management, Kharazmi University, Tehran, Iran

4- PhD Candidate, Organizational Behavior Management, Kharazmi University, Tehran, Iran

Volume info

Vol. 18
Series: 63
Spring 2026
P.P: 143-143

Article Type

Research Paper

Article History

Received:

2025-08-11
Revised:

2025-12-07
Accepted:

2026-06-16
Published:

2026-06-17

ISSN - E-ISSN

ISSN: 2008-4528
E-ISSN: 2645-5072

0

Abstract

Organizational apology, as one of the important strategies for managing relationships with

society, citizens, customers, stakeholders (internal and external) and employees, plays a key
role in the success of the organization. However, its definition, dimensions, components,
effective factors, process and consequences have remained like an elephant in the darkness.
Therefore, this research has been conducted with the aim of presenting a comprehensive
model of organizational apology, as a gap in this field. The research has been implemented
with a qualitative approach and meta-synthesis method. Information sources, articles and
research published on the subject of the study in internationally recognized scientific
databases within a time period 1984-2024 searched and selected. The sources were selected
based on the criteria for entering the meta-synthesis process. Qualitative content analysis
method has also been used to analyze the data. The results showed that organizational
apology as a multifaceted process includes contextual/contingent enabling/disabling factors
(transgression  type/severity, organization pre-reputation, values, policies, culture,
leadership, degree of openness, leadership, etc.), input factors of apology (such as
political/legal, behavioral and ethical, social, brand/credibility/reputation, fairness, critical
and etc.) and apology strategies (such as political accountability, behavioral approach,
justice-based strategy, corporate social responsibility, brand and reputation management
approach, crisis management strategy and etc.) that takes place in several main stages
(observation, interpretation and design). Also, this process has consequences at the
individual, group, social and organizational levels with evaluation and feedback in the end
of the process. The specific nature of the research methodology and the use of a qualitative
approach and a meta-synthesis strategy led to a holistic approach to deeply examine
numerous but one-dimensional and scattered studies and models of organizational apology
and to remind managers to consider this phenomenon from various strategic, political,
social, legal, ethical, behavioral, communication, reputation and credibility, and crisis
management dimensions, and accordingly design and implement the apology process (self-
awareness, getting facts, stakeholder impact mapping, identification of the range of
responses, apology design, apology implementation, and restitution management and
relationship repair) in their organization and ultimately achieve its individual, group,
organizational, and social consequences.
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