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Abstract

Frequent and unplanned power outages by Tavanir have prompted various newspapers to criticize the company for
poor planning, incompetence, weak management, and inadequate infrastructure. In an effort to repair its image, Tavanir
has published responses to these accusations in newspapers and news outlets. Based on Benoit's Image Repair Theory
(1995, 1997, and 2015)—the most recognized framework for image repair, which included the five super-strategies of
denial, evasion of responsibility, reducing offensiveness, corrective action, and mortification—this study examined 23
responses from Tavanir over the past three years to analyze the strategies employed to restore its reputation. The
findings revealed that denial was the most frequently used macro-strategy and notably, the company had not utilized
the critical super-strategy of apology in any of its responses. Furthermore, the level of admission of fault and negligence
by Tavanir had decreased each year compared to the previous year. The trend indicated a decline in the use of effective
strategies, an increase in the use of moderately effective strategies, and a sharp rise in the adoption of ineffective
strategies. Analyzing the image restoration efforts of a company whose management appears unconcerned about losing
customers—and whose customers feel they have no choice but to endure—provides valuable insights into the dynamics
of corporate accountability and public perception.

Keywords: Image Restoration Strategies, Denial, Apology, Benoit, Tavanir Company.

Introduction
This study critically analyzed the defensive discourse of Iran’s state-owned power company, Tavanir, through the lens of
William Benoit’s Image Repair Theory. The company has faced significant public and media criticism due to frequent
and widespread power outages, which have led to accusations of poor planning and managerial incompetence. In response,
Tavanir has regularly published official rebuttals. This research applied Benoit’s typology, which identified 5 key image
repair strategies: denial, evasion of responsibility, reducing the offensiveness of the event, corrective action, and
mortification. This study was significant for two main reasons. First, it examined a state-backed monopoly that provided
an essential public service. Unlike competitive firms, Tavanir’s customers had no alternatives, which diminished market
pressure for genuine accountability. Second, it offered a diachronic analysis that tracked the evolution of Tavanir’s
communication strategies over 3 years (2023-2025), revealing strategic shifts.
The research aimed to determine:

1. Which of Benoit’s strategies Tavanir employed most and least frequently.

2. How the critical strategy of mortification (apology) was utilized and what its presence or absence signified.

3. The longitudinal trend in the use of strategies categorized as “good”, “fairly good”, or “bad” over the 3-year

period.

Materials and Methods
This study employd a descriptive-analytical design, utilizing a qualitative content analysis methodology complemented
by quantitative frequency and percentage analyses to provide systematic evidence.
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Data Collection and Corpus

The research population consisted of all official texts and statements issued by Tavanir in response to criticisms and
complaints published in Persian-language mass media between March 2023 and February 2025. A purposive sampling
method was employed, resulting in a complete census of 23 official rebuttals published during this period. These texts
were gathered from a diverse range of national and provincial news platforms. The total corpus amounted to 23,708 words
with an average length of approximately 1,030 words per rebuttal, indicating detailed and often analytical responses.

Analytical Procedure

The unit of analysis was defined as the "theme", which represented the smallest meaningful unit within the text containing
a distinct image repair strategy. This could be a sentence, a paragraph, or a larger section rich in defensive content. The
coding process was conducted in 3 stages:

e Open Coding: The entire text of all 23 rebuttals was meticulously examined and every statement or section that
constituted a defense or image repair effort was extracted as an initial code. This process identified 212 initial codes.

e Axial Coding: These initial codes were grouped and categorized based on conceptual similarities into Benoit's five
main super-strategies and their corresponding 14 sub-strategies.

e Selective Coding: Each identified strategy was further classified according to the evaluative framework of Wallace
et al. (2007), which categorized strategies into:

o Good Strategies: Corrective Action, Compensation, Mortification, Bolstering.

o Fairly Good Strategies: Defeasibility, Minimization, Good Intentions, Differentiation, Transcendence.

o Bad Strategies: Accident, Provocation, Attack Accuser, Shift Blame, Simple Denial.

To ensure reliability and consistency in the coding process, inter-coder reliability was assessed. 30% of the data (7
randomly selected rebuttals) were independently coded by a second researcher familiar with the theoretical framework.
The agreement was calculated by using Holsti's formula, yielding a high coefficient of 0.87, which confirmed the
reliability of the analysis.

Discussion of Results and Conclusion

The findings revealed a stark and consistent pattern of defensive, irresponsible communication by Tavanir, which had
been intensified over the 3-year period studied. The analysis demonstrated a heavy reliance on confrontational strategies.
The super-strategy of Denial was predominant, accounting for 47.17% of all coded strategies followed by Reducing
Offensiveness at 31.13%. A closer examination of the sub-strategies revealed a clear tactical preference: Shift Blame was
the most frequently employed tactic, comprising 34.43% of the total.

Tavanir consistently attributed widespread power outages to external factors, such as high consumption by inefficient
industries, the use of outdated equipment by factories, and failures in subordinate companies. The second most common
sub-strategy was "Attack the Accuser”, which accounted for 25.94% of the responses. This tactic was used to discredit
the motives and knowledge of critics, including members of parliament, factory managers, and media outlets. Together,
this "Denial and Attack" approach reflected a corporate posture that fundamentally rejected core criticisms and sought to
undermine the credibility of the critics themselves.

A critical finding was the complete absence of Mortification (Apology) across all 23 official rebuttals analyzed. The
company never issued a straightforward apology, expressed regret, or sought forgiveness for the disruptions caused.

Moreover, the use of Corrective Action, the other primary constructive strategy, showed a sharp and concerning
decline. Instances of Tavanir promising to address the issues had fallen from 8 in 2023 to only 2 in 2025. This trend
signaled a retreat from a basic commitment to problem-solving, reinforcing the perception of an organization unwilling
to engage in meaningful improvements.

Longitudinal data evaluated through an ethical and efficacy-based framework outlined a clear and troubling regression
in Tavanir's communication strategy. The use of "bad" strategies (e.g., Denial, Shift Blame, Attack Accuser) had increased
from 62.85% in 2023 to 79.75% by 2025. Concurrently, the use of "good" strategies (such as Corrective Action and
Apology) had plummeted from 34.29% in 2023 to a mere 5.06% in 2025. These data vividly illustrated a corporate
communication strategy that was becoming increasingly defensive and less accountable over time.

This specific pattern could be understood as a direct consequence of Tavanir's unique position as a state-backed
monopoly. In a competitive market, a company that fails to apologize or rectify its services risks losing customers.
However, for Tavanir, this market pressure was absent; the public and industries represented a "captive audience" with
no alternative providers. Consequently, the primary incentive for accountability was not market-driven but rather
political-administrative. Tavanir's accountability was directed upward toward government superiors rather than outward
toward the public. Within this framework, admitting failure could be perceived as an admission of political failure, making
denial and blame-shifting less costly with lower-risk strategies.

In conclusion, this research documented a sustained and escalating pattern of defensive discourse characterized by
denial, blame-shifting, and attacks on critics coupled with a complete aversion to apology and a declining commitment
to corrective action. The study argued that this counterproductive approach was not an anomaly but rather a rational,
albeit shortsighted, response to the company's institutional environment. The structure of a state-enforced monopoly
severed the connection between service failure and economic consequences, removing the primary driver for genuine
accountability. As a result, a self-reinforcing cycle emerged, where public criticism was met with institutional defiance,
further deepening public mistrust. For Tavanir and similar state-owned enterprises, genuine image restoration would
necessitate a paradigmatic shift from a defensive-administrative discourse focused on political expediency to a social-
responsibility discourse centered on public accountability and transparency. Until institutional incentives were realigned
to prioritize the public as stakeholders, the cycle of criticism and defensive denial was likely to persist. This case study
serves as a critical reference point for understanding crisis communication in non-competitive, state-controlled economic
environments.
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