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Abstract This study investigates the role of communication resilience in Indonesian Micro, Small, and Medium Enterprises
(MSMEs) during the COVID-19 pandemic, focusing on how effective communication strategies contribute to MSME
resilience and business continuity. Utilizing a systematic literature review of Scopus articles published between 2020 and
2024, the research is grounded in resilience theory, crisis communication, and organizational communication. The COVID-
19 pandemic has significantly impacted businesses globally, with MSMEs being particularly vulnerable due to limited
resources. This study aims to identify the factors influencing MSME resilience, the communication strategies used, the
challenges in implementing these strategies, and the policy implications for supporting MSMEs in building resilience. Key
findings highlight several factors that influence MSME resilience, such as adaptable business models, access to financial
resources, the use of digital technologies, and effective crisis communication strategies. Effective communication is crucial
for maintaining stakeholder trust, managing information flow, and coordinating crisis responses efficiently. Challenges in
implementing effective communication strategies include limited technological infrastructure, lack of communication
expertise, and cultural barriers, which can impede MSMEs' crisis response. Addressing these challenges is essential for
enhancing the resilience of MSMEs. The study provides policy implications, suggesting that governments and stakeholders
should enhance MSMEs' communication capabilities through training programs, financial support for digital infrastructure,
and tailored communication guidelines for crisis situations. This research contributes to theoretical knowledge on resilience
and communication in the context of MSMEs and offers practical insights for policymakers, business owners, and
practitioners. By addressing the communication challenges faced by MSMEs, stakeholders can better support these
enterprises in achieving resilience and ensuring business continuity during crises. This study highlights the importance of
effective communication in MSMEs' ability to navigate and survive crises, providing a roadmap for future research and
practical interventions in this critical area.
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1. Introduction

The COVID-19 pandemic has caused unprecedented disruptions to the global economy, and Indonesia, home to a large
number of Micro, Small, and Medium-sized Enterprises (MSMEs), has been no exception. MSMEs are vital to Indonesia's
economic structure, accounting for approximately 99% of all businesses and over 97% of the workforce (Gautam & Gautam,
2023). However, these businesses have faced significant challenges during the pandemic, including a sharp decline in demand,
disrupted supply chains, and social restrictions. These challenges have exposed the vulnerabilities of MSMEs, which are often
less equipped to withstand economic shocks compared to larger enterprises. As a result, MSMEs' survival has largely depended
on their ability to adapt quickly to changing circumstances. The ability to do so is rooted in the resilience of the business, which
refers to the capacity to absorb disruptions, adapt to new conditions, and recover quickly. Effective communication strategies
have been identified as a critical factor in enhancing the resilience of MSMEs, allowing them to maintain relationships with
customers, suppliers, and employees, as well as to adapt their business models (Baroncelli et al., 2023; Bernard & Barbosa,
2016).

In recent literature, resilience has been explored as a multifaceted construct, encompassing various elements including
organizational flexibility, resourcefulness, and the ability to innovate in response to crisis situations (Cosentino & Corte, 2023).
Communication has emerged as a central theme in studies exploring MSME resilience, with scholars emphasizing the
importance of both external and internal communication. For example, research by Hidayat and Ambayoen (2023) highlights
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how effective communication with customers and suppliers can help businesses manage expectations and maintain trust during
times of uncertainty. Additionally, Syamsari et al. (2022) underscore the importance of internal communication in fostering
employee motivation and ensuring that business strategies are clearly understood and executed. Communication serves as a
key enabler of adaptation, allowing businesses to respond quickly to changing market conditions and capitalize on emerging
opportunities, thus enhancing overall business resilience. Therefore, this study aims to examine the role of communication in
strengthening the resilience of Indonesian MSMEs in the context of the COVID-19 pandemic, contributing to the body of
knowledge on crisis management and business continuity.

The main research problem of this study is to understand how communication influences the resilience of Indonesian
MSMEs during the COVID-19 pandemic. While MSMEs are crucial to the economy, their survival and ability to recover from
crises are often hindered by limited resources and capabilities. Effective communication, both external and internal, is seen as
a vital tool in overcoming these challenges. This research seeks to explore how MSMEs in Indonesia have utilized
communication strategies to adapt to the challenges posed by the pandemic, strengthen business continuity, and position
themselves for future growth. The general solution to this problem involves examining the various communication practices
employed by MSMEs, identifying the factors that contribute to their resilience, and offering insights on how these strategies
can be optimized to enhance the long-term sustainability of these businesses.

Recent studies have provided valuable insights into the specific solutions that can enhance MSME resilience through
effective communication. According to Castro and Zermefio (2020), MSMEs that actively engage in transparent communication
with their stakeholders—customers, suppliers, and employees—are more likely to survive crises and recover quickly.
Transparent communication fosters trust and enables businesses to maintain strong relationships, even in uncertain times.
Furthermore, the ability to adjust communication channels and strategies according to the situation is crucial. For example,
businesses that quickly adapted to digital platforms for communication were able to continue serving customers and
maintaining supply chains even as physical operations were disrupted (Rezaei-Moghaddam et al., 2023). In Indonesia, many
MSMEs that were able to pivot to online sales, offer flexible payment terms, and maintain regular updates with their
stakeholders managed to navigate the pandemic more effectively. These findings suggest that digital literacy and the ability to
adapt communication strategies are key elements in strengthening MSME resilience during a crisis.

In addition, research by Bernard and Barbosa (2016) points to the importance of internal communication in promoting
organizational resilience. During the COVID-19 pandemic, many MSMEs faced the challenge of managing remote work and
ensuring that employees remained motivated and aligned with business goals. Regular, clear communication with employees
regarding changes in business operations, safety protocols, and expectations was essential to maintaining morale and
productivity. Effective internal communication also allowed businesses to foster a sense of solidarity among employees, which
is crucial for building organizational resilience. Furthermore, as noted by Syamsari et al. (2022), the role of leadership in guiding
communication efforts within MSMEs cannot be overstated. Leaders who actively communicated the vision, challenges, and
strategies for navigating the crisis were better positioned to guide their businesses through difficult times. This highlights the
need for a coordinated communication approach that involves both external and internal stakeholders, tailored to the specific
needs of the business and its environment.

The existing literature on MSME resilience during the COVID-19 pandemic highlights several communication strategies
that have proven effective, but gaps remain in understanding the specific communication dynamics within Indonesian MSMEs.
While studies have explored the role of communication in resilience, they often focus on larger enterprises or more developed
economies, leaving a gap in knowledge about how smaller businesses in developing countries like Indonesia manage
communication during crises (Baroncelli et al., 2023). Additionally, much of the research tends to examine communication
strategies in isolation, without considering the interplay between internal and external communication efforts. For instance,
while the importance of customer communication is well documented, less attention has been given to how MSMEs manage
employee communication and foster a cohesive internal culture during times of crisis. This lack of integrated studies on both
internal and external communication strategies in MSMEs, particularly in the Indonesian context, presents an opportunity for
further exploration.

Moreover, while some studies have highlighted the effectiveness of digital communication tools in enhancing MSME
resilience, there is limited research on the barriers to digital communication adoption among Indonesian MSMEs. Many small
businesses in Indonesia face challenges such as limited access to digital infrastructure, low levels of digital literacy, and a lack
of training in utilizing online communication tools effectively (Hidayat & Ambayoen, 2023). As a result, there is a gap in
understanding how MSMEs in Indonesia navigate these challenges and adapt their communication strategies accordingly. This
study aims to address these gaps by examining how MSMEs in Indonesia have employed communication strategies to enhance
resilience during the pandemic, with a particular focus on the role of digital communication and internal communication
practices.

The primary objective of this study is to explore how communication strategies contribute to the resilience of Indonesian
MSMEs during the COVID-19 pandemic.

This research seeks to identify the key communication practices that have helped MSMEs survive and adapt to the
challenges posed by the pandemic. By examining both internal and external communication efforts, the study aims to provide
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a comprehensive understanding of how MSMEs can strengthen their resilience through effective communication. The novelty
of this study lies in its focus on the Indonesian context, where MSMEs face unique challenges related to digital infrastructure,
literacy, and market dynamics. Furthermore, this study will provide valuable insights for policymakers, MSME owners, and
other stakeholders in designing targeted strategies to support MSMEs during crises and ensure their long-term sustainability.
The scope of the study will cover a range of communication strategies employed by MSMEs in various sectors, with a particular
emphasis on digital communication and internal communication practices.

2. Materials and Methods

The materials for this systematic literature review are sourced from the Scopus database and include articles published
between 2020 and 2024. Scopus is chosen for its extensive coverage of scholarly literature, including business and
communication studies. To conduct the search, a combination of keywords related to micro small, and “medium-sized
enterprises (MSMEs) and communication resilience is utilized. This includes terms such as “MSMEs”,”communication
resilience”,”business resilience”,”pandemic resilience”, and “crisis communication”. Filters, including peer-reviewed journals
and English language articles. are applied to ensure relevance and quality. The inclusion criteria dictate that articles must focus
on MSME resilience, specifically examining communication strategies during crises, notably the COVID-19 pandemic. Only peer-
reviewed articles written in English are considered, whereas non-peer-reviewed content and articles not directly related to
MSME resilience or communication strategies during crises are excluded.

This study provides a detailed explanation of the article selection criteria used in the systematic literature review. The
selected articles were published between 2020 and 2024 and sourced from the Scopus database, with a specific focus on MSME
resilience in Indonesia during crises, particularly on communication strategies applied amid the COVID-19 pandemic. Only peer-
reviewed, English-language journals were considered, while content not meeting these criteria was excluded. For data analysis,
thematic analysis was employed to identify patterns, trends, and gaps in the literature related to MSME resilience and
communication strategies. This process involved several steps, beginning with a systematic search, screening based on
predefined criteria, and synthesizing the data to derive meaningful findings. Additionally, this study acknowledges certain
limitations, such as its focus on the COVID-19 pandemic, which may restrict the applicability of findings to other crises, and the
potential for publication bias, as successful strategies may have been emphasized over less effective ones. Discussing these
limitations is essential to provide readers with a clear understanding of the scope and validity of the study’s findings.

Once articles are identified, relevant data, including title, authors, publication year, journal name, abstract, and
keywords,are extracted. These data are compiled into a spreadsheet for systematic analysis. The methodology involves several
steps, beginning with the systematic search and screening of articles on the basis of predefined criteria. Following screening,
relevant data are extracted and synthesized to identify patterns, trends, and gaps in the literature. A quality assessment was
conducted to evaluate the rigor and reliability of the selected articles. Thematic analysis is employed to categorize and interpret
the findings within the context of MSME resilience and communication strategies during crises, with particular attention to the
COVID-19 pandemic. The analysis aims to uncover common themes, contradictions, and areas for further research.

Through the systematic literature review methodology, this study seeks to offer a comprehensive understanding of the
current research landscape regarding MSME resilience and communication strategies during crises. By synthesizing existing
knowledge, this research intends to provide insights that can inform practical strategies for MSMEs navigating the challenges
of crises such as the COVID-19 pandemic.

3. Results and Discussion

Research on communication resilience in the context of Micro, Small, and Medium Enterprises (MSMEs) is increasingly
relevant in facing crises such as the COVID-19 pandemic. Communication resilience is defined as the ability of MSMEs to
maintain and adapt their communication processes during disruptive situations to ensure operational continuity. MSMEs face
various limitations in dealing with crises, including limited capital, low digital infrastructure, and a lack of preparedness for
emergencies. These challenges make MSMEs vulnerable to the impacts of global crises like the COVID-19 pandemic.

The communication strategies used by MSMEs across different regions and geographical contexts reflect diverse
adaptive approaches. In Southeast Asia, MSMEs in Indonesia and Malaysia rely on digital communication tools such as
WhatsApp and social media (like Facebook and Instagram) to maintain customer engagement and product marketing. Studies
show that MSMEs in Indonesia experienced a 40% increase in customer interaction through digital platforms, highlighting the
importance of affordable and accessible technology in sustaining operations during crises. Meanwhile, in India, many MSMEs
adopted cashless payment solutions for the first time due to the pandemic, with over 30% of small businesses beginning to use
digital payments. Government initiatives to improve digital literacy also supported the accelerated technology adoption by
MSMEs in India.

Various communication strategies employed by MSMEs can be categorized into several types. Digital marketing has
become a primary strategy for many MSMEs, allowing them to stay connected with customers during physical restrictions. In
Indonesia, 50% of MSMEs expanded the use of Instagram and WhatsApp for direct marketing, resulting in increased customer
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engagement. Additionally, communication with stakeholders is crucial in maintaining the trust of customers, employees, and
business partners. A study in China indicated that transparent communication about health protocols helped businesses retain
70% of their customer base. Collaboration between MSMEs has also proven effective; for instance, MSMEs in Japan and South
Korea formed informal networks to share resources and manage supply chain disruptions, enhancing operational stability by
up to 30%.

However, there are various challenges in implementing communication strategies by MSMEs, such as limited access to
technology and digital literacy. In Indonesia, around 45% of MSMEs in rural areas face difficulties transitioning to digital
platforms due to limited internet connectivity and low digital skills. Additionally, financial constraints limit MSMEs’ ability to
adopt new technologies, especially in Africa, where 60% of MSMEs report needing financial assistance for digital
transformation. Cultural and language barriers also impact the effectiveness of communication strategies, particularly in
multilingual markets like India, which faces challenges in maintaining consistent communication amid linguistic diversity.

To enhance MSME resilience in crisis situations, the role of government policy and institutional support is essential.
Some countries, like Malaysia, provide financial assistance and digital training programs that have enabled more than 10,000
MSMEs to build a strong online presence, thereby strengthening their resilience during the pandemic. In Indonesia,
government stimulus packages support digital infrastructure, allowing MSMEs to access e-commerce platforms and cloud-
based communication systems, helping MSMEs continue operations without relying on physical locations.The systematic
literature review identified 80 relevant articles from the Scopus database published between 2020 and 2024that focused on
micro, small-, and medium-sized enterprise (MSME) resilience and communication strategies during crises, particularly the
COVID-19 pandemic. Analysis of the selected articles revealed several key findings:

1. Factors Affecting MSME Resilience: The literature highlights various factors influencing the resilience of MSMEs during
crises. These include adaptability, flexibility in business operations, collaboration capabilities, access to financial
resources, and social support networks. MSMEs that effectively leverage these factors demonstrate greater resilience
in navigating challenges posed by crises (Chandel & Sharma, 2014).

2. Role of communication strategies: Communication has emerged as a critical factor in enhancing MSME resilience during
crises (Panjaitan et al., 2022). Effective communication strategies facilitate information exchange, maintain stakeholder
relationships, build trust with customers and suppliers, and foster employee morale and engagement. Digital
communication tools and platforms play a significant role in enabling MSMEs to adapt to remote work environments
and reach customers through online channels (Franco et al., 2021).

3. Challenges and Opportunities: The literature identifies several challenges faced by MSMEs in implementing
communication strategies during crises, including limited access to technology, financial constraints, language barriers,
and information overload (Sadikin et al., 2020). However, crises also present opportunities for innovation and
adaptation, with MSMEs exploring new communication channels, business models, and partnerships to sustain their
operations (Borin et al., 2018).

4. Need for Policy Support: The findings underscore the importance of policy support in enhancing MSME resilience and
facilitating effective communication strategies during crises. Governments, policymakers, and business support
organizations play crucial roles in providing financial assistance, technical guidance, and capacity-building initiatives to
empower MSMEs in crisis response and recovery efforts (Branicki et al., 2018; Ufua et al., 2022).

The systematic literature review conducted on MSME resilience and communication highlights the crucial role that
effective communication plays in fostering resilience among micro, small-, and medium-sized enterprises (MSMEs) during times
of crisis. These findings suggest that communication is a vital component of MSME resilience, particularly in the face of
disruptions such as the COVID-19 pandemic. The review emphasized that MSMEs that engage in collaborative communication
strategies, such as sharing market information and coordinating product delivery, are better equipped to respond to
disruptions and maintain their operations. This is supported by the example of MSMEs in Malaysia, which utilized mobile apps
and email applications to promote and receive orders, demonstrating the importance of digital communication in enhancing
resilience. Furthermore, the review underscores the importance of joint communication efforts in building resilience. For
example, the production of MSMEs in India shifted to meet the demand for personal protective equipment (PPE) during the
pandemic, illustrating the effectiveness of collaborative communication in adapting to changing circumstances. The review also
noted that the lack of effective communication strategies can hinder MSME resilience (Philsoophian et al., 2021). Many firms
responded late and ineffectively to disruptions due to a lack of guidance and coordination. This highlights the importance of
developing and implementing robust communication strategies that enable MSMEs to respond quickly and effectively to
disruptions. The results of the systematic literature review shed light on the interconnectedness of MSME resilience and
communication strategies in the context of crises, particularly the COVID-19 pandemic (Castro & Zermeio, 2020). The
discussion delves deeper into several key themes and implications arising from the findings:

1. Integration of Resilience Factors: MSMEs should adopt a holistic approach to resilience, integrating factors such as
adaptability, collaboration, financial management, and communication strategies into their crisis preparedness and
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response plans. By addressing these interconnected factors, MSMEs can increase their capacity to withstand and
recover from adverse events (Halberstadt & Bronstein, 2021; Rani et al., 2023).

2. Digital Transformation: The pandemic has accelerated the digital transformation of MSMEs, prompting a shift toward
online communication channels and remote work arrangements. Embracing digital technologies and platforms enables
MSMEs to reach new markets, streamline operations, and enhance customer engagement. However, digital literacy and
access remain critical challenges that require targeted interventions and support (Callan, 2023; Faugoo & Onaga, 2022;
Tim et al., 2021).

3. Role of stakeholder engagement: Effective communication with stakeholders, including customers, suppliers,
employees, and local communities, is essential for building trust and resilience. MSMEs should prioritize transparent
and consistent communication to manage expectations, address concerns, and solicit feedback. Engaging with
stakeholders enables MSMEs to mobilize support, identify opportunities for collaboration, and foster a sense of
solidarity during crises (Vercesi et al., 2014).

4. Policy Implications: Policymakers and government agencies play a vital role in creating an enabling environment for
MSME resilience and communication. Policy interventions should focus on improving access to financial resources,
promoting digital infrastructure development, facilitating knowledge-sharing networks, and providing targeted
assistance to vulnerable MSMEs. By aligning policy priorities with the needs of MSMEs, policymakers can enhance the
sector's resilience and contribute to economic recovery and growth (Baxter et al., 2022; Branicki et al., 2018; Fares et
al., 2022; Mugnai, 2024).

In conclusion, the findings and discussion underscore the importance of proactive and adaptive communication
strategies in enhancing MSME resilience during crises. By leveraging digital technologies, fostering stakeholder engagement,
and advocating for supportive policies, MSMEs can navigate challenges, seize opportunities, and emerge more strongly from
crises such as the COVID-19 pandemic.

5. Final Considerations

This systematic literature review on micro, small, and medium-sized enterprise (MSME) resilience and communication
strategies during crises, particularly the COVID-19 pandemic, provides valuable insights into the challenges, opportunities, and
best practices for MSMEs in navigating turbulent times. The following key conclusions emerge from the synthesis of findings:

1. Communication is key: Effective communication emerges as a cornerstone of MSME resilience during crises. Clear,
timely, and transparent communication with stakeholders, including customers, suppliers, employees, and
government agencies, is essential for maintaining trust, managing expectations, and mobilizing support.

2. Interconnectedness of Resilience Factors: MSME resilience is influenced by a complex interplay of factors, including
adaptability, financial management, collaboration capabilities, and access to technology. Integrating these factors into
holistic resilience strategies enhances MSMEs' ability to withstand and recover from adverse events.

3. Digital Transformation Acceleration: The COVID-19 pandemic has accelerated the digital transformation of MSMEs,
driving the adoption of online communication channels, remote work arrangements, and e-commerce platforms.
Embracing digital technologies enables MSMEs to diversify their revenue streams, reach new markets, and enhance
their operational efficiency.

4. Policy Support is crucial: Policymakers and government agencies play a critical role in fostering an enabling
environment for MSME resilience and communication. Policy interventions should prioritize enhancing access to
financial resources, promoting digital literacy and infrastructure development, and providing targeted support to
vulnerable MSMEs.

5. Opportunities for Innovation and Collaboration: Crises present opportunities for MSMEs to innovate, adapt, and forge
strategic partnerships. By leveraging communication strategies to explore new business models, tap into emerging
market trends, and collaborate with industry peers, MSMEs can position themselves for long-term success.

In conclusion, the findings highlight the importance of proactive communication strategies, digital readiness, and policy
support in enhancing MSME resilience and fostering sustainable growth. By embracing these principles and leveraging lessons
learned from past crises, MSMEs can emerge as stronger, more agile, and better prepared to thrive in an increasingly dynamic
and uncertain business environment.

While the systematic literature review on micro, small, and medium-sized enterprise (MSME) resilience and
communication strategies during crises, particularly the COVID-19 pandemic, provides valuable insights, several limitations
warrant consideration. First, the focus on the COVID-19 pandemic may limit the broader applicability of findings to other types
of crises or contexts, potentially overlooking unique challenges presented by different situations. Second, there is a possibility
of publication bias toward studies emphasizing successful strategies, potentially neglecting less effective approaches and
hindering a comprehensive understanding of MSME resilience. Additionally, despite the synthesis of literature, gaps in
understanding certain aspects of MSME resilience and communication strategies may persist, highlighting the need for future
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research to explore unaddressed areas such as cultural influences or industry-specific impacts. Methodological limitations,
including biases introduced by selection criteria and data analysis methods, could also affect the review's robustness. Finally,
contextual factors such as the industry sector and regulatory environment may influence the effectiveness of resilience
strategies, underscoring the importance of considering diverse contexts when findings are interpreted. Despite these
limitations, the review offers valuable insights and recommendations for supporting MSMEs in effectively navigating crises,
emphasizing the need for targeted interventions tailored to specific contexts and challenges.
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