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Abstract

The research explored the applicability of information processing theoretical framework of crisis
event in internal crisis communication of a corporation. The current study used 2 (emotion in-
duced by news frame: fear-inducing, guilt-inducing) x 2 (the type of corporate response toward
the crisis: responsible type, hopeful type) x 2 (intensity of emotional appeals in corporate res-
ponses: strong, weak) between-subject design, and investigated the emotion-induced effect of cri-
sis news reports, and further explore how the different “emotional framework” triggered partici-
pants’ specific cognitive processing trend, and then how the “emotional framework” affected par-
ticipants’ preference of corporate response strategies. The results suggested that 1) When partic-
ipants processing crisis information, the guilt-inducing group tended to adopt to heuristic processing
manner, and fear-inducing group tended to adopt to systemic processing manner; 2) Both partici-
pants induced guilt and fear by crisis news reports had relatively negative attitudes towards them-
selves. However, participants exposed to guilt-inducing crisis news had more negative attitudes
toward themselves than those exposed to fear-inducing news; 3) Compared to responsible type
corporate response, hopeful type corporate response could effectively relieve fear and guilt expe-
rience; 4) In the point of improved employees’ confidence level of future good condition, responsi-
ble type corporate response was more effective for guilt-inducing group, while hopeful type corpo-
rate response was more effective for fear-inducing group; 5) The strong emotional appeals in cor-
porate messages could improve employees’ confidence level of future good condition. The results
confirmed that information processing theoretical framework of crisis event could also be used in
corporation’s internal crisis communication.
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1. 51§
1. 1EEEYIaEED

TTif”f%}lﬁl_fim(snuatlonal crisis communication theory, SCCT) ™, fENL T T &AZ 0. A KT
FENLFAF I BRME AL 3 AW . S0, A AMRIE SN S 4F 0) S Bk ) W 4 ZRE S AL 2R o 2 HH 1) Bt
f£ (Coombs, 1999). % —#, AAAH ﬁﬁ%ﬁ?iﬁﬂ@mﬁﬁriﬁAliﬁﬁﬁfﬁﬂmo%M
D3 s FE LA D SR AT R DT . R LI A I A2 5 ST, P4, RXaiaxtHgliE

B KA A5 5 B P 2 (N IR (Benoit, 1995; Coombs, 2007b), F H%H A A HI 1% B LA K Bt i 4T M
TR (Gn: G R R S ) PR A S B (Coombs, 2007a). (A1, A A ST A KK P B2 Uk e
TN T IR T A A 5 FEE A0 T R0 2 AR IR A7 THD e T R BB FR) e 88 1) S L 70 3 S g (Coombs: & Holla-
day, 2007).

Coombs #1 Holladay (2002)%& 1, 52 A fEHLFAESHTIAR AP AH—2,  fahlFaEnr Loy R =2k
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ZEFGHEWGIW: HARZIMIREFEEE), BIMEN RN TR & i ) T i)
AR FENL A (e HLURIRRA 247 R8) . Horp, AT TR LS4 0 SR VAR K e o RIS
Coombs Al Holladay (2002)I\A, 1 24 B SEHLIA 8 SREME N 1% 452 52 A A A THAT AR o PRI, AR PR 4121
XFTEVAR 2 R, SN AE SRS o A =2 B, WESAEE. K, SRR AR
T 2 R B 98 (Coombs, 1999; Coombs & Holladay, 2002). Kim, Avery il Lariscy (2009) & B, 44043
R SE T ENU, TEROS A R BB EG . SCCT B in|A] 1,

e LA
I 26 9] 25 [ I3 5% W
L 4 N
e L1 | g R R
FATIAA — 15 Jgk
1 — 1T AR
E S
— S LI 7 s
—ALXRTH

Figure 1. The model of SCCT
[ 1. SCCT 4%8Y

1.2. FEEEERER

Catenaccio, Cotter Il DeSmedt (2011)Fi5 H “HrRIMELL 2 R R el FAE, Bl MAE Sl
O EES) MR, sE S Sl AN (ERES) S 7 o RBEN, BN HEARZS 1
HIWThRAE, Ha X F T 2 R (Wiersema & Zhang, 2013; Yan, Brooke, & Lucinda, 2015). A L
Ui, HEEAE RHUE BT R A AR ISR, BRI R A AT SR A0 (Alicia, 2016) .
Graffin, Bundy, Porac, Wade 1 Quinn (2013)f8 i, AT 2 Acan ey B A A 6 2 E 21 . EfailiiE
H, SENLVEERE TR EHROE X A RS FE R, 6Tl A5 R B e S M R B (Xiao &
Andrea, 2016).

1.3. iR EE

Lerner il Keltner (2000)#2 H 7 VP4 171 £ %4 (Appraisal-Tendency Framework, ATF). Lazarus (1991)ik
N, B FRELEH AT DL RO M SR IX 4 il X (core relational theme, CRT). CRT &%5, fE
AN ] R R B 1) 2 2 rp T SR B SR I [ IR S AN D R ML, RIS ZE CRT ikt An 22 7 vk
e ATF Bl . ATF R ARBIELEEN— RIS RIZR, 2 TIANARE 5 1% 5 2 A B4 7
2 B A F /R F (Lerner, Gonzalez, Small et al., 2003). HZ50R T WFRM AR~ , X FPRA-B
f) 52 HARE ) IR, B SIHUREE, it — 2 51 2R RTIN TAIAT 945 R (Nabi, 2010). Nabi (2003)
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PR T CIEENELR” MM R ORR E LS B BT 4 T R BRE SRR VE R A AR B A
(5] B A AN R 5 5K, BRI R (S BN T, 182 LA HIWT . Han, Lerner F1 Keltner (2007)%&H, 1%
25 A BN T PR FE AN A 25 AN J7 T e B0 T AR . B4 4] 2.

NN
IRIPFO S ZZWY - PSEs
PRI
I A SR
S ok 5K

Figure 2. Theoretical model of ATF
2. ATF IRIpHE R

B, ARG RN TR B ZE R, T DUR S0 RHE B 00 TSR R . ZER YN, (SR
T UABAN AN TR BRI TR RS T, KREMNTEFEZELZ NN, &4, ¥
A VRGN, BEIsi N T BRI TR BRI SR, RREE. Bk . BERIREhE
7. I ET AW R, 5 25 i 5 1 (emotional certainty) X T MR FH M5 Bn T X EA
HEAEH . e PR 38 M MRS B N IEfE R AR 4, DAREE T R R A A MPER (Smith &
Ellsworth, 1985; Ellsworth & Smith, 1988). Tiedens Al Linton (2001) &K, A E IS S S ARG T,
T E A 26 ) 2 S 3508 R T,

HIK, Dorison, Klusowski, Han %5 A\ (2019) 1 B 1 1% 281 5 P W el s ma 3 S TN 2 AR & 1t 1)
T AAVNTERR R LI 7L, i m e s 2 AR AIMERE 2= 51 T el

el WL, B SRRl PR 1 4 S AT ST OS8R . 1) HR4E Pauchant F1 Mitroff (1988) AW s, X T-2H4Y
R, SENLVFEAE 5] RAMARF= 5 P (R i e PR R FE (A e M) s 45 2) B T80T fa bl 2t
I, FEU . A BRI ASTE I AR RS S A R W RS A SUR S M LS AT AN R B T —
seln: TE . HOKBEER) BT AL, BA SRS T DT AR RS IR G, AR IEE S 48 B0 48 R E IS,
AT DAFF AR 4 58 R R T TR o BRI, FH LA IR 28 408 R R 1% 46 2 2 43 3E AT Fa ML A5 B (9 2R il (Pauchant
& Mitroff, 1988); 3) WIS AMANIE EER e 4T F2REK, wigietts, FEMmEIER, JIf
HEA CRT A[FH(Smith & Ellsworth, 1985). PIIXIEZ I CRT £ H T %, HATEZ N CRT &4 HE
1) B B S

1.4. M3 S RYLA LA [B] B R
BAREE . — BN E I H A AR R H AR IR A v MEE F (Reilly, Caldwell, Chatman, &
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Doerr, 2014). 1B THLUCAGIRESAYEFETIIR A W, X T 0508 20 e LU RT AL R I
Z |85 & (Schneider, Ehrhart, & Macey, 2013). ik, 28 HIZH 2T 40 5 g 7T B A FI T8 24 lk 6
FEAIE I ) F AR AR

Hor, DURRBZHZUT A (positive organizational behavior, f&i#k POB) (Pahuja, 2012) 4 Wi 1 ZH 21 50
b SR BE S AR I b R IR BAE TAES BT R AU I 8UR . POB W LM TARE BB SE AR . A
SPERIN AL, I B A B AL A ok s, R, 3R T —Fh B TIPSR S AR R
MESE . WEFCR I, AHLZRAE B S SR o 8 R A7 T30 [ PR [0 B, ] DASRE — Se AR 1045 2, BAEIES 32 A £
Y /2 J37(Graffin, Haleblian, & Kiley, 2016).

15, NA/ BRI EC R e

—UERF FEE TR T LR RAE B BV AE 2L AN S5 HESE (Van Der Meer & Verhoeven, 2014; Claeys
& Cauberghe, 2014). fEHFEPEAMEZER, fEHUE BiE 20 B 7 Rfeik 45 52 A (Lu & Huang, 2018). 7E1%
RS, fEHUE BME T FE MM A R, 0F T RIEBAEMIEZ(Lu & Huang, 2018), iX2L1H
JEAE BT BEHE 7~ H A ZRORT S ML IR AN () DG v A FE AN S A A HE R R, T 4 32 AR 119 4 W AR 3 (Van Der
Meer & Verhoeven, 2014; Kim & Cameron, 2011).

Claeys, Cauberghe I Leysen (2013)FIHF 78 A I, TETE RIS I B BOR BB . EA WA
KB, 2RIk Fa TR D K NATTRHE S B 52 B A B 5 T 5% B (Van Der Meer & Verhoeven,
2014). F4b, RIBXEHER G 21 AAVBRBIHA W B, EWSREA RS HIR S NS
(Crijns, Claeys, Cauberghe et al., 2017), @1 FEA AR H LT AR 2 B (Claeys, Cauberghe, & Leysen,
2013; Xiao, Cauberghe, & Hudders, 2017)F1%% /b 1115 % E 71 2 (Claeys, Cauberghe, & Leysen, 2013; Crijns,
Claeys, Cauberghe et al., 2017).

R, AHF 700 BB vT H fa AL 4-E B LA BB HESL(Kim & Cameron, 2011)% 7R, @& 3.

FrEL 1 BB 2
bl L R
ﬂ ﬂ, R 3. 4. 5
% 2
fis 4 > A TXERNEE > 5T R
~ AR KT
RS ~EELKT
fa ML E 12 B
TR

Figure 3. Theoretical framework for information processing of crisis event

E 3. el EHEEMmIIERIER

16. ARBEK
BBE 1. BUEHLUH IR RIS A P 28 g i i TR AR A n 05 2K, e HLsr m RIE 5%
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e HRAR G 28 Bt TR R ebein 07 5K

e 2: GNP 55 A H A 2C1E 48 ROk B AR e ARMBG 48 O30S B SR TF A B8 B i

i 3: B VAR PR 4 BT IR RO, SRR DA [ St 4l 0 AR 48 I A LA e LA LK
BRI E i

e 4: B RN G R R R AL, A BRI e SO sl S 48 I L A K
RRIETEEYE TR

fEis 5: HAT SRR 28 e 71 B LR B A5 S sk S 1k 28 RO 2 Ak LA K B A AT (R S v RCR T A

2. Fk
2.1, SEREEI

KA 2 GRS A 288 TR, PIX) x 2 (FapL SRR IR SR, A BB A) = 2 (I
CNEINER RS L R S [ IR e 4

WA E: fHEAKF BEEMIA. BRSE. BEWKT.

ToRAL R WORAE SR ISR 2R, RIEEZAE 2K

2.2. #iRk

PLHEZR A AT e B R BT K2 AR AE T 7R A2 36 225 N 4E#RE 19~22, “FI4ERS 20.89 ¥ . &AM
R FENLHE 2 FE B ) \ASSZIG 2514 R — Ao TEFEEMREMN . 745 BIBCR A 100%, HAH S m G ER
99.11%, A RHEiAIt 223 A HA#4 163 A, H4 60 A.

2.3. ##

£ i S e

KHIEHLVA BT T A R B ) — B fa L S —— BOR B R, B R AR HOR BB % 1) 3 5
[ Tl A = S il (An & Cheng, 2010). FLACR A HRLFROK AT MR KE SOV AT B T (B AR P 28 o A= LUK
7 ) 3 ) 2 KRG ) o

N T AR DA 7 R TR A 0 e s, R e WO R B R R AU, T AR B R HOR A 1
Bio WRMAMATE L RR R R, A F) 5 LRI R EAT T RE N A w AN B LA R AN RS R (R LAl e sz 3
VR, TR P PCHS G R I SR, T 9 I (B RS 2 B 5 E) . Y BORT R E R @ H
AE, KEFEARAR .

HHor, HREIRIER,

I SRR 5154 CRT A RMME BTN ——FTE RO L AP, A5 AL SR o P28 2R [ 4k ]
BRI H AR 58— B A SR e SO AR I S R AT MR AR, s 28 BRIV SR AL Al R
ATV TR AT 50T A BB BN, ok B TR AESUE R R L RS s . 12
RGBT T 5 FENLE AT A OGS 46 1T DA B e 08 308 Al xof 53 T U8 () £ 52 1 25 2 1) 3] 1 (FRAT
#ARH A, BRIRFE ) (Rosselli, Skelly & Mackie, 1995).

24. TR

1) WEPERE. AMES - NIHKFES, R a0 e — st iE. s A
—ANIEH —— AR 0 I I AR T A A 7 o SR A ML A 2 1 T A1 2 i EAT S 00
SEo KM 5 Rt BB, RYIEHE ARG AN R R EIE 708 1w = 0.91, 1 as =0.93.
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2) FEMITTAIFERE. RAAMER. ZERAWNER, L6 MIIH, “dOigiaEEmT
W7 3T, “AGHAEFEEINTHRE” 3M0H. FE o R0 0.82. KM 7 miity, #I=/1UiH
EFET, JE=ATE AT REANIH A AAINE 2 ER S . Sorllim, RUMAE SN TR
FEBR, 1 TR R e L7 5.

3) AEREEFEER. 5% MacKenzie fil Lutz (1989)H T EA A HLAMEERER . BRAHYE
g5k, W 3AIHAN. a RECOY 0.94. KM 7 Fidsr, LR, FEATHA MG SRR L.
SN, R B RS OB .

4) AfEOIFERR. ZERNE 1A TR G REX H O &P AR K REFREGLE) B
Bkt ZEFRNEMER, 1L DBHANR. EWADIE T, 2almsn “BIRRRIPRL” ,
Lo ANTH, UL “AMARKRREGRGL” , 35 ANIH. B3R a RE0N 0.85. KM 7 iy, ERITE
oy, BEANIUH ARG R RER S B, RUAAT B &AL AR K BB E 50K
P o
25 SKRIERF

AR 1 Frll. ARSI AT, ol E S RIEE PE RR, WA AOROHEAT I E, bl
BT FRE 2 )5 B 25 55 A ROR S L 2 AE

APR2: BEEHUB R RE . Pl Z IR T SELE AR A R B S

A3 il POXE R HEMEL, MEMANAREERS. My B REESE.

AR A 7RSSR o B S AR R R S AR SRR T B B SRR E RS R,
Al B2 AT 1SR R

APR 5 JE. BRI R SRR, MRS RSN B E LK.

3. SLIGZER
3.1 MEFEEREEFRIEANAGEE NG S VRIS

KH SPSS 22.0 X AT BT 0 b -

e, TETUSEEG A, KT R AN R 25 108 9 HE S 2 RN [ (e A5 B A A A 3R R I BT S0
g RNtk IPSR SRV

Hk, ERSLBIFAERT, I 2 GHrimMELEF K 45 257) x 2 (TR BY) 17 22 50 B s Rk B 32 AL
BIERIERT . S5 RIS KT St . S5 1) AN[E RO 038 [ W Be 8 A 8085 R IRR A
PGS 2) AEAR LR N ZCLEL 5 AT i P 1 8 /KT 1R 22 S350 A DX O3, BV [ 3 e A 24 1) 17 285 i R AR I

3.2. ARIEARHHERENHINE 2 ITAER

R Z TSGR ER: 1) FEERE RIS LG SN T ENE s Z Rk EE,
F(1,221) = 13.73,p < 0.001,1* = 0.58.2) HriMHELFERIELRAE R T HREE S EREE, F(L,221)
=523, p=0.02, 1* =024, SEREY: 1) BEHLHIHIRIE T K PP 2 R AR R S R M n T
JrE, TR ST ROE 5 A B TR 2 PR S Bl R R et in L7 K. 2) Bl faHUT i i Hi IR
PR 28 A1 A PTG 28 R 1 3RS P Fr it L5 2% 3R PN BE 22

3.3. EHRERIERR R LA EENTFRIER
ML 3 (R ER) x 2 (HIKIELSSTH) x 2 (40T AT RE) 02 K307 % AP BT XM 1E = ] A
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Table 1. Scores of fear and guilt on each measured stage

F 1 BMEMRBXEBARBERS Y

A5 oz 152414 ) ] e
e L BT AR G B B

i 56 2.04 (1.24) 3.88 (0.96) 3.07 (0.89)

FUTAY
GE 56 1.84 (1.11) 3.91 (0.88) 2.88 (0.94)
G 56 1.96 (1.22) 3.50 (1.06) 2.68 (0.79)

AR
95 55 1.80 (0.99) 3.53 (0.94) 2.45 (1.02)
At 223 1.91 (1.14) 3.70 (0.97) 2.77 (0.93)

I AET P IR AR AEZE .

SR EIR: 1) MENBEBRILEE, F(2,220)=175.85, p<0.001, »*=0.35; 2) Hlfk[ A
TR I3, F(1,221) = 12.89, p<0.001, 42 =0.02; 3) 1LY S E RN AR E, F(1,221) = 2.35,
p=0.13; 4) rEREREMIZEERYALEE, Fasvammmsxe(5,217) = 2.09, p = 0.13; F umnaxmmsmms:
(5,217) = 0.95, p = 0.39; F mumssnxmamsonmz(3,219) = 0.00, p = 0.99; F wamaxmumsenasmsinnz(11,211) = 0.01,
p=0.99. XK BN M FHE AR IR A R R 1) wloald 52 Bl AR 25 11 28 /KT S 28 AR Dl 1 1)
I8 5 T 457KF, p<0.001, Cohen’d=0.98; 2) ¥ il 2[5 N5 B 5 I 28 7K T Sl 355 v T [l 150 Fel 41
TERTITELE7KF, p<0.001, Cohen’d=0.32. &5 REW]: 1) HLRINAEEFTUE K LK B R
BRI, (B TR BB RRGE I R RTHIZKF; 2) DUMPZLZRa] NAE B T s A 25 7K1 1 22 57 0 X3
BIVAS [ [l 245 S B 17 25 T TRBCR AR [

3.4. EVFEERF L FEXBER T ENEBMmFHHER

JE I BRI ZR T 22 5 W 0 ) B SR R IR G 28 UL RS R KB 2B T IR AE SR 26 A T, A [ 2R 56t
AR N B KPR . 53R EoR: 1) SRR Bl N A B8 Y [ el B rEAR A 4 LA 25
2%, F(1,108) =453, p=0.04, n?=0.42; 2) FTAERLBIARE N 57 28 7Y A4 8] AR K 28 A5 7y 2 5
2%, F(1,111)=6.42, p=0.01, 0’ =0.54. Z5FRM: 75 BRI [N G 055 2R A 4R P 2CE 11 67 T
14

JE I BRI R T 2 50 WT 0 ) 2 8 R ARG 8 UL RS R IR 4 T IR AE SR 26 AR R, A [ 7 o 1
G775 BT AR TR Y B AP RO . S5 B IR: 1) SRSy [ A [ 37 5 5545 44 1 g g [ ik
[N AERAA TS 2E L 18y Z A EE, F(1,108) = 2.87, p=0.09; 2) saifag s ik ml 5 551 28 gy
FIAVA [ R AR A KIS 4 ARy 2R AR, F(1,111) = 0.48, p=0.49. [k, SE154% YL 70 [E R A5 B %
B G R H TR 28 AT R PCHs 4

I 2 CHrEHESR G RIEARAY) x 2 (BIRIRI SIS I 2 K 22 07 22 0 Aes i B 45 LK kA7 4t
1 SEREIR: 1) HriENELLS kot 28 2 DL R T A 0] 37 R PR 1) 2 O3 AN B 2 F(L,220 ) wmmminiisn =
1.94, p=0.17; F(1,221)muemxs =0.51, p=0.48; 2) HilmHELLFH K 1E A5 Bk A N 2R A28 HAEH
23, F(3,219) =13.19, p<0.001, n*=0.06. f&HNKILE R TR 1) MHEHELLE & 1B %A IR
T, ST A B 37 5 A5 B2 R AR (R AR T B S oK B8 22 R B3, F(1,108) = 9.94, p =
0.002, W’ =0.08; 2) 4lEIMELL G R AEL KA NI, FTER AR [R]85 75 28 80 A R B AE 53 T 3 45
LKA S EZEREE, F(1,111) =4.07, p=0.046, 12 =0.04. 4R EH. HFEMHER, 78 RH
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Figure 4. Effect of emotions induced by news frame and the type of corpo-
rate response on the level of employees’ self-confidence

4. FHEMESIF R BE LB SERE R 2R R T BE0KFHRMm

IS 2 CHrEIAE SRS R A 46 2R AY) x 2 (I 26 B G 77 5 FE) I 22 DR 32 U7 22 0 AFos ik i B 43 L /K gk AT 4t
e SiRER: 1) FrEMER S RIEERNERNALEE, F(1,221) =181, p=0.18; 2) HLEEYL 1%
FEMI RN B, F(1,221) =4.02, p=0.046, n°=0.02; 3) BriEHELEIE K G453 515 R JIsB FE1Y
THAERAAESE, F(3,219)=0.14, p=0.71. Z5REWH: smfEag Y 0 B NAS A B T3 58 51 T xR
K RAFIRIL I A S O

4. g
4.1, KARHEM

B, MBMASEHLIE R RS e A, 58—, MR Tk a A u i fE i
AR LA, PRS0 4 (o] B BEAT RS AR ] — R e RS B R . DAL, —Fpi DA, farEis 4
) CRT 5 [ [B] B2 PRSI 58 2R A5 B BSAIE (N R STk o 55— RGO, P thaL ARSI ok &, T
REMIE A AE: 1) W AARAA G 28 0oFT FHEZN 5 R 1 03 Tl RS2 B AETT, DLRAMN SRR R AL,
Bk, AT ARPRA A E R, I AR R ITEN R R, WRAZERE A8 . i,
I BN B R A RS, A, RGN E B BU & F AR B S E R . A 2RI A
BRI R T R ACE N 2) X PZKEAMRTT S, RO RS ST TS AR Al A 1 4H 53
£, wrabd i (HER, SN NEAEMEFER AR, SN, RASERRAES QR TR, S0 R T
sz, H5RTRESE, Ba, BMEREIRISEABREE, FHWINAEG TR, ki
RPEGREMEET AL, HAEEE K. Bk, WARZL EEF S, 5K EELHNERE
JEAHEL, ASARAAAT A AR R 52 1 RRP SR B R [BIR, AATTRR 1 28 0T AR 2 R B SR, 3K Rk
BRI R B TR B0 32 SEI AL B AT K BB UG, 1R SAR R TR T AN S AEAR R N 8] A 58 42
THERSE T AR5

B B LCERA R, AN ST ME 2R A 17 25 8 2 W PGE24RAA, Ay Y [B] 7 bE SR
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