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Abstract

With the deep convergence of social media and e-commerce platforms, brand public opinion crises
have increasingly exhibited new features such as rapid onset, broad diffusion, and complex evolution.
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Rumors often circulate ahead of verified information, severely undermining consumer trust in brands.
Grounded in framing theory, this study adopts an analytical model of “frame selection + narrative
presentation” and examines three representative cases. By employing textual analysis and sentiment
measurement, the study systematically investigates how brands deploy discourse strategies for rumor
refutation in crisis situations. The findings reveal that the combination of “emotional frames + action
frames” effectively fosters public empathy and supportive engagement; while the “rational-evidence
frame” demonstrates strong logical persuasiveness, it lacks sufficient emotional resonance. The study
further highlights that frame selection must align with the attributes of the crisis event and the psycho-
logical state of consumers. These insights contribute both theoretically and practically to brand crisis
communication and reputation management in the digital commerce environment.
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Figure 1. Diagram of research model
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Table 1. Case comparison and analysis
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Table 2. Word cloud frequency word statistics
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Figure 2. Emotional measurement results of case A
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Figure 3. Emotional measurement results of case B
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Figure 4. Emotional measurement results of case C
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