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(Z ) A #r (veracity of evidence) ; (=) %Ej%%@ (damage) :
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RSIESE Sn o IR (SR o I A T B
ZFIHE > Coombs Z* Holladay (2002) I'J#/EEI>E 2vF] JLEEEJE BEST AT (cluster
analysis ) * ’)J]‘%]’*[ =R RS ST LS ([ ST (cerisis clusters) 1 (< ) ATARERY
%‘I?{E‘f (the victim cluster ) fTJZIDEI,‘Zﬁil%‘I . ?{%F A (Z) ®& "/fg]ﬁﬁfﬁf
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BRI P E 20 2 R o) BRI 2 WIRE T (LS > 2002)
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‘W?% it P (SRS, G S 4204 - Hearit (2001) “J]J“ B A A S
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FISHE R BT < BE Y S - RO s
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o B E ,ﬁuﬁ&@% TR ST RS g~ 2 R RS A B > iR Benoit
(1997) p* JJI/ JGi s (16) W]E' ( Benoit, Gullifor & Panici, 1991; Benoit & Brinson,
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(P4 (ET-Fgh s WR 5l 5 (D) fAgx -
g 7 Jfﬁum ST R kLY \,ﬁf' PR ﬁk[?ﬁiﬁ_ » Huang ~ Lin
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#y ?5? O BN BT » [P PRIV e o F DRV s )
e Hﬁwmﬁwmﬁﬁﬁﬁﬁ BRRULCEE R (2008) R S R
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£ TRESH f\_{gﬁg\ﬂm{mg/, £ = W R J%[gl«%j;%{ PR TAESE | RLRE * F;;”';%
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Bl o Coombs (2007a: 167) Rifith » [ Tt BB A L) sk - )
ﬁ*wy%m%ﬁﬂ i BRI RI ARSI ERR PR GUR] D B T SR A
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o (R Eﬁiﬁ% TR AN —L@Qﬁﬁﬂmﬂﬁ{;\_l{”@ﬂﬁ[ il e 4 (2006) /"I‘J}‘FILI'
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WVRESE - - +rm?ﬂﬁﬁﬁﬂdt¢%ﬁiﬁrj$§§”EJMvﬁﬁﬁiﬁ_g\fgﬁ% PP PR 35
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AR PR AR VA LA TR P ERL - I TR AL YR
Zg B 2
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a%&flerjﬁkﬁf ) ﬂﬁ %'7 (g 1o TF[2RpY F )% BBl ﬁg[, TPHERRE RS I e
PRI + ST RIS Y| ISR e 1
EL - Hwang = Cameron (2008 ) ﬂ“}*}‘“" FolVR DA Flot R S A

HIF VTSRS o AR F:ﬂji 0 JJBS’E“ xi?fﬁﬁuagf%g S " I§J;:p o E\r[ N
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#& - Parasuraman ~ Zeithaml == Berry (1985) ii ‘H”HFIL" R SPIR ST SEE
A A BRI 2 B> SIETHC P Y T S RS i e
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S ] T KR R F SR T A SR 5 e - 2
e BRI RN ’JT?F:?(“FA{P"RT—? PSSPy i) g AR
Sethi [V HIL (sequential expectation ) %‘F “JfF'L[ s iR A W’E‘S‘Ef

B Gara ljmﬁk@’%rﬁ“ﬁszﬂfiﬂ (response expectations) ° [ ' F*[T%']EU?T‘%J
RIS 15 ST © (IS e i I%@w%%m%

OB ATRRO Tle  BFOSREIR R B (T (LA % % B
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(Coombs & Holladay, 2002; 2008; 2009; Choi & Lin, 2009; Sheldon & Sallot, 2009;
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Claeys, Cauberghe, & Vyncke, 2010) - FrgE ﬂ'ﬁ“”%z&@?‘%’ B2 f’?{@ﬁ&f%&ﬁ. A lHj‘
[=EE fl_r[ [:T R Gl e t‘f“”fﬁ‘f«”"ﬂfﬂ’ﬂ&”ﬁﬁgf. fft (Rindova & Fombrun,
1999) - B%@ESJ/ Jt > Sheldon & Sallot (2009 ) wai}%kﬁ‘]‘ R O rfgf
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VLY I - ST O o AT B RS G IR AT SR
Fpl [/4{/%%5 ﬂ[%@luﬁﬁéﬁﬁf [\?H?“ ;[[ R ﬂlﬁ?jﬂﬁ’ﬁFﬁ_jﬂf 2, i_ . /@[I”IIE

O R P O R %};KFI]’HFJEEJT R “[lfu A
VI - R AT O BOEERBARY T U IS - S5 e
BIGRES pIR Y HJ—Hb[fHE\?ﬁ PRIFA e e |L fgg[%', e e Rt
i T LT B B AR SRR R (R R EER R B
e

;ﬁf M BVt i HLE S 2 fE«LF[’ ':ﬂﬁfﬂﬁﬂ’:@f%ﬁ: "'"%ymlﬁg&j% T ﬁ‘]:ﬁLF”
RUR > TN (RS PO Sah G S R [/j] TNE: HE@L\L_ , HEEEEJT ZRPFIEE?
PA9E > S B ERL SCCT fiufy-— Al EI S b TR CRNAC T B S Ete
Fl I?iﬁ_?jip}ﬁ@ﬁf [ﬂ ;{:?ﬁfﬁ\/ ,:ik I??‘ij?'j_ s (‘,\Hq & f[: “r"‘ﬁ;ﬁﬁvir}ﬂgr‘%wj Ffﬁlx 1% HF
iﬁ% ° [HIRELRL » s A = ‘{?j%?ﬂli* e Gl R ﬁ%@ VAR ? 15
Sl N %% At PRV PEERTIE R | AREVEIE RV ARERL S Y
s I e = HIHE Ry TR

.81



s X FFEE e wwe Lo 101&37

S MRBE

\

RS B YR N 2D R ) Coombs (2006: 242-243) 4
E s TRESRE R A pr’g R (BT W%%&H&Efﬁm\ﬂ~ e
B P B P R PR R o IR PR T S [
F=> SCCT #%-r JF_T ' 2 (experimental method ) @EJETFUI% ( Coombs, 2006;
Coombs & Holladay, 2002, 2007, 2008, 2009 ) - *4% %iﬁﬁeﬂ %@\ g 5711?;[“’ » {3
J[' Huang et al. (2005) I'] F,ﬁ 500 A 3 "‘FT—J AR %fﬁ A58 ﬁ}’F{Ll’—“ﬁ’f FEE
(2008) » RS~ ERFFEE I IR (2011) FEEA SIS 54 -
Yt@‘“%%‘f"'%&g”fﬂﬂ&f%\*fmﬁ“l?ﬁ E’@E'T'u]n CHIV TR o T lﬁﬂ*lés
A E Tm?l&’eszéﬂﬁ% Vi /%” lﬁﬂ:““[ Fw *V};Kﬁ;j 3#b$ﬂljtf%tj§ﬁﬂ 1% I/§J£cp
A ER VIR QIS ~ ) oty B sp N A L AR PG il "%FF@J;D
J/W%lﬁi?ﬁf‘iﬂ F’ﬁ%@%ﬂ'é@f TR

— DR

W B A A AR SRR T e R T ﬂ'ﬁrgyﬁ'ﬁe?@?ﬁg@@
% ﬂﬁﬁ%ﬁfﬁ@ﬁw“%i 4%ﬁﬁwﬁ“’ﬁ*¢?%"?%#
A I PR VR
Hla. 5 ﬁgﬂ?{@ﬂﬁf%ﬁ’?&“[?&ﬁygﬁ' R TR ;s AP o

\—

Hy - [?”?F?Llaﬂ[f ® 2 RE R RYR AC AER S -

Hi : I?“i?i?;['l %A HE ﬁ?’r[ﬂ % I

Hy, - ARV i b iecgh > S R R %%E'E?F’?F VR 0 B
%73‘735?8?‘ AP [“F ;['T X T o

Hy, - ﬁE'tr]: Tk 7% REH FIRIRY A A -

H,. : **EI[,F ;:[u ;; *%t[ﬁﬁ/g‘% J[l?' I’El

Hi, * 5 "%5\'*3’4 R0l g g~ Qs > SEAREUERGOT W G ] > B
TETR A o APUETE A T o

Hy, * WUETE 2 R F RIS RS R -

.82



FAEREF BR 2P — e Ra 2 g L2 AT

Hs. gFit_gfg%%E J%%;Fﬁf[[ I@[ 0
Hy, $tfc%@‘;§ s I?fﬁ_]?ipfg;i&? FIRIF R ?JJ?JQH'”’@‘TE' i

an

&
Y
2 -‘-
Eﬁ
175

R

Im:mﬁ@
R

L HLHTE S | ] > B R

ﬁ
i
P PSR AT F L R B e
ﬁFA
B T I VR B R

Dl R R R e
\V
Brst e L2 F RRY%
" Y BEEAL
B it i de L & s g :
ot A
E Rupseamif 4 | | — ERER — [FTH
ERREHILF R et
A
L.y BB L R

GRS

=~ ERHIER

iﬁ% A AR I3 Gy 7 mvfr’éﬂﬁéﬂﬁ A SRS
173 W= ’lﬂﬁdﬁ'@iﬁ*éiﬁkuﬁ‘/ﬁéq% [t F5 25 A8 o DL 55 W[l SR R A
(RESEC nmﬂﬂﬂmPﬂvﬂwﬁﬁw%w‘ﬂﬁ:ﬁﬁ%ﬁtﬂﬁﬁfﬂ
|,m,§k[?ei?ze&a@rgﬂ & SR ARV S G B "Eitmcz&ﬂ??;[l I/[?H?* ISR
7o ﬁ@ﬁﬁwva%’@w%w%ﬁ@wTﬁ?anJﬂmwﬂﬁ%
CRAATRALY 5 - A RIWRAL S B O AT R BERRL ik
(R AIRT R A 2 BT -

« 83



R FREE . Fr L@ R101£37

FPICER P UIRCEERER ] %ﬂ‘rﬂiﬁﬁfﬁ\‘ s B i 5] T ﬁ[ g
PP AR PR AR [ g B o SR SRR B A S (P‘f
M) F T I/fj;ﬁﬁg'zjlr‘%* L7 B AN g R e LR 4*3%{@#@
&ﬁ';u« PSSR -

AR rm@c[gg@@ﬁga p ;' - kf,jﬁé @ > A P4 Bradford =
Garrett (1995) VA= pl sl sp 5L 2] ]{F‘I—E,_I/ [?ﬁi?ﬂ ﬁ‘*lﬁ;'q AR ST PURT
w0 SRV AR s () IR AL R (5 ) BRI

li' BRIERI AP %Ll?%’if%ﬁm I% o

AR E RIS R R Hilﬂ*' RS TEEVRIET G o RRIES H

FF il 221 {5 > [plf¥ 219 73 ﬂm‘f[ﬂ'ﬁ FREZLISE I FpPHIE R 195 05
i“sr[piqsv} £ 89.0% o El 1% [f&|¢42 1% » 3% 57.9% 5 T 5 g5 0 19 m

|ﬁ297% » 20 % N Vo |ﬁ19 5% 0 21 RF |V o |ﬁ15 4% o

£L o ] ’““%ﬁﬂfi7 A R IARSTE 16 SR ESH] - PR
oy E%éﬁnﬁ' 3 éﬁ‘ﬁ[lﬁ'l&%pﬁ%ﬁ (S VIR o R PR IR o S

BT A R I SIS H ST - SFTR T R
upPdE s A

= ~ HIEEIH

HiRelfiS oA - vy “"?ﬁQ?EU?hTT‘*ULJ@J‘F”iF HIg > SFRI -~ w5
= R T‘*l ﬂrt]‘tfrﬂg&ﬁﬂ?h I/éu;pggpr T [?ﬁﬁ?miﬁ'g fi *ﬁﬂ RIS
il ﬁé*l WHIRER (T ‘Fiﬂ‘f\% ) R viﬁﬂ?ﬁffﬂ”ﬁ VER
R LE A "#ﬂ‘ﬂ/%ﬁfﬁ TP SPHFL AR - SR HE AR
ﬁ'}ﬁ]%}sﬁﬂﬁ ’%ﬁzﬁgj‘ Ity 3.88 < ANOVA it » F (3,191) =0.331, p=
0.803 >0.05 » BT PHAE 3 8 S5 RISy S i T G370 22 R 2 1 o [ RIS
o3 > PPl RIFO B L RIS A - 1 oIS A e 53
- Effﬂu ElxBofstE - B Frmfﬁﬂ- T[ﬂJL‘?‘"r{]‘ RS F VI R S A R
VENL
Wﬁﬁh (=R > '} Griffin, Babin, & Darden (1992) [ivg BEFIEL B0 X
S HE SR (- )“yr?:ti,lkq”iﬁi_z\’]ﬁ} [ A e i

P () SR S AT AT e S
1y quif@mwfﬁ\@ﬂaﬁﬂi TT%”FFW&T‘*UWW



FAEREF BR 2P — e Ra 2 g L2 AT

éﬂ%lE§Tﬁ§ﬁfﬁﬁﬁﬁ?ﬁﬁ;V§$jT%ﬁﬁﬂ D“ﬁfﬁﬂlkfﬁ4jﬁ FIEM R G iﬂ%lféfﬁgy
B 2T RBREMARE R YR (ERERD 5 (2 T‘*Hﬂr{]é”f >
AESRE [RS8 W - [NRF )& ‘ﬂﬂFﬁﬁﬁ%fKﬁﬁﬁqWEfiﬁw (}1ﬁﬂ
) 5 (5) ’Tf%umjw B | R R SR -t Ty
B E PLTT‘[JF (Bt Wﬁf&rﬁﬁ”fﬁ@ﬁ*y@%ﬂ ﬁ“T a2 (7=
g oA TI%UL”T”:]@JE T REEE I RSN T m?%*aﬂF'FLgr{]‘hﬁ&x
WEE ﬂﬁ‘ﬂf B Wtﬂ‘ﬁ{]‘ﬁ“f}i*ﬁﬁﬂjﬁ‘ﬁ[ SEZNQR ,ut[?&fﬁ) o SIEEDY
%‘I‘?%‘F’ﬁ”’%@?ﬂ R - SR A AR A S O R
(- )i9 ZQYW??TSWFﬂﬁﬂﬂfﬁﬁﬁm_ﬁHj (= )?9ﬁW§?WﬂFﬁﬂ§Tﬁﬁﬁﬁ&i
PVELE 5 (Z) By TﬂﬂﬁﬁﬁﬁﬁﬁL

Tﬁhﬂﬂﬁ”&méﬁﬁv P ﬁi}ﬁﬂ“ﬁ? PR OTHIRL 2 (= ) TETER
'['?’ii?iﬁi TI%UL”T”:]‘FIF SHE S TNE T LN T N F Fg‘i s () fiﬁtﬁrﬂ
[?”?iff ]' T[%l L‘Trﬁ‘gﬁ%f NGRS 57 el ‘?p ﬂﬁﬁ‘ﬁj :J"Tys‘?’;—rwﬁ il

@Iﬁtwﬁk Pa= Wl#‘f&?‘;ﬁﬁ?n&ﬁ RS SR ‘l BfE U]
@ﬁﬂ) s (=) I+Tﬂ/&[?&*ﬁ} ik T[%[JLJW:%?%F[FL‘TW# =i F ]"f’?lﬁ@rﬁﬁgfg
%W’U@f*?ﬁﬂﬁW%ﬁ:H%I) W)dﬁtﬁﬁﬁ ?Wﬂﬁ
?%Eﬁ%%%waﬁﬁ(iﬁ)o
505 BOURECE (O QR ) $U% DR < SEEF RIS OO

(=) i&?iﬁﬁ‘ﬂ L‘Trﬂ‘}‘[ ;E“f apl%fT[%[JL‘fr{]‘?i? EiRfEs (203 I?J’EZFF
”“Uf‘#ﬂ[{]‘gﬁl%ﬂk“:ﬂlfhﬁ%ﬂ’“\% ’ JL"T‘%UP‘F@IF ARt ﬂfﬂ] pudEE ;. (=) I&?E
%Wﬁﬁﬁ%%WWWﬁwﬁﬁWmﬁwgﬁﬁl I RS A S SR 1 S
(P I9 B EFER gﬁfﬁﬁﬁ » %T‘J\E}' G ﬁ@l B = for vy A
v?ﬁﬁﬁ?‘rﬂﬂ P AR ﬁ‘ﬁ&%‘%ﬁj Ir]aiﬂ RiER e S AN N L S L R riyl?ikf,
?ﬁ‘ﬂJFfﬁé%ﬂ%JH’fFEW[W% %‘*’ﬂuwtﬁﬂfrﬁm :

SHEREBEREAYER! > Coombs =2 Holladay (2010: 177-181) f’L" %’7“5
i EJ* lﬁ.pl[ﬂ EEN Il AL REE o BTESEHRY (reputation quotwnt) 156
(i MrJ 0 falfsh 4 Bl - [HAZBIVERETRY o SIRTfRGTR (BRI -
ﬁ"r&?lﬁ =) ﬁrﬁ%ﬂ%’% PARFRL ﬁfj?ﬁﬁ TR TJ“FEU = EWEML
SER T ﬂJ ( Best Companies to Work For ) ]EI'JFT‘EE}J”I@ }{‘«]"L‘ﬁ %!?% ]lr+F
Il "Ijﬁzlfl f COTED S T PIERREEET Iﬁ S s E 100 - YA (100 Best
Corporate Citizens) || @E%iij%‘i . ﬁf%’ﬁl%{zﬁ ?‘Hfiﬂgﬁlm (R A R AR o T\ﬁ%%%’j’%&@‘

.85



s X FRER FeLtoPH X101&3°

SEEFRIPYRETEL ([ > Berens % Riel (2004) [pVE 27E A5 ¥ i 575 I’ﬁ =
(trust) FLEERS RS EREAUN ~ 13k §) Bradford = Garrett (1995) @FE’EE"I F

r,rg u%‘%%F TIEPI R SRR o IR T‘ﬂ PR B E (LI
W;{v] | Bradford = Garrett (1995) EJI?Ei?i;J ZiF[ij*“ Bl R AEE FTJ“”'
BEVER > TR IR IHI* ELETRAF IR JEE’FfF:’*"FTJ < ERHIE ol
o I PGS Coombs = Holladay (2002) ]EIJ%?EETE BB
FIIOE () BRI A e TSR AR R R
(=) Bk AP ERE §¢F%@E?Wﬂwjﬁ ,<*> =il
w&wmﬁWw%$’%7wmﬁwﬂwﬂ#wmﬁqﬂéﬁ ‘)&*ﬁuw
T > =5 1R JF”TF‘IF[’T‘*ULJW‘EJ sk s () TR oA ‘W?’E U haling
e

BP9 B R IR DR] BRI o g s
SR @[gu FL B%%éeﬂ—“i&rﬁ‘#mppigﬁ EIS) ’TaipJF“j#biF\,T[J[F{a&liﬁiﬁj
VEFE S HICWHE T PR l’@J VI ZI:TF"JIJUT_}%:J Coombs == Holladay
(2007) Py EIET VRREFIEL (AT iS5 HF 2 (=) i&%’?ﬂt VI )
AFIBSE S pIp g s (2 I&fﬁ—&%ﬁp&ﬁ Y PR {ARES s (Z) fyg
;@@ﬁ[ﬂjjf[ﬂwﬁf |EE ﬂ**ﬁ”ﬂfﬁ?&ﬁ” b MR ?I jﬁd g["{w}tl (1 3R
ﬁTMﬂ’7%¢?ﬁﬂD@%o*ﬂAﬂﬁﬂiﬁﬂ’Wfﬁw = i
B & R g

B2~ R

— ~ Il

L B T S R+ KRBT H RS SRR LY 7
[OSTIREIpI > 24 TS 5 AR ﬁﬂﬁ%’ﬁ??Aﬂﬂﬁﬁﬁ5@mﬂw
ANOVA Ji#7 F (3, 184) =50.8 > p=0.000<0.001 » F[r?i?””viﬁ[ﬁ{ﬁfr[]q F:JHE?J/F
(M p=634)  BEHEH Iﬂﬁp HETE (M =372~ M 20 =4.62~ M v

2.77) ’méh }‘[r?iw“”]ﬁéq FY I e FE[ IR 2E[Jjﬁhﬂ“lﬁ'@%m %A ANOVA 53 f7 F
(3, 184) =41.1 > p=0.000<0.001 > A R GRS R (M =

6.00) > B T P PR (wa351 =415 M ar=338) » BT

.86



FAEREF BR 2P — e Ra 2 g L2 AT

Fel AR D

FEE R SR SR ISy ANOVA S3T F (3, 196) =60.2 > p=0.000
<0.001 » F,%"“',’itw 35[[1;{;%[@ ‘W‘E?J/Fé'i;[' (M #2~=6.20) »,%E?g’/ﬁﬁ oy T
E'* B (M =314~ M wi=3.04 ~ M 25=3.12) > B G50 o) o @i
iﬁ[ﬁﬁtﬂ%ﬁ"@'ﬁ%ﬂl i ANOVA 5347 F (3, 200) =91.3 » p=0.000<0.001 >
F,%’ RIS R PO R (M e =6.10) - B A E P pQRsigcE (M
1r=2.20 ~ M%U—z.sz M por=428) » B B e ol o

=~ B

TS IR AR i TR Cronbach’s Alpha fi
S3HIIEE 0.78 ~ 0.89 ~ 0.91%0.70 » Jg“g_ﬂ;ﬁ ¥t o

=~ [REERRANE A L o T

IR © RS W iR oSS B
P2 BHL = PR AR AP S A a2
ar7ﬁ4ﬁﬁﬁm@@»@uﬁﬁf%@r@@ AR R TR 4]
3.5 (PPN 6 FFHET - AR ATEEE 3.5556=59.2%) < 5 P
AR AITE AL E R B ANOVA STITRERUBE » F (3,191) =14.07 » p=
0.000 < 0.001 ’,ﬂa% PUAE SR ORI 2 B B B o - TR
B A PR A A RS R 4315 IR D RIS =
3795 ﬂﬂﬁﬁ“ﬂ*v’ﬁﬁfﬂw =330 R HREAEE R
Eb 2.84 < G A1) RN - B S SR fr?i{ VI RS TR 0 ] H,
Ry e i) AR T [?*ﬁ%ﬁﬁf T TS % 3ot %i'rgu (PR
431+6=71.8%) -

FES [?fﬁ?ﬂﬁ = Eg%i%;’w«“ffﬂ RIS IR L R R
= JIEI [@[N W EL R > & ﬁFfll:_%ﬁuJ o SRR [%i?z AT «\EI%FIW[
SRR (Beta (i =-0.538, p=0.000, R°=0.29) - 4[] Hlb’?’y‘f o [‘ﬁ“ Sk
2B YR S HE S P l@l*[/%lﬁ%ﬁ' (Beta fiffi=0.353, p=10.000, R’ =
0.13) - I Hie 752 o B RS Z & S HAREBEEY FHEx -8
= AT D TR -

.87



R FREE . Fr L@ R101£37

Py ~ Eﬁm%mu%n(ﬁ;_éZﬁ*ﬁ

'T%‘ﬁu]q ;[ljéér [ }J'[wrrf»:',&}fﬁ‘r‘if{/ [/yjfgsk}ff VEFCJE[XFE‘FL%L_J/:E:L??' ’ TE@'Q:?{EU??%T
ﬁ];lx J/Fé':;pp SERI T j:@lu%t]?\[r%;n[ | 7 &4 mrgﬂlérlég;p%gfg 5Y- REE -
ﬁtﬁﬁ AN]SR~ SRS (R ) T R
'ﬁﬂ%?wﬁ@MD%ﬁﬁ“”H@j@%wﬁ%%?mm@mu@u
T F“T'nﬁmiﬂfév 3 B o A PR AT T I 0.84 (F ) BH 6

#ET’ ﬂ‘é?’iﬂlf F59ET 0.84+6=14%) -

*Fﬂﬂ“'“”ﬁ'é?imés SRLAE B A B ANOVA ST ATRER » F
(3, 191) =1.01 » p=0.388>0.05 - ;%a% D“l”’%&"'?ﬁﬁﬁElfjﬂiﬁl?gim*g%;ﬁﬂ’,gf'%g%%;gﬁ
CHAT 1AE PR A 2 = 1.00 5 RIS RS RATEE =0.90 5 47 [ ez !
T2 =080 5 WA PYHAFANE & =0.66) a1 Dalifl - B I H AR
ﬁ@ﬁgi I e »Er”??"“ﬁ&FVTF\ FFEVEWHS A T ﬁ]{lﬁr%;pf TIT,T.@%%[ )
E‘F‘_V Hy, 971 -

FLHIE *'T'é?;mé% VYRR AP ‘Jﬁlﬁ?qug FLE IR o
EERIFIE ROTRIEL] gﬁwﬂw&ﬁﬂ ‘?%WJﬁﬁ?%’S?%:Tﬁéi%ﬁﬁ@
BV T B (Beta [f1=0.052, p=0.473, R*=0.003) » [ Hy, Prbt o 51
F“%’iﬂw* FEEIEI YRR TR (Bera ffi=-0.119, p=0.097, R’=0.09) - 4[]
H20 T\Ei;'j' °

o~ WS Z S

HLETS 2 » [’,,’}"{“”‘%F’?#?VEJmigkafgﬁ?lx Eﬁﬂg,@[jﬂwttﬂ“”‘%%{?m {INEA
SR e PN T R A G PP SR 0T B E LT 2 T o AR N
BHOETS A 450l 3.35 (FJEANEH 6 SFHET - TR 3.35+6=55.8%) © iE-
Hy P [ U LB ni IR AR ANOVA JiFR » F (3,191) =6.71 > p=
0.000<0.001 » g5 ] “I““ I UL TS 2 v T B
W HOTATRR o BT AT PO O ﬁ* H3.87 F‘F‘J”WH o HHLETRE =
3.66 3 FHTRIE Y o WILETEE =3.42 1 FUURIAETE R ] o 8L 251 - R AT
R B J?E‘Ujﬁ U LS SRR SV 1 WE'* P F S TR <H H3 sy e h
= HRE SR P AR R A Y Eﬁ EF@JEW BB (FFE 3.87+6=
64.5%) l*‘?%’%ﬁﬂ P RIE A E R R AT S L'“T' [l

i)

.88



EWEREF R Eﬁw_f-f\‘l" Findriz £ 2 A4

Ii;’& s o ;Hg,ij;rl»{_‘r#"a‘vﬁhrgﬁ‘%?ﬁj‘[/E/Fé':q:‘l;[ (7;/[[ %Aﬁﬁ"%ﬂ (ET-HEhs EEEH_“\_\—H[I
= TR T R T S

He— [?ﬁ?ﬁ [I]:l ;I@EFJ@T?%? ffﬁ{ (R T ISR
I?Ei?“ L | LTS
£, [‘Fﬁ*ﬁ-F et 431 0.66 3.66
-7 L IR 3.30 1.00 3.87
ffw‘lﬁiﬁ- eSS 3.79 0.80 3.42
fﬁJﬁ’v[‘ﬁ%—%ﬁ;’ 2.84 0.90 2.51
R 3.55 0.84 3.35

PRI PR

ELI]E LAY Tfi_ﬂﬁ/éggfﬁ;ﬁﬁg‘%\' s R I L RRCTT BT
[T I VR > S5 T SR YA o ST AT N > JILETE 2 B R R R
(Beta fifi=-0.517, p=0.000, R*=0.27) » [ Hy, W5 o =" WILHE 2 B T B4
WIHES FIEI] VD HE (Beta fifi=0251, p=0.000, R’=0.06) 5[] Hy 57 o &
A HCETS L B SR B A AR Vﬁr [~ 2B g iy U e,

4 ‘?i;[z* 2 ALRSEREEE I

EV] Hao > 5 ‘a‘:ﬂ‘?‘]ﬁ?’iﬁ%ﬂl R AR | AR 2 &I
TeHEIERT T AT o T A B ”I‘?jiﬁ?iﬁl %%E%w Pl AR [?%ﬁ?ﬂlﬁéﬁ S bt
RV s A AR YR P i (Beta il =-0.556, p=0.000, R =
0.31) :E”'}‘J‘J’I‘?ji?ir?:ipf 2 SRR L VRECE > fr ] 1 Y RS S R
i AT ‘I‘?j%?iﬁw* Z BRI YRS o FURCE BEEERD T AT B (p=0.000)
BETHFH (p=0286) ) HIF LBBEA LY i?“ im* I
FZ D o Al Hag 557 o [ ehlols o5 il gk

A R S e R A
vrrj\%;@ﬂ;v? Fi[ Fif ITFE,[ F‘jfy[[ ITFE,[ F‘f[fe[[ ITFE,I

“f?ﬁéﬁ}' -0.538%*** 0.353 % 0.076
e A R -0.556%** -0.515%**
R’ 0.289 0.125 0.309 0.313

ﬁéji T*¥p<0.05; *Fp<0.01; *F*:p<0.001
TR A

. 89.



R FREE . Fr L@ R101£37

llﬁ"ﬁlé?ﬂl?‘ PP RE o NIRRT BEE ~ FIE] @[3 %g] 17 R
P AERSERR T PUPE R AR A EE FI L WY RIEIEH T e ) Hay T

b=l =l

SVH] Hae > st SIS 2~ ARRARSREE FI i SR (B e
SROVAT o STATREN RS o TR B B R T SR
’Fﬁ;[ ; ﬁé'ﬁ@@%ﬂ‘g ‘IE@%B J[E[[ V@J = ’g | HHLE 52 ”"ﬂ@%taﬁ [;@F‘” ) [P[[ V@J
BV RIS ) AT IS ST N B pVRCR B 5 A B
F (p=0.000) AL REF (p=0483) » R FEABBE O v WIS == P
D RIPIER = T E o Al Hae 520 o gl ER 3 AN i < B

Fe= TR 2 S P R e el T A A
“%@3? EIFIE T EIFIF i EITI] 1

HHUES 7 -0.517%** 0.251%#** -0.049
e o R -0.556%** -0.581%**
R’ 0.267 0.063 0.309 0.311

sz C*p<0.05; *:p<0.01; **:p<0.001
ORI AP

L~ EREET ~ TRHREAIS A B e A

EUMII Hs > RPERSTERG BT~ e 2 = IR 2 ST - 2 5 T
SR IAT « SIATRENE o ST SRR TR (Beta [i=0347, p
=0.000, R'=0.12) 5 B (=57 ﬂ{%éﬂﬁﬂtﬁ?“ # (Beta {f1=0.180, p=0.012, R’=
0.032) 5 T A A 2 B A I 2 (Bera (i =0.370, p=0.000, R’=0.14)
SHT PSRRI L VR WL ORI 5 R T A
R RS SR VAR VR R T AT R (p 0.012) #& % 1 B,
(p=0414) - J- fIfaITE = W&*‘*?‘J FE'”’EFJ@T VIEPHER = (e

[ o S[ Hs B9 o [ ekl o Arad il f/[‘%[ JHF.

« 90 -



PWHREF Ry R e G L 2 AT

AP B R T R
WRZATE  WIERE  WERE WIERE

AT 0.347%%* 0.180* 0.058
T 0.370%%** 0.350%**
0.120 0.032 0.137 0.140

sz ¥ p<0.05; **:p<0.01; ***:p<0.001
BRI

th ~ ISEmEARIRIT R s

— ~ WFFE SR Bl

VAT VIR BRSBTS D SR A AR
3 AT B - AR P R © WERDIRE TR
P SR
<4>ﬁﬁAmf%?J@@ag A SR S R
251 [?ﬁiﬁ?;pfg SR LT S A ,ﬂlﬁ?qlf =t g%%[ £l
1 R @ 3ﬁ<ffﬁ«@6 FOL il 0) - HIETEE
b TS 335 - BIEURISHI S B A A 1
B AR 2 PRSI FPE » §77 S A HTAE <
() SRS AR AT R wnﬁﬁaﬁaadﬁﬁVﬁ
o SRS [?“EF“ FIJ[????L?JJ{IT Z A %‘fy » g *dlﬂfa,ﬁ 4310
7B RVIEIE, « F 1 wﬁ4‘1ﬂﬁvW%m¢ﬁﬁym%
TP Y 7 DL o R A O BT T T T
284 - %ﬂ*ﬁijﬁﬁﬁ«m"wwmds PRI )
G B RO - ) T - R R A - st
et B LD RS R SR - IR
g T 180 (3.79) ’fé'ﬁ“ﬁt’ﬁﬂ‘l‘?“?“ﬁi (3.30) - &= {7F T J/5<125\'§?”E

w

PR EEIRE T IR AP R fE T AR A ﬂﬂf%’lﬁfﬁ
?(’%II[%& o
(=) CWE T FEAL T G P < SR E AR RV s >

<91



s X FRER FeLtoPH X101&3°

SR P PGP Y T TR SRR B T - 4
TJIZJJ [EF AT T S Ty (TR T 19 3.35) - BEA RV Y
R ] nw*ﬁnyﬂﬁ J#'Eﬁ$@ﬁmwﬁ@%njﬁ@

(3.87) @ Fﬁ:;” (3.66) %1 SZE[7A (3.42) F- 0 A
WA T (2.51) R SPHIR ] SRR 2 A

Per e [ £ > 2 ﬂ”g?”““&fgvﬂ’"?%ﬂ V’:’%m Qi 'gﬁfhﬁ%&?[’ﬁﬂ*
gh?ﬁﬂ%F —T]El[, o [F=— JEZFI=2 Benoit & Henson (2009 ) &%} Katrina &t %V
SIS N AR > R AR R ﬁ‘J*“%?"l = @Eﬁf }ijﬁf‘#ﬁ{]‘ 4%'%‘?
T T IR > el Bl e i 2] #Lﬁuﬁ& Ty > U0 Benoit &
Henson (2009 44) I - “ﬂ AR N gl DA

FIEP R S S 1 Ffﬁ”’%&?fﬁlm Baa fi HF“ () e

() TPJIZ“L’EJEEJ@T?VEF‘JW R ﬁjvét UL > A po A A
Bradford & Garrett (1995) “~EI 58 o &7 d @y, ﬁ‘?‘iﬁﬂ‘l?iﬁ ’
A AR P lm Perp &G H i3 ?% )35 (Bradford & Garrett, 1995:
882) - [HIEAPARH EREAECE - ri%ﬁﬂl?"i?‘i SRS T ‘TBE?FI
"\ifﬁmiﬁﬂjﬁ OB > g = P s o T [l T

TEE %TVEL E?#Hﬁ':ﬁfl ’ P“L“Af\'ﬂlﬁﬁﬁ”'?@?k/}iﬂf Tt o

g B P PR TR (IR e PR S
LSRR iﬁwﬁﬁ%tﬁ VI AEAR SR Y e 7 AR [ ¢ TS AR
Py o ADRLIF=- ST $eb 5 ol -

(2) VSRR AT fr e AR ¢ (AR AT T 9
71{F’|i’ﬁ_dw ko R F' ’f/[‘lﬂ 7% W@?FQ?Y%PF‘JQ%T‘TMu gl I?iﬁ?ﬂ'
TELETE S A o AR USSR I/@%%]Fft!j[, SET I Y TR
fli = = 57 B P A Elr“@q;&ﬁ%ﬁw% [ A8 4
E I YRR E*J’Eﬁfl‘fgfiﬂ‘ﬁﬂthf%\*ﬂﬁjfﬁ’ﬁ‘g‘[?&?m/ A IR
S (s AP - th@WYEWI?%h CHEE TR -

(4 ) Wit s > s Fﬁi[?%ﬁi“;p / ST 2 S VP‘PJ 837 LELa
SCCT = SRS B £V A > T GEEFYREBEE - 08
ﬂ“ﬁﬂ%%%@wﬁ%Wﬁt%ﬁo¢m%%ﬁ“?wrﬁ@@w’w%
4 [ﬁﬁ?ﬁﬁ?ﬁﬂiﬂf # IE' T ERE SR “J'FA A A R RS
S pIpf "‘:" [fi:w‘l[ ° }Z\r] Yo 1’31’\%3@‘?"% o [?*ﬁ?ﬁ?ﬂ'/ﬁﬂi@fé‘v%g’j

$92.



FAEREF BR 2P — e Ra 2 g L2 AT

p 2~

EIRL VLY R A Epenn o g Larr(]mgrﬁg*ﬁ Eﬁ VRGN
BT IR AR I AR (R e
EHTH3E S EU T VY B

(=) 7 R B R ’ﬂﬁﬁﬁfgﬁﬁg RO AP
]?;/ii['f %ﬁ&%%‘?‘i R TR VBN FhHU' Fle e :"LFHWE‘HH k=]
WIS = (BT M BT - E"ﬁ”w&k?ﬁ
Ifi;frﬂﬁutf%x*tﬁ%&l?‘”ﬁﬁJﬂ’?ﬂﬂl‘? B 'HESF’TT‘@%@‘ [? S I [Tk

_\IE}J—LJFTELJ;%{‘_E[ Eiﬁ_ﬁ?iﬂ @“Fiﬁihfr‘g U HALH » FWU [?H?ﬁ_?;[@ﬁpf
f;?—:: IEJJ% ) ﬂ“ﬁﬁﬁ:%ﬁ@f e f'“ , I?ﬂ?“ P& VT T o 7R LT

N /ﬂq}ﬁ My R R ';%ﬁ§%%[#kﬁ[Jﬂ glﬁ[ﬂ P 3 ’ﬁ,\ljﬂffﬁ{]t IJﬁ—kf’:ﬁrﬂ

T S RS R A R B O R B » et

% SO VR SN By S © (7 % g

DRI fSEI -

-~ DRSBTS

FPICRLIE IR RS R B B IR A I o TP S B
SIS Y YRR BT WS NS > (P B 9
N e B TR U
(=) P AP IR [ B VIR 9] > H A
TR J?‘ﬁ lf%§ FI‘/JE[ PO AR > S e Tl (S T PR A R
PEG = WA N ol T

(=) ¢F3‘° A 5**45@%’%3 P H AR HRE TR PR -
AR EDREHISE G > 2 B SR Rk AT "if"/ ﬁiﬂf{{ °

(=) #per [?”TF?L PRESAE, £ KR AT P RS T [?”TF?L Rl
= Aacpn - Y @E’IEFT@F‘“T AT (U7 TRl PR seplag =

) ¢wuff IS@?‘?ME IRV IR S Pips s SR

> TR S5 Jl}l{e‘l PR R o FUSRE R R R = ol

J/ ?E[L- A RO PR S o IO R iR
ST

(o) PR A ([ AR PSS G < (9 E ol ~ 1) AR s Gassrsy 451 (0 3

BT > BHE B D A S TS RS H R - e

« 03 .



s X FFEH . Fe Lo 101E37

AP R R R SRR 2 [ WEHD T *‘J,%gﬁk Y
F8, o IRy o IR 2 Y ’IEII? Rl
VIRGT e A PR R R el R RN TF“;DT =N
TF‘JIZI‘; ) FJ‘Z;ZEJEI"J[@%E 3 1513—1;1@ 0

A (2006) © [FREFEPEH ORI - EERTHE © 106 0 83-90 -

FICH (2002) o REBHER 117 T

WS (2002) - BREE - AHRRARESMIRIEESE - [ I

BREGRL  T23FE (2008) o [ - AT ) WIVERFT - BB - 15 (2) - 69-
92 -

Bl R fiEas (2011) e« BN EE PR G i '/ﬁj**%l"n": °

BEARE 18 (1) »35-61-

Rl ~ STEEL (2011) oy B R pQRE = 5 — 1 Tl B £ 1y - (R
EIEMTE > 10 (2) > 37-68 -

RGO AR (2004) - KREBIEER - {i1%: i H A

PRiRg ~ ST (&) (2002) - BHREIR : BEESE SRR ABIRNERIE
Zi& (R. Caponigro FU# ) - ’F‘,:[u‘i %F;ﬂ%’rﬁ-?é?ﬁ@f °

IRMNA (2007)  AHEMRIZRAVEEREE - (117 T -

BEIIVRL (2004) - FEHAETE - IEERZRAE - 715 TR

SB[~ G (1997) - @#1&5&?)&@4l,nﬂ'*-?ﬁja@'w%ﬁ LERREZ
BEEEHTE 0 7 99-130 -

Barton, L. (2001). Crisis in organization (2™ Ed.). Cincinnati, Ohio: South-Western
College.

Benoit W. L., & S. L. Brinson (1994). AT and T: Apologies are not enough.
Communication Quarterly, 42, 75-88.

Benoit, W. L. & J. R. Henson (2009). President Bush’s image repair discourse on
Hurricane Katrina. Public Relations Review, 35(1), 40-46.

Benoit, W. L. (1997). Image repair discourse and crisis communication. Public Relations
Review, 23(2), 177-186.

Benoit, W. L., P. Gullifor, & D. A. Panici (1991). President Reagan’s defensive discourse

«94.



PRWHBEF RG22 —eRa X tGuaE L2 245

—i

on the Iran-contra affair. Communication Studies, 42, 272-294.

Benson, J. A. (1988). Crisis revised: An analysis of strategies used by Tylenol in the
second tampering episode. Central States Speech Journal, 39, 49-66.

Berens, G., & C. B. M. van Riel (2004). Corporate associations in the academic literature:
Three main streams of thought in the reputation measurement literature.
Corporate Reputation Review, 7(2), 161-178.

Bradford, J. L., & D. E. Garrett (1995). The effectiveness of corporate communicative
responses to accusations of unethical behavior. Journal of Business Ethics, 14,
875-892.

Choi, Y., & Y. H. Lin (2009). Consumer responses to Mattel product recalls posted on
online bulletin boards: Exploring two types of emotion. Journal of Public
Relations Research, 21(2), 198-207

Claeys, A.S., V. Cauberghe, & P. Vyncke (2010). Restoring reputations in times of crisis:
An experimental study of the Situational Crisis Communication Theory and the
moderating effects of locus of control. Public Relations Review, 36(3), 256-
262.

Coombs, W. T. (1995). Choosing the right words: The development of guidelines for the
selection of the “Appropriate” crisis-response strategies. Management
Communication Quarterly, 4, 447-476.

Coombs, W. T. (1998). An analytic framework for crisis situations : Better responses

from a better understanding of the situation. Journal of Public Relations
Research, 10(3), 177-191.

Coombs, W. T. (2006). The protective powers of crisis response strategies: Managing
reputational assets during a crisis. Journal of Promotion Management, 12,
241-259.

Coombs, W. T. (2007a). Protecting organization reputations during a crisis: The
development and application of situational crisis communication theory.
Corporate Reputation Review, 10(3), 163-176.

Coombs, W. T. (2007b). Ongoing crisis communication: Planning, management, and
responding (2™ Ed.). Los Angeles: Sage.

Coombs, W. T., & L. Schmidt (2000). An empirical analysis of image restoration:
Texaco’s racism crisis. Journal of Public Relations Research, 12(2), 163-178.

Coombs, W. T., & S. J. Holladay (1996). Communication and attributions in a crisis: An
experimental study in crisis communication. Journal of Public Relations
Research, 8(4), 279-295.

« 095.



s X FFEH . Fe Lo 101E37

Coombs, W. T., & S. J. Holladay (2002). Helping crisis managers protect reputational
assets: Initial tests of the situational crisis communication theory. Management
Communication Quarterly, 16(2), 165-186.

Coombs, W. T., & S. J. Holladay (2005). Exploratory study of stakeholder emotions:
Affect and crisis. In N. M. Ashkanasy, W. J. Zerbe, & C. E. J. Hartel (Eds.),
Research on emotion in organizations: The effect of affect in organizational
settings (pp. 271-288). New York: Elsevier.

Coombs, W. T., & S. J. Holladay (2007). The negative communication dynamic:
Exploring the impact of stakeholder affect on behavioral intention. Journal of
Communication Management, 11(4), 300-312.

Coombs, W. T., & S. J. Holladay (2008). Comparing apology to equivalent crisis
response strategies: Clarifying apology’s role and value in crisis
communication. Public Relations Review, 34(3), 252-257.

Coombs, W. T., & S. J. Holladay (2009). Further explorations of post-crisis
communication: Effects of media and response strategies on perceptions and
intentions. Public Relations Review, 35(1), 1-6.

Coombs, W. T., & S. J. Holladay (2010). PR strategy and application: Managing
influence. West Sussex: Wiley-Blackwell.

Elliott, G., & S. Charlebois (2007). How Mosaic-Esterhazy applied a crisis
communication strategy when it suddenly had the world’s attention. Public
Relations Review, 33(3), 319-325.

Griffin, M., B. J. Babin, & W. R. Darden (1992). Consumer assessments of responsibility
for product-related injuries: The impact of regulations, warnings, and
promotional policies. Advances in Consumer Research, 19, 870-877.

Hearit, K. M. (1996). The use of counter-attack in apologetic public relations crises: The
case of General Motors vs. dateline NBC. Public Relations Review, 22(3), 233-
248.

Hearit, K. M. (2001). Corporate apologia: When an organization speaks in defense of
itself. In R. L. Heath (Ed.), Handbook of Public Relations (pp. 501-511)
Thousand Oaks, CA: Sage Publications.

Huang, Y. H. (2008). Trust and relational commitment in corporate crises: The effects of
crisis communicative strategy and form of crisis response. Journal of Public
Relations Research, 20(2), 297-327.

Huang, Y. H., Y. H. Lin, & S. H. Su (2005). Crisis communicative strategies: Category,
continuum, and cultural implication in Taiwan. Public Relations Review, 31(2),

« 06 -



PRWHBEF RG22 —eRa X tGuaE L2 245

—i

229-238.

Hwang, S., & G. T. Cameron (2008). Public’s expectation about an organization’s stance
in crisis communication based on perceived leadership and perceived severity
of threats. Public Relations Review, 34(1), 70-73.

Kruse, N. (1981). The scope of apologetic discourse: Establishing generic parameters.
Southern Speech Communication Journal, 46, 278-291.

Lerbinger, O. (1997). The crisis manager facing risk and responsibility. Mahwah, NJ:
Lawrence Erlbaum Associates.

McDonald, L. M., B. Sparks, & A. L. Glendon (2010). Stakeholder reactions to company
crisis communication and causes. Public Relations Review, 36(3), 263-271.

Morley, D. (1980). The nationwide’ audience: Structure and decoding. London: British
Film Institute.

Parasuraman, A., V. A. Zeithaml, & L. L. Berry (1985). A conceptual model of service
quality and its implications for future research. Journal of Marketing, 49, 41-
50.

Parasuraman, A., V. A. Zeithaml, & L. L. Berry (1988). SERVQUAL: A multiple-item
scale for measuring consumer perceptions of service quality. Journal of
Retailing, 64, 12-40.

Pearson, C. M., & L. I. Mitroff (1993). From crisis prone to crisis prepared: A framework
for crisis management. The Executive, 7(1), 48-59.

Petty, R. E., & J. T. Cacioppo (1986). Communication and persuasion: Central and
peripheral routes to attitude. New Y ork: Springer-Verlag.

Reichart, J. (2003). A theoretical exploration of expectation gaps in the corporate issue
construct. Corporate Reputation Review, 6, 58-69.

Rindova, V., & C. Fombrun (1999). Constructing competitive advantage: The role of
firm-constituent interactions. Strategic Management Journal, 20, 691-710.

Sheldon, C. A., & L. M. Sallot (2009). Image repair in politice: Testing effects of
communication strategy and performance history in a faux pas. Journal of
Public Relations Research, 21(1), 25-50.

Sturges, D. L. (1994). Communication through crisis: A strategy for organizational
survival. Management Communication Quarterly, 3,297-316.

Ulmer, R. R., M. W. Seeger, & T. L. Sellnow (2007). Post-crisis communication and
renewal: Expanding the parameters of post-crisis discourse. Public Relations
Review, 33(2), 130-134.

Ware, B. L., & W. A. Linkugel (1973). They spoke in defense of themselves: On the
generic criticism of apologia. Quarterly Journal of Speech, 59, 273-283.

.97



s X FFEH . Fe Lo 101E37

A Study of Crisis Situations and
Response Strategies: An Analysis of
Perception Gaps between Organizations
and Audiences

Hui-Chung Yao "

Abstract

This study employed an experiment to explore various types of perception
gaps that exist between the government and people during the natural disaster
in Chile. The auther find that there existed conspicuous situation gap and
expectation gap. The auther also find that these gaps reverse the effects of the
government’s image repair efforts. Due to the fact that both the public reactions
and the governmental decisions are based on perceptions of situations,
expectation gap is produced when the perceptions of the public and the
government diverge. We find that situation gap leads to expectation gap, which

explains why the government’s image collapsed.

Keywords: crisis communication, crisis situation, response strategy, situation

gap, expectation gap
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