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ABSTRACT

The Investigation of Psychological Mechanism to Corporate Crisis:

The Mediating Role of Corporate Trust

By Wang Rong
Advisor : Prof. Jongchul Park
Department of Business Administration,

Graduate School of Chosun University

Previous studies have focused on pursuing effective responses(Dutta
and Pullig, 2011; Ferrin et al., 2007) and situations(Lei et al, 2012),
difference due to corporate brand crisis and individual brand crisis(#
X% 5, 2011) according to crisis types. Although researchers such
as Silvia et al(2013) focused on exploring victims' crisis responses,
they did not study the quality or performance of products crisis that
are core to the corporate, only to the moral and ethical aspects of
the corporate. Therefore, this study examines the mediate effect of
intrinsic reactions of consumers on corporate attitude through trust,
and further examines the moderating effects of crisis types.

This study is composed of the following frameworks. First, we
examine the effects of negative emotions, disappointment and despair
on integrity trust, and further examine the effect of integrity trust

on corporate attitude. Second, we examine the effects of perceived
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risk, severity and sensitivity on expertise trust, and then examine the
effect of expertise trust on corporate attitude. Finally, we will look at
the moderating effects of crisis types. As a result, research
hypotheses and questionnaires were conducted and analyzed.

Looking at the result of this study, first, consumers's disappointment
and contempt about the crisis have a negative effect on corporate's
integrity trust. Consumers' sensitivity to crises has a negative effect
on corporate's expertise trust. However, the severity did not appear
to have affected. Finally, there was no difference between groups
according to type of crisis. In other words, emotional and cognitive
responses appeared in both competence crisis and integrity crisis.
Through this study, it would be most effective to use strategies that
weaken negative emotions and risk perceptions regardless of

corporate crisis type.

Key words: Corporate Crisis, Corporate Trust, Expertise Trust,
Integrity Trust, Negative Emotions, Disappointment, Contempt,
Risk Perceptions, Sensitivity, Severity, Competence Crisis,

Integrity Crisis, Corporate Attitude.
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A EIRF VIERE ARALE 2o, Vlsolut A 12 ARgAEE i, 7
ol Al nFLe AFS YFF ¥el, =d T Ty, Faxk 9=
2011 Aol FFAME A AR Zow, ARy FH el o] VY
a2l A5 Zetr) ol#fg f17]E vAbEe] 7Y 9719 A4 glo] 9

Zlol digk Aol el wet 97] BrhE skloH, A 71l ok Hd
o}

2
>,
o
=)
-
do
N
o
o,
o
N
>,
ol
=)
>,
N
T
e}
_L4
Site
rlo

b
>,
i)
&
oo
o,

=

tal el S Bl A 97|} ol AR 9717 B Ae =4 97
of Hla] AZMxFEol FHAQ fAA 71 AdS A ajlel #AJAA
gpotetar F7pghetal sl

E5 AN A ZE SHeA AVIFES A 971 A2 $17I
2 FEI= Aol 71 B A o|td(Dutta and Pullig, 2011; Kim et al., 2006;
Lin et al, 2011; "MAE 5, 2011; Wojciszke, 2005). o]&d Hf{= 7]de
AR} 719 FYA- =44 S 23S T AT F 7199 =Y,
g, A Sdel digk /719 7199 59, Ve T dAgHH dHE 97
oltk, 7Hd A A7+ Ki ]
Mol =93 &84 AlE fnte] #HE AAA AlFE 9171(integrity—based
trust violation)Ade} 7iQle] & A1F] fwlel] #HE = A1F] $17](competence—

based trust violation)® &3l A S Alypderyt Holow JLEGEHo],
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Fo| w2 dl-gHge] aE AuR gt Azde] T8 Al $7]d A

§ 091g Sk Aneh WY AE s slo] BRI, FHA
7]

2007; Kim et al., 2006; Wojciszke, 2005).

© A7 7Y e AAA 719 sHAVIE FEste] Ay RaAt 3
o ARBATES 971 76l wE dedEE AHEAARE, LA 717 719
Bjmmol mA= Gl f7]g el ofs) AT AUSTS AyRA Fok
TR A A7l A FA AR ol HH, aujakEe] Aoy A
I 22 Z(hot) WSS FEE A wbHl, THevIe] BF SAA AR
o B2 ds A, kg R Y E(cooD) ROl ¥ wIZkehH
o] AAA WSl A4E APS sl ARAGE & Aotk wEpA & A
TollM= #1171 el wel AuAbEo]l AR A fAFe] T gl W
AF = 7)ol v ct.

rr
o
o
o
i
_\:UL
T
ki
X
rol
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o] A]
1 1

ESUED

()

A2E 714 $1719l o

334 24

&

L 7149171l o

At (Nezlek and Kuppens,

(people’s functioning)®ll

)

2008). Herrald & Tomaka(2002)

-
.

gl

Hbe& A7

ofye} Ak
4= A (Kensinger, 2007).

= 7-7F Bt Hume(2008)

S

Fo| 7]

R

o AA}

7}

o
i=]

o}

Abero]l AE e 7 (feelings)?)

43} 7]

KeR
|

=&

-
T

A (affect)

bl TR v

Q)5

o]

(emotions and moods)<

1=}
-

ojz
747 (emotions)> 54 Algholn}

1 &

o
-

B

H

7id el
1, 7]4%-(moods)& 7t

o

;OU
23!

]
oF
TR
o
Mﬂ
s
ﬂo

Z] 0]
1w

o] A7}

i)

b, Azt 7]

35

o
=

ur}

vz}

s

~o

ki3

A

Aol R o 47 Eo w

o=

st
)

& o

bz, a7kl Al B Y, FA7EE

S

A4S YEY. w ]

s

|

A7 (A Ad) o F ¢

Els

9719 ¢ anjAEol $1710 o

fez!
H

WA 7]

Hume(2008)2 %2 7474

(fear),

REYAR Yy
ot

F-2] % (envy),

< A (enthusiasm),

744 (contempt),

5 (anger),
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#d (frustration), ™ (disappointment), &3 (embarrassment), %2 (disgust),
& (happiness), o (hate), &% (hope), ZAF(jealousy), =4+ (oy), AtZ
(love), A&EAl(pride), =% (surprise), EH(sadness)o] Jokal &gt W=
< tkgk Aol JARE, 71497l #Edske] Silvia et al.(2013) CAD H-

A

A ol waRTa sk olse sl AEA-gH 917 @

ol wet Aol @ $AH P} BoleFoz olojrkam shglrh CAD
w9 F CE A3 (contempt) E Friel PFolt Bt &4 Lriw 42 o

AP 54 AFolA datA @2 Al oigh A olti(Cauberghe et al.,
2009). webA AZE 9F Abdel] g A JdAAR=H & o+
(Witte, 1992).

Becker(1974)+ 17321d 29 (health belief modeD)S E3lA #7td $¥

L Fle 4o AAlETtar A ol A zZtE A ZHA (perceived severity)
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X
)

e ge FaAfelm)oly Rl UE BE(belieN S 7275, A
WA e AU AE (threa)ol A A9 A (risk)ol e Aol et
o 53] Rogers(1983)% RE%7|ol&g AASEA 995ae vl 7o)
49l QA whee el oleld v UgEE, on 3 g% s
HATha sl Ea o] 4709 W 27 F X o] Ak shis A

29 A4S A4S £FE AZE Agola, e shbs diAel gd 37

ol
ol
38

Biiy
hisk)

7)
2 A7d d&asy Add Aotasior FHteo] "nh 94 AdE A7
(perceived severity)2 939l AzZtAd sk &9 2d AEE W3,
A28 W74 (erceived susceptibility)2 A3 Yol aEoA e Jhe
Aol gk JiRIES] AYAHLEE wekttal sigith. A7t o3& (perceived

response efficacy)& tfgo] axdo=m S dst=xd dig MA=9

f

He2dS el 25 s U Qe AEAEE 23 ol A"
¥ (threa/hazard)> W52 =S HERAR(AE E0], AFelv TE A

L
ATE 7l B AulAES WAY wEow Ay FH
4 AEg Buins] A8 970 B A48 wgow Azw A4 W

oz TEGe AWRI Y0
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gro 2 58 g AN SHd ddE FE s A ¥S Aolde 7ldrt
ZZol @ u ARE FHeuA = P2 oldWtti 3tk Das &
Teng(2001)9] Aol wh=w, ghabFate] 45 AAZ Az A4 AlF] w2

T7F T2 AA T, B A (non—equity)d] A$ AAH A7 FAH AFETE

ChH(Dutta and Pullig, 2011; Ferrin et al.,, 2007; AAE % 2011). T3+
Schoorman et al.(2007)e W=, Al g =
oA i Edo] glom, X2 ke A} T2 w2 Y A 59
BAE AAE s A S0l FHA(trustee) & H F Y, S48
AANA A A Aol thek s dolut Adel digk walo] A9 glukar &3l
ook B oA ARG AlEe A AEE 8 7] 71l thek A
259 WheE Au Rzt vk AAA AFE s Ao A4l ofFold, &

AEA e 7199 71& ol

i)
i
o
Lo
2
v
u-[o
rlo
oR
=
<
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Aol mEE 719

Silvia et al(2013)9]
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o] Z1JA e mA= &

o] A\7te 919

=
=

2. AH| A}

Al

HES- o 2 g

Rogers(1983)

1
L

Fith. Silvia et al.(2013)¢] &7l A

5]

o} a1

3|
hul

=
=

SRR

o
=

ol

n

—_
o

el

whg ek

BIEE

=
=

A7l &HlA

AN A 2

h=Nye}
= 1

AH] =}

3 tH(Witte, 1992).

o d¥F= vAA A

A w7te] A3

S

—_

0
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e
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)

(4% AeDg 3

X

BEe 2m%

1, oledk

|

F9ltH(Rogers, 1983). wabA] Zn]z}
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oy e)
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o AqH g /9
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=
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13 714l 3t

9|

KeR
<

S R R b I B s

14

o

=
=

JJo

K

_XE

el
00

H3 719917114 A4d A4S d8A A FAHY IFs v Aot
H4 719917114 A4d 0382 A8 A FAHA I3Fs v Rojtt,
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7197 714l o] mA= FF

Kassim & Abdullah(2008)%= ZAM|A7F Au]2= AgAE A= 495,
Z1dell digh e 9 SAE FAAQ dFE v it Aot @
A= 27 eA ARE e wZed & F GARAL 770 dE
s gom AlFe A S % Jti(Morgan and Hunt, 1994). tlx24 o2,
dEeA el ol AR W (bebA AFS ATt s oA, A A

=

sHe AAE 9ge AHE By & 5 dE FEO

A Aol &g AlFEdo](trust transfer)S -2 (Stewart,
= 2HRFE Al Y 7ol =2 3

5
B S gleldhe UAE AFsE, o aMAER 3

&
= of 5 AlsEel
ek F2S e A AEel i B, vobrk diE ZIdel tE oA
A @7 B4 Ao 71 e AR Aol B Aol 7l et
A e AL4Z ST VIdel ud A AH, AR AEH, 2o Al

<
= gJASt] A T 71l gk A HEE fuele Ao® UE:
(Park et al., 2014). W&t 54 71 sk A3 2= A AHE
%

Ao Qe AT 7199 HE G46 Fo8 92 AL dow 7

H5 71l did A A= 7Idei=d 348 932 v Ao
H6 719l g A& AHe 7|de=Ecd 284U 9F< A Aol

_22_
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1. 97 %ol He 2uA A4 Fo)

Z199171el digk Qld oz AA A4 719 A ViR wE3 & ¢
Attar 3k tH(Dutta and Pullig, 2011; Kim et al., 2006). ©]% Ferrin et
al.(2007) tAA 72 #Hdol A AbgrEo] ERQlel dis) Az4d o, 53 H7}
o el sAF AE(AE 5o, 54 A7t Svd g2E $65)E o Ax
© Whdel, BRle] AAAEES Folel el F 44 AR (AE E0], =Ry &
se)el 278k BbE dvhkal skt

Kim et al.(2006)2 912 F 74 9171 &2 #1171 Z&elA Akl digh
AbE o)A 71l e A 191 Afel7 dvkal stk = A7kl AE ZAL
DA A AHE WH A BADR A vl &8yl wet
A7 A B ARRE R-(Ad o]l FAI7E 7R o S ofs) TA)
= Fdeh= Zlo]l H SAA HEE 95 5 vkl &

A2k Coombs & Holladay(2002)2] A 1 A7

atel 5 Wol= A& ofyw, Abde] EA(ZIA971S 7)ol whel Zpo]E ol

Ak wEkA 9171 FEel whel Akl tiEk siadel] AEA GRS wE Zlojn
T8 Silvia, et al.(2013)2 AvRRES BAA HFL

84 Z9d #AET stk o5 444 A7 1gle] med fele] @

ol =Hrl fjdel e AR AHem BPS FEety] bl (Silvia et
al, 2013), 7Idel FAA #AS A2y #do] I Aovh E3t V9] AFe

A 2R ToAEe ol EA3 ANy, A% sviEe) 24
4 owgnrh AFW wew A" A4™ Al o 23skrh(Schulze and
Wansink, 2012). webd 71Q9Fe 948 wgel A4d @ o B
Aelck, A%, 2uAES] 2R 21 9gel /a=E Fal 719
ol vH Gl A 917] FFel wheh b glolch,

H7 2¥|AE9 A3 Aol AHENE E= 799 A4d Ao dEA
AHE S8 424 7IgEzol vAs FFAA A7IwHl w2 2ozt e
g Aot

— 23 —
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A4 AT

A1E TR XA U EA

T SuAte] ATEASH 54 Awrw, ¢S 1869 (35%)0la1,
of F74AE F IR o]
204 mwke] 23W(4.3%). 2041~2947F 488 (91.7). 304 AL 219 (4%)

oX,
rlo
w0
o~
>
of,
~
o
3y
X
[?é
posy
[o
fru
i
i,
30
=
b
%
olo
ol

BTl ug AFHes AT dstel, U g 4% 0 e

o AAZAIE Ea gElSo] 44 HAeta =
e AAsgon, A8 Al Jwke stol 53 9175 Ay 9718 24e

o] 2H|AEoA AAEAT. 5 97l dal g A1QelA] Az FW=Eol
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2
(@) ]
o3
>,
olN
Mo
12
WE
rg
-
!,
B

A1d A2

H

1. 574

Fo Ny 4F
A A7 el 2zbo] & o] Fo] H=A gl A, wH eIl ws &
277 F 96%(266)7F A3 Sgeta, AAA 7)ol W F 269 =
98%(264)7F A&stA gHato] xxto] 2 o] FolHval &
e 2 A7 AAsta e SAZESd i A4 3 ge8de

golsty] st ©AA @elR M3t 2ul3 Ayl(cronbach's alpha) @k #41&

<E 1> A - g gl Az
97 aduA F14 8%
858 | G2 | dan | ede | gme | TR | vvawe | S
al 894 87 40 28.14 *
At a2 915 .940 93 21 29.88 * 942
a3 851 73 76 24.46 *
bl 820 87 45 28.10 *
s b2 795 .945 84 bl 27.39 * 945
b3 .806 .85 .50 27.46 *
cl 649 .68 91 23.03 *
A ZAd c2 .869 .920 87 38 28.05 * 924
c3 855 .86 A43 27.62 *
g -
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d1 811 83 50 27.26 *
274 a2 862 949 89 31 2873 * 949
d3 867 86 38 28.05 *
el 839 80 52 26.08 *
2 2 A 2 846 82 48 26.86 *
N 945 945
A= e3 286 2 47 26.80 *
ed 812 81 48 26.55 *
f1 919 90 28 29.44 *
A7
o 2 942 967 97 10 31.31 * 968
f3 901 86 43 28.07 *
gl 865 90 30 2851 *
A E a2 708 914 76 68 24.83 * 919
a3 846 73 81 24.04 *
) X %-895.96, df=197(p=.000), GFI-.867,
Ao AGFI=.829, NFI=.967, CFI=.974, RMR=.299,
RMSEA=.082

reliability; CR),

AR,

(composite

AVE)S] 3ES

705 HojRa(<E 1> Fel3 o

& A3(<® 2> BRI Ao

Collection @ chosun

variance extracted;

A% mE T4 AdEe NEAQ

O

), BRFFEN B 7)EA 5

(e}

t}(Fornell and Larcker, 1981).
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o4 &

4 2 th(Bagozzi and Yi, 1988).
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=
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ki3

A

A1 E

=]
=4

A

o
7T
10

+

ol
e

o

el

2!

A H(Fornell and Larcker, 1981).

2) e E A

Azl Aot &

A<

e

Fel 95% A=G7F [

S

[e)
s =

A FH (D matrix)

vk

1

A}

}il

S

Ashe] of

e
w

gl
B

1S
AT A

2> F=x). wEbA ANE SANEE

it

2 EEh(<

1
e

2

=8

ﬁo
B

A

1

7199l o

_29_

Collection @ chosun



Aod AT+23

L. $1717 %ol & Z=22}o]

[ez]
1
A @ g B AT A5ar] 94 97§86 ve dugt guAs
2

2. 94774 AHF

Bodge] d3rbd A5E g8 A 2y A4S 918k LISREL
8.30% AE3lY A& sholth. ¢4 Aol A AFEFe tig 3= A%
= AvyEeron, x23e 181.51(df=27, p<.304)& eyt L3 CFI(.92),
AGFI(.973), NFI(.91), NNFI(.88), GFI(.93), RMR(.092) 5 AHg%x A 57} .90
oo w st Fo R BHIEATH(fair fit; Marsh and Hau, 1996).
a2 TAHCRE BAAG A7 AR 7] el de AREAS AR

3, wA e T 7hA) 9)7] Sl whE GeEAe A,
1) AAA Q7o) B HE

$13ke] LISREL 8.30= AF&-3f
FEGHAE S8 TN SRR E An

o] EA
FTh<3E 3 F=>. O]% Edz A4 71 v 2449E dvRd<ady 4

4
Fae>, A aE s A7t AWzl 255 71l tiEk AR A
& e Ao vEdy] we] Azte] AAA Ao FA g v]drhe
7Hd 18 AAFHATHt=-6.90, p<.001). T& AhH|zHE0] A 7}teh= Aol 2

kv
o

52 g vl gAY A YAH FFL VAL Ao ehy] U
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