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ABSTRACT

The Effects of Corporate Crisis Perception on Corporate Image and
Satisfaction : Focusing on Mediating Role of Negative Emotion and Risk

Perception

By Hu Ya Qin
Advisor : Prof. Jongchul Park
Department of Business Administration,

Graduate School of Chosun University

The competitive nature of today’s market for products and services of
similar product differentiation competition(Kalligiannis, 2009), for corporate crisis
are the core of the brand value conflict can suffer the biggest capacity(IHemus,
2010). In order to alleviate such enterprise losses in this study, but in fact than
mitigation strategies, this study will focus on consumer response of the
negative events related. In other words, it focuses on how consumers deal with
crisis information.

Therefore, this study examines the effect of perception about crisis type on
corporate image and customer satisfaction through negative reaction of
consumers. The results of this study are as follows. The first is the response
to the integrity crisis. Consumers’ perceptions about the corporate integrity
crisis have positive effects on consumers’ disappointment, anger, fear, and

sensitivity. And the negative emotions of consumers’ disappointment and anger
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have negative effects on corporate image, anger and sensitivity have negative
effects on customer satisfaction. However, fear and sensitivity did not affect
corporate image, disappointment and fear did not affect customer satisfaction.

The second is the consumer response to the competence crisis. First,
consumers’ perceptions about the competence crisis have positive effects on
consumers’ anger, fear and sensitivity. Although it does not affect
disappointment, it can be said to be directional. In addition, consumers’
disappointment and sensitivity about the corporate have negative influences on
the corporate image, and disappointment, anger and sensitivity have negative
effects on customer satisfaction. Anger does not affect the corporate image, and
fear does not affect corporate image and customer satisfaction.

Through this study, the following implications can be obtained. First, the
previous researches show that corresponding difference and controversy exist on
the integrity crisis and the competence crisis. However, because the consumers
deal with the problem through the dual path of both integrity crisis and
professional crisis’ negative emotions and risk perceptions, there is no relation
of the crisis type, apologize is effective in this study. Consumers perceive fear
of crisis, but they do not affect corporate image and customer satisfaction due
to fear control behavior. Therefore, it is effective to cope with not only negative

emotions but also perceived risks about corporate crises in the future.

Key words: Corporate Crisis, Integrity Crisis, Competence Crisis, Customer Perception,
Negative Emotions, Disappointment, Anger, Risk Perceptions, perceived

Sensitivity, Corporate Image, Customer Satisfaction
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