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719 AARe] £ Hert 91717438l ARS uf ool avtrow i - Q=

71 Wale AAsfiof gtk ofd tiAA e 9715 skl wet 91714

ZolF I 7Y Ee BEo| tith &HRte] B 9 3Eo] EEbAlal(Mitroff &

Anagnos, 2001; Pearson & Mitroff, 1993), o2 QI8 g2 0= 71 7| Ei= Hall
L9 £ o7} 7:1x45€1_/|\_ U7 wfzolet,

o]} ATt 7| At W= 7Y B4 Y7Vl AR uf s 91719
MRS ASEAL ofof whah thAA] ) 5 B FAIA] £-8S AAsoF gtk
(Mitroff & Pearson, 1993; Shrivastava, 1993). &2x(Coombs, 2004)7} AJAIgt “AF
2 9171 AFUA0lA )= (Situational Crisis Communication Theory)'= |5
3 FAA R ES AR o] o]2of whEH 9)7]= 24| (1) E7Hgh 9488l
(victim), (2) ARl(accidental), T= (3) UiF B & #RAje] ot 119
(intentional) & Al 7FA] f1Qlofl 2Jslf @AY, o= thA] AtAASH(natural dis-
aster), 7| GollA AR HEFPl(violence), 27210 o3t AlE<="Hproduct tam-
pering), T §li= & (rumor), 71E4 FAIZ QIgF Attt AlEA 3K technical-er-
ror accident or product harm), ©|8A|AF=(stakeholders)ell 23t FAIA7]
(challenge), W& #HAR}0] 3Halo) ofgt Akain A& A g human-error accident or
product harm), 71992] $43J¢l(organizational misdeed) 522 AEFIT},

ZF 2] 917100 diall 7192 ol (defensive) Ex= 484 (accommodative)’
o2 g 4= Qlek ey o2t th-3HA o] A g o] ol &Y B
A 7P oAl “Fl(deny) I 7 82191 “A A (repair)’ Z12]3L FkpE] S
Gohs ‘SFax(diminish)’ & Al 7H] 1822 FA| ol A|1L, o] A] 7HA] th-e 14
TAIA Akl wet thA] MdFd7Kattack the accuser), F¢)(denial), SR
(scapegoat), ¥ (excuse), FT2Hjustification), H/Hcompensation) 2 At
(apology) 5 771 822 AlEHct

2o} o B== ulgro 2 F(Coombs, 2004)= 2t -‘Pr’a‘éﬂ 7100 7H A%
e Y71 WAE AQtelAaL, of7] 550 o
(Jeong, 2009; Sisco, et al,, 2010), L2t} o3t EHAT-Z9] RE-S AP AT
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7Fobd ARlEA S = A o] AQHe] Bi e S 1ol SAZE Sk Al 1714
2 91713 WA o] Aol A WAk TRt 7RSS AT 4= 7]
olt}, g2}t Zhdo|(Coombs & Holladay, 2009) 94| 7|2 A+-] o]=gt eHAlE
A AstaL AHAE 1t AAA 50 2adS ARt B Sk

M 7| A Y71 E olof] it 719 ] A4l o] g5 o s ¢
o xA 2 dikE, & 719 Em BlEof sl MR E ZEAL Q= ofn] Ko theh 24
= (HERIThE T ThE RIS QFAL . 719 ofm|A] Em BRHE oju|R|gh AH|RLr}
I 7Y e BEIEE A i meEs JNEE 7HIXItHKeller, 1993;
Krishnan, 1996). 7]& @+t Wh2H AH|R= o]gfgt &S UER A FEE 7]
oI5}al It Aaker, 1996; John et al., 2006; Keller, 1993). 7| o]u]#] E+= Hel
T ou|x| 9] of2|3t 54 2 o] ofd 971de] 54 71 T HlES ofu]
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& WA E 2RI, e 7PH71 FA g4jo] of2f3t 4% %%h% %*DM iﬂrﬁi
2 HRAIAA] ZARORA 229 97| UAS AT 4 2 Zlolth,
A7 olet 2 7HsdE ATl FaL WYPE A= A gle Aol w
24 2 = F2(Coombs, 2004)7F AKEE A=A 917] AFUAN o2& v
gho g 7]9jo] B4 S7|A8 = A EATF 07 QI3 Au|zt Bito] A7) €S wf A
=

A=A AHATE Bl A8l Bz gt} o] & F8l 7ol gt 7|+
S AAEE ®at ol e}l F2(Coombs, 2004) 7} A|okek A2l 917
UAOA o]&& Hrp Ao ARG 4=l WS ANE 4= 9l A o= 7]
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718elA lelA 1715k 719 oll F284 Fake vl o714 Shd A= 9]
2hK(Seeger, et al., 1998). ol&3t 917]= 71 A = 7| Slo] AHAket= 54 B
T ZpollA] S 4= glow, ofsiARER] AHAlA E
(Coombs, 2007). o9 22 &5}12] 243}t 7|4 242 243 A= 18l 714
& A ] -3 o2 9]7]of| viA|shof gt

ol2|gt ool wheh W& AAlEol 21719 43S EFstal, ZF 3ol A%
3 9713e] Al Aokt Benoit, 1995; Fink, 1986). &2~(Coombs, 2004) 2]

AR §17] AARUZIOLA ol 2L olefdt ARKE F ShhRA] AT Be ATAE U
A FAS] ofal) FgEa 9l o] ool Wl 1717} 7]%le] nlxl e
o Bz (1) $1710] g 7199) Ael, (2) #g 71%lo] THo] FAT $1715 A%k

Al o, Z12jar (3) 7199 B B olsiARE S feljAle] whel Eeki,

o] Al 7HA] 845 F- 91710 Higt 71 2] A olsiiARES] 214of ofsi 4
JEl= A2 (Coombs, 1995), °l5°] aid 715 7192 Yoz QA5
7190 PRl §1719) §A4A FaFe] AXA HrKCoombs & Holladay, 1996,
2002). o|¢} #Hste] F2(Coombs, 2004)+= ‘FIQlo]E(attribution theory)' ¥} 32
glol ol E(framing theory)'& BIg-O2 olsjeAAS0] sl 91710l thet 719 2] &
o2 (1) FaAE, (2) AL, E= (3) ALY T shubE 1A = Qlekar g8k

A TsiaF F39] 171 AR, 719l AR A3, «Felof ot
AlFEE, v 2AYME 2w 5 2ol 7oA Ade =217] o8 VS
ZFiIek, B AR 9] 917 71E A AR QIR Alalu AlEAR B ols
ARFEl SJgt ZAIA7] Sk o] 7ol Al Jelo] Qlovt oleAde gl Y71
7F171aL, 3Ly 9] 9171 719 WiRQ1e] ThAlof] ot Abaiut Al AT T 7]
o] £8P S o] 71 E= 71 WiRele] YA oz HEAIY] Q71 e = A
71 olA B Aelo] sl 395 7HIZItHCoombs & Holladay, 2002).

F2x(Coombs, 2004)= 171352l thgt o]t E7et @A 17 1d=olA 71

il
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o] AR 4= Q= thS AL FA| (1) Wold WAl (2) 84 Al o2 Ve 7
o E= 8o Hreof wh} (1) F-<¢l(denial), (2) F4x(diminish), (3) E-+X(rebuild)
5O -S4 & 77 9] AIRAQ] - SHALE AAISEITE Al el o] A9 s
SJ71e} 7ol Faghe xsks AomA, f19] Al 7HA] thgHA] F 7 ref el
Hhalof st o] WAl A 21 Heke] Zpolof wt ohA] (1) EAIE A7 7H2L

E 2o 2 5O PALOR 0|98 AIsks HdAL B4, (2) I £A) A
A7t EAIBHA oRerha Zsks BAlo] Tefat F40] SAS AXsks Rl ]
3(3) Sl A 921 719 950 Bhol T Aol A] Beji Bl o= AR
ek, WA S o] 29 WA Sk el A A2 Aol ohetal Fash
At 81 71%40] BAIZ 4= = 91717} ohujela FAshe 2oEA, g7 HAY
71219] el QATITHE Holl iz Sel el ujs) S0l utk $1713HS SIs) A

A =S 7EolA] thethe AollA ] e82joletal I 4= gl dietgaiolth
o] WA Al A ARl ke Atolef w2t (1) s $1717F 719 9] ks FusHA
YL RS g5k W (2) f17100 SRt wsfrE ol Fulgital g5k
[, UR]‘%PRE EO] A 712 sl wsiE 2 olshEAAEel
Al 28H Em A B2 S AT =H 7199 ofulXE AT Ao2A, Al
7HA AE S 7P 8-S Hls Aol ST o] WA HA] A Ql Aol )
2} (1) TS FH%] g Algdhs BATT (2) siY 91712 Fle] HH o
2 7140l 22 Agstar sefAselA A4S sk A 2 AlEE.

71 B 7] A iRk ot A2 ERE HIReE F2(Coombs,
2007)<= ‘HAF @] A7VIRNAE A 54, T B Y AL
2 lg3h= Ao] 7P Al Wi, ‘wsiAl = AR {32 H71dRlA o1R
of SUR A71E FA] AR 7119 B/ E= oA fralRAE $A4)
23 B, T oRlol S LR H71E ANANE 7199 Aol o s AR ETe] R
A7 T2 B-pollis Y Es AEer o] WA o R digshe Ao] 7HE avbzo]
3z, ol3ef S ARt A71E A= BRI 7194] B E= ol HARES] Foi

AL FA 29 79, e ool BUL 1712 AUAT 7199 WA E ol
AT GeRAZE B Aol B L Al o] WAl 2 thgshe Aol 1y
Autaloleka FAshc
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A 917] ARUAIA o) 29 oleidt HRAAS o 7|9 e A%
S Si71el thga 4= Slck. T1eiuk AR $17] ARUAelA o] 2] e, % 2t
9171630 Tl o] oizo] AL Qi TS HAle] AL o) FakE WlE 4

U0l tsfiA= oF2] ZAlst7] o et olE B2 AAE0] 9171 ol BA
o] TerlEol|A B2 HAlS AlgstAY /\]'3’—1"5}% Zlo] 71 axfAoletal 4
St v} QltHAugustine, 1995; Carney & Jorden, 1993), © Lo} Ao} H(Xie &
Peng, 2009)-2 o]2{3k WHalo] sl 7ol thet dsix=9] Ag7hS dols #ut of
Uzt 719g0] A=A or #AIE s AL 3k Hgs Holgoamn] ga4o 7 7|
Aol thet Tsir=9] 4125 EA7 = Hlole =fo] Hrfal =4s3iny, Haze
¢} 7F(Bradford & Garrett, 1995) 12]1 HHuang, 2008)2 A AE F3f 0]
gt g4 o] AbdE 5t vl Qlek o] =] AFARE(RET - 287, 2008;
248 - 091§, 2009; oVd7 - o1, 20005 G, 2000) EIF FARE AiE Al
AISHT, of2 et A k= AR 9171 ARU Aol o] 2ol AASIAL Q= R
2 Aol Blsl] =84 g HAlo] thEe] 171dRellA o A S Hojs
= Ao mA Hofd] tf-3HA1 0] a8/ ofy e} A4 917] AU Aol o] 22
EfAdoll ohee 2| ji,

webs] 2 At 9171 e 8A1S] aE f171ae] 9] =4t S HHlE o]

o] x] o] oA EAE HAaL, o5 Higo = A4 917 AFuAolA ol 24 Bl
= A5l 2zt gt o] & Sl A TS Ao =N A=A 917] ARy AolA
o] 2ollA AAFE 371A] Q7173 T AL FR el siddhs VIeA AR QIR AlE

23F ol A=k AAskaL, sl 71ddel 371 f171ae] JHAI(RRL, S22, 509 AlE
AA7E W, T B WAS Fol diedtks wf sid Hall=of thgt
ZxH|Le] oju]#] Bl ‘ﬂ%{ B s, Frufo)o] ofgHA| HetAl=x ] EA8f Harzt
qhe} Aol tiet Aol b4 offjoll A= AFAT 9 BE oju|x]of| gt 7]
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2H] vl A Ee 244 9siE dovls %S 7RIt Dawar &
Pillutla, 2000), AlEFZAE= oi$-

Kurzbard, 1994), 454 $7] ARUAelA o] & E3t AFATE 7ed A= Q1
St AsF 3k At ﬁr*‘oﬂ Ofgh AgF o & BRsfal Qlrk, e & AoA= 7|E

AlEaT> 1%01]71] et w114 ST sl Hale 9 7]€19] o]u] ]9
a5 YzItKSiomkos, 1999). ZHEZ 7| AlFAgte] WS o ol& 4
3t fI71do® wolso]al AAg S HALE Ff 91700 thAsof g, ofef
Bo] AHEAERR} AlZ-3 A (Srivasta & Siomkos, 1989)+= (1) H-?(denial), (2) H]

PR A& 3] 4x(involuntary recall), (3) 2P AJE3]4x(voluntary recall), (4) 3
A9l =H(super effort) 5 47FA Q] tf-3-H41S AQFSIAT.

o] T FQIE AFAT ol thet 719 2] Aes Felstar mslE Y2 olsiiAA}
SolA o A= AAISHA] gh= WA m A A4 917] AR A0l o] 2ellA
AR FoTvf Fdgh WhAlolet, WhH AP AlE3]4 = 571491 Ao g gt
7] $1sf ofu] e Al S5kl axn|Rbef|A| ool thgt 5% BAES AlAsh=
WAl o 24 A 9)7] AU AlolA o2l A A B e st olek=s g
2] AP A|lE3]4 o] - aH A A She 4] HAo] o] FofXitkal sfelek
L ofefrt HAdo] 7|4 8] A Aol ofsf o]Fofxl Zlo] ope}t FHI|H 5 Al 3
ALo] ol ofsf o]Foixth= FoflA] AR t= Felof 7Tl ¢ 4= Qlek, v
Fo 2 "2 0] ey ApHHA] ARES|EE of 2} Asn|Rlof| A o5 Q17F AMAIRE
Alg W FEo| ARIZFA S 7Rl Al 52 E3k= 7HE A=A t-3HA S
B2A A=A 9171 AuAlelA ol2ellA AARE EAF I ALFE R SRRl

o] gt B2 vlERO 2 ARHEAERS} A2 A (Srivasta & Siomkos, 1989)
= AAATE Sl AP AlESle B 2410 el o] "Rl = WP AlE
3l of| vlsl A o aabA QS HolFqlr) EE}% S(Brown, et al., 1996)} H|E
U S(Bitner, et al,, 1990) 8] &0 A= AlFAgte = Qlaf jsiE o An|Ake] 4
G- BARS Sk o 3R] gks Wi} s 7ol el 384 s Fdshe
o] g HoFRl, o= 2 AlFATR IRt 717 RS o] “EA R4
o] th-3o] 7Fg AatAloleh= Ao mA 7|l TAgle] WA T AR 7HE

Nl

)
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aAolehs 71E
= AR T TRt
+ Ao},
SHA AR o] gt 7]E At wh=r Aol (1) BAA AR, (2) 7154 A
3 (3) FEA A 5 Al 7R 80 JtiDawar & Pillutla, 2000; Lyon &
Cameron, 2004), AZEZATFOZ Q18] of7|Hl An|AFe] F4Z] ulajjof tigt HARS o]
SOl 7152 ARfoll sttt WhA gAA AlF = axH|RR] jsfjof] thsl Alrke
S8 Ash= AolaL, “AHRA Al = Bl A A A Tgell et HHE 2|54
S & AFsh= Aolck, Aloflet W(Xie & Peng, 2009) o W= Al 712] -3 2] Ak
T 50 7154 ARt = 719e] ZAIE sidsh] f1sll 719 28820 wEiE sk

AHo|B &2 AH|RR dlod e 7| o] o]dst ¢71E FEE vt 588 21 Qlo

Aol Yx|she ARl v At whet Y, A, (HAY E
ti-erg4{o] 7kt AR 171 AU AlolA ol aiA| =

2
#, 71919 o]ojurk Amjzje] ole& AAIskL, AAH 0 BAIS Hefa) Lich
QAL PAse] B FURR A 3 S11gRe] AA thee Fal 2l
o NS At FH BUE 7| 5 ek Flole,

shrl WARROlo] AAAe] thiet 71 ATES uhe Aluke AT AAsk 9)

t}, ol& 50 HA% Z(Boshoff, 1997) 9] Atollxle HsiE -2 AR A T+
I FLSAL 218 FoE BT wjiEths o g 9oE B o AvjRpe] bt
% 37840 Uiyt olelk= g2 nA(2001) 9] Atollxl= HAdg o] ot
-3-0] Aol 7k UrefubA] eiglet, 3t thRl = Davidow, 2003) 2] ol A9}k 2
ole] Hiofaale AASHH 1 ol 54 HkSo] UERLA] b= A
AAolE Tafg ool Hiobadle AAsHd @s]2 F44 vkgo] vehdtt
TAIE QItMaxham & Netemeyer, 2002).

olefgt zfol= AlF A el o3t $17]e} TAlet= T2et Agto] sig Heisof of
b 2xm]z}o] ofm||of| m]X]= A4 G| F=rt e 4= qlew, ojof wt A H
el gt axH|Ake] ek TR HEiRiths Zle AJARITE o]2 3t Alol= HA) o]
Q1] 917]eh-5- Aol e = n7 A Aoz Al dE, o5 A= olfjollxl=
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3) #17|2t2| &4lo] AH[Xte| EHE o|O|X| H IS0 D|X|= B

HlE oju|x|gt &AL s B EE A7 off vjgige] e AYES 7t

ZItKKeller, 1993; Krishnan, 1996), 7] A7t 2 AH|2 k= o] g =S

HESLT Fei= 7|93kl JltiAaker, 1996; John, et al., 2006; Keller, 1993), =

i Bl sof 215 AZd=]o] QlojA] 1 BHEE AY7FshH ZHkRE 1 e 2= Ak

oA Aol A=t o}w‘ olgfdt AME F ol T IS WEY F o] A
J

AEA QAP i mekx] Oa}A] S0 7 ol Ao g o B GJAS(o]thA| o
A5), 23 0] AYER 28 Erh] TYHOR W 2 ARSI D) E
UCh= Aotk A&=% ,2o1o)(<:La 1y 3=2).

5] S QAT50] 4H|Aje] HalE oju|x|7} sg Ral=o] g g % 7
mejeof FoFe vE o e HolFiH: FHH S Ug B e dx|eie An|Ate]

B 2 ufe] s ARl njeh el 2 QlrkMiller & Ginter, 1979), HEAE oju]

o] S4e et o) o]id TPAS AR THE AN g Ba=o] dig A
9] olul A5 TABIL s AAE F AR ThE o] HahElaL, o]z ) A= o
2 QySo] mhyH 0w AsiE] nhite] sk @Ake olsfat 4 Slch. = 4%
of wfe} s Heso] ta) AH|Ae] msiko] wo =t dEe] SR, ol ol
3 sl e oigt Awlie] ojux|7} Sk wuk oj e BaH 0% S A

121, 7HAe| HEE 1A HEYS
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of that e @ Pl oA Hepiieks Flole
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AElo] YA (2) 3T el dAT o] =
202 oA gIAoltHLei, et al., 2008), 71T HA] LvAP} s HaH=o]
EX RS mEldo] e His oloksl ASIE 2 sl A7 4= 9lrt B4

Ao 2 Q13| et 97| AksH ol AERA ] QIR TRl B 40 @A
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= dAF = AR TA]o] A

1T w0y T =]

Ho] i feobd 7hs o] Ak Tejm s s HHEY] T &40 of
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A3 290l thel 373 B7RE R omA olsh BRlsle] |t el E o2 &
Aol thshAE B9 71 el B 7RsAe] Skl A5AAL] HdRlel

A7L Ieh, FHE B4 At ool diElo] gl AAES FHOE Aol ahyElo]
U ) o] QARSel iElo] 9lX] ke ThE kS digh 7]ohe Al o 1 v
o= = 7o) Ik, olelat APAS FH B Gy Eipartlist cuing ef

fect)'=faL S, Ol% Flﬂﬁ% o ARRE2eR IFE 7V dRe] niRle FEA
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o AlEAdeR Qlsf orld o &g Hidt anRke] R A ke s

HH=o] oigh aujrie] g gl oo e v ooy, ‘RN A

(negativity effect) o]l thet 7]& o]l w2 Xk B = digh 544 A=

Hrp 54 JHE o S8 of7]= A3l v, 54 HH=o] tigh 4] gH

< the HlEo] disiMe 282 o A, FAA HEe s HHEo disiAftt

A-gErkal Heee 24 s HES Hreke bl B ko] "rkal of7]7] fiEo]
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o2 33 uf AF AT QT SIS AHIRE Sl sl Hahse] That ¥
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olgict shejehe olejeh A GAENTHE RAA AES FHOR HAsHE
U ool g BA4e Aow i
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URARRO R fjof B2 HAd AnE aed u] AlRE AR QI 71 gRe] §

o HRHEo mix= 42 JFE 277 Hlsiide sig 2=l Higt F44]
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Abstract

How the Type of Crisis Management in
the Situation of Product Harm Affects
Consumer’s Brand Attitude and
Purchase Intention

From the Perspective of Brand Association Network

Cunhyeong Ci
Associate Professor, School of Communication, Kookmin University

Companies can face various crises. Previous studies have suggested numerous ways
to manage crisis for the companies. One of the widely adopted ways in this regard is
Coombs’ (2004) Situational Crisis Communication Theory. However, this theory is
limited in the sense that the theory neglects the outcome of crisis and crisis
management, that is, brand image. To fill the gap, this study examined how a particular
type of crisis and crisis management affects the brand’s image, brand attitude, and
purchase intention, based on the analysis of the associations consumers hold for the
brand as well as the relationship of the associations. To the end, an experiment was
conducted in a hypothetical situation of a brand that manages a crisis due to product
harm through ‘attack the accuser,” ‘excuse,” or ‘compensation.” The result showed
that product harm negatively affects not only consumers’ evaluation of the target
attribute of the brand, but also brand attitude and purchase intention. ‘Compensation,’
however, diminished the negative effect of product harm. On the other hand, ‘excuse’
diminished consumers’ negative evaluation of the attribute associated with the target
attribute, but negatively affected consumers’ evaluation of other attribute. ‘Attack the

accuser’ had no effect.

KEY W ORDS crisismanagement e Situational Crisis Communication Theory e
product harm e compensation ¢ excuse e attack the accuser ¢ brand image ¢ brand
association network
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