BAR15E JL 5% — oA B E B A 7

RS

SRR ERE SO DS T A HEE R S R e AR BE R Y 228 ASHTT
Fe HEVLE TR RN AR S 1R A B E TR 5 [ S T AR B R AR - 1ol
ESME S E SRS 13 A0 ~ B EASA S R FSE - fEIHTE - A
W5 AR an s AN I B EER Y E R Rk - 48 B B A PR A e TR 5 1
% Z 1B ATREEIH AR - 5T ¢ (1) AEERERES 3 A RO RS
& HAMEERVEHZEZVE - BIRAIERES BRIE4 - ) BB gEE
JE\ b A R R s B R E] - (3) ARG & A R R R R BN R
SHARHVRE R RTE - (B PR AR S A RHIESR - BEARSRR R (bR &4 B S
HIREHA 5 2 IR R A Z [ E T A - G)MEFEAE 2 B4
SRR A AR - A CIRETse B R BRI - (AL - 445K
ETIP R B e > B E A ATRE R A R AR AR I E R (EXE - fRI%
LLUER e S PR BAGE S > AT TedE s T et SRR S Ay SRR B e » ASHIT
e E B R RHIBUNE RS E e KIS Y [ A B e SR - 2
HIEPAA R R ORGSR R 4 -

BRI AHEERY - ERRERE - (BEEEE) - ERAIE - R - YR

pl



=~ HTE

NEEI— R E B e B AR Ay 2 (Kim, Avery, & Lariscy,
2011; Lu & Huang, 2018 ) =& ttEEEAS (Austin, Liu, & Jin, 2012) » g4 T
S (Marra, 1998 ) » [#EAS EREAVEHE N A BIAYE (Kim & Cameron, 2011) »
DU fe i aR &k DLV M B AR AT 38 MRAVERUE. » BREh T A MRV E R EEAE - A0S
R PEERAR Y S AEAE - 15 bR T DA% sRAVER S, - EdE e A SR PT 35 HRrY
EFTRE TP AT N ERASIVEE - B - E2EATREE -

TEEIRERRIVISTHE - AEE RS —EEZAYAIE (Coombs, 2015; Seeger,
2006) - ‘EEEEFREAR - AMTEEBSZE A HEER - S BigiaiEEay
A CERR A A T RN HEE | A EE M (Covello, 2003; Heath, 2006; Janoske, Liu,
& Madden, 2013; Reynodls & Seeger, 2005; Seeger, 2006 ) » ifij H Gty E &2t %5
ENAHEENFE (Millar & Heath, 2004; Seeger, 2006 ) - {HEEAWIFTE AT
i b TEVIHEER B R MR 0] S T R T E R DAE B A B =Y
JES A7 (Liu, Bartz, & Duke, 2016 ) - (Rl » B2 IT@E4H AT i f HR 20 e Ty
A PR R T R TR LI ST (McPhee & Zaug, 2001 ) - Liuetal. (2016) &
HEGHEBER TR A EER - G ERE =B ES S - b AA
WrFeEnt s — -

NHEE B m B A S48 AR (Anderson, Carleton, Diefenbach, & Han, 2019 ) -
fRIEFHE S (appraisal theories ) » ¥ —1{[ (B AT RV AV A HEE AR, 251
I EEEBENEARERZE (Moors, Ellsworth, Scherer, & Frijda, 2013 ) - #
B2 15 e IR EEHE 2 B — R E AT - B ZYEEERAYNAE AR
e B IO AT B 4R a2V AR TS » PR R AR HEE Ik s » fHLAPH 2L i
FLERHASE (Liuetal, 2016) 5 & AfTEE A HEEREE R T LUER - Al EE 35
HIBE(E - B e e E EE M4 (Anderson, Deschénes, & Dugas, 2016 ) - ASHT
FRAVIE BN A E B AN EmESE ERERR)  HARME
HIMEHEGRE: - Ly ER S — -

fEMERE ORI L > AN A B ERRER AR T ELERERM
2. (Coombs, 2007 ) 74| » B R e E s A& ( Aldoory, Kim, & Tindall, 2010 ) -
Aldoory et al. (2010) f5iH - ¥rRIZERS AT Es EA G EEARHIRV RS - NMEE S
MRS THEFS > W se @RI ARV B 228 F e R - th & sEh it
PRt H CEMHLA - B EAVEARERBRTT - 2R ERE R EEEAE - fIEE
EH(EREFE G (situational crisis communication theory, DL T f&f& SCCT) » 1B/D[H]
IFPRET B TR R « HPRET I EE T 5 138 2 B aTE 44 Bl Wt K12 1R % DA
FeiE BRI AT fE AR P B E - B0 SR = -

Gr bamil - ARWFEIFES IS IR T A S M B HRR SR R AR
HIMER  #ETTHTAVIHSTE Sl - AR A RBV A HE S B 3% B EfsE T 2 E |
B TR WITEIB 4GP BEEn I AE (R ERAE ) HA  PRETEAIER K
RSS2 RIRYAE B BRI « FeMHHSEI R4S 5  NMERE R E G ERRE R 2 Nk -
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TRE G EE TR AR

N4 NEI
 AHEE B A 54
RIBEHRNER - GRS AT RS (Seeger, 2006) » FLILERRM
= EHEEARERIIAYAHEE R (uncertainty ) » T RHEERL 25 T ERSE
> B B ged IERETEAI S8 A1 (Milliken, 1987, p. 136) - fRIBEEER - A
e B A 2 —(EZ i B AR AIE - e VA SHEE - ARERYY (target) -
TEHS (BUEAN) ERlEEE - Y - BIESMTEREAGIRY - SESTRREREIN
IR AT E R, (Milliken, 1987, p. 133) -

B ZRAHEE BVELEE ¢ (1) IREEARHESE (state uncertainty ) @ AR T fEERER
HYARREED 73 PT A AT 284 L B0 1 i A BRI AH SR B0 RH SR 5 R (R A T REERELAY T
5l » B N E A R ERE BB AR EOAE - (2) 2B EE (effect uncertainty ):
& O ATHRARARER N SGRR S LSS E A & AE - Bl A
HUEReEFIE B 2 TR - (B —EAER R g H B R F RSN TG E -
s B TEE BB BB 2 4S5 (consequence ) B/ %2 (impact) © (3) [EIfEAE
JE (response uncertainty ) © E 3% Ry " G = PRFEBETERY AT | B0f A O[] i 2E 0
HYRTREIR S - thiiie © AR RIE E CA (1[0 FEFREREAYEETE » AN RIS |
EEEEEH @A TR R (PIUESERIEORIERL) -

AHEE Bi— B R —f i s A EEEAYIREE (Livetal., 2016) - ik
RERIM A MTERACE FE¥ SR (coping strategy ) - 7SS SRERHY H Y » FERE(EAE
E = TEH1"E ( Berger & Bradac, 1982 )- Allen, Jimmieson, Bordia Ed Irmer (2007 )
ERamaE AT Ie s > A E B £ R R S f SRl E o RV AR
A E(ERN R = &5 - Markon B Lemrye (2013 ) i i = e RV 2K
TR ERZ AR - BT ERVER - DU ERIRNEH (ambiguity ) o TER FyiE SE R A
SR 0 P AT E B 5 (35 AT & YRR K (Berger & Calabrese, 1975) ~ &
219 ( McGlone, Bell, Zaitchik, & McGlynn, 2013) DL ZugiiE4E (Goodall,
Sabo, Cline, & Egbert, 2012) - Liu et al. (2016) #Etf5H » BUnBEEEHYNERTEE
=gl IUN RN P2 s ENROSr: 2 S PN YN i O R A = K (P '
HHEH -

AR BUEAE IR % A0 AR T Ry SR R B B A A B S I
REMHZREA  TRET N IFE A E LV H A & STE R THRSRTT By R TE
&L (Glimcher & Fehr, 2014 ) « H a2 bt 9% 22 518 AT A S H
B KISEF 2 & TP E S R E e S & E g s UEE) -

Lin, Chiu, Cheng £ Hsieh (2008 ) {5 Fj—{E i e e TE 5 M e 2R — 1T
FEHEFIEE (lowa gambling task, IGT; Bechara, Damasio, Damasio, & Anderson,
1994; Bechara, Damasio, Tranel, & Damasio, 1997; Bechara, Tranel, & Damasio,
2000 ) 45 & TheE MR E =2+ 1l ( functional Magnetic Resonance Imaging, fMRI )

i

|
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HIBFFE4S AR - REL 2 & BN HEE B R > st B AR 2 RIEI A ERY
fSIE - K2 EI5EERIAVIEE - 20 - f6E (insula) ~ ELJEH&CHET (basal ganglia)
FIRIHIH 4 (anterior cingulate cortex ) S¢S B A ¥ FETRTIFEE) ; FEEHRE A
MEAEEBRE T HETANR BEA RS AR EE) - M Zal B ARCE
Fghee ) 21z 0 LR B Fllamai e IR - AU 2582 A /e A HEE A A 1
JEED 0 20 THNEE (inferior parietal lobule ) » R AfIEATEERE T - #UXE
FRIVIR NS » A B WA AR £ B IR SRTT B % RO RIRES

Lin @YW BEIRRAE R —(EE 5y —EEL - f2AtE—4H sl B Y THEE
AR —RIER Atz \GT VUE 5EE 7 & —(EEETENY " iR fesa | - B
CERSSIITARY THEE | iSRS el B R E R E R ME R R
HYEETH s HAzal B i REU N TSR 2 AT IS E ~ B iaaE F 540
RSB AIERE - 5> - (S THEE | IIBR T » WENEE SEt s
55 > PEREZ S E LLERRESfcTERTE (RRMIRA) M5 BAEITAE RIS (Lin,
Chiu, Cheng, Yeh, & Hsieh, 2015) -

b LGSR 2 4 - i 20 L4 ORI AT S iR ie I E 2
SEEE T AHE | BRER > HEE S ERIEE RANEE) (Glimcher & Fehr,
2014 ) HEd T2V ~ AR, Mt E 5 4EE 4 22 MHRE (Andersonetal., 2019;
Morriss etal., 2015) - &&& DL ESCRR @ v DA R E P REAVERR: © (—) & AMm
HWAMEE Z 1BHEE » KISWIBSE R g EABmIINEE) - (Z) AEE 2 BEA
REEFA R A AT - HLUMEBAERES - e ZeNEEEF LG =
EVIAEIE B T RE R Ry BB B T B e EAR S A A E 28 A VB B R B 4
RIBE AR TEHIE — ~ {EREE -

H1 : SRS EEER - & RN - ZEBE s -
H2 : N EEEER - & EE SR - BRBE S -

T~ RV T R B T IR

Lu B Huang( 2018 ) 11544 ~ sRH1EE R T e iS5 fE 7Y ( An emotion-cognition
dual-factor model of crisis communication ) 54! - f&i%5 |2V & FLE @ 2\ R
HIfEE R - R P RE G R0 AI S A RO 15 48 & =) g5 =0 (both cognition-
oriented and emotion-oriented patterns ) JE¥fEi% o FREEsl & ER, - GIE AR
28 T RRAT ) AR T 1B 4% L (cognition-to-emotion approach ) » 4T 2 2N ik BT AH 45
HIRBS BT &y - ZENEEEE - AIEEEEEE A5 [ EEE ST R0FHT
B E D AE ( Anderson et al., 2019 ) {548 & 175wl ey R 52 22 RV REFE BT Fy 0
TREN T 4% | 2428 T 3P4 | (emotion-to-cognition approach ) - Lu B Huang ( 2018)
Fhilfs HE A E RS U R B RPL A B A TSR TIH S B A=

ARHFE S [FRERHEE SRR » s8N E IR0 BB 381548 > KBB4 E
i EEEE TR N VAR - REEET BERE - B A REAZE - K
RIBE: B2 B AENE ? SR EBESCRE - N EE B Fras
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Rl AR T EE B (Coombs, 2007) 241 » 32 A REJ A E fe R

( Aldooryetal., 2010) - Aldooryetal. (2010) 5! » R B pe 7 JE b Bl it =5
RS » MEGFERMAREE TEFS - s Rafi H V) H 22 R EN
B EEEN AR IREE B A -

BENEIEERBII » SR ERERERERE (4 SCCT Z5IH5T) @ 1R
DERFPRET B AT R PR A - 281 » TERE S PR EIR B (E 2R AT 754 - A48 E
L NRFEIRHEAEEWERE - Rl st s - HepE (Livetal,
2016 ) ~ N2 =4 (Slovic, 1987; Slovic & Peters, 2006 ) ZEAHEE &% - EHE
2B e Wt R EIR AR AT -

B\ B fE H N B SRS T SN —E A e M (EatERET - EfE
HIEE A P REE 2 B PSR S Ay TR - BRSBTS - (B4 S
DU N S N E B3 AR M e M B e Yl (Anderson et al., 2019) - Slovic

(1987) 585y » Al A e B F 2] (situation control ) FiTitE
Smith B Ellsworth (1985) RAIFE5E » ZVEE B i e R E SR 2 dl v a T E
bt o AR HI R RN o R R W e N EE RGP 5 [ - Lerner,
Gonzalez, Small £ Fischhoff (2003) DIEERE @ tH7E 2B 911 RUfiI B Ef
HITE 4B A 350 IE— Vs (R 38 T2V BBl BmEE S
HIBESR R - 5 2 » EVERY A fTer = H EL BB R R s (hE T 515 (Lerner
& Keltner, 2001 ) - i 7 JlE FH 2= e B - RS T E BN 5 [ 3RS I 154 » i
RERCEMNZEEE » FTREIE A RHEEEE -

fEARERB TR & bR TSR R 2/ - B & A iR el
HEESTAEREHE - CHZAR TR - Coombs Bl Holladay (2007, p. 304)
s A O E BEE S EY - N ¢ (1) AlOEgiE R EEEE
BEFIERGAgZE > HERIMEFERIN AL IR ZE - 2 &
RS B R R A RV RHERUR - (RS ELRS R T » BIE etk » SRR
AEERE A A T RE A AR R (B R R IR & s 2 5 HA AW E EE - I
EEOETEEE EE B A REZ HE RIRHERNCR - IRIBBEE A FE
REAE R HIs2 B T R Bl (Lu & Huang, 2018 ) - [RIRVETE & A= = JEl b k152 » =]
B A AN T EHEAHARNT R R e M bt B A M BlE - AEs 5 s
R AR = TO{EIHST(RES
H3 @ AR EH RIS - E2MEREMER - BinrE ki -

H4 : AR EHRER - & EReAER S - &l O EE e o

= BR O BEfEEEHSEE

OHEZRE B AP EERD - ERIASRERHAVEL MEsiEdE > N
T R R AT B B LAR RS n] BE R0 A1 #ERE (Zajonc, 1984 ) - GiIANfEEEFIIE
FERAAMEER; > ARG E LA BBASANES - Lu B2 Huang (2018) 58 5/E
PR AR AR RIS EEEE - R ieseE =i
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BREMRTE AR 5 4E IE - It — 154 s B ~ RSB T A EIE > ILENE
G A ER o (HELE I E R R A el R e B E4E A S S - DL
SCCT &ffll » 2FEmal R AN EIGHRE N » B gt SEaHe Az E e
EENEELE  L—B AR A B ARG - S sHEE T &
=& (Choi & Lin, 2009; Coombs, 2007 ) » [HRIREHIE mFEL o

INRRANHEE B AR AR, » AT s B R 00E 2 Lu B2 Huang (2018)
(e {E I EPRES 4B B Ay 2« (1) EslEiEre  (2) BN ) &
AEME 5 (4) BEERR - tfEREFEE T8N R EHAYZEE (Small and
Lerner, 2008 )~ 5243 25 1 s [B] 522 ( Nabi, 2003 )~ [B] [& 1Y 1] ] 2 Y 25 ( Bower,
1981) DL #H&RIERZ A IE T (LAY AT (Coombs & Holladay, 2007 ) - FIAERIHT A
A gEEHE RS (heuristic) ERHEEE =+ ZVEE IR Z:.42 =0 (systematic)
BRI o N ANAH AR E LR IR G M (B R B AR T RE 2 (B S T T B 8

HRAGEBEHE T M0IF% - SCCT TR M (TMIE L EELS » E
HIGHERERIEIE TR AR RE RS » E2EimiE N MEREE AR K
LERHVIES K2 B RAHERFERIE RIS - AR RIS - B REE
A [EERIE4E (Coombs, 2014 ) - {H Keltner, Ellsworth Ei Edwards (1993) 54 >
ERHZ e B 2R R Mt A - Small, Lerner B Fischhoff (2006 ) FY#4E
S AEIBSEEA R REAE B IR B G S 5 SRR - 1
IEEEERA -

B FE BT ERRAI (05 S E MM EARE N G R E
FIPkER - S o BEBEERE AN E  TRER R - BEE KN EIHET
OB SN2 o [RIIE > Kim B Cameron (2011, p.829) 28k : ' A E AR
TB4E R BN R ERRATE | -

fE B (T HAAH A B B {4 2 SCCT HYRE#HE 58 (Coombs, 2007, 2014 ) »
{EFEFEARAVFFCEE R AR —EL - Ma B Zhan (2016) $1#f 1990 4£ 2 2015 4 11
RSB (FELAH S B R AR S 2E 383 > 22 WA (B RE & WH9T A AH B
HEGE — .19 F] — .67 - FUREFAZ G > (HEGE Ma B Zhan (2016) 8]
EEIE % - METRIVHERIGER — 54 (RAZR P& mkG o Riss
NHEE BT 188 2 R RIBE A BN R B AT A B4R A 2 > AR ge i
FH -~ NMEFIEEL
HS : AR EEEHRER - ERABERSR - FEME RS -

H6 - NS EHEIER - EE(EAEM SR - a2 B E M E YK -

VO~ AR 2 &5 e

S DB R EERHURHEE RETS SR RS © (1) 2
—EERRE->AR O (2) BROHEEAE-HSEE - SEWRBE e
BRI 2 0 AR 2 LA B FEU I B A R R TR B M ( Lerner &
Keltner, 2001; Slovic & Peters, 2006; Anderson et al., 2019 ) > {254 1544 E A 15

6



HAF - AN FMEB R R F G g o B R E L o F141 Slovic B Peters
(2006) #5i > FRAUX ERUE = BB RHS AHBE R > SEA R EEEmE
BL > fEmiE e RS A -

Lu B Huang (2018) HyfE4E ~ RN EE R T sRaREg A RIS B it
(interactively ) 5228\ GG HE AR » M S INEERT R - S
2o B ERLA  BRAI e A A o (eI RS > RO HEE BN
A7 B AE - TTRER Ry it — B H B2 2 2 BB LA s 2546 - Bl &
e HE S ORI ESEE  HEEREEEEIAEEE R T AR ReE
ERVEESE - MEBSEEN TN EEEE > ILEER AT E D58 A
P ESRE 2 RR O S 2 R R AR HITTAE iR B A RV RGA ¢

R EIE R TR B R AN I T RER BN R e R SR B - th—
SHE A T A HAR N —TEHASE - Benoit (2015) f5H » REE A EH KRS
MM EAEL AR BaWEEZAARAE  F& (beliefs) BUEEE
(values) - EALEEBEENEZ A MELHRK A Z © #5 (blame) BLE M
(offensiveness ) - [EF(FEAH4E 2 FT LA, » e R BHAR I B 1T B AE
N HF R RES > TEIERIEIEEE R T AR EEE - RE SWrE s
{EEYYEMNT Ry TIRER BRI AR ZE 4 B T AN B & s R e A B gt »
O\ R s e R P ER B T AR T o F b desm - b R e s R N
fa AR A Y -

SCCT PR Byfe s E(E B BN 8lE T IE4 - ()9 A R EETT hEENTES
SUSE IS O BN R - R E TS RIS DR B L AR T By
B BT HE & P E AR AR 2 el AR ~ 1HIE Rk & B SZ 740 4% ( Coombs,
2007 ) - SCCT FiR4HsE & m I EE > M EF ARG - EEE T
BRIV B 25 7 (R D 20135 JF &1 Wk EE L 2015; McDonald, Sparks, & Glendon,
2010) - &r& DA ElEE > FA 0T DR R B 4G BREh iy A B R B = (E R
Fylsgis —(EREETE > RIMREEE CEFE LE R
H7 : AR EEEHEIER & REAEREE  SRIEET RS -

H8 : AR EEEHIER > & ESHEMRSE - SR BRI -
HO : NREEEEIE SR - & S E i AH S BT YRR > & A B B S -

Grer LRSI B - ARt ge s e e A e B Ams 3% - 154E5eEN 2 &
TR - SR ARSI G R EAHEEN: - AT (3 AR
AYRVB ARG 4E - HEMIP BT THISRER (S - MRERIS Z I XA TS Ok
WkE 2-1 HYREA -



2-1 EMEATEEMERTEA S - (H4ERRE) 2 eI E REEA

e Wb
— ~ PTGt

AW7E R A EE I T 513 2 S HiE4EATeE) 2 B HA FEE R
AEEFS > BEZH BRI ARNE - SUE & DB RRETHI - A5
Pla g A I BB E R R (HIER IR St A E  AlNER
LR ROTIE -~ 7 JE Ay BdE sih = Bz 2 30 A e (Markon & Lemrye, 2013 )
SRR Ry — 2 SR B Bkt 2l E st o 254 S E 2
BB LAy IG4H 67 i - BBr G40 68 fir » ®h= 8B4l 65 fir - =R A S
R B AR E R -

HRHEEEENBRES  BReEE2NERE > DUHRE =231 - #l
B Z & e E A = il 1. BREEY e agEEANE &
FMEET AN - 2. BR(EEVRESAEE NG EREER EHEETE
A&hsR - 3. EREREYIEAGEE AR HAlmEERE R SUEAMEER ALl
ioH o DAEE 2l atRIgEISEE M - HHZEHEEE A EER - 2
TGS - EAESE  Ebe IR - R AR - R E U AR R E -

= HrEEIR

AEEREEH > RI5 2B T BIFAUR - I CEE BN E
VIR - £ 25 Heath 81 Gay (1997) AEERET > IRIZRIEAEIEITEHE
FEPILMES > SE =R - Bl T BIEEWEE - ERE PARAVREA S ERAE]
FEGLPTEEFIEEERY) > A ERE B RAEE (KA, T BIRA B EREmES]
NSHHEFLEY e SRR (S -

MERGETR > e IE B e B - a2 B R E m R E F 1
SAZHIREE - EH2H |zard (1977) ZHEBIE&EER - AIERESAORIEE 2
LUES > HA DU - fln " &Oa R > JAREZE R EE e 0 a M o

VEESEF BRE R LTEREAY - HREEEH - RENERTEST
A% - BHEHRAH AR RET R B AR REVIRE - £ 1zard (1977) KRG E
o B RIEAT RIS B IILMEDS - AV - fla - T B2 ERIERE - E5
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NERERBEGER T BRERRE  ERHEZ A EANRNEE -

JE\Fg KV S T - (A5 2RI B Se B R SRR B A O g EL
N BB RVIRE - 225 Sitkin B2 Weingart (1995) FE\paA1E &7 » fREH
OATRHEITE BN AE R » 65 =/ - B0« " IREEEE S - HIROEER
NIF 2 |~ TS (EE R - SN ER KRR | - EEREEHEEE
BIEZNEETE R S0 EWESE It B RIEL VEENEE - £
Fi2:7% Coombs i Holladay (2002) fet&(E&ESR - ARIBRIEARIEIE 85 i DA
ok > A= - FlA T BRE R LR RS FTS E o OR T RPN 54
RAFIARFEREGATE (RA#E) - " IR RS ARRE AR S EEK
A FORHTTAL » BT DASAS A EIMEZRIE R T | -

HEEREIE » (5 B E BB IUE - HEEAHSE SR O R R &L
DU S 2 SHERREE - 122225 Coombs i Holladay (2002) 2%
IR REATRHEIE B I DMERR - A TE - Bl T BERAAFAEE BAR
BAEEAE |~ TEREIIER T - BEEPEE LR A EIEE - ARCEE
IR R\ B BB - SRS E T A EEE IR -
F %22 Coombs £ Holladay (2007 ) &1 IHREF - ARSI RHEIE 50
DR > ILAVUE - Fl0 - T BRI —FEF > AR A FHETEREE -

TG R AT AN B LR A B A e

=~ g

HFERAEE - HEvA (1) e sl EARREERSA RS - EiE
BIEEIEHENRE » (2) Lol BHEHREHIRIUEENEER - ZaE R EEE
FetmilE > FoRHAREERIBA L > SERERIEARINE > S EARTIA
TEFG3HT « OPRIEFARHIA A8 - W AIETWTZE 0T ZARATEET 196 7 - 3t
2 E IR BT TR IR T BB T (ANOVA) » —l~Zed & 2 A HEE
BRI AR E 7= 5 (F=0.733, p=.482) » FAG A MEE B985 5.39 » B4 A EE
B8 Bl By 5,40, 5.28, 5.48 - fECREERT - BESEAEER - BRAR
BRI RIEEEURT Gk = RE2EE - S B sl B E A A HEE R -
RIFE RS R -

7~ B
ABFEUTH TR BRI BB A BRI E BN -
IS ETIE N SR TN RSB » TN 47%
— =R L 15.5% — B —E RS 30.0% TSRS
55 47.2% » FERNBE RV (L 2.1% - SR — M EWKL L
50% - B KA EME RSP RHERHAE S E TN - AT BRIk
s BT © DRI TR » 6501 200 (3704 -
STHABHIMERISH - 137 (e (68.39%) I 63 frHbk (3179 ) & R84
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A 18 2 36 sk [ 0 DL 18 it 77 fir (38.59% ) ~ 19 K 2 51 65 fir (32.5
% )~ 20 BERZFH 35 fir (17.5% ) -

B ~ TSR AT
— ~ SIS ERE T

ARSI ZE ST (CFA) b - o> DT REEE
K250~ TEHAERE (CR) KjA.70 ) B S8 BEARH R (AVE) K250
EIE BRI RE - 55N T AVE BB T SEIARC EAEREE 2 bhisE | inEslE
WIS - WE B EAisERE - R NERETEENE - 559ML T Cronbach’s a (45
Bl CR KA. 70 , MiIRfEIEMER(EE -

s ERZE e > FHECE - EEAE B Em S = (F8E > X5 —
{ERETERY R 22 & i &/ N .50 - S = (EETRS IR 2 1% S8 IH Y NZ AR EIRE
bR/ A.56-.79 Z fiAh » HEBIHINZR AR RS AN.63 DLE - S8 IHAVAH
Rl (5 FE B A1 88 BB ZE N & oy BV © R HEE RN (.86,.76) ~ ZLIEE4E (.89, .68)
JE\Bg 1573, .48 )~ & IR (.80, .57 )~ B4R E4#4 (.80, .66 )~ F(EMIEE(.73, .57 )~
AHAREEE (.80,.45) o DU FAHBR(SRE B A 70 AUMRERIZAE » SIS R REH &I
BRI .36 HY AR » RN EBIHEA R s 20 as

TR R T 1 > 2 8B TR 8 R E N~ TR R & © A HEE EL.89
ZLEESE .83 ~ EBRAIE.69 ~ EHILIRE.76 ~ AURIESE.81 - HEHIEE.76 ~ 4HAE
SE.67 o DL BB RIS EIEM AR (R BURE RS A 2 i R
#E (Grewal etal., 2004 ) » KL EAERIRE < 5 2 » ARS8 TH 2 &
TEE A Bz 2 R RUE -

EHMEEHHE  SEIEIVAHESE B4 Bt B K770 - &328I5Y Cronbach’s
o HEITHIE - AHEEEL.86 ~ ZYETE4E.89 ~ EmAIE.72 - &l 1980 - KRIE
46.91 ~ ELHIE.73 ~ 4HAREE.T9 - DL EUE g RN 70 f224E » RIRATHIE 58
TE BS R AE (S -

= MR
AWFELAGERE AR (SEM) EBioe2eng ([E 2-1) BRI o 5
RIS EEETE - bR 5 2 A > BT HEEAIEEEE 2 s (overall test ) » DUk
R RIREE B REE — RS E R R IR (BRASEL > 2006 > H 112) - igkRiE e
BRERHE (2 BEEHEEWILE - FIEEEE (GFI) « SRR EEEiE
(AGFI) ~ tEERBCEE 512 (CFI) ~ S LA 29 J31R (RMSEA) K AEAE( S
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Dance with perceptions: Constructing a crisis perception management model

Abstract

Previous literature on crisis communication has barely explored the impact of
uncertainty on public crisis-related perceptions. The purpose of this study is to
understand the patterns of crisis-related perception triggered by the public's uncertainty
after a crisis breaks out. Neuroscience literature has confirmed that uncertainty can
trigger negative emotions such as fear, anxiety, and anger in the public. Following this
approach, this study uses the addition of unknown chemical substances by food
manufacturers as stimulus materials, and uses experimental methods to explore the
crisis perception model driven by emotions caused by uncertainty. The study found that:
(1) Uncertainty directly triggers public fear, and uncertainty indirectly triggers anger
through fear and risk perception. (2) Fear will indirectly affect negative word-of-mouth
intentions through risk perception. (3) Anger will indirectly affect the public's
reputation evaluation of the organization through the perception of responsibility. (4)
The perception of risk will increase public anger. This anger will strengthen the
organization’s awareness that the organization is responsible for the event. In other
words, anger will play a mediating role between the two perceptions. (5) Not only the
perception of responsibility affects the reputation of the organization, but the perception
of risk has a greater impact on the reputation and negative reputation of the organization
than the perception of responsibility. Therefore, if an organization wants to repair its
image or reputation, it may really be the public's perception of risk rather than the
perception of responsibility. Based on the above research findings and conclusions, this
research points out a number of contributions and management implications to the
theory of crisis communication. The biggest enlightenment of this research to crisis
managers is: the crisis response strategy that emphasizes and targets the public's risk
perception is the real crisis communication thinking with the public at the core.

Keywords: uncertainty, crisis communication, emotion-driven, risk perception, fear,
anger.
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