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2
ot
o_>d,
2
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o
—_
9
o
v
ot
Ao
N,
o,
ot oot
rlo
N
Q,

A2 o] uAsl A BE

iz 71400 ERA 2ol Gad

»J—E'_IL_

éﬂ"’ I‘/}(Patterson 1993). 7]%1 o] £]7]
d&ell A3l of9A t-gst=Alol wet ARy

&2 A7 ukd F dom, T3 a3l
A71#E AL 7149 onAE FUAZ
%= QtH(Murray and Shohen 1992),

71l tH-&3F7] 21k Ay A o] 4d el gk
NEsl ol2d - A3 EolSol 971%hell
W o122 AASH 2L 7)oIE B
Soll= B35kl tha 7HE o] ol Qi)
71 ATFEddAM = 9171 AelA 719gel T

A2 2 AQIA (what to say) ol thafARt
S Tk By, ofgA 2 Z1A](how to
say)ell thaliA= 7idZel dArEnt 24
B0 E3E AFHoz FYsad ¢ AT
= 2] (U] 2009). Sturges(1994)E 7]
ol 91717} sk Hu F4le) 71HU Aol
A (instructing information)o] o]Fo]z o} gt}
3 7FzsE b Qo) o] kA ukst A=
ATEL 1FS FAoItH(Coombs 20006). 7]
2o A7, FHS 91710] &40 e
=7 97)@e) ARUA oM Tk o)
WAA7L b ) meh gebd 5 ol
= & AAME Fo)
dsrel 9)7)@ele] ARUA ol e
ATESL Az 217 AFzzel 9]
wEjaso] §17] A Al AL sfjof 3t
o F2 23& 2& i %M. =, &AL 4
I Ay AelA o ogA whga=A
B 9] BelAEol 9171 A Role
ok d=Aloll B #AE 7]&olal dv+= A
ojth, vl A 2ol 2 NE 43 #4171 AFY
Aol ol& wah Bl AT B A3
o= B3l 917] f ol w2 x29 &
kel 245 gt o2H Ao
of whgo] w1 A 22 2] Yol 917 A
Aol e] £vhE wa gl

71 BE 9715 Aol owata xjet
Erbssteg, 97 v TFsAS
aefste] g FHlE FA T alfof gt} o]
uf 7Hg Fa88 AL S7|2RE 7| 2 24
o] ¥z vsl g Has}star %1 AF-= 9| 3
HS 93 (Coombs 2004), 3o Aast 7
Fuzlol4lo] s = olel Frh(7 S 2002).
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3
o -'T‘:r%ﬂﬂl 7o, o9 grgs}ﬂ N E3)
of 3f=7tel| gt 71Tr1471] o)A o]
#ejol glold 71 Fad wAlolThel7]1d
1999).

r
L
Jﬁa

1_

7] A & AujAREe] 71 g
37t 7149l mlAl=
o] A3 F F JSolx BFta, 79
71 AFUAelA ke gk Anjte]
S-S olsfstaat dte ATES 5% A
Aot &3k f7|de AxyAeld ke
H3}ol whet 2R Bier) o BA Wstel
Ak Zhe] A A gk Apol7t A=A
of gt A< "ol A7|=aL gltk(e]7]
2 1999).

A 2 AFeA = 71del AE F e
7] 25l iAstr] Agk f71de ARy
Aol dekell A4S b, ol Mg AHE-
AA7tel thgk =3 o] o, 97 =25
| 2RSS HE 9 FEHste 24&
T2k gk, o] & 913 o] dATelxE H
A7E HJE AES HHE 7|dF v

I rol'
rE o)

el o

MM 32 ot

& RS AAFE ALEFS /198 A

o8 gt 22 Al 7 d7EAE 7HA

f

AFATFE skt it
AR, o] AFIAE HEEFE 7|9 9
717} Bz gk Anjzte] FAA g
Frofmgh JFFS A=A Gotr izt gt
5, HEEFE 7199 7L e
BA= e} P fojgh IS vl

257 AFE B gt
A, HE2EFE 7199 A7IH-s ARY
Aol Hefo] Hal=of tigh Anxte] H=
FEFE H A=A golr

EFE 7149 971dE v
= EHEQ‘r-?L“H"Eﬁ

x} gt

AR, 2B|Ae] BE Bjm=o} Fojole 3
ol QoA HAEFE 7194e] 9171319
ol e 7S wIAA] frE o] Ear) o
Al w2 dehd=A]) 1 53 Apols HES)
HuAp g,

1. 0|2 uiz
1. 91719 7@ 2§33 o U3k oIt

2719 thgk Aol Aol 28 Fofoll ut
et 2z Sabaviet vl weFstAl AAstkaL 3
Ak, o] 71dE dATEelA 7=
Sgoltt £40% FHste] 7)ot 2o
B S nxe= Ao Z Aoy ¢
tH(elE& £H, Barton 1993; Coombs 2000;
Fearn-Banks 1993; Lerbinger 1997; Pearson
and Clair 1998). 28y d#e] AFoA+=
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78 FAHH o HE ZHUE EA3T}
Lesly(1986)= $171& 7i<lolyt 2329 n
ol A=A JFS vA= T HslHH
olg}al A ofat e, Fink(1986)= ¢ 717} 7)
A=A ofshE 7] Al&bsh= dgkdoletar sf
At A SHAA 9715 HsA
A7 dPdrbsstal s #eld 5 ot
ZF591 2008; 71310 £- 2002; Heath and Millar
& = o f7e 2
A 23y =2 Fa3t 7]

3o} M) & F Q= A

1]t}

=, I 249 547 &4, oAy
g4 5 AAE &4, agan 35I| B4

FAAR ARAS ofn]ehA|eE, o] % W
o] a7Ha Id thFo] AHHoR H§ ¥
A 38AQ AAE 2T & e AL
2 Aogd 5 it

TS 7)E dATEelHE 1 REE 2
A A 73 91715 7he ek AHAlS] ydst
I}, QA 71ES AN o F nigo s
2719 §38L BH3l1 9t} (Fearn-Banks
1990). BT 5 = 718 UdHes &
73 AFE(E 9, 49 2009; Fearn-
Banks 1996; Pearson and Clair 1998)-2 $£]7]

o] 888 REF= AEZ ] WAoo At ¢
7] G Apol A WA 71t 9)7)9 3L 3
ol F& F0do] | itk 2 of2

ol Aok was
itk 3 91710 vt RAL shopstz]
Ao e-g S 5 YUrkeldA, o5

2009). Wb 29 SR g 2] EollA
Hoju z17] o2 7EE A48t 9718 #
FakaL ik,

Winner(1987)= 39 2%, #7Id*1<]
A Ak, oS 7hs
59 71EE o83ty 733k, Pauchant,
Mitriff(1992)+= $171& 715 ZAA-Q13F A3
A, A e e o] T 7EA akde
2 Z2gHEE 874 A71RE S AXE vk Q)
t}. Linke(1989)% $153+e] A=e} th- & Al
s Ve FuA 97, 57b4 9)7], 2l
s 9171, A 91719 a7HA =
o] Awskolct. Berge(1989)= 23 &%
o} A=g Ao A 97)eF 3t 9

O

Coombs, Holladay(1996)+= #2]o]&(attribution
theory)oll 7]Z&3}o] ‘Apzdo] giQlo] 724l
7} SR, Ale] BAFs ol thet A
7 A} HlelwAelke] ojro] w
2t 975 V1A FEoE YR o|F 1
2 7 FEE AR diste] A&t
| A7EFE AABIAL, o= T, AR
a3, ot AF £, A9 FH =4, =
A A AR, V1A HR AIF BFE, HER
Ab, IZE Q1 ARAL, RIZE Q1 AlF 2 F, AV
2 e Ao vy, FQ v ¥d 249
H|gy, o] ofaf HAIAel ek APt =
Z2|o] H]d¥o]ti(Coombs and Holladay
2002). 7345(2002) W& S vhget
A7) EREHE AES & ‘aode A-E

=1
H
94T 1% AAA BAA7Fe] e @

P

o
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7 Eek AT #1719 AR, 9
el g 7S Sl vl A A7 FEe
2 At

oligellA el #1710l tigt gelot ERE
e ATES THM B, V)= dRE
doll w2t vkt FEE 719l vekd
E1r. aga 97l Y 24 aAE o
16114751]%}—«1 z2ol ek B 3

A oAU FAA] TS ﬂl?JEPb

=2

m

=
S
PN
T
=i}

HEEJ

F[l‘

é

o o
R
o
4,

2,
ol
rlr
fole Tt

)
2
Lo
e
N
i
i)
=
aio
o

e of o ol o

A7 S ) 7 Fa3 A
2RY 220 W& FAE s,
HFE IEsh= ZlolH, ol AFYA ]
o] Jgpol et HAHA o] Folgirk
o] §171¥e]e s A9 A=
2002). o]2|gk o]Fellx $71¢e] AruyA el
A Aol gk A= 2 53 of2] A
oja) thersl Al A= ol g,
Littlejohn(1983)2 9171 2]gt Z2lol| »| A
97] 43S ol 2R U k) vk
Aol $17) Fu-g U 2H Ao B
717 ¢l = o2}l Bkal, Fearn-Banks(1996)

flo
)
N

O mg
o

S

v 24 FAAQ] g FE= ARKIEY 9
F97 Bt 8208 THaATAL 2H0] 5F
Aoz AT F U= s Azl AY
< f71#EEkar 3kt Coombs(1996)+= £
7175l ti-gstar 9171l ofa) oprlE= A
AH g Folv &5 f71HEEgL

87 Aeskaen, H95(2002) 91717
ol sl AAHOR ek ) Heln
ey Qe 240 BEE AvlRelzn g
THol28] 2005). 9171 4 Fb 20| 15
o) tjeret FEEoIA Tololeka WahoAl
A717F Z2e] olu]| Aol v|zl WA} QA=A &
slel wslol JFe = 4 glows, AFUA
e einelE dF Fad Aol @ &
JtHCoombs and Holladay 1996). wlglA <]
Fgbe] ARUAIIE o] T 917
gk A5 =017] g 9l (management)zh

2 AelF 5 glom, dr1we S 1%l
Wzl DAl 2wt @ 4 ek

Ware, Linkugel(1973) 917] AFU Al o]
ojgk 7iQlolut Z2 o] 2171l A ALgsl=
AfFUAeldE Eat 7P S35k A 3
3& Hrofstr] fgk AwruA el er Bl
T o] oln|A| B & o] 2] o] 243l A
E AR e AEHER /‘Wrﬂiﬁheory
of apologia)& &3#3 . 25 $7] 43
o141 Aelolit Zxo] Ahsh el ket
Clorel Wekg AL} v, Sto] HE-S

e w 748 Aok 493, =

2 o

_1

Benoit(1995)+ Ware, Linkugel(1973)¢] A
TE FAAA TZH ol FHAT 27] A
FUA el d H=FS AAIBEATE. 1= $17] A
FuUAeldE 249 AHeY HAdE /A
shol Y oln AR WEF] AT SlAE
5 B9z AFAL, A7) Bl A2
s1%87] 9% Aepoleb olnlo
A 9171 ARUA I ol 2% ekl

SEEE
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2t shelth, 1 A3 JRle] 7] o
ko] sl F2l(denial), ¢l 3] 3] (Avoiding
of responsibility), AFZ] 3t FAX A
(reducing offensiveness of event), 3 Y&
(corrective action), AFH(mortification) & 57}
A Agg AAstaL 1470 Ao s 7
st
Coombs(1999)= $171¢]

FuAeld A deo ¥
aL sk, 917 e S
71 AwyAeld Heks ARg-alof
ARt olol I 7199 Si71dEEE
23 5] BA @43 B ojw|x
B dgs Aeleta s #&
© Ao wgt ojn)A] 385 dks T
A71¢] FFol wE 7hsgt olnA] 35
< AAEHA T8k 7= 97 ARy
Aol AF=E& Aefste] b5 7= &7
3t 2 AL FA Ak (Attack the accuser),
2l A (Denial), MY A (Excuse), &3}
Ak(ustification), 4 A}7] HZH(Ingratiation),
XA X A= (Corrective Action), ZL#]al A}
I} A=ZF(Full apology) o2 F-HEH}), o] A
T-oME g Y] AFuAleld HAgFEo]

o

[e}
o

pLs)
ol

e o
(029

o
£l
B A 5

o,
o,

flo
o2
ok
o

[e)
ot @

AN

ofr
-
R
3
ofr
-

M
ol
o

e
2y
SN

23 ol s Azt £84 AeFe 9719 #
Gt 259 7] AFUA A Aeke 24
o Ay Aol et AL 5 QA B
o Woln Bo dow TAH T, R
o, W Fol 9w, £ BHe Agow
= b, AR ol Setha A
o}, et 9l7]e] FRE 20| elgh H3o]

23} 917]9) Zo] ufe} ek Ay, of
w e A7) WA, oA, WA

-1 0,

of-ol] ofsf A Hrtar &3t

3. Aol 7182 AvrAlol A Azt

g719] Mg ele zaT B o
5ol Y171l sl =HoA AdEs 2= A
sehw ¥ 4 ok 917l e Asle] 24
oA ek WSS AvkdEe ZH o
el Ei=g =7 Hal oj= A= 22439 o
HHfEike] #AlE FAgA] s Fo
(Coombs and Holladay 1996), Z#EZ $]7]
ol thet A4 2L 91712 <la) 2]

o
LI
1o
N
>
>,
Y
=2,
=
o)
BN
N
o
P
"
1
oo
B2

ob Ao tal AHshe Ae ofrigitt
& AHk(e]E3] 2005).

Coombs(1996, 1998, 1999)& 71| $17]
of wisl zt= A Aol wep £
(Rumor) |~ #3718} (Natural Disaster), 2F
o] Z AlA(Malevolence), AFal(Accidents), Z
Z ] Q]9 (Organizational Misdeed)ol] o] 27]
THA M2 T 97 /RS AAshEA, &
A7) &) 546 st 54 471 Aw
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= 4folH, W= 7}
AR AAAE A= Ak 71 Al
A o] Fzh= A5 o] ofsfAAAE N

2
&
mln
N

BAZ FAG A A B USSR
HAE A3 OHHE glo] W= FHaf Ay
she 9719 @ o HolHrhel B, 7
2, €55 2010; Coombs 1999).

Wk AbgEol o= 7l¢le] 9471932 7]
ol FAet7] ofele FaolA ”L‘Eé& o
T e AR QgAY 52 1 Rk
2 7190 2 Y715 AT F AASNE B
T-shar #x|eke] g AP o = QlA g,
7} 9171 243l sl 2 71l sl =)= A
Aol Are} = vE2A YEbe 7 S
ZoltH(e]dg, Fad, 59 2010). Coombs

(1996, 1998, 2001, 2007)- O]Eﬁ} f]7]ell chek
59| 2128 #2l o]&(Attribution Theory)<

skl Arstal ok, FAolE2 AFEEC]
53] A o] AL o712 Kgk A
Aol thetk Als Frethe A 718 7HH e
2 SR (Weiner 1985). $17]132] AFUA 9]
A AT Al (attribution)& o] Alzo]
HEAES W] AlEEo] 1 Yol ) oA
ol #S Yele AS ek (Fincham and
Jaspers 1980; Weiner 1985). &, #2lo]&Z 9]
w2 ARHES ol 917] gk A o
T2 2 91719 dRle] ofHel d=AE EH
3= Ad) wjet JrpsiA "ok —47]4 AQlo]

7 zHo) glrkm s B9 RS &

Ay

Aol e A 7RG =
Z2] o ti3] Bk F412A 24& 7HAA 2
ZAolt}, I8 B2 Coombs(1996)= 71412l
AGe AlgEo] 7lel gk <R 2RE 9
A =AFE, =3

A

EA|(external control)Z
2 delo] 71 Wil = Ao waAe
5 8 Holeh F4o1, cheret 43 AT

S ulgow 2t 9v)e] el e AFE

Aol S HofF3dnk, 1] 19961 Aol
A+ Atal(accident)@t $J¥H(transgression) el
e RS RS AR A5, Sl
F 97 5389 WHEA(internality) 3} o% 7}
5 (precentability) & vl-$- Th=7] 225l
ek AHAS WSk 2, Al
W e o ke ds BT A <
o, 9vte] B9 F IHAE BT =
3= Ao 2 e} (Coombs 1996).

Coombs(1999)+= o]n|#] 3]& Ak A] 2l
ol i ol 7b Fag aclolet A7
AL, A 9S(2002)% 9171t A
ool e 917 FRE TR 917 A
Q49 FaAE Azast olE 2o 917)
& A 71e] 71 AryAleld ek
o) 71 43 Rl vk obsich 3 17
AQlo]l #A o] H= 5ol A9
s QAL §AE Tk £84<

q

== b B
(accommodative) Zekel Alx} 2 HAF Ak

9

=

-0,

1>

o on
> 32 Ho

)
o

|

o

Astol o WA B 4 sdekol 93
2006),
Coombs o]9]o ole] ShaEe] A|=shn
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%95:5%,4§7;14 2010; Benoit 1997; Coombs
and Holladay 2001) 91717} 223 g)-& wfjo]
2Hg AUl Aeko] ks oshrA
T o, HEAl S]] YR 917
S0 th-§ kol S JlvkaL AlQke et

Coombs, Holladay(2004)= #<lo]&9] v}
5 F 7] FEE AruAeld Ak o2
ol A&9l7] ARFYAelA o]Z(Situational
Crisis Communication Theory: SSCT)& %
3 shict. o] oleg B 15e 7t 917 &
ol wet Adgt 97 AFYAeld Ak
TAYHE Aol 24 e] MAdE s v &
A oletal T3k ATk,

SN 719 9718 AAA 1ol o
gt B AFUAleld deE B
A77F AR H AL 9T}, Coombs(1999) €] #1€]
=oo diaf 7 d2(2002)8 ‘Azt olE =

= 971 FEE AryAeld H=
T wedt wd g E3sitia A4
HA], Coombs(1999)9] F3& Hr} ¢
l*lﬁfL B} °‘E} g, %Oé 71(2007)-

Fpstel Ak Agkel 3 339 A
21 % 917 ARUA A ek 4%*4011 ofu
3 P A=A Wingiet. 7 A ol
2 AFUA A Aeke TAE A Al
Aekg A TAA FFo] A= 917

ol e 7199e] weld Aeldo] e Aew
Jepgtet, 22 84 ARUAM A
& AR A9, A A 57t &
A2l 2ol Ao T|A B Aoz

Ehte}

o, Ax7rd 439

1. 71942] 1718530l ulAte o)l vl k=

P EAATAME oL wts} o] 7]
el 9171 ofe] SAFES Fal HelHn 9l
o, w3 9l71e] g gelsh sk wAs
ATFEoN M= 719d0] A3t 917133l 714354
WAE B3 Qe ol WAL Aol Hsh
Bl Jee VAT AL AAR L Yt
1ol A 9l 4713l e Hels)

2 A%E AsRE ofd ATECIE B,
Fearn-Banks 1996; Lerbinger 1997; McLughin,
Cody and Rosenstein 1983)°l|4& H]a% &
D7 71l 719 @ ofel BApAEo
EEERE TR EEE R RCEREY
Richins(1979)= A& 7l § E7t5S =7

= A7} Bl ja Aelo] AzgA

ZofAbel7) Qoka AAEEE B Eol
e de HolFqd. mah Folkes

(1982)+= 28] Ap7} AlE2] Aafof] th3) 3417}
o] Jotal =74 ), SALZHE FHEI AL
5 Hholjof gtk Azbat™ S]Ate] ok
o} 3 FAtel & 7] A| AL Al &7
At S BTt olggh £3 AT
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ES 53l 719 o2 o9 o]rRT) ¥ A
Q1 ofgroll ZHjAbE FAZQ] s 2
= & ATH(e]3A] 2010).

Brown, Dacin(1997)°] w2 AH]|z}E9]
7190l thall 2 He= BE ZR S sl <

A 7149 XS z2H 5]11] 71 AHE
ol FAE 71 dEES 71 Bl
ot YF= F= ALE YEhi, o] &
HIZFE2] 7ol theh eieie APl 9%
_0_ BL.‘:q,jl 3]_ 1;].

upebr] ole} e AFARES T &
o], 71934 ol 2RSS 7Y <123}
ol JFS vS & 5 Ak 53], &
A7F 7199 9171 33l =& =AU ], &)
AEL 719 9713E AR el 1 7Y
o] A3e 7 Ha 283 AL ok &
HI2HE9] 7]del tiet BleE 9F%S v 2

Releh. %, 7149e] 9171 e 2uAE o

w47l 7|4del e ARE DPATA &
ozi 54 /19l thate] A A
2 H=E FA45H @ Selch.

9lo] o] ZAES g o g AP/ 1S

2. S71@e) ARUAIA E

e AFELS S7lo Hust 7199 AH
g 71 AFyAeld Mg AR da
Q)tH(Coombs 1995; Coombs
and Holladay 1996; Benoit 1995, 1997; |4+
73, o178 2007; &gl 2007). 9171 -8
oA RHH d7a5TE Fo|a HFH o
HAE BEA1717] 98l thgFek defo] w4
=], olHgk Mk wlet ¢)7]dE] &340}
-2 "ok, 53], drellA] dgRo] 71999
7= ofn| Aok Apike] &3
AR Ante] FujFdo g olojd ?
el 9171 g Al=Hle] 52 7IHEl
Al wi$- S 88k AAAPE =L Qi

Klein, Dawar(2004)3= A|3E$]7] WA A
& Ao PAREE ALSl el gEe] Bl
H7be| S wFvkal B ask9lal, Laufer,
Coombs(2006)+= A& 7] Aldll 71de] T4}
sh= 9171 AFuAleld ko wheba] Bl
B, #ulE, F7F, BA7IEe] Al
FE v 5 Qrha 93] ek, o] ol A

% gk Al o] DA dt=Ad
&k Bt whgo] =2 g
T Atk F, 9971 o] Fl| 7144l
-8 A2 7ol & 4
1 Aol (Barton 1993; Benoit 1995;
Coombs 1999, 2006), ol2fgh t-g-7eke] &
I} Zpol= S7|HE] a9E A3t T3
Qgle] & Zolth, Coombs(1995)= ¢1719]
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A Study on the Effect of Crisis Attribution Responsibility
and Message Types of Crisis Responses of Fastfood Retailers

on Customer Brand Attitude and Purchase Intention

KKk

Lim, Yeojin*, Park, Jeong Eun™, Jeon, Kwang Ho

ABSTRACT

This study is about the effect on brand attitude and purchase intention of corporate crisis
and crisis communication and the difference of the influence on recovery of brand attitude and
purchase intention of message types of crisis communication according to attribution of
responsibility. Although previous theoretical and operational discussions about crisis and crisis
communication highly has been contributed to systematizing theories about crisis management,
there was few studies to examine the effects empirically about ‘how to say'with just theoretical
consideration, The previous studies were only interested in ‘what to say’ in the crisis situation,

This study confirmed that corporate crisis influences significantly on attitude of consumers
towards brand, and the strategy of crisis communication has a significant effect on recovery of
brand attitude and purchase intention. Also, this study tries to establish strategies of concrete
crisis action communication by verifying the difference about how different effects of message
types of crisis action appear depending on the attribution of responsibility of crisis.

First, when consumers were exposed to corporate crisis, it was expected to influence
negatively on brand attitude and purchase intention, Also, if we performed crisis
communication strategies, brand attitude and purchase intention would be recovered. This
study suggest, by putting message types of crisis communication as a moderator, that when
cause of responsibility for crisis lie the inside, explicit messages will influence more positively
on brand attitude and purchase intention than implicit messages, when cause of responsibility

for crisis lie the outside, implicit messages will influence more positively on brand attitude and
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purchase intention than explicit messages.

To perform this study, we designed 2(attribution of responsibility for crisis: inside vs,
outside) x 2(crisis action messages: explicit message vs. implicit message) using
between-subject factor for experiments, Before performing this experiment, we carried out
pretest 4 times in order to clarify selection of product family and brand and choice of crisis
types and crisis message types.

Results of this study are as following. First, corporate crisis influences negatively on brand
attitude and purchase intention of consumers, Second, when a corporate encounters a crisis,
crisis action message strategies have a positive effect on recovery of brand attitude and
purchase intention damaged by company crisis Third, when attribution of responsibility for
crisis lies the inside, explicit messages will influence more positively on recovery of brand
attitude and purchase intention than implicit messages, and when attribution of responsibility
for crisis lies the outside, implicit messages will influence more positively on recovery of brand

attitude and purchase intention than explicit messages.

Key words: crisis management, crisis attribution responsibility, crisis communication, message

type, brand attitude, purchase intention



