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A Study of Social Media User Response about Firms’

Crisis Response Strategies

el Tl e ATAE YA YR
TREATY YR 2RA7R
SAbatelr) &9 §EA e’

2 %
190 Aol BUE ool AL, A Froh DABLAS ofo) &4 =L AULE 4540w
g3t glet.

Yok 78] S/l that AN g AERA A4 EAL AuAe] ALES

P ek 53, 7199 oAl 23t 71 dEel 24 HEA AulAag S HupEe Aol Atk
HollA 71949] 248 B Mujas 57 Hﬂﬂ% & mpHo|et. o2k &2 Auke] 7] e] oful]
Fdoll 2 FFE 713 2 AT 7199 28 YEYD AHA B AIE HEEG-EA] vs. o] )2t
SEME S vs. b )R LBt & Lﬂ Y= M)A AFe] 917] T ESJE w29 247]7He
A8tk 12719 719 $17] & Aol EHUP EHY dolgE FAARR sto] 2433l S d =
7199 7198 A=k 1 9 971 dS A= ol ExRR 28 4 Yt

w240 1 VIS M, AR 7] ARUACIA o2, ltE HE, Alte SE, &4 YEYA A

Abstract

The importance of online communication is getting increased by the rapid growth of smartphone supply and Social
Network Service (SNS) use. Catching up with the trend, firms are actively use SNS to improve brand image, promote
products, and communicate with customer. On the one hand, SNS is the channel for firms’ marketing activities, but
on the other, it is also the channel where the events related to the firms propagate in real time. Firms are led to
unexpected state of crisis, when events are quickly spread out on SNS. Then firms are assessed their image by the
way they deal with the state of crisis. This paper proposes to figure out user response on SNS according to each
crisis response strategies by analyzing event-related twitter data when crisis situations of firms arise. We classify crisis
response strategies into response attitude, defensive and accommodative response, and response speed, fast and slow
response. This paper suggests optimal crisis response strategy to firms regarding state of crisis propagated on SNS.

m Keyword : Crisis Response Strategy, Situational Crisis Communication Theory (SCCT), Crisis Response Attitude, Crisis Response
Speed, Social Network Service (SNS)
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