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Abstract

The global automotive industry has suffered various crises such as products defects and unethical
company management. In order to examine the effectiveness of crisis communication strategy of an
automotive company with Chinese consumers who occupy the largest proportion in the global market,
this research analyzed the influences of crisis responsibility, crisis types, and crisis communication
strategy on attitudes to a company, intentions of negative communication, and intentions to participate
in a boycott. A 2(crisis responsibility: high/low) X 2(crisis types: corporate ability/corporate crisis
responsibility) X 2(strategy: defensive/accommodative) experimental design was conducted with 1,600
Chinese students in Seoul. High crisis responsibility and corporate social responsibility crises were
related to unfavorable attitudes to a company, higher intentions of negative communication, and higher
intentions to participate in a boycott. Crisis responsibility and communication strategy showed a
significant interaction. When crisis responsibility was high, the accommodative strategy was more
effective than the defensive strategy. When crisis responsibility was low, there was no difference
between the strategies. Corporate social responsibility crises found no difference between the
strategies regardless of the crisis responsibility level. In the case of corporate ability crises, the
accommodative strategy was more effective for the high crisis responsibility crisis.
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