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摘  要 

當今組織環境的不確定性與動盪性，“透明化+自媒體”時代危機頻發。組

織危機逐漸成為常態事件，但組織在危機的駕馭中錯誤百出，如何有效的應

對危機成為重要議題。在複雜和動盪的市場環境中，如何應對外界變化，提

高組織危機管理的水準，是業界和學術界共同關注的一個話題。 

當前關於危機管理績效的影響因素的研究數量多但相對分散，大多數研

究採用了理論或論述的方式，實證研究以實驗方法為主，數量上非常少。前

人研究視角多，領域廣，觀點各異甚至有所衝突。但是，組織危機到來時，

組織很難做到面面俱到，組織的哪個或哪些行為最大程度地決定了其危機應

對的成敗，組織應最先採取什麼措施來處理危機，這一問題還未得到理論和

實證研究的解答。有鑑於此，本文致力於採用多案例質性研究的方法，系統

性地、動態性地探索危機管理績效的影響因素。 

本文首先從理論上回顧了危機與組織危機的內涵與機理，評述了危機管

理的研究進程與研究視角，在此基礎上，匯總和梳理了國內外組織危機管理

績效的影響因素研究，為後文的實證研究奠定了理論基礎。 

為了更有針對性地進行多案例研究，本文首先進行了預調查，通過問卷

調查的方式，探究危機管理績效的影響因素。研究者根據自身經驗和文獻搜

索，歸納出危機管理績效的影響因素有六大方面，分別為組織回應策略、組

織屬性與內部管理、危機本身屬性、危機情境、危機中組織領導的力量、危

機涉及的利益相關者。對 102 位高管和 31 位教授對於此問題的認知進行了調

查。結果表明，六個因素都得到了專家的認可，其中，危機涉及的利益相關

者、危機情境和危機中組織領導的力量得到了專家的高度認可。 

在預調查的基礎上，本文的主研究採用多案例質性研究的方法對 2004

年到 2014 年間 118 個危機管理案例進行了探索，意在對於危機管理績效的影

響因素進行系統研究。基於以上研究過程，本文得到的主要結論有以下四點： 

（1）組織危機屬於哪種情境對於危機管理成敗並無直接影響。根據危機

情境溝通理論（Situational Crisis Communication Theory, SCCT），組織能否準

確判斷危機情境，並做出與危機情境相符合的應對方式，對危機管理的績效

也會產生影響。不過，在環境動態性和複雜性較高的當今時代，單純依靠事
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件情境去尋找匹配的回應策略已經很難做出正確處理。危機中的組織需要依

據外部環境的動態不斷調整回應策略。需要特別注意的是，在資訊高度透明

化的情境下，弱化型回應策略（辯解+申辯）已經不能再為利益相關者帶來情

感上的撫慰，反而會讓他們認為這是組織掩蓋事實，逃避責任的一種托詞，

因此，組織應謹慎使用弱化型策略。 

（2）組織遭遇危機時，危機領導者的地位至關重要，領導者是危機管理

方向的掌舵者。危機領導者迅速、果敢的採取行動，挽救組織聲譽，阻止危

機擴散，可以提高危機管理成功的可能性。另外，領導者建立組織內外的信

任基礎，準確地識別組織弱點，也會對危機管理產生正面的作用。 

（3）準確地、快速地識別核心利益相關者對於危機管理的成敗發揮著決

定性的影響。組織僅僅在危機中關注利益相關者是不夠的，一定要第一時間

識別核心利益相關者，維繫與建立主契約關係。另外，一旦沒有在第一時間

識別利益相關者，之後的修正也是無濟於事的。 

（4）在以上結論的基礎上，本文構建了危機管理績效影響因素的 LIT

假設（Lead-Identify-Trust Assumption）。LIT 假設既是對危機管理績效影響因

素進行的整合性分析得出的關鍵因素的綜合理論模型，也是危機管理實踐操

作的指南。根據 LIT 假設，組織首先要認識到拋棄事件情境，關注環境動態，

然後遵循“三個關鍵原則”：“領”，領導者把握方向，快速回應；“識”，

識別核心利益相關者，建立主契約關係；“信”，處理好與其他利益相關者

的關係，建立信任，重建次契約關係。由此可知，危機管理績效並非是某一

個因素決定的，而是一個動態性、系統性、內部有高度關聯性的管理工程。 

 

關鍵字：危機管理績效；影響因素；利益相關者；危機領導；危機情境 

  



 

iii 
 

ABSTRACT 

Today we are in an organizational environment full of uncertainty and volatility. 

Transparency and “we media” have become popular symbols, which trigger many 

crises nowadays. Organizational crises are becoming normal events. However, 

organizations cannot do the right thing in crises. How to handle crises well in the 

complete and violate marketing environment has become an important topic in 

both entrepreneurial and academic fields. 

Existing studies on the topic of antecedents of crisis management performance 

are numerous but dispersed. Most studies used theoretical methods or descriptive 

ways instead of normatively empirical methods. Nevertheless, one critical 

problem has not be addressed. When the crisis is approaching, what actions 

should be done firstly plays a decisive role in the success of crisis management to 

a large extent. Theoretical and empirical studies have not yet referred to this 

question. In consideration of this research gap, we will use multi-case studies to 

explore this problem systematically and dynamically. 

We reviewed prior literature of the definitions and mechanisms of crisis and 

organizational crisis, as well as the research process and perspectives. Based on 

these reviews, we further summarized the influencing factors of organizational 

crisis management performance, which laid theoretical basis for the empirical 

research. 

We conducted a pilot study. It used questionnaires to explore the possible six 

influencing factors. In total, 102 executives and 31 professors replied validly. The 

results presented that all six factors were recognized by the experts. Three among 

the six factors, that is, the stakeholders of crisis, crisis situations and leadership in 

crisis management, were highly recognized by experts. 

On the basis of the pilot study, we used a systematic multi-case study to explore 

the factors both qualitatively and quantitatively. We searched for 118 cases of 

crisis management ranging from 2004 to 2014.  

The main conclusions of this dissertation are as follows. 

(1) The response strategies for crisis in different situations are not the same. As 

a result, the correspondence of the actions and the situation of crisis is important 

for the success of crisis management. Here, the situation is not the event situation 
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classified by Situational Crisis Communication Theory (SCCT), but the dynamic 

environment. What’s more, in a society of transparency information, the 

weakened strategy does not work any more. It even plays a negative role for the 

success of the crisis management. 

(2) The status and capabilities of crisis leaders are crucial to the success of 

crisis management. A qualified leader is a helmsman in a crisis. Leaders in crisis 

should take actions in the first time to protect organizational reputation and 

prevent the diffusion of crisis. Then they will identify the weakness which 

triggered crisis and build basis for trust in and out of the organization. 

 (3) Identifying core stakeholders exactly and quickly in a crisis is crucial. We 

should pay attention to that it is not enough to identify all stakeholders, but the 

core stakeholders who can maximize the utility of limited resources. In addition, if 

the core stakeholders were not identified in the first time, relevant modifications 

prove useless. 

(4) On the basis of the first three conclusions, we built an Lead-Identify-Trust 

Model (LIT model) for factors of crisis management performance. It is not only a 

theoretical model for the integrative key factors of crisis management 

performance, but also a practical guide for crisis management practice. In a crisis, 

the organization should obey the rule that follows the dynamics of the 

environment, not the situation of crisis. “L” is leadership. Leaders should take 

actions in the first time and give the direction. “I” means identification. The crisis 

handlers are suggested to identify the core stakeholders and build main contract 

with them. “T” represents trust. Only when all stakeholders and the public trust 

the organization again, can the organization believe that they will pull through the 

crisis. We can derive that performance of crisis management is not decided by one 

factor, but inter-correlated by some antecedents.  

 

Key words: performance of crisis management, influencing factors, core 

stakeholder, crisis leader, crisis situation 
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