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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



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-ldentify-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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