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Understanding public trust and distrust as distinct concepts in corporate crisis management and
communication, this study attempted to find and develop constructs of repairing trust and
strengthening distrust in corporate crisis communication. Following relevant literature, this study
initially identified trust in two dimensions of integrity and competence, and distrust in two dimensions
of discredibility and malevolence. In-depth interviews with six public relations practitioners and six
consumers were conducted to explore their perceptions of trust and distrust on corporations. After
reviewing relevant literature and conducting in-depth interviews, constructs of trust included 31 items
about authenticity, trust, emotion-based trust, distribution, interaction, system, transparency, apology,
and operational trust. Constructs of distrust included 30 items about organizational distrust, corporate
distrust, repetition, slow response, concealment, distrust, and secretiveness. In April 2019, two phases
of survey were implemented to develop scale items of constucts of repairing trust and strengthening
distrust in crisis communication. The study used a Korean online research company’s survey service.
The first survey was conducted with 339 respondents and the second survey was conducted with 768
respondents. Exploratory and confirmatory factor analyses were performed to develop measures of
repairing trust and strengthening distrust using SPSS 22.0 and Mp/us 7.0. Results of exploratory factor
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analysis showed that one item of repairing trust and four items of strengthening distrust need to be
deleted to ensure validity of constructs. After removing these items, results of confirmatory analysis
concluded that three items of repairing trust and three items of strengthening distrust should be
deleted. Finally, a total of 27 items of three constructs of repairing trust and 24 items of three
constructs of strengthening distrust were developed. Constructs of repairing trust included 13 items of
the reactive crisis communication to prioritize the survivors and victims' families, 11 items of sincere
communication to keep the promise, and three items of corporate culture to reflect societal climate.
Constructs of strengthening distrust included nine items of closed communication, nine items of illegal
and unethical businesses, and six items of repetitive crisis management failure. In conclusion, the
reactive crisis communication to prioritize the survivors and victims’ families of repairing trust, and
closed communication and repetitive crisis management failure of strengthening distrust are reactive
crisis communication. Sincere communication to keep the promise and corporate culture to reflect
societal climate of repairing trust, and illegal and unethical businesses of strengthening distrust are
about corporate culture and reputation. Finally, the results emphasize the significance of existent
corporate reputation to repair trust in times of crisis.

Keywords: corporate crisis communication management, repairing trust, strengthening distrust,
construct development
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1. M2
vt 2dishbgeld 4 9Es W ] seRdEe] SR E AEE 4 vt
(=214, 2014). < 3zt ofl&vt A5 A|5* (Edelman Trust Barometer)& Ao E™
g 3550 71940l ok Al A ARl FHokel s Holal Qlom HLow 2%
U& "oz Qlet 20154 A3l ofshH 71530l gk A8 A9= 36% %L, 20169 A
AA B RERE 20%4 S 33%0] WEA H3I91E vehien, 201750115 29%% G|
RIS 7158 53] Smoli= a4 7|l thet Al Asdt Ap=7]el]
gk 2135 TS vtolslth= o] trof] ©ITH2016 o ek 2] % 2|3 A},

2] i 719, ARk WA, ArlEE SoR gkl IT7]‘§% Tk
) 22 jgow £ WAL /T JXukelSe 2018, 11, 11), T B0k B €)7)
ARAEC] 9IStk 1 7 2007 APIHAF WhEA] 7153 gellA ek 24} IR AR
AR AEstiME Qs QlaAle] EHES T, A9lS st HelAlR,
2010, 2, 5), 20181d0] Hojxjof Faljz} 2 %7]‘*‘01] ARRHE S(e)714, 2018, 11, 23)
71 ATl SleiMe Adfgk Allelh. AR wlrEleld QIAER
(Reputation Institute)©] ¥3sl= 20199 =29 A9 100t 7199 =914 20183 269
o4 20194 52912 A Sgon)(FEE, 2019, 3, 10), B %] AL WA 2
& wo] WolAl= 7Idler FAAQl kR el WL Slge] ERfupl® S,
2018, 11, 11). 12t 20150 A|LRA} APdEAEe] P aPgolA vl SAAs dzsl
mfuAES] 9 v AdellMs dejsiuAaET} o= BAke, APApE QU7
AL A SAIE S18) e e R S TSIt el iste], dutk 3%
o] ¥R oA 71991 FSUAIHE BEk= 4 719 ARlshe o 4w e
CHEE, 2016). A8 9] AlglellA] Bzo], g 7]{lel] thek dvt 3559 ke Y
T Qe APAARe] EASA AR, wheA] Al9] WEW Al AR, AGE SAE 93 Y R
A T AP 71S000A A= golA] & 9171 ARl il Ealgte] ad 4 A
2k o5 71999 Hlughs W A 71l dlalie tigil=e] tisE 71 oRA o EAls
© A1E e dide] E < Sl= Aotk

olefgk Al At gk Aol thaiA Al B4le] Aide] EAlell EAe = Sl
Ao Y = e .ol BY sRkEe], AlEjel wAlo] Fdi el d=tol ok
™ A2 tE 2pge] xpaA ldolels 4 (HFES], 1999 Earle & Cvetkovich, 1995) %}

X
::‘:

i

>,\I

1_4

7|4 27| 22| LA Mo AlZ| 120 EA1 25 A kf2lof| 2kt oir 321



oft

A Ege). QRIAISH visebl, 5k 2410 PAlelM R A 3 mxtell A 5= 2
o, A= 71 717k 24 qivhs HolM F58 vt vk A1EE Al she 4
ARV AR NEE S 4 Sl AR AR B 7 el ol e, o) 74
ARe] 7gHR AR ZEA] 7)1 o7] wiEeltk(Slovie, 1993). o= 7190l tht 2
Aol AlEE A dvks R 7190l thdt BAlstel Hasht 22w dAIM T2
SHA areflofok ehe AARRITE

o] AelM= 7]?394 71 e 75Ul doA dut FFE0] AEE FEekaL BAlE
Jalohs 7 Abde ApEA o= B Barz) divt oM AHIE = AMdel 73 71]del thgt
AR AR 7] ARIER GE B 171 Zirudlol el 7ol tht Ao} &
o], A7k "ojA|an i o]F- BA4lo] G gEke] Aido] obd FAH o dEE
o] AHAS ZFshA Fk olel o] Az AE7A] ol e 9171 Aol uhE a el
71 2 A Z1o whE 9)7] ATl el B3t 71sol4] =2lE HolA f171x
2] Aol ol dEs 35 Ao} Erlo] A= v ske] a]lew HdE o
U8laL, 71 g A BhAel B gk
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1) &2t S41 74E &)

Aol FRE A= ofv] 7] ARSle) EopollA Bo] xlElon, dl= Shlell = e
ojfFolfnt. =, AEZ], HE, T18]a1 7l (Rousseau, Sitkin, Burt, & Camerer,
1988) 21| VS FAlAY #EE 4= deA|et IAgle] T4 7IdiE 7|ike R At
o] oFHE WolEd 4= Q= R'(395%) Elar Aoldi=d, o] o HolEd 4= ol oA

(willingness to be vulnerable) 2= AlFo] that Ao)= 71 Wo) o18EE= A 7fds &

) AlFel BAlo] /pdS apgg o wast A=, 2014; 9 - 8FAS] 2014 2016; BFEE], 1999 Earle
& Cvetkovich, 1995; Kang & Park, 2017)0lA& AlZ]9} BAl9] 4 AFgle] the-S Awsle] 7 7lidel digk
o] FHEaje] o] Fofzl WA, AlF]e} B4l JdS o] g o R =) (A - Z:XJOH 2010: i - &9,
2015; ABIA] - 2579, 2013: 259 - AW, 2011)ellAE A1) 7idel oigk Ay %—71‘: gt ool & A+
A 53], BAl 7S =0l e w wlal opdll 23] Aol tigh aE glo] EANkE: sl |7t A ekkrlel AlEieh

tEo] B4 /e 1agsS kit
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9] shjoltMurnighan, Malhotra, & Weber, 2004). =212(2014)8 “Algl&= 94 3¢
AL 7k 2xEolA AR S 8RS AAc) vk ey 22, Alsle] Z1s A Al s
g 2218 ZEan Qb A1E] AA7E HQ ghS ook (39%) efar 41 Zidel] digh 94

S Ao 2ol ARalefA EololS Zefghh=A] Aol A Alks: WAgaL =
7o, -2 1 HHERE T AAIE Al B2 (41%) W E21 A1E]9] digte]2kar
T olel]h o] a2 A= 7F viAIRRA Jdat o) /7] el Ak v

Fe 7150 Feehy A2 deaaAel diigate] 43 (Murnighan et al., 2004)¢l 71%
g mjefell thgk 5784 71diztelgtar & 5= ik

ool ¥ial Z=H]o}(Grovier, 1994)= B4 “ddhell tieh Apalzte] Aoz, vt &
S 713 F dom o] Aol #ilo] siAY shE 73 AdiEo® s < e A
4 (240%) olekar Aefgom, ~9ZE(Swift, 2001)& 1S Vda7E £U52 AR
(self-interest) & F7eh= 7 (9%) 02 ol gitt. B4 219 lgat/del gl vl
o] JfdomA e P4 Wkl A ze] M= sAdH7] = it Walls, Pidgeon,
Weyman, & Horlick-Jones, 2004). ¥43} o]-51H2012)E 710l gt g52] AL "%
Az} g FollA] 3 719) sl sl FAA o Frlshs AR (426%) ehar geulE e
), =213(2014)2 =9} EAS 7R 02 TS HAR] Adelt). ofze) 4lE|oh B4 &
o= A% 990l A ek (350%) 2har T3k, olof wkel vid@ S (Murnighan et al.,

2004) A7} QA= enlE et AlElE B AR ddA|o] ofgetaral F=w, 1

ARl A B2 A= R 73 IS TS O A4S A o' s wARE e
ARl 282 AZ7F AR 7392 s AR ol o g o= ofsfsiA] Ertar T3

A
A RS Ao} BAlo] FU Ve dade] opw A& thE Ahle] ApEA i
olghar FgE. B wWhes] Alsle] iyt o] R i 0 Hojof skt 1A
7} ke AEAY Al RlEkE 219 ARt R A1F]9h AL TR
ofof ghrjar Wiz Q)| Earle & Cvetkovich, 1995). BF&8](1999)+= Ao} BA1S &
WFo R ofsfelA] erom AlF]et Bale] SAlel] ¥ 7Fseiths S LEE BRI e
ARl ABA e wEe R e Aol YIjIg = ARE e vsA
(multifacet, multiplexity)-> 21=71de] viakeldell wiefgich”(1125) i A4 get. w213
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(2014)% "1 A1) R Asbl S1E 7 Al Aol e o] By 1l
oblel, Azish B9 A7} T o} AN 5 Pk FAe) FEck

Kk ofeld Qe 5 vbgel chel Avk 0] dhal AsAle Beks S4del el
BAY 5 9lrks 754 ol Zlolm, 2% $13 7ltle) 25} B4k s wite] o)
ke o PSR

2) 71| 2171 22| FHFLAOIMOIM Al2| JHE &
¥} B2 (Ledingham & Bruning, 1998)8 AlZ|E “MEd|A] 71d 4= 9= A l0IA
o] zPgolm ¢4 (dependability), €214 (forthrightness), Al-&(trustworthiness)©] 5
8 aRloftf (p.58) kL F43r}. &3} 174 (Hon & Grunig, 1999)-2 21215 Vel dist
ApalgFelA} Arle] K= AE Aol Al 717A0] B8 4 s v (p.3)olekar Ao, 7
daRlel= 2 (integrity), 9%/ (dependability), ‘558 competence)©] UTkal 733
g}, 17497 8H(Grunig & Huang, 2000)- 4719 #APY A< 28], dEaA, v,
3523 (Organiation-Public Relationship)2] &#4lo|m A12|3= "BA] <1
AA, A S (p.42)5 veRitkr ey B n 9 (Bruning & Ledingham,
2000)& A3 AGAbREe] Hst ARl iAlE skt o] A7 e HTE ()
3, B, Tl Aol mls) 2A-gF FAPl QS vIxle 7P Tas wasls Wl
om "AE7E AHA; E T v JEFS HA= 7P Fa% WEE e 955 At
A= a] Al=le] disl WEke] 1 ofnlE Wele vt Us Fasit (p.171) 2 g9k

71 B Al B AT Ara(FE - A8t 2011 FE - RS - A
A, 2016)°l14 2] 7S S17] AUl BakE S78she S5HTE T2 A7EIh
H—v]'z[:ééﬂ' HEH2011)= 9171 Al Aol thigk 359 Q12 73S AshaL 5] Alg®

QAEE =o]7] flaixte A AWV At} QA st ol Aadks ARG S5 5
(2016)& 20154 =] s =z 917] Rl w22 Abe) wf i At R 2o
7giol thgk 2lzlel] WX Faks Amrgkon At An Jue] e @ﬁ*é% A
ol thek G4 A=l FAdel frefrleh daks mixlom, AE- oA AFEE
& AFE AR AFele F9HQ FEks ve SRIg

71 9] g AV M A85 971 5 AR (HAR - 1780l 2010), 9171 el

2 3% AECEE -9, 2014) 0] Hek A ATER AT AARIeE gl

(2010)<= Z2RARZE 71940l oel] 71l 223 Bt Qs 35 S717F e wl 2984 €

N
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& ZH|zlel] el 719 A FARA] ot TS SRS BRI AlE TS oS
AREststo] g=rzlat we(2014) 2 85 AlElE QIAA Alglel A4 AR FHEste], 917]
ool whe QUAA Al Skt AgAA] Als] ek ekt At Ay oA o A
f171¢] - wjelmA o= Mgk o7 |HT 350 AA, AAA Mg BT o =) skst
AL ARG oegl ¥ 2 ot U it Arlee 7MY VIS o83 AT E
vo R g7lel A NEE 5T /Ike Zlolekal siMsiiAE, o] Aol FhEE
Ak oA 91719 784 AgAA AR AR AR TS A 9k Witks eIl
53t 97 Y AFuAlelA AelA] AlElE AW R E8et Ak e, A

o 755 AlEl= 7190l FAA Frol 3ERS w) As]o] & 5 S geek
o - &9, 20155 AR - 2579, 2013 259 - AW3], 2011). Adida} £971(2015
2 9)7) AIA] SNSOlA] BAE Algle] 24 Fa1E Alwrgk=t] SNSAIA 349 2le
A E (B O] 7| (R = 9AE = §ARE 718 Ahxs 220 A sk 24
g BRI 7les & e “0101‘31‘9&% A AT (217%) a1 5749k e v
= 71999 44 97t Shs A =2 7Idiv AEE B 7190l disl 3] AlElE oS
Z Fo7 step| e Ak 71 9] e} zfole] whE AR AlF R 2}
o7} $171 e Aol 7ol mIxlE Qe Ak o AR AT 971 A
Alolds sl AEmAlrls FrjvolE ARE uf 220 tigh 352 217} BS ok
(Stephens & Malone, 2009: Sweetser & Metzgar, 2007), CEO7} ESJEIE E3liA A}
W= ] 23] o2 AR WA 8 R 24 AlEdel] T S AAE BEl A It
T A=Y - S - A, 2012). o] AtelxlE £ 17H(1999) 9] Vel gk
ARgheAF Apale] E FhS il A 71740] A ¢ e Y (p.3) ok AlEle] Aos
=, 35o] 7Iel thgh AKIzks s
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7St Eopllx 9171 #e] Ayl H A ATE = 7Ighs A A
e 72 Foll 7] Awvizelde] 485 & 71 2 S5deAE W7kehks 7] 74
Aole] aabds S84 SHelr 2 ARt Ha & Riffe, 2015). Zevh 2 501
A7 Aol v AT Ay A

2010, FAA 97 o 21 Qg - o] 2018: we Wl - v, 2018, 7 A o
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A AR - A, 2018)2 917] ] ARUARIRS B7leks BEHWFER ol§a] A
Ak, olefat $44 B WeEel viE B SI7leks Y9 AAS wrh @udew 4
Z5hrke Aol @—:%a, ARH ANe] B F 5 ek

A T8 WER 9] we] Asrulel el 283 A5 Aree BA SRt

|

z20] tigh 2lge} BAlS 2 o2 gashy Aol Bl /dS 5HA90 Y-S Skis
A5 AqEe] B3], Tl 1 9 SRfEe] ofsl ] AT, Ao AHe] A4
s (w3 2014), 7199 7] ARKER - ukAs]) 2016), 7199 BAENA

(Moon & Yang, 2015) & U3t dglelxe] A5o] Jawdet, w4l 21x138](2016) =
AlEle EAlS i}taﬂfi}ﬂ domA EAQ AFollA "EA thS gtk A 44

Q52 wpAgh 97t Fuks Aolgtar lshs Zloltt. wAle] AdEls izt MEelA A
A A ’LE—%‘W% & Alolet e A ovlsh, AR s sk B91E &
Aol Frlsh= Aok (25%) glar -t Hlszeh Wigho = 4241(2018) & Alz]e} Bale]
Tlge] ofste] opuekar ofsshH, “AlElE 7|el] ok g4 Q1Alo] FEEA] FeteE
2olRaL 917] AR Q128 ddvie] Hy % IS siEsAY frAlsketl 8% 98s
S Eiok. 1efu B4l 7199 917] dsdellA] S of3ks Algle) dejeit) B4l At
o] Es s e Zlofghal W Zlo)7] whzell EAle] Zele) StollA] Aol thgk a4
& ol Woldow FrE Aejste]al b7 witel AR|HT S Agstal Fof 27 v
a7 ok (181%) 2har F33ict.

B MRS Aol dede] ofd ApEA JhdoR ofsfelal Ak At vt
(Kang & Park, 2017)& 21]¢] sl9jabeks 53 (competence) 2 X144 (integrity) 02,
BAalo] QatdS EAlg(discredibility) 2 2Fel(malevolence) & %02 A3k}

53], Az} w419 ztelol] T4k AFEelA, 359 7|l tigh A= 71999 Selet 5
7] G Fdsto] Gaks ik whd, 7)ol gk B4l 719] frefel ddsiA Rt o
Al GEFs ko] VEROH (Y - vks], 2016), 4] A e ey} Aabd £
238 Aot Bal o FEks miR wbd, A TS el digk Exlelnt frejw]gh gk
S WA Fo= VERTGEE! - BEAE] 2014). Hgh 2A-gstte] vigky AfuAlelde]
TReFeh S5 24 gk 2|9k EAle] Il ek A7 (Yang, Kang, & Cha, 2015)
M= e EAA (mutuality) #F 71%4d (openness)< 352] ZAof thgl Aol F44 o
s FrefvlstAl mixlE vhH, 4] tigh EAlole 7Rt F44 GRkE rerlekl v

n]
t} ®rp pAFoR ATEAGS % (collaboration), 7]ZwWS(grounding), H%

—

_l

mlo
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(equality), W-3-d(responsiveness), 5 (respect), 3% empathy)<] o7& Ul=gar,
7WE73e) 48 A (accessibility), %144 (genuineness), 787 (transparency)©I31
o} wEA] o] AFA AT AdEs TR Y, 249 58 fEle 359 AlFl o
ot S mH vk, 22]0] 2l FEe] Balout fefu]eh gk nixe= BloE et
719wyl HQloEA] AgH EAI(H RS, 1999; Kang, Kim, & Cha, 2018)3} 719 &
2l(Gao, Zhang, Zhang, & Knight, 2015) 7Iide] & AgHoz A=) Huls:
(1999)2 WA #7l Ad AR Al gl 7] Agkacls A= BAfsislon, i+
A} A E5-gol tisle] $130A] theo2 AH Balo] WA HZ1E AR dAAAE &
88 szl frejulgh mif Wiklo] H 4 55 Btk 4 5(Kang et al., 2018)&
2015\ =] w22 ALl GA] Age] tistruAlelde] W Z ofteof] 1]
Aol A BA1S izl #Qlew Aratar dotrtet, AR disruAlelds &
SPE AR Bl U F AR, AN BALS Bloje 8t AR e FA Mg
mFaL, o2fdk BA4A WFES Sl Ax - & onE

AA 18E AES 5 He Alow UrE‘r,\ o} whEbA] o] el AR BAle A
o2 mleke Q). 7ke F(Gao et al., 2015)

2008 T=r 29 Er v A T =l Balsol] tigh E4lo] de] Bal=g) slo]He=
BHE (el A] Alzg o] Halls)o] nX= P ATA R A Bls JE g,
A2k 917 A7, Bl 34 & i 2wt oR ofgks vEA nRlE iRl o
Aol 1=H101(1994) o] Vel gk 2RIzte] Aoj=, Azt siE 713 o olom g
o] Bl o] §iAY shE 7IAAY AtiHoR 5 < o= A4 (p. 240) 0l B
BAke xslel], 19e] f7lEke BRI ARTE A F o] 7l tigh ARt

Zojslo] B ko] ofef & e ear 17] Tl 7Tl Aol e] Eals A elsigitt.

(o

=tV

(1) A=) d 74e9]

o] SIelrti= 4lF] S &3 17H(1999) 9] el gk ARxlgto|z} Apale] B Z1E A
thell Al 717A0] s7HE = = vheolels 7l AolE mEarat gtk o9 =olllA 41
Agel 4 Aoz 1A (integrity), <13 (dependability), ‘553 competence)©]

=
QiekaL B, 715 412 A el FEA0E B g 27 8910 2, 5%

7|1 2P| 22| FARAOKIIN L2 Si=at 241 Zt T R0l et A7 327



FHe ofe] sixbsel] ofal] A= Ade] TRk o Bl vt qlek. Hlolo], dlojul, 1e]ar
AU Mayer, Davis, & Schoorman, 1995)2 AZ|E 58, A, 2P Bde] Al AFdo
= destslalon, #91(Paine, 2003)-2 Allek= A bl 58, 2144, 2=, A,
oA, sl tidk I, EUAl, S EAlY] Akdo] B gtEo] Qlrial ol vt Uk
3](1999)< AlEtVdel &85 8, 43, /A, wlield, A9 S84, 7K - ol g4 F

Ao FHo] g Ao Nl

DR
VA old Yaety, v, U 7 S-S ouish=d] 41 el deh AollA Bk dRlE
o oaf A Kelog E=owtiKang & Park, 2017; Mayer et al., 1995; Mishra,

1996). {VEWOH o S SAs] AaliM 719 dsdll ol e, V1Y EEel ve
23F, 719 Eell slol WS T 5] £l ARSHET of= AlE )
ol Oﬁﬂi dide] 143 A2s nige = sjo] Peshs 7Rt ARIFAYES 1efdhs 5
oA Aes & 2oz 7dshs 212 o|vIdtk(Hon & Grunig, 1999).

TEgolRt WA, T, o 52 vlshet] o) ofe] AolA AlF] e slg aglos
wolgl vl k(A=A vkeles 2014: Kang & Park, 2017: Mayer et al., 1995;

Mishra, 1996). ol thet 274 Zatone 7o) wek viE A7 so] e, 7199 ok%
ojel, 7|3ie] wakdell tigk 34 o] 3tHHon & Grunig, 1999).

(2) B4 71 74291

o] dAelxls T12H]0](1994) €] Vel thgh ARlzte] Aolz, it siE 71 4 glon
e} EAlell #ile] §iAY shE ZIAAY At ow F5d = A= A4 (p. 240)0lEk=
ol o ® =4l AdS Aeleidivh. Elad Ax, 243 AE AdE i} ds}slo] =9
g A7t WA exgkom, apdstsio] =013k o] Follte 11 A Ablol] sl Wl e S
At vkt s oA, 8] a e =(Bachmann, Hanappi-Egger, & Edeltraud,
2014)+= vlolo} 5(1995) ¢ Alslell thgh Bl we} BAls 58, 24, 2K i 5419
Al 7] o Rl oleldint. oIt 10 FRE Al Al Ve skl aglow Alg]
7ide] skel 1] vl 7ids o= ARl A8t 58 5 I Jide] Wizt 24
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hde] 74 2e] Elkar 2703tk Adams, Highhouse, & Zickar, 2010). 73} ¥H(2017)
2 E219] 9IRS E418(discredibility) 2 ¢F9](malevolence) 2 24 02 A8l

o) ol 1] Basale] PR} A e AL & 5 Uitk

AL opda} 10] 8 E(Adams et al., 2010)2] GollA] 22 Bl tigk /pdog 7]
de HE T 25, 7Id el sl AYAA s, VI9EEl sl SRS aele)
(e}

A o5 5 719 F Al disiA sejolut Akglell o] gL, AlE] Aol el et

o= AlF] de] A I vl Jde®, VI AR oY A7 s ARES
g 7|9 AR s Alo] B, VIS Ao Fs Y 5 Ao )
= 7k BE 71 5 9= 7FsAdell digk el ofwlE 2ERH Adams, Highhouse, &
Zickar, 2010).

Table 1. The Summary of Factors in the Concept of Trust and Distrust

Scholar Construct
Maver et al (1995) Ability, Benevolence, Intergity
Mishra (1996) Competence, Openness, Concern(caring), Reliability
McAllister (1995) Cognitive process based turst, Emotion based trust
Trust Lewicki et al (1998) Hope, Faith, Confidence, Assurance
Jang & Park (2014) Cognitive process based turst, Emotion based trust
Kang & Park (2017) Intergrity, Competence
Elangovan & Shapiro (1998) [Types of ‘betrayal that destroy trust
Distrust Lewicki et al (1998) Fear, Skepticism, Cynicism, Vigilance
oro o) |Vl Dty

AF7HA AYATEL 171 B ARl 2akE Avl=r Slof 9171 A <14,
719 E2 A0 tigh B, A 84, 2w WAV, 71 Wt 22 S S5
HRIES T2 of8aix SI71 e ZsruAlelde] adE AuRiiARKeld - - £,
2016), ¥ (Yang et al., 2015)°] Al=|o} BAle APk = 7d o2 ofafsi, ofol] gt
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Table 2. The Procedures of Developing Constucts

Contents Detailed
Step 1 Literature review  [Review of theoretical literature
Step 2 In-depth interview |Interviews with 6 experts and 6 consumers
Step 3 Experts’ review Adwsow groups (publl|c relations practitioners and holders of a Ph
in public relations) reviews
Step 4 Pilot study Pilot tests conducted with a few undergraduate and graduate students
' Survey conducted with more than 300 respondents
Step b Primary study ; : . ) .
exploration factor analysis / final scale item selection
. Survey conducted with more than 700 respondents
Step 6 Main study model Fit test, confirmatory factor analysis, validity analysis
2) FARE +F

LS 7] 1 A1E5E Al 7R, R ﬂr‘jr‘%?ﬂﬂ* Aol thgh S2F4] Al i A
ol thgh 283 ATUACIA, 91719k WF gtk Ui 7ol = 2]l miyrde] 4] o=
A=HAHFAL (Table 3-1)). 41 78} Abgelli= Wage], w2 A} 2 oiAl, {4
QI Gipol] = B, arefA 29, RS 2 o gl 7R A AuAeld &
o= gSdek. ofell oFgf (Table 3-2)%F o] AR =S FHaidler] w4 <), diA]
A9, 23, A 7Tl SOl Bk B B W8-S nie® sjof AlEA
Jaliet.

Table 3-1. The Identification of Dimensions to Repairing Trust and Collection of Similar Scales

Questions References

[tem 1 |Authenticity |The company always tells the truth.

If a company makes a mistake, it admits it and tries to

ltem 2| Authenticity improve the situation.

Yoo (2013), Kang &

. e ) , ) Park(2017)
[tem 3 [Authenticity |Sound principles seem to guide the company's behavior.
ltem 4 |Authenticity |The company acts no lie.
ltem5 | Authenticity The company has the ability to accomplish what it says it
will do.
[tem 6 |Authenticity |The company acts with sincerity. Choi & Lee (2013)

[tem 7 |Authenticity |The company does not mislead people like me.

[tem 8 |Authenticity |The company can keep its promises to its public.
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Questions References
[tem 9 |[Trust The company treats its public fairly.
\When the company makes an important decision, }
[tem 10 |Trust members know the company will consider the decision's Paine(2003)
impact on members.
[tem 11 |Trust This company can be relied on to keep its promises.
Emotion - -
[tem 12 The company has a family-like organizational culture.
based trust pany v ¢
[tem 13 Emotion The company does more than expected individually. Jang & Park (2014)
based trust
Emotion The company behaves in accordance with societal
[tem 14 )
based trust [climate.
item 15 | Distribution The company makes effor‘[s to compensate the survivors
and victims' families fairly.
item 16 | Distribution The company me; to‘ensulrle proper compensation for
survivors and victims families.
item 17 | Distribution The company prowdes the necessary gorjdﬁjons to
resolve problems with survivors and victims families.
o The company provides the compensation to survivors
[tem 18 [Distribution ompany pro P Yoon & Lee (2017)
and victims families as much as expected.
. The company acts politely while resolving the issues
[tem 19 |Interaction . pany poltely o &
with survivors and victims families.
itern 20 |Interaction The company makes. |t§ bgst effqrts to resolve problems
with survivors and victims families.
. The company tells the truth, including the cause of the
[tem 21 |Interaction L ) S -
crisis, to survivors and victims families.
The company improves the system to prevent the )
ltem 22 [System Pany IMprove V P An item created
recurrence of the crisis promptly.
The company provides the information needed to
[tem 23 |Transparency bany provi
understand the crisis.
The company provides relevant information regarding Vaccaro & Echeverri
[tem 24 |Transparency| . . -
crisis of the company (causes of crisis, follow up, etc). (2010)
Corporate crisis information is communicated to
[tem 25 |Transparency . :
consumers in a clear and reliable way.
[tem 26 |Apology The company admits that it has done something wrong. Choi & Lee (2013)
If the company is responsible, the company apologizes
[tem 27 |Apology . ompany P ' pany apolog
immediately.
The company apologizes to survivors and
[tem 28 |Apology ne company apolog [tems created
victimsfamilies first of all.
The company communicates to the press before it
[tem 29 |Apology p Y . p. O
communicates to the survivors and victimsfamilies.
— The management should establish a process for
Organization . . .
[tem 30 al trust transparency and provide consistent guidance
throughout parliament and culture. Paine(2003)
ltern 31 Organization | The management clearly prepares ethical standards for

al trust

crisis—related operating policies, and company-wide training.

*Reversed-coding item
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Table 3-2. The Identification of Dimensions to Strengthening Distrust and Collection of Similar Scales

Questions References

Organizational

[tem 1 distrust Companies will lie if doing so will increase company profits.
Organizational Mirvis &
[tem 2 : Companies are not respectful of laws. Kanter(1989)
distrust
Organizational The company pretends to serve others more than its actual
[tem 3 ; .
distrust behavior.
Item 4 |Corporate distrust | Companies do not accept accountability for their actions.
ltem 5 |Corporate distrust | Companies do not care about acting ethically.
[tem 6 |Corporate distrust | Companies will break laws if they can make more money from it. Adams

ltem 7 |Corporate distrust | Companies put their own interests above the public's interests. | Highhouse &

ltem 8 |Corporate distrust | Companies are driven by greed. Zickar(2010)

[tem 9 |Corporate distrust | Companies care only about money.
[tem 10 |Corporate distrust | Companies want power at any cost.
[tem 11 |Repetition The company had a similar crisis in the past.

The company has not adequately compensated survivors and

Itemn 12 | Repetition victims families in the past crisis.

[tem 13 |Repetition The company did not apologize immediately in the past.
[tem 14 |Repetition The company once tried to cover up the crisis when it had a crisis.

Although the company had a similar crisis in the past, it did not

Item 15 | Repetition establish a crisis management system.

[tem 16 |Slow response The company does not respond quickly to crisis.

The company does not provide the victims families with the

Item 17 | Slow response adequate information promptly.

ltems created
The company does not communicate with the public but only

[tem 18 |Slow response o
cares for legal responsibilities.

The company makes excuses to avoid taking responsibility of

[tem 19 |Slow response the crisis,

The company does not provide the exact cause of the crisis for

[tem 20 |Concealment ) o ™
survivors and victims families.

The company tries to cover up the cause of the crisis rather

ltem 21 | Concealment than trying to find it out.

The company does not communicate with survivors and victims'

ltem 22 Concealment families, but prioritizes the media.

[tem 23 |Distrust The company often deceives publics intentionally.
[tem 24 |Distrust The company seems to hide its problems.

i ) Moon & Rhee
[tem 25 |Distrust The company does not seem to practice transparent management. (2013)

The company puts more weight on its private interests than on

[tem 26 |Distrust C
public interests.

[tem 27 |Secretiveness The company closes the call center, homepage, and etc.
[tem 28 |Secretiveness The company only asks consumers to wait without responding to them.
) ) o [tems created
[tem 29 |Secretiveness The company does not communicate with its customers.
[tem 30 |Secretiveness The company does not respond to the media.
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Table 4. The Demographic Composition of this Study

1 survey 2" survey

(339 respondents) (768 respondents)

Frequency % Frequency %
Male 174 51.3 394 51.3

Gender
Female 165 48.7 374 48.7
20-29 62 18.3 141 18.4
30-39 66 19.6 153 19.9
Age 40-49 75 22.1 174 22.7
50-59 81 23.9 174 22.7
60-69 55 16.2 126 16.4
Seoul 67 19.8 150 19.5
Residence ) )

Gyeonggi / Gangwon region 108 31.9 254 33.1
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1% survey 2" survey
(339 respondents) (768 respondents)

Frequency % Frequency %
Chungcheong region 32 9.4 79 10.3
Honam region 40 11.8 81 10.5
Gyeongbuk region 39 1.5 83 10.8
Gyeongnam region b3 15.6 121 15.8

High school graduate 64 18.9 146 19.0
Undergraduate students 15 4.4 50 6.5
Highest degree College graduate 215 63.4 479 62.4
Graduate students 9 2.7 9 1.2
Master’s or doctoral degree 36 10.6 84 10.9
Agriculture, Flishing, Forestry 1 03 0 0.0

and Livestock

Private operators 30 8.8 54 7.0

Sales / Service Industry 15 4.4 29 3.8

A qualified(Skilled) technician 6 1.8 15 2.0
Working labor 5 15 12 1.6
Occupation Official / Technical Job 136 40.1 359 46.7
Management 25 7.4 38 4.9
Professional / Freelancer 18 5.3 55 7.2
Housewife 51 15.0 96 12.5

Student 21 6.2 44 5.7
Unemployed 19 5.6 45 5.9

Others 12 35 21 2.7

Less than 1 million won 10 2.9 29 3.8

$ 100 or more-less than $ 300 91 26.8 144 18.8
5 million won or more-less 108 319 267 28

than 10 million won

More than 10 million won 21 6.2 34 4.4
Total 339 100.0 768 100.0
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Table 5-1. Correlation between Factors in Preliminary Survey(Repairing Trust)

Factor 1 2 3
Factor 1 1.000
Factor 2 149 1.000
Factor 3 .596 .603 1.000

Table 5-2. Correlation between Factors in Preliminary Survey(Strengthening Distrust)

Factor 1 2 3
Factor 1 1.000
Factor 1 .699 1.000
Factor 1 .798 .649 1.000

Table 6-1. The Results of Exploratory Factor Analysis to Repairing Trust in preliminary survey

Items 1 2

The company makes its best efforts to resolve problems with survivors 931
and victims families. )
The company makes efforts to compensate survivors and victims' 921
families fairly. ’
The company tries to ensure proper compensation for survivors and 920
victims' families. )
If the company is responsible, the company apologizes immediately. 917
The company improves the system to prevent the recurrence of the crisis 915
promptly. ’
The company tells the truth, including the cause of the crisis, to 913
survivors and victims families. ’
The company admits that it has done something wrong 913
The company provides the necessary conditions to resolve problems with 912
survivors and victims families. ’
The company apologizes to survivors and victims families first of all. 1909
The management clearly prepares ethical standards for crisis-related 908
operating policies, and company-wide training. '
The company provides relevant information regarding crisis of the 898
company (causes of crisis, follow up, etc). )
The company acts politely while resolving the issues with survivors and 897
victims families. :
Corporate crisis information is communicated to consumers in a clear 884
and reliable way. ’
The company provides the information needed to understand the crisis. .881
The management should establish a process for transparency and

. : : . .865
provide consistent guidance throughout parliament and culture.
The company provides the compensation to survivors and victims 857
families as much as expected. ’
The company has the ability to accomplish what it says it will do. 941
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Items 1 2 3
The company can be relied on to keep its promises .938
The company acts with sincerity. .936
The company does not mislead people like me. .929
The company acts no lie. .920
The company can keep its promises to its public. 913
lf. a cqmpan\/ makes a mistake, it admits it and tries to improve the 898
situation.
The company treats its public like me fairly. .878
The company always tell the truth. .873
Sound principles seem to guide the company's behavior. 865
When the company makes an inqurtgnt decision, members know the 830
company will consider the decision's impact on members.
The company behaves in accordance with societal climate. .836
The company do more than expected individually. 77
The company has a family-like organizational culture. 648
Initial eigenvalues 21.126 2.449 1.549
Extraction sums of squared loadings (%) 68.148 7.900 4.996
Rotation sums of squared loadings (%) 68.148 | 76.048 81.044

Table 6-2. The Results of Exploratory Factor Analysis to Strengthening Distrust of Preliminary Survey

Items 1 2 3
The company does not communicate with its customers. .918
The company only asks consumer to wait without responding to them. 912
The company seems to hide its problems. 1902
The company often deceives publics intentionally. .899
The company does not seem to practice transparent management. .887
The company does not respond to the media. .883
The gompany tries to cover up the cause of the crisis rather than trying to 879
find it out.
The company does not communicate with survivors and victims' families,
but prioritizes the media. 879
The company closes the call center, homepage, and etc. .870
Companies do not accept accountability for their actions. 919
Companies will break laws if they can make more money from it. 917
Companies are driven by greed. 912
Companies are not respectful of laws. .906
The company pretends to serve others more than its actual behavior. 1900
Companies want power at any cost. .895
Companies will lie if doing so will increase company profits. .892
Companies do not care about acting ethically. .878
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Items 1 2 3

Companies care only about money. .875

Companies put their own interests above the public's interests. .862

The company did not apologize immediately in the past. 917
The company once tried to cover up the crisis when it had a a crisis. 913
Althloggh the company had a similar crisis in the past, it did not establish 903
a crisis management system.

The company makes excuses to avoid taking responsibility of the crisis. .898
Thelclomlpanv has notlaldequatelv compensated survivors and victims' 894
families in the past crisis. '

The company does not respond quickly to crisis. .882
The company had a similar crisis in the past. 750
Initial eigenvalues 20.203 3.411 1.052
Extraction sums of squared loadings (%) 67.345 | 11.369 3.506
Rotation sums of squared loadings (%) 67.345 | 78.714 | 82.220
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Table 7-1. Goodness-of-Fit Index of This Main Study (Repairing Trust)

%0%
x2 df TLI CFl RMSEA | Confidence interval| SRMR

low high
Model 2203%5’07)7 321 0.932 0.938 0086 | 0082 | 0.089 | 0036
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Table 7-2. Goodness-of-Fit Index of This Main Study (Strengthening Distrust)

90%
x? df TLI CFlI RMSEA | Confidence interval |  SRMR
low high
Model | 1718391 o9 092% | 0933 | 0089 | 0085 | 0093 | 0029
(0.000)
Table 8-1. The Results of Confirmatory Factor Analysis(Repairing Trust)
Statistics
Unstandardized | Standardized C.R CR AVE
. . SE
estimates estimates
The company makes efforts to
compensate survivors and victims 1.000 0.939 | 0.000 -
families fairly.
The company tries to ensure
proper compensation for survivors 1.009 0.943 0.019 | 54.259
and victims families.
The company provides the
necessary cpndltloqs to resolve 0.977 0.941 0.018 | 53.426
problems with survivors and
victims' families.
The company provides the
compensation to survivors and 0.885 | 0.850 | 0.023 |38.155
victims families as much as
expected.
The company acts politely while
The reactive |resolving the issues with survivors 0.961 0.912 | 0.020 | 47.401
crisis and victims familes.
communicati The company makes its best
onto. 1 |efforts to resolve problems with 1.025 | 0.946 | 0.019 |54.578 | 0.999 | 0.991
prlorlltlzet € |survivors and victims' families.
survivors
and victims | The company tells the truth,
families including the cause of the crisis, to 1.064 0.943 | 0.020 | b3.862
survivors and victims families.
The company improves the system
to prevent the recurrence of the 0.968 0.908 | 0.021 | 46.543
crisis promptly.
The company provides relevant
information regarding grl|3|s of the 0.838 0842 | 0023 |37.127
company (causes of crisis, follow
up, ete).
The company admits that it has 0.951 0.891 0.022 | 43586
done something wrong.
If the company s responsible, the | g51 | g ggg | 0022 | 42.731
company apologizes immediately.
The company apologizes 10 SUNIVOrS | gy | gg3 | 0,022 | 42.406
and victims families fist of all.
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Statistics
Unstandardized | Standardized CR CR AVE
. . SE
estimates estimates
The management prepares ethical
standa.rds forl clr|S|s-reIated 0.798 0825 | 0023 | 35304
operating policies, and
company-wide training.
The company always tell the truth. 1.000 0.826 | 0.000 -
If a company makes a mistake, it
admits it and tries to improve the 1.003 0.8567 | 0.033 | 30.223
situation.
Sound prylncmles seem to guide the 0.854 0844 | 0029 | 29.428
company's behavior.
The company acts no lie. 1.087 0.918 | 0.032 | 34.017
The company has the ability to 1079 | 0942 | 0.030 | 35.587
accomplish what it says it will do.
Sincere The company acts with sincerity. 1.059 0.930 | 0.030 |34.771
communicati .
The company does not mislead 0.999 | 0.990
onto keelp people like me. 1.086 0.924 | 0.032 | 34.326
the promise - keep |
8 company can keep [ts 1.015 | 0921 | 0.030 |34.090
promises to its public.
The cgmpany treats its public like 1024 0.903 0.031 | 32872
me fairly.
\When the company makes an
important deC|sI|on, mgmbers know 0.942 0849 | 0032 | 29.610
the company will consider the
decision’s impact on members.
The company canbereliedonto | 4 o79 | 0939 | 0,031 |35.320
keep its promises.
The company has a family-like ~
Corporate | organizational culture. 1.000 0.613 | 0.000
oulture to The company does more than
reflect pany ¢ 1.274 0.874 | 0.077 | 16.537 | 0.987 | 0.964
) expected individually.
societal .
climate The company behaves in 1179 | 0.777 | 0.071 | 16,614
accordance with societal climate.
Table 8-2. The Results of Confirmatory Factor Analysis(Strengthening Distrust)
Statistics
Unstandardized | Standardized CR CR AVE
. . SE
estimates estimates
The company tries to cover up the
cause of the crisis rather than trying | 1.000 | 0.879 | 0.000 -
Closed to find it out.
osed , 0.998 | 0.988
communication | The company does not communicate
with survivors and victimsfamilies, 0.998 | 0.882 | 0.028 |35.962
but prioritizes the media.
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Statistics

Unstandardized | Standardized CR CR AVE
. ' SE
estimates | estimates
The company often deceives publics 1008 | 0888 | 0.028 |36.304
intentionally.
The company seems to hide its 0978 | 0888 | 0.027 |36.378
problems.
This company does not seem to 0.981 | 0.855 | 0.029 | 33.465
practice transparent management.
The company closes the call center, 099 | 0801 | 0.034 | 29351
homepage, and etc.
The company only asks consumers |4 14| o 895 | 0.028 | 36.783
to wait without responding to them.
The company does not communicate 1059 | 0903 | 0.028 |37.472
with its customers.
The company does not respondto | 4 414 | 0g5g | 0.030 | 33.498
the media.
Qompanles will lie if dglng so will 1,000 0.862 | 0.000 ~
increase company profits.
Corporations are not respectful of laws.| 0.989 | 0.886 | 0.028 |34.748
The company prefends to serve | gg3 | 873 | 0,029 | 33.459
others more than its actual behavior.
Companies do not care about acting
lllegal and ethically. 1.046 | 0.896 | 0.030 |35.212
unethical Companies do not care about actin 0.998 | 0.986
businesses s 91 0960 | 0.807 | 0.033 |28.765
ethically.
Companies will break laws if lthey 1060 0887 | 0031 |34.429
can make more money from it.
Companies are driven by greed. 1.046 | 0.859 | 0.033 |32.136
Companies care only about money. 0.990 | 0.805 | 0.035 |28.454
Companies want power at any cost. 1.060 | 0.879 | 0.032 | 33.555
The company has not adequately
compensated survivors and victims' 1.000 | 0.861 | 0.000 -
families in the past crisis.
The company did not apologize 1.046 | 0.904 | 0,029 |36.100
immediately in the past.
The company once tried to cover up
Repetitive the crisis when it had a crisis 1.092 1 0.910 | 0.030 | 36.467
crisis '
management  |Although the company had a similar 0.9% | 0.989
failure crisis in the past, it did not establish | 1.060 | 0.900 | 0.030 | 35.442
a crisis management system.
The company does not respond 0.970 | 0.881 | 0.029 |33.890
quickly to crisis.
The company makes excuses to
avoid taking responsibility of the 1.069 0.900 | 0.030 |35.429
crisis.
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Table 9-1. Discriminant Validity(Repairing Trust)

Factor 1 2 3
Factor 1 0.991 0.646 0.403
Factor 2 0.804*** 0.990 0.407
Factor 3 0.635*** 0.638*** 0.964
** p(.001.

Table 9-2. Discriminant Validity(Strengthening Distrust)

Factor 1 2 3
Factor 1 0.988 0.535 0.855
Factor 2 0.738*** 0.986 0.585
Factor 3 0.922*** 0.774™ 0.989
(001,

Note. Diagonal bottom: estimated correlation coefficient between variables / Diagonal top: squared
coefficient / Figures on the diagonal line are AVE
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factor 1 - The reactive crisis communication to prioritize the survivors and victims' families
factor 2 - Sincere communication to keep the promise

factor 3 - Corporate culture to reflect societal climate

Figure 1. Measurement model of repairing trust dimension(standardized)
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factor 1 - Closed communication
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factor 3 - Repetitive crisis management failure

Figure 2. Measurement model of strengthening distrust dimension(standardized)
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