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Dialogue Theory of Public Relations and Internet Crisis Communication

Dialogue Theory of Public Relations and Internet
Crisis Communication— An Exploratory Study

Yi-Chen WU
Mei-Hsuan YEH

Abstract

The social media revolution has brought about new research tasks in the
field of crisis communication. Using the Dialogue Theory of Public Relations
(DTPR) as a framework, this study explores the extent to which social media is
employed by corporate organizations during crisis events. The three research
questions presented for examination are: (1) How do the corporate organizations
communicate with the public on official websites and social media?; (2) Does
the use of social media fit the suggestions of the DTPR?; and, (3) What are the
relationships between social media use and industrial category, crisis type, and
crisis response speed?

Data were collected in two stages. Firstly, information about crisis events
was collected by observing the three most-read online news sites in Taiwan.
The collection period was from April 1, 2010 to September 30, 2010, on a
daily basis. Secondly, after crisis events were discovered in news coverage,
corporate responses were observed on official websites and social media. The
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online response speed was measured by the time when the official responses
shown on the corporate websites or social media networks after a crisis
occurred.

The findings indicate that a majority of the sample corporations (74.7%)
show prompt online crisis communication during the first 24 hours. However,
most of those cases do not demonstrate dialogue characteristics in their crisis
responses, as suggested by DTPR. Industrial category and crisis type are not
significantly correlated to dialogue communication performance. Corporations
with faster crisis response times tend to perform better in their online dialogic
feedback loops. Suggestions for practices as well as for future studies are
provided.

Keywords: dialogue theory, crisis communication, social media, computer-

mediated communication

Citation of this article: Wu, Y. C., & Yeh, M. H. (2012). Dialogue theory of
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AT RGAEAC > R AT ARG DASH R 2 A 2 BB DA T B R A R T
%y o 4% InSites Consulting 28 7 (I F 75 BU/R > 2FEROA 72% A R OE4E
R ) P> 48\ #0929 448 (InSites Consulting, 2010. 03. 22) 2 %
Hh 4 A A 1 2010 4F Fp B 48 BOA: 22 4 0k B I 75 i ) 322010 4F
12 351k > B AR T P RIS 2,358\ » IR 233.7% 5 1M
Kb 2 I 8 A o B A B0 (8 ) R 51.4% > HL 2009 A4 5.6% (A% I,
2011. 06. 17) © 7@ LERR A 78 WAL AC 1 A8 © KO0 i — IR Jale - L Bk
NE B,

A A% fE M T R Y il R £ (trigger) (Gonzélez-Herrero & Smith,
2008) > FL 2 BERE PR & AT o T ) B B P RA R R A M - ARBIAR
INHY SRS AR B PRV 5 5 BRI A BHAEHE © Perry - Taylor
J Doerfel (2003) #BIFFT 82 BE > B IR ER 7 B AHLAATS B 15 DL A 5L HE /5
FE IR 10 T2 ) > H 22 BOER R0 PR A A 0 A8 B R - LRI
T4 2 P S s W B o MR — 095 58 110 (Fortune MR 2 Bk A R AR FE4L:
AR %) MDEFE St i ) - A 84% MY & & /b —fAt A gt
HY-5 > 77% A Twitter IR 9% > 61% £ facebook EL T * 57% A YouTube
H 0 36% B A A 3 & 4% (Burson-Marsteller Asia-Pacific, 2011: 3-6) °
177 PR AR SE 2 5 Y 5 R 7 oK - B BR824 B2 W) A il o o 7 5 K )
PLERK - S ST RE A IS Ty T T U 44 AR ( CBRLSE 20 B o e L
SEHEREBRATL) > 2009. 10. 14) o

RIS an s - A 22 A A 2 A A B 1) TR 2 A3 AKX R — T A
(Prentice & Huffman, 2008) » -1l 5t 3 i 41 5 I HE /e /i 2 T Ak 5%
i A% (Conway, Ward, Lewis, & Bernhardt, 2007) » R Bl Al 25341 2 1
HE B M I BRAR » R E BRI R B P R o DUBUR 24 91 > FFHER
U 32009 4 6 H K288 4% — 78 £ 1Y) 17 58 5% AL B it O 0 D A A% A T - &
RIS T A A 5 408 iy 14 R . R 7 R S AMEERE > B2 T T RS SRR M R
PR B SRR > PG 05 B S 21 AL S I LU vy 5 o A AP B S
BB R0 /gl - g - R - 2009. 06. 24) - TERFETT
TH] - G AL A IR A AR 0 N Z A R AR B AR AR IR
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FH R GE S O T4 - ERLELLE VIS - B A AL - B IEILE
e BHAETENS © LE VUK - % (Needleman, 2009. 08. 14) ©

B 4% 38 > AR A I B A2 7 i A T D B B n i e
7S A B AR By =2 HEAK (T R S B 2 BUR A AR R AE(E
e 22 3 & A R £ b 19 2 48 (Kaplan & Haelein, 2010 > # 5] H Ding &
Zang, 2010) o 775 H 2H A5 A0 48 A B A AR A A 2 MO L E) > AR N AR
AR ~ 43223007 8 7 AL BE (Nedelka, 2008) » 3% B 48 4% B 12 15 1) A 45 20
2 I B T i 2008 AF A 4 %R B > 0 R A 2 I B E O H B T g 0 191 5
(Levenshus, 2010 5 B > 2008.12) -

Fh2E U B TR 25 H 2 MU > AL HE K (blogs) ~ 1 (microblogs > 4N
Twitter) ~ RSS ~ 45 @ Fl ~ G 38 (W BBS) ~ W R % - 2 Bl B 0% iy 11
(Listservs or Mailing List) * 2% # -~ # K (podcast) ~ 5 & 4= T H (0
YouTube) PA J #1 22 *F- & (41 MySpace, facebook 2 Linkedin) 5 (Ding &
Zang, 2010; Bhagat, Klein, & Sharma, 2009) » £ %5 & T H 89 ff F K J5
T+ 2009 4F 1Y 98 A 35 B % 00 6 i m » HIRE R & = 4y
= (Lariscy, Grady, Avery, & Sweetser, 2009) ; #A Ifii £ %1 19 7 2 4l 25 51 >
fcebook # AN BN B ¥5 4 A e B H i A AL A I8 > HOR 2
Twitter ~ LinkedIn #1 YouTube (Wright & Hinson, 2010) °

FEAZ IR A A B 28 1) B S EE - S RPN AR A AR B A
] B 5 PERR KR BERE Y SF FIAE > B 48 10 S AT 1 A 20 8
s B A AR PR AE A Y ROR 5 (R HE SR I R RS RO Y B T
HE AR TE A R I IRy - SECELR G T DA A A& R o RS BN A T I
EE E A > W T EIER SRS (Prentice & Huffman, 2008) °

AR b a0 S5 PR > e R R A S I B A 0 B R Y T e
AMERASFE AT E DV R AR R R S AR S R E
B > HOR S AT D T A 1) BEVE (Conway et al., 2007,
Schultz, Utz, & Géritz, 2011) o A $i AL - AW} 5% 458 LA 4F AR B 2 E A
[ [ 35455 7% 48 ¥ 5% | (Dialuge Theory of Public Relations) (Kent & Taylor,
1998; 2002) /% Bl G HE A - PR AL S IR TE fo b (R O A8 IS L o A
T HEAR RIS » A SEAY 0l 70 88 ) B SE B 1 T > B LA LA AR
fili Fil 2 %455 19 2 BB (Botan & Taylor, 2004) 5 1 i 1 %5 £E I i JE 3B 56 T
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Al B R AR HS 22 5 B LR o A A% B S ) R A B R fE i SR 1 00 B
(Sweetser & Metzgar, 2007; Schultz, Utz, & Goritz, 2011) AW 5% () H
(4 > 76 BB g 1 A B2 R o A 235 35 A AL S I B A fE MR I R 1 VA S A
L G g T F) N [ v e | 1 — A i R O BE > (P BB
SRAEARIRE I B Sl S - 0 R R B i 11 T A

BUAT W 7% 22 16 F8 B TOHE B8 A0 36 A0 o 730 P 4+ 28 S B A T T P 1) 39
7 (Rybalko & Seltzer, 2010) > Fin D F5¢ LASE B HE A4 > Al 8 A= faii
{18 AL n AT 28 ) B A B~ 7 RIS R 2 AL A RS > L BN A
[ BEAR ——5 Al 2 A5 AT B B 58 BRAR o [ 350 1 3 5 | 0 RS 1 B AE
i B o AR 2k e o8 A4 4 s s ST BN RO SR B EE O BRAR N A
e ) S A 8 S VS R B HLTEAR A ERME - RE A S - (R
B A ] AN 4R R PR R (Kent & Taylor, 1998; 2002) © #R1f > s%HHH
A Lk AT IR A 48 46 B TSR > Wi /Dl S S M B o AN 90 A B
SR bR R RERBT T - (R 30 S 5 S 1 A AE R R - D) R R
AW BRI AT B N e SRR ThRe T 1 ME A — R
B

MRRER Y

[ #1368 18 23 | ML AT B AT AR

35 T 78 2 2 Kent B2 Taylor 74 1998 47 15 BE 42 11 > 5% P 5w T 4E
Grunig 1) %t 55 3# 4 2 5 (Symmetric Communication Theory) (Grunig,
2006; Grunig, 2001) » & R 7 B B i) 4 4% IEHE > 6 A5 20 48 (19 20 S B
R 6 - 3 DLE B AR Ak B0 A B 1) 355 19 B4R (Kent & Taylor, 1998) ©
Kent Fl Taylor 48 tH > %8 % T FL Bl (5 20 4% w] DA B 4% BL 0 A B8 > dor
FPEEE R BRAR o S FR Ak ) Y 1) 48 (R o ST v T R IR
R A8 A R I A SE B A 4K T 5 RE R B 2 (McAlllister-Spooner & Kent,
2009) > Lariscy % A (2009) H 2 45 H > 41 5 0 8 5% L 502 Ja8 A 20 BH 1Y)
Hiing > HELA IR AT R A TR 28 .
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Kent 1 Taylor (2002) & it » 3 5E 7 40 1) A A8 i) 2 el AR A /Y
ACHR B > BT B ER AL S T A AR
I. M B ¥ (mutuality) :

RPSHARAE - AR W E BRI EREHA > B8 W& Z A B A Rk
SIS RAR EE*HEE@%E@QVEE‘JZ’—‘E
IL. BL3E 1 (propinquity) :

AN S - BEHBUT AR A R AT BY) - )2 TRIK 5
NS RIS A BE AT DA ) S A% R R 3 R TR
IIL [ #.0 (empathy) :

i AL A BN R 2 W] Y B R MEA T SR S AR A BB LR
A ) o WA R B0 IR R B s IR AR A T DAAE A R A R
AREL 2 A o
IV. JEUBg (risk) :

Himanm Ry ROBHEERERE TN S ZE %
(vulnerability) ~ K2 S &5 2R (unanticipated consequence) 713 1A B 2E
35 Y B8N (recognition of strange otherness) °
V. &5t (commitment) :

TP T B A R R T R o o A Ak DA R B B B R
IFf > A AT Re e B B B RIS DL o R AR R T B A S &~ E(E
BT B 0 B > HE— D PR R E T -

S U v P e K A B R PR T A AR A Y R R > AR AR
B A A OR B RES LA HIEFE AR AE 25 4K $5 (Kent, Taylor &
White, 2003) :

1. & iVE I ¥ (useful information) :

FEEBEAR MY BB - EER AL E A A DAE R A A R
B o H A AU L BB A AR AR R EHE T
gt 2 A ) B K T R A SR - R AR R A R A A Y R > e
AR 5 B AR EMNSE - A A EH ST BA KA
BEE » DA RFREA B EE - a R RO S, T SRR BRI R o B0
PR B0 BRI 2y T I B T R A o E o 1R R A A B A
AR > HURE S5 L BT R B 1Y AT 3 8 — AR (Howard, 2000 5
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Lordan, 1999 ; %5640 > 2001) ©
IL. 4 1 % ) BE (ease of interface) :

A T8 5y 1 SURR 2 A T N PEAL 3078 5 B > S 4 4l 1) B A il e
%%ﬁﬂ%%ﬁ“‘%ﬂﬁi‘iﬁﬂ H P B A& 0 B R DA R B TR SR A B Y
PRl e 48 B N 2 FE LA RCR I 7 B B o BN SCF R 2 HEAR L - L
AEARIRE 8] S8 R A T 1 A RS i RSN o @ 2 i [ Fn] fE
kR g FRrg THERENER - 5 —Jrm - s at B
B KA i fe ) o A R A - T B R WA B B R A L (Kent,
1998) o BEAF AN I B I - Aub A OREETE HEBE R Z 4 > I LR
FE = U B R B R B A BOR A DU B I SRIE B R 5 R A
TR — 20 PRI A B B s B #E (Haig, 2000/ Z5BE KL% > 2001)

IIL. Wi#E$a 51/ ¥ 3 % (conservation of visitors) :

b B R B AN TRt - AR H A SRR 5 W R - HLREAl
P BRI 7 4R 1] i ol B T ) R - JE R 1 AR RS T -
At SR AT R 0 5| B AR - GRS SR AT A H W - DA SR
TE 48 Uk 28 B% (Kristof & Satran, 1995) o £ A AN BESE > AR H
T A B 2 R AE T 8 Al v R AR B R > I R AR R A
] FE R A A S 2 RS 2 B S R B A B A TS A I PR
& ETEAF AR B LA S A E > INRIER T B SRz A ey [ 4G
A M T FF R R ) ik BH 4H 4% 48 25 (Kent & Taylor, 1998; Taylor,
Kent, & White, 2003) ° Buber (1982) &8 /% ¥ & #4852 /& T B 19 H /1M
AT SR 5 0 T B o DR A AL AR R TE IR B A R o R A0 B
JEA > B T M R 5 RS BN € il R B S AL (distract) B LTy

(S5600 - 2001) o 340 > 2] SR 40k DB S Sy A48 Sl N g > b
i ) 35 48 5 A48 RO IRE T Ok E 4 > 2005 5 B0 B > 2005) » 42 =
FRE 4 3 A B B SE 7 R B € (Haig, 2000/ ZFBE R 3% - 2001) ©
IV. %} 282 # i (dialogic feedback loops) :

Ding Fl Zang (2010) 58 £ » 4t 22 i f8 T 2 A7 Bly i 28 1 DA 7 L g 3 4
) SRR RRRL > N 2 B A R o TERERE MR R B R N
McAllister-Spooner (2009) ¥§ Hi » @ BRI E Z A R EE ;o &
7 ES A B ) H R TE S SR A A R AL AR B AU - TR R AR AR B
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2% 0] JE H: T B8 1 14 REL %) 4% &5 (Kent & Taylor, 1998; Gostyla, 2000) © 483k
AN H R AR RS EE%ME%ﬁm%EHA%%Hﬁ%%Q

afl o PRIUE > AR 06 2 SN R B 15 ) = &7 ZRUS
Eﬁ%%ﬂ’]ﬁ%kiﬁ%t“%ﬁkaiﬁp%tﬁ@ﬁﬂ%% EFTEIEN

HEfiy - n] Al b ) £ A P R B R ~ RE A R RR A AR EUR - I H AR
R 4 P R 0 RN R S S A A R T o GO > A e ) 3 A R
WHFETEE TR T HE AR F AR E 2 S > WEBER R
O A B > 38 P o 28 DL B 4 A AE 1 3R (Gordner, 1997 5 Kent, 1998
Kent & Taylor, 1998 5 S:3t41 > 2001 ; J&HIEE » 2007)

T 22 g 7 3 0 B T ) SR 51 &%%/\7$L1T§(CEO)1EIH
A — AR S L BT ) 2 Rk R RF ] > B AR A - FAQ ~ AN N B
TS > BUE B A 45 B ) FC B S o Eﬁﬁ%ﬁ%‘l*ﬁ]fil—i@jﬁﬂ%
HilE A EE - AR BN - SRR R - A EEEE RIS - BUBE S -
BEW I A S - ) R - e T E e i“'ﬁn
A R SRAEEESS - 2 IS - BHEEIIES % (Haig, 2000/ 2%

W > 2001) ° 534 > % H facebook K3 4% H H 4L BE SC R & ’ﬂ%*@ﬂ
(Smith, 2010; Veil et al., 2011)
V. #2175 5 % (generation of return visits) :

HRE Nielsen(1998) S13f 4> SE 48wl i1 [ B BB i A - s B0am i
ARG < (1) & B AR A P AR B AR B ARG 5 () R — Rl
PR REER A > AR MORTE BT (53540 - 2001) o B > 5 B 48 0l 1 5%
75 108 5 SO SR A R | e A B TS > R SR A v A A R
A AR — IR AR AT |55 - HAR A S0 A ol i s o)
1508 1 5 1915 3 (Kent, 1998 5 Kent & Taylor, 1998 ; Taylor, Kent &
White, 2003 ; JAIHRE > 2007)

SR > 5 1 2 A4S B B S AUBCE 4 b > B HUAS 8 2 2] Grunig T 58
1) B ] (R S SR BRAAR - R > SEB AN B W N 507 e
i 2 I %‘TE&“% B~ R S B RRE - R B (A
Al EERH — IR EREEERR) ~ PROLAH AR s - AR T I B A A R

PRALAE 4K RV RF A 7R 55 DB Z&I\ > i I PR 5 4E (FAQs, frequently asked
questions) * ¥ % I # B sl 25 (1 & R~ AT #E T B s — AR R R
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BB sl e e Al - 4G 2 E i AC B 7 O RV A 5 1 2 28 M iR s
ETIRE > B AT S PR R AL AR A U ) 2BR (Kent, 1998 5 Kent
& Taylor, 1998 ; Taylor, Kent & White, 2003 5 J& B 52 > 2007) - £ 5% A
AR AR B R B RIS E > DA S B e [ 0 = 4 AN B B A
1 =4 (Howard, 2000) ©

Fhh > bal B AR RE 35 F B % 3% (index) B A 3 Hb [ (site map) >
Hoh 27 3% 69 8 F BL 43 & (Kristof & Satran, 1995) » A MEEE H EF 1448
— R [ T ] A8 oy v R R o O A L gy B AT
RE R 1 KL 3 15 S8 &) (Mandel, 1997) ©

HEtEmmm g RES THRE > CEBEAMA DN ERBUR - I
BB RWETEE > AL BUTERE - 25 s — a2k
& B 4 %% 55 (5F 5L McAllister-Spooner & Kent, 2009) » A » K 2 #4l
B AT R % 48 A 2 B R M ) RUE EOE AR ) > 0 R SRR T
#i o BN : Kang & Norton (2004; 2006) 73 5l 3 15 A £ A 3 42 ) 41 4%
AEAT R A AT > B B R A AR AE AR 1 AR AR SE M > SR AE
B AR 8 o7 e E B B S A 8% b AR B = o Kent ~ Taylor 1 White
(2003) ABR R [ 88 2 051) > % B3 /0 RO RAR I K 1) [ B > 0 R [l
JRE T =X LA AL - T Aty A 25, 2 B 2 W B ) B R L © Naudé
Froneman X Atwood (2003) % 335 FH 48 4% & m) B 46 M A 414K > HA
FEM AL AR AR 5 5% 0 75 L BE 35 Taylor % AW HH 5w - 15 & AL 4k i 3
ST A O B R BN R E AT B ES o Reber ~ Gower Fl Robinson
(2007) HIJEEAE Michael Jackson 55 = v 44 A3 IR e/AIRF i 2R B8 14 48 ol 2 15
PRI ] E AR T AE - N D ITAS RBUR 2 AN SIS > #uh R A
ELA B M ERak - JEBESERE - SORE A CAMMNE BT B HEE
B 45 o B #T > McAllister-Spooner & Kent (2009) DA K £ 38 4 49 0 £
1 > 75K 8E BlE S 2 F AL AR A o A R R R A R A e > SR BB A RIUE
Fi 48 4% 1 5 58 T BB A T A2 R AR B O % B R 19 7 5K o Lariscy % A
(2009) F £ B B2 A KARZE » BB S G 1Y T e A 24 AR 10 L AN
Bl =2 A BRI BRAR I 3 > B E REBRE S A S
P T HE -
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%éb%é{*%“‘%%ﬁﬁh:ﬂ%ﬁ%ﬂ PETRE Y rﬁ {M&T%’Jﬂ% ; %*%(2003)
FBEF (2005) #REE A 2EA b 7 FAHEAZ T 1T > 450 o [ sfUE A v
AT 2 B EE |5 JE B (2007) WF 58 2008 4F 48 47 i 188 N\ A8k > 45 R 8
78 B LB R A A 2 3 5 A il R U A B D RS - SR AE
[EREDIRE | REET EAAR e 5 B (2010) 813 & 38 320 {1 4> £ 48 b
AT REARMAEWRES > BHRAEARMENEBRELRNS - 5b
TR A R Z BB > B EHEH R N E
HhE S BN S T A EBRARLE o

HEF RS GAER

S 2 T A o P E ARG B o (B[RS AR B w2 R
RZ > B140 James (2000) =51 7E fE BRI I 7. RV FH 48 46t 10 e ) wHUSL
‘WA HETE R b B EE o nl AT B/ EEE ¢ (1) S BIAE A AR A R
W5 (2) MR P TT RE S AE 1 S I LA Q&AW 7 NEEHA 5 (3) M Al A% B
) 4 BRAR AT 5 (4) B A R 2 w7 B () HoAm B S5 4 0l 5 (5) T
T T e SO  GTER 1H JE > I RPIRE [] B 5 T (Middleberg,
2001 5 Neil, 2000 ; % F %= > 2005a) ° 2009 4F-3 A — 54 B 41 52 1 48 1
o] D FE M B 1) 5k > 0 SR AL AR R R BE R A A R
il A S T A A 7 7 AH 2 B S [ B9 22 i BB (Tinker & Fouse,
2009) -

Perry ~ Taylor Fll Doerfel (2003) £/ H & TH 7 F 77 fe 4% 57 1) 48 4% 5. 5)
W
1. % ) B8 1% 8 (Two-way, interactive communication) :

AEE T 3B 5 U A L v %) S A B o AHA S U R A A
AT 1R RE DB I i ] A0 A AR Ak B EC R 4 AR N 2 [T ) 3 5
BLH H) > AR AR A RCE PR 2E - R TR o
IL. & 845 (Use of links) :

AFH T 3 5 T 2 3 o v Y R AR B A 2 A0 > AR AR S B A
(B BHEAY o Rl B B R At A R 4 s ml R AN ATV AY o n] i A B R e
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BUARGR 5 A F 25 -
II1. BPIR§ES ¥ (Real-time monitoring) :

ST YA R 5 | 5 (DS o o A e R AR A B R R R
8 1K, S 08 7 2 L S R T A A M 1
IV. Z B8R (Video/ audio effects) :

AR L S R - R R G  BUGRAS - R E IR
B2 SRS IR - (RIS 00 o ) AR 2 AL

Taylor #l Kent 7 2007 4F {0 55 /1 » Bl T 48 4% Ao BEASHE 1Y 75 K OR
W F © (1) A A (B 2 SR W R A A 0 b 5 () BHE AR AR (B
B - BPEAS - RIRFESEE - ZEBEACR) - BARIHRIE 5 (3) FRIRA R
fE A IRe BT 28 2E I R E M > DA S R UG RB 5 (4) FE I IRE -
@ 22 A B0 5 (5) #FE R B R 4 BAR AR HEAS TR A9 4 EA
255 (6) fa ks > BLBUR MRS 1 > S8R 25 BAR A A5 R A0 AR A ol &
EEEME . DB RRAEE -

TE B B9 77 1 > Taylor Al Perry (2005) #8250 1 1 2 16 4 {1 % -

A B MmN TR T A —IHM 5 o Sweetser Fl Metzgar (2007) B
B L AR T A% A Bl A R S AR S e R R B R R
TE TR AL GRS 5 4 W H A G AR © SUHZE (2010) DT & S EURN £ HINT
T M IRF 1 A 5 A O PR IR 0 > B T R R A B U A B
JE R E RS~ B IR B I OE S5 RHR] 25 i B facebook il plurk
b B RAE RN E AN R A E— S EEE R RE o |
W AT A A A BRI R 5 0 R R AL S R s B Ty LR L
2 B kA UE 1 TR R am i A B ks 2 TR > fEAksc it
B A FHUS 2 B AT ) el b ) SR

P M IR A TR N 1) AR A& B 58 > A — SR BT 290 w] LA o {5 an AT
[ "] 447\ W] (Coca-Cola Co.) A 2008 4 Fk K % Bl Twitter |- 47 1 2 & #14%
M3k 54 MyCoke [ 875 B 19 88 4 - Ha%48 5 C A =% 10,000 2 24 B
F oo Bl O A] 441 o 41 2 IS A BN Adam Brown AV 7E 75 3 1 2 & 1)
Twitter = B b 3 SCEUK - ST R IR R Bk e P o A 6 B B A
o] T 885 > A H A7 BRI Twitter SEG R — R B F & — )R n] 0 Af
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4411 18 - (Needleman, 2009. 08. 24) © Jet Blue fii 22 2 ] 7E YouTube I 9
B o B B 0 A RO A8 A% bR B S B Y B 2 %8 6] (Baer,
2009) © Domino’s 2> 7 £ B T I YouTube 48 i il B F AWM K 2 % >
## 57 /> F) [ Twitter ) facebook MR 5% #E 17 48 4% 1 48 > 3 2 £k 5 B 4 &k
Patrick Doyle %8 #8 B 5245 - 413 8 1] Tay Baer 58 /2 M52 2 S 44
MEAS R P BHSEFTAE - A1 7-ELEVEN I IS8t e A s 2 4
F AR CITY Café &MY - HRVEART- & & B 5 WE R BB 1t — T8 Mo
B > 1 7 R L B [ E > gk ) T B e B R (RO RE A > 1999, 10.
01) o #EACIEHE B Jay Baer 58 25 W SR A SEAE B IR E 2 18 - 9 7E =
JNEE 2 TN BLAS CEO 1Y) 1] ME S b I YouTube > SRS A 58 &M T T
(Baer, 2009) °

W BB RY BLA MBI

AWFFUEPEE LR ] [ SR AT [ R ] o AL RN 36 58
TR B B o BFEEE B > BRUHCA 7 AR EURE - AN BRSO 8TY)
i S o ARLAE B A SRR ot T L 3R A L SRS b (Sun, Lau,
& Kuo, 2002 5 75 # > 2003) ° Ding 1 Zhang (2010) kb #5555 Bl v 5] i
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BiL 73 2 | 40 B RH B 5 O BRI G R B R IR S 2~ BHBZE - R
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