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Crisis communication strategies of professional baseball teams :

Focusing on message appeal type and message delivery method

Bon-Uk Koo, Dong-Chun Won, & Choong Hoon Lim*

Seoul National University

[Purpose] The purpose of this research was to investigate the influence of professional baseball
teams” message appeal type (emotional vs. rational) and message delivery method (article with photo vs.
article without photo) on consumers’ acceptance of the message. The hypotheses were two folds. First,
compared with a rational apology article, a professional team’s emotional apology article affected consumers’
acceptance more positively. Second, a professional team’s apology article with a photo attached influenced
consumers’ acceptance more positively than one without a photo. [Methods] To achieve the purpose of
this study, the authors utilized a 2 (Message Appeal Type: emotional vs. rational) x 2 (Message Delivery
Method: article with photo vs. article without photo) factorial experiment. An existing baseball team was
selected and was assumed to have been involved in a game fixing situation. Out of 340 participants, 325
were used in the final analysis. Two-way ANCOVA of SPSS 23.0 was conducted to analyze the data.
[Results] Findings revealed when a professional baseball team issued an emotional apology article,
consumers were more positive about it than a rational one. Also when a professional team delivered an
article with a photo, consumers accepted the article more positively than the one without a photo.

Key words: Situational Crisis Communication Theory (SCCT), Message appeal type, Message delivery

method, Apology strategy
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Fig 1. Coombs' Crisis Communication Strategy
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Table 1. Demographic characteristics of participants

Character Type Frequency Percentage(%o)
Male 177 54.5
Sex
Female 148 45.5
20's 214 65.8
Age
30's 111 342
High school 21 6.5
Undergraduate 91 28.0
Education  Bachelor's Degree 164 50.5
Graduate student 27 8.2
Master/Ph.D 22 6.8
Average 0~1 294 90.5
Number of 12 24 74
Baseball
Game 2~3 4 1.2
Attel?dance 34 0 0
during a
year 4~5 3 9
Average Less than 2hr 203 62.5
Time 2~4hr 47 14.5
Watching
Baseball 4~ bhr 33 102
during a 6~ 8hr 10 3
week More than 8hr 32 9.8
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A FEE2 AT FEo
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Table 4. Validity verification

Factor Item

S.E S.C CR AVE

It seems to me that this apology article is honest

- .83 -

Honesty It seems to me that the apologizing subject is deeply sorry for what it have done .06 .90 18.82 .76
It seems to me that the apology is coming out from the heart .06 .86 18.05
I belive that the Lamigo team will restore its damaged image after the apology
. . - .85 -
article has been published
Restoration I believe that .the public will restore the Lamigos image after the apology article 06 85 1875 75
has been published
I believe that this apology article can help the Lamigo team recover from most
. . .05 .87 19.26
of the harm it has received
After seeing the apology article I can accept the apology - .83 -
Acceptance 1 can forgive for what has been done after seeing the apology article .06 .84 16.85 .69
I can again accept the Lamigo team after seeing the apology article .06 .80 15.92

Table 5. Goodness of fit

Table 7. Manipulation check(Main study)

x?> df CFI TLI RMSEA Group N M SD tvalue df p
Goodness of fit index 51.96 24 99 98 .06 Emotional
(Text/Text & 160  4.14 12
Bkttt 2 A3, AR =(CR) & B W7t Photo)
1A T o] $AE Hol A FERAS ey Rational 2T
T}, T3 Fornell & Larcker(1981)7} #A|Al gt W< (Text/Text & 165  1.88 .74
ele] PUPYE AFedded] 1 A3 BE WS Photo)
o) FBATY AlF ghol AVE#S ZFebA] Qol BE
Hego] Wi dHsd & 4 o 42RE 2 AS
=&t A & AFelde 7RHIAL A FIAY 7 HARD) 3 EIAA]
AT A (33/01d) el oS FHEH covariance)
Abab 7)Abe] wA)A] AT wkl (A ALl 7)Abe} o] O & Abg3te] o] dFEAHEA (Two-way ANCOVA) =
A2 Atz 1A el g8 A7 AR oz & 279 AAete] o] 23t FoAg a3 YeheA ASet
A QIsk7] ffei SHEE t-testE ol &3 A= aow A4, BB, 84 AAdA daAe 23t
AN BT AP ZAES g% A3} (Table 6)3} 7o) 7F JehA] e Aoz =ytKTable 8, 9, 10).

Uehskon & AFelxe] wAAe] 2Tt o] wE
Ab 71Ake] Aol A AR Z1AH Mgy =4.14) 9
oA Al 7)AH Moy =1.88)3te] Foju|gt zjol7}
UERSTH(t =-27.858, df =323, p(.05)(Table 7).

Table 6. Manipulation check(Pilot study)

Group N M SD  tvalue df p

Emotional 20 428 72
Rational 20 1.80 .64

-1621 78 .00

HAH At J|AtRb oldH Almt Z|Atel S3ofl

oigt HiAX] =2 Ao|dS

& d7dMe AgdTEdd 2Asel 244 At
ZIAE o1 dA Al ZIAMET 2 FEe] WA g
=5 Uehd Aelgta 7 1E AReit AlfAeR
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Table 8. Honesty analysis(Two-way ANCOVA)

Dependent Type I 9
Variable Source Sum of Squares df F P n
Constant 428.29 1 703.15 .00 .69
Baseball Involvement 13 1 21 .65 .00
Message Appeal Method 40.16 1 65.94 .00 17
Honesty Message Delivery Method 5.76 1 9.46 .00 .03
Message Appeal Method*
.61 1 1. 32 .
Message delivery Method 6 00 3 00
Error 194.91 320
Total 2992.22 325
Table 9. Restoration analysis(Two-way ANCOVA)
. Type Il 2
Dependent Variable Source Sum of Squares d.f F p n
Constant 379.19 1 572.09 .00 .64
Baseball Involvement .20 1 30 .58 .00
Message Appeal Method 32.67 1 49.28 .00 13
Restoration Message delivery Method 343 1 5.18 .02 .02
Message Appeal Method*
. .60 1 .90 34 .00
Message Delivery Method
Error 212.10 320
Total 2510.67 325
Table 10. Acceptance analysis(Two-way ANCOVA)
. Type I 9
Dependent Variable Source Sum of Squares df F P n
Constant 448.90 1 733.67 .00 .70
Baseball Involvement .02 1 .03 .85 .00
Message Appeal Method 24.22 1 39.59 .00 A1
M Deli Meth: 22 1 11. . .04
Acceptance essage Delivery Method 7 80 00 0
Message Appeal Method*
. 37 1 .61 44 .00
Message Delivery Method
Error 195.79 320
Total 2989.33 325
WA 71 AAA, AR, 84 At or fond Aor =REn(vAA F8=(IAd
T){Table

o] AA ARPIAE T 857} Eo Aol 7P ek A): F(1, 320)=65.94, p(.05, 7%=
‘ ). VAR T Aol WE AR ZIAPE R wAA] 5
AA)el Witk AfolE Ele) & A A
o) At ZIAR7E o)A T WA o] Akt 714
I 259 HAA #8827t 28 Aoz Yehh(R

e A ofFBdEE 8
AW o] o] AREAFAS Aalgint. $5
WA, AR 27 BN (@ B A AL 2T

oA FF9 WA FEE ALY Aol FAR o v

ol
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AA: May= 3.27, SDzy=.06, Mojy=2.56, SDejy
:.06> 7 1-1& AA =AY

HAA] FEEe S EAYE FAHCR fofgt Afo] &
HATHHAIA 4= (3EA): F(1, 320)= 49.28,
p{.05, 7%=.13)(Table 9). HAA] 2T Wld] w2

Al AR AAA 4w (3R] Bk Aol &
sols) B Az YA 27 a9 Al 71Ab oA
&7 2le] ALz 7)abe] wlE 329 WA Fewst
o Aog Zuh(IEA: MH— 2.96, SDyy
= .06, Moy =2.33, SDojy=.06) 7Md 1-2 9A] XA
hA=

npR| o 2 AR Z|ALe] o gk
o FEAE TAACE FT Afo]E
A SEE(GEA): F(1, 320)=39.59, pl.05, 7?
=.11)Table 10). #IAIA] &7 W2o] ;& ALz} 7]A}
W2 AR FRE(5879) 9] Hak Ao] & RleE &
A A AT A AL 7|AE o] ATt
of At} 7)Ao HIE| FEe] HAA FEETF B2 AL
2 Yehd 2o g =yu(F84: Mey=3.19, SDsay
=.06, Moy=2.65, SDoy=.06) 7} 1-3= A|A|H
At

wepd] ZAA ALg 1AL ol 3 A Al 7 Ak B

39 HAA el SEAYL Aol A7k 1& A

59 WAA FEE

LERAATHEA]

= ARt Eﬂ}\E
F7F T5] HAA
W Aoz o9

AR} Z1AE 214

524, 584 470 34 za QA L2 oF/F A

> 0
R
i
oo r-
)
é
E
ol
rlr mN

WA ZNAAIA B2 (Z1AY/ 71A+ AR o] e AL
ZIAtel gk F3e] mAIA] FEEe] A Aol
(Table 8)¥ Zo] EAHCRE fFov|gt A7/} =&
CHEAA] 4= (F4A): F(1, 320)=9.46, p(.05,

72=.03). 71AHAIA] Aol whE Al 7]APE 2 wAA]

TEE(RAA) Y A Aol A 2 AT Aol
EFE AR 7IAE ARRlo] ZREA] o2 AL} 714l
18} 329 wAA FEE7F & AR et (14
A Man=2.78, SDx=.06, Man+aa=3.05, SD
Aeaa=.06) 73 2-1°0] AR ALY,

(Table 90l VFEh Sl=o] Akt 7]Abe] gt 3%
AR LR BB E FAHCE Fon|g Afo] &
VER ATH(HIAA] 8= (31 54): F(1, 320)=5.18,
p(.05, 7%=.02). ZIAHAA WAl mE Az 7141
B AR R3] 8A) Y Fadk Aol Ay & 2
3} ARzlo] 23HE AL} 7|AR} ARzlo] 23R G2 AL
3 71Atel| Hs) FEo] vIAAl FEETF =2 AR U
BN 84 Moyy=2.54, SD=.06, Mopsara=2.75,
SDo i =.06) 7M1 2-27} A|A] = ATt

npA] 20 2 (Table 10yl v} Q1o At} 7]t
ek 5 AR FEE 84 A AR
ok Aol 5 HAT(HAAl FE=(F84) F(1,
320)=11.80, p{.05, 7%=.04]). 7IAHAA] Mo w}
E A 7P B mAIA] SRR (F8A) 9] etk Aol
£ Ay B A3 Apdo] 23 Al 71ApE ARlo] g
EA] & AR 7|Ab BlE] FEo] MAA] FRETE =
& Aoz Y (FEA: Man=2.78, SD»uy=.06,
Mo+ =3.07, SDrpp+aa=.06) 7 2-3% A|A| ]
AFEPIARE AAE o) AP o] AlAskE Aol 5L
FEEd FFAY Aolghe A77H 28 AAHUY

&
3]

jus)

&

T AT AN B0 35

1 9T 03 wu} FAdez
5 ezgl 1A%

43w A

i

—~ W

A723 A, o4 sa 19 Az w~ AA
= AxT Ao i 3 AL | AL S
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o] FFo| At} 71AE gt FAHAY JES |
A 4 F AU ol APATE(Lee & Kim
2014)= %‘32‘1} et AAME S ZreT T

W (Benoit,
1995; Cho & Lee, 2009; Kim & Yang, 2012;
Kim et al, 2004)°]™ 7|AE &3 At Heks A8
g wjofl = A HAE 7IHe R o)A AR E A
dte ARG 5] el Sadhe HAAE AT 9
O 344 2HE 71 & ek oA 2a, 9471
493 HAE AR A g, 283 A2z
T S A S HolFE o] AT WAHT = &
FzzAd tiel] FFo] ARl A& = & A 7
ol saske 1A 5‘-? Walo] kg g KA
go] At @ & 9ok
]*}Q‘r /‘V = XA &2 7]
49 98 Aol 14

ﬂrb d(Ann & Youn 2006 Yu,
A Tof whg}t I3 WAl 8 83}

Zpol7t itk =, H] AoAH AfyAcld d&2 st
Aol AREUE 75 18R @& Afol vgl o &
H4d Aolgta 4T 4 UtH(Bae, 2008).

olg|dt AFAHe sFZolge A7 Fd 5
ZA o] At 7IAHE A E ) ARl o] A A8k Ao
a7 o2 HET HrIdE #E A FHHFE ZE
sthe S AAR ARLE 2838 AL 7|AE &
Toe AR S XA 2 AL 7IALE B I3l v
3 971738l EQl Z2ofprko] WEe T4 A AL}
7IAE Bt g A olal SO A 07 85135 Rt of
Yzt sl 7ol Ak 71AKe] AA S B QA ek
Aoz YEPHtHGriffin & Stevenson, 1992, 1994;
Pasternack & Utt, 1990: Steverin, 1967).

FE Sr2HOR A3 7139 F9 TRk
o] 339 Aol saste] Y 220 g dul
A3E olBolE WA a7 WA oE 2T AL

AHE AASHE Aol 33AQ EAE M vk

I Job a £ lo
4 X
X9,
o
B
i
e

o] A 719 A71ATYA A i
7= W Ti THRo|A| 2] 982 Ak Ak A3
el Fieta Hud 75 Alddtte dolA ged
T E G, E3, HAAA g Ax 2B FA) 43
Eo] WIHs|A = & FAlol TA 8-S FEAD (A
FER) ste] A8k Ao 718 vl A dd) AL
3lofA o= 2A o] Yr13FE AA ¥a AEdTE
A Brbsol 7M7) wiEol (Fearn-Banks, 1996;
Lerbinger, 1997) dl&atA] %3t ZgelA HAE 9
71738 digf Addoz A4 F e tAtE
AA AT Holl A A2 AAE S AlFgiet. spA|Rt
2 d3e shxgeoge 54 Al B8l s
Athe HellA tE 9171 BFelA FLatA &2E 7]

a7 oHohes dAES 7K Sl

TEHEATFAAE o 71 7] B o u @
% 7]*}01] ZH & 7|4 &HRHEY ‘3} Sk HIA 5
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AFH9 477 88 Aolth
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