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Abstract

SNS Marketing Messages and Crisis Response
Strategy Facing Conflicts between Countries

Chinese Consumers’ Intention to Purchase Korean
Products

Liu, Zhonghui™

Instructor, Cheung Kong School of Journalism and Communication, Shantou University
An, Soontae™

Professor, Division of Communication & Media, Ewha Womans University

This study examined the moderating effect of Korean product involvement by Chinese
consumers when receving SNS marketing messages and crisis responses amid conflicts
between two countries. SNS marketing messages were classified into two categories:
relationship-oriented and sales-oriented. Crisis responses were categorized by excuse, denial,
and apology strategies in order to compare high and low involvement Chinese consumers.
Among those with high involvement, there was no difference between relationship-oriented
and sales-oriented messages. However, for those with low involvement, sales-oriented
messages were more effective. Most of all, there was a three-way interaction between SNS
marketing messages, crisis response strategies, and product involvement. That is, for those
with high involvement, the effect of excuse strategy was greater with sales-oriented
messages, while that of denial strategy was greater with relationship-oriented messages.
Among those with low involvement, the effects of both excuse and denial strategies were
greater with sales-oriented messages. In the case of apology strategy, there was no difference
in relation to SNS marketing messages for both groups.

KEY WORDS Conflicts between countries ® SNS, Chinese consumers © Korean product
involvement ¢ Product purchase intention
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