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ABSTRACT 1

ABSTRACT

There exists in the conventional enterprise crisis management
theory an overt insufficiency, namely the intangible factors and
their functions in the course of crisis management are neglected,
for the existing crisis management theory, basically with the tech-
nical factors of crisis management as the core, probes into how an -
enterprise prevents or handles the arisen happenings from the
technical details. And adequate attention isn’ t brought to the
non-technical factors (namely information communication) which
have profound impacts on the enterprise crisis management flow
and effect. sk

This dissertation probes into how enterprises prevent and
cope with already arisen happenings from the aspect of the non-
technical intangible factors (the role of information communica-
tion in the crisis management, enterprise’ s internal communica-
tion, enterprise officials’ attitudes towards the crisis and the au-
tonomy of the department in charge of external communication),
which has completely broken through the traditional research ap-
proach. The paper breaks through the current research limits at
the theory level of enterprise crisis communication and explores

how enterprises dissolve the crisis from the angle of the crisis
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communication, thus not only enriching the enterprise communi-
cation theory but also providing new methods and measures to
handle crisis for enterprises. As regard to the practical operation
level for enterprise crisis communication, the paper constructs a
new method to mange enterprise crisis, namely enterprise com-
munication system under crisis situations, which consists of
preparation for crisis communication, program for crisis communi-
cation, crisis communication system and communication system
for crisis disposal.

How does an enterprise under crisis situations communicate
with its clients, staff, exterior related organizations or media
press to enhance the effect and efficiency of the enterprise crisis
communication?

The paper discusses enterprise crisis management at the re-
search angle of crisis information communication and management
under crisis situation. The whole paper focuses on how an enter-
prise under crisis situations communicates about crisis information
with its clients, staff, exterior related organizations or media. As
a result, the emphasis is set on the 3rd, 4th, Sth and 6th chap-
ters.

Chapter 3 focuses on the enterprise crisis information man-
agement system and the new organizayions for the enterprise crisis
management established for the system from the prospect of infor-
mation communication and management. The research concen-
trates on how to construct crisis communication system and how
to establish information communication and management system
based on crisis disposal as well as on the construction of new orga-

nizations of enterprises based on information communication man-
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agement and the design of working process of crisis communica-
tion and management system.

Chapter 4 discusses the establishment of crisis information
management methods and the design of crisis information supervi-
sion system. Crisis information inference method, a new crisis in-
formation management method, is designed which can discover
and identify crisis information better than ever. At the same time
a crisis information supervision system is also designed and fore-
warning appraisal indicator system of enterprise crisis based on the
crisis information is established.

Chapter 5 first discusses the communication of the enterprise
under crisis situations with its clients, and studies emphatically
the process of communicating with the clients as well as the dis-
posal of complaints from them, auxiliary by the case analysis.
Honest attitudes should be adopted when encountering crisis hap-
penings. Sometimes facts can’ t be changed at all but what can
be changed is what clients think of the happenings. Attitude
sometimes decides whether an enterprise can continue to survive
in the future, because the enterprise’ s attitudes have a direct im-
pact on the client’ s attitudes and reaction, whereas clients are
important underpinning for the survival and development of the
enterprise.

Then chapter 5 discusses under the crisis situation the enter-
prise’ s communication with its staff and makes plenty of analysis
of the communication network between the staff and superinten-
dents. Many enterprises have come to realize how important it is
to communicate with the staff and that the internal communica-

tion has much to do with the success or failure of enterprise man-
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agement. In the modern management, the interior creative com-
munication is extremely important. In view of the problems exist-
ing in the internal communication, the good way of communica-
tion and transmission should be applied in the enterprise interior
communication. The paper, starting with the concept of internal
communication, explores the way, process, direction and function
of the enterprise interior communication, makes clear the barriers
and seeks for the countermeasures through a thorough analysis of
the present situation and the problems of the enterprise interior
communication before deploying discussion.

Chapter 6 lays a research on the communication with media
press and exterior related organizations when the enterprise is un-
der crisis situations as well as on the problems such as the instru-
ment with which to communicate with media press and how to es-
tablish the favorable relationship with media press. The text
stresses that only if the enterprise crisis managers know about the
dominant thinking ways the newsmen are reporting important
happenings can they realistically grasp the occasion to speak pub-
licly, and make full use of press to have a constructive communi-
cation with the ones concerned inside and outside of the enter-
prise. Keeping a good relationship with the media helps work out
the crisis happenings. It should be an important part of daily rou-
tine of the enterprise’ s department of public relation to keep a
good relationship with reporters and local press. Long-term rela-
tions on the basis of friendliness, mutual-trust and mutual-benefit
can cause the enterprise and press exchange information with each
other, and the enterprise can establish the far-ranging information

resources. The formidable influence of the press at times plays a
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decisive role in the guiding of public opinions, and the enterprise
should on its own initiative provide the press with the latest true
information about the crisis as far as possible and guide the correct
direction of public opinions. Moreover, information communica-
tion should be bidirectional, only after feedback is known about
can more efficient communication go on.

Chapter 6 continues to analyze under the crisis situation the
communication with exterior related organizations and the com-
munication principles, methods, procedures and tactics as well as
some concrete cases. An effective communication with the exteri-
or related organizations is of extreme importance for the enterprise
to live through crisis situations smoothly. Seen from the aspect of
the exterior related organizations, crisis happenings form a serious
threat to their interests. In the turbid complexion, the enterprise
sometimes needs them to clarify the truth about the facts so as to
obtain the sustaining chance of exterior public opinions and re-
source.

The main conclusions are summarized in the last part and
three great innovations are expounded and the expectation of the

following research is proposed.
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