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Using emotions as weapons: Organization’s crisis responses with
emotions and their communication effects
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Abstract
Crisis communication studies have witnessed increasing interest on emotions, with
most focusing on public’s emotions triggered by crises. However, little attention has
been paid on organizations’ crisis responses with emotions. The current study focuses
on organizations’ crisis responses with certain emotions and their effects on crisis
communicaiton. It used experiments to investigate the communication effects of
various emotional responses in different situations. The findings are that tearful
accommodation response has the most effects, and tearful denial response has the
least effects. In addition, anger is an inappropriate emotion to rebuild and denial
strategies because such responses aggravate public’s anger.
Keywords: crisis communication, strategic communication of emotions, tearful
response, angry response, forms of crisis response
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