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Effect of Empathy in Online Public Opinion Crisis Communication

Zheng Xiantao ,Lat Shengqgiang( Chongqing University of Technology )

Abstract ; When the crisis of online public opinion breaks out, organizations should adopt effective strat-
egies to calm down public opinion. In the event of big responsibility public opinion,the public often express
anger in the public opinion communication,and how to ease the public anger becomes a key point to public
opinion crisis communication. Existing studies pay more attention to rational communication strategies than e-
motional communication strategies. This paper focuses on whether the emotional content of crisis communica-
tion can achieve better communication effect. Based on the theory of empathy,two experiments are conducted
to verify the hypothesis. Study 1 compares the anger of the audience under empathic communication strategy
and non emotional response,and Study 2 further analyzes the mechanism of empathic communication strate-
gy. It is found that the empathic communication strategy instead of the rational communication strategy in
public opinion crisis can dredge the anger of the audience,and the perceived sincerity plays a mediating role
in the effect of empathic communication.

Key words: online public opinion;crisis communication strategy ; empathy
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