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Research on the Matching Effect Between Heterogeneous
Brand Image and Communication Strategy

Zhang Shan ,Xue Jin ,Han Wei( Hainan University )

Abstract : Adapting crisis communication strategies based on a clear understanding of the destination’s
brand image is a key measure to mitigate the negative impact of crisis events. Grounded in Situational Crisis
Communication Theory and Cognitive Consistency Theory, this study employs experimental methods to exam-
ine how destination authorities’ crisis communication strategies influence tourists’ travel intentions under dif-
ferent brand image frameworks. The findings reveal the following: First, there is a matching effect between
crisis communication strategies and destination brand images. When a destination embodies a capability-ori-
ented brand image,a top-dog strategy by officials is more effective than an underdog approach in enhancing
tourists’ travel intentions, whereas for destinations with a warm, relational brand image, an underdog strate-
gy is more effective than a top-dog approach. Second, tourists’ forgiveness mediates the matching effect of cri-
sis communication strategies on travel intentions across different brand image frameworks. Finally, the sever-
ity of the crisis event moderates this observed matching effect. When the crisis severity is low, the matching
effect disappears, and both top-dog and underdog strategies can effectively enhance tourists’ travel intentions
for destinations with either capability-oriented or warm brand images. When the crisis severity is high, the
matching effect remains.

Key words: brand image ; situational crisis communication theory ; top-dog vs. underdog; cognitive con-

sistency ; forgiveness
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