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Dynamic Evolution Mechanisms of Social Relationship Conflict in Brand

Crises A Study Based on Hermeneutic Approach
WEI Hai-ying, LI Qing, YANG De—feng
(School of Management of Jinan University, Guangzhou 510632, China)

Abstract: Brand crises can not only hurt brand relationship, but also induce conflict that threatens the
social relationship between consumers and corporates in a certain extent. If it happens, transaction costs will
increase and trading rules and social stability will be broken. To prevent the generation of social relationship
conflicts, this research explores the underlying mechanism that transforms brand crises into social relationship
conflicts. Using hermeneutic approach, the research analyzes the nature of the aberrance of social relationship in
brand crises, and builds a dynamic evolution model of social relationship conflicts in performance —related
(including harmful performance —related types and harmless performance —related types) and value —related brand
crises. The research shows that the evolution model of relationship conflicts between consumers and corporates or
between consumers in brand crises consists of three phases, including awareness of impaired interests, emotional
arousal and attempts at organization. Specifically, brand crises threaten consumers’ psychological security or self—
concept, which arouses consumers’ basic and moral emotions. Consequently, consumers seek for attempts at
organization  (ritual interaction or self-concept maintenance), so as to maintain the threatened interests. Finally,
this research provides insightful managerial advice for companies on how to cope with brand crises, and prevent
social relationship conflicts in respect of brand crisis management philosophy, defense system and specific
strategies.

Key Words: brand crises; awareness of impaired interests; emotional arousal; attempts at organization;
social relationship conflict

JEL Classification: M31 M30 MI0

(=%, A7)
124





