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A7 b @ V1l B} BA= oy
Aol YA ale] Aok 249 9f7=
‘zAe] g AT o], F& Az I
& 7k PsAel sle Aoz Aeldr
(Letbinger, 1997). o]&3F 97+ 14Ab7] By &}
3 e|Z37) oga 71ge) AEe) 9gel 2
Fglorg 976 0@ el v F2e
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7} Zolx 1 QthBecker-Olson, Cudmore, &
Hill, 2006). 7]1949] CsRo] 7199<] $17] el
2979 938 AL BdE 9]
A 2 7)ol ek AHALY] AR FEs
Frahe el 2449 492 B o
Folt). =, 7149 ke Fde] 9718 T3
b AAE SRas ) R 208 Ak

&
A

ol R

& 4 Atk =3 7|49 CSR A3 §
F3F sloll A Aske] XS JhssHAl s
7F Ak g, Eele, 2018 AYW,

NN

, 2018; Becker-Olson,
Cudmore, & Hill, 2006). £3] FA A AlA 2%
of CSREFS T wf, CSR Fo] A 9
93} QAA G B 2uAE 7Y o
Ao PAHA e we 5 drkere
4 5, 2012).

7192 9171 BRE S5 s AAIg

o Mo
N

2020; Darby & Schlenker, 1982; Ohbuchi,
Kameda, & Agarie, 1989). =, 7193 $}717} A
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S Jltfaly) wEo) Alghe 716 tE )2

=
49l A AT 7199 97 Ed
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92g /7180l 97] S52 2IF CSR 2341, 71gel Alvt 7| Bot si=0) 0= ge: JEo| A8 slig S4o2

ATE T AL SI7IE SES] SlF 8
2 sEele] SRAFAGRAT, 243,
2018; Bradford & Garret, 1995; Benoit, 1995;
Fuchs-Burnett, 2002). o]x& Algr} 97] A3
AN ERA A7 Ahge P Bazol
2P R &l AlE EFehe dE At
AT EPIA U A B Y ol
Apolg Hlwd Forvt vk AA=
d4E WP 42 S
AA7E E=okAAF 714 B
2 o AR S e
%74]%}9} A= g7t &4 o 7t
o Alge] QIEHg MEEE FO) R BES
AAB7)= SFSITHThe PR, 2013). oA Ape| 9}

10 m&

[O ox, R

2ol ¥ ERANE A7155L AT GR
a2 BEstE U gold At Aol ofd
# P2 MREA Avnag g

53 & o 913

FE 198 ) Fu
3 Sl Alstel gl F1el
Jarol ] Aol zH
At 7lE 7ol mr, o
2E A4 g Al Ao} Ak A
(34 5, 2014; Hur, Kim, & Jang, 2016;
Jones TII et al, 2017)9} TjE©] CSRE-Fo| U
3t Aol zpol= (Ithe 74(Kahreh, Babania,
Tive, & Mirmehdi, 2014)7} A3t} E AL+
CSRZE5 AJH, Z2|an Afepe] #AE
HEomM 7]EY EAd d7ERs A
g F e AEE HEE AL F
Aok

Aztel GBS dwHoz oA &
A71E 7gske & 9 ©] 2 2 (McCullough,
Worthington, & Rachal, 1997; Takaku, 2001), ZF
2e dgsn wsE e B5e )

aAe] SAE ZZTHDroll 1984; Wilson

tlo o

1994). E°] Atz &)
&3t EAME she AL ot AgAT
w29, Aol wep 849 Ao b2
(Kohlberg 1976), €42 2791 7+ T =
WA A9 zol7t ATt F5tA
(Enright, 1996; Kim, 2009). At Al 73
TE AT YTt =3 Y] Atgtel tig
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= ST, 2009 AHIgE o] o|mA] RS 9 CSRS AT AL,
A RN A 9AFE Sely
o CSREEFL AT AL 7|FEE AXAEY

2 CR 2= J%i Ao 2w AMulx oh é}zlﬂ& Abzio] WAISE & AJzte] Afa)
2 AF A Aoy 719 A7) 48 o CREFS AAT Bfele AT CSRe
A R &5 Ao MAS 7FsstAl & Yol dXNTFF 719H I O stE ATk
© B37F AAThAEY, F3Fx, 2015; ¥ o9} HEo], 7|Ye] P3| 2 Y™ CSRE

o %, 2012; Coombs, 1999). ZAAFZ 714 ol ik A AR 1A ofFol w9
012 719lA B 917] 45l o 7] 3% stllA 71gelnAY RS Thsst
s7] 913k A RS ARt 1 Al e Bt Jdve ATE FHEHATHA
A 2= 7199 Al 2 glx 5o A A E S 2011). AT AR 0155 A
= e 71dY AEF FdeFY 1 o 2HT AuAYS vlaste] A gs
S S TS 2o o 3oFor Hrtst FOIF W BAREE)e] 719 9171 A 7
of, 2= 7199 917] S5 R&EFo] ¥ FHIIS} WY BAC wAE FFS AT
s stk 1 ﬁﬂr LS T EEe] £ e
ol w}ﬂ} J§7}°ﬂ z}°l7} X]UJ, 7 ?3
ol

olo 1-01:

CSRo| 7199 947] 43elA od axE F

A AHE AFER Stk ARF A & AEEd z;z%*% é:_‘ﬁﬂé}td CSRE5&
017) CSR&Fo] g 7]9e] F44 AL 719l tigh vzt $hsbo] aAQls Wl
el &l ou A7} FeHetglS W CSRE-5]

47 JEgFes gl AE d7stdnh 1 Atzb(apology) 2t &A1

27 7199 ¥4 Ak ¥ Bt

CSREFo] $-8 7192 i3
Hog HWitE W= Hoz 1}
CSREF9| FFaHAR Qlal, AH|= Ao

N

=4 2 Al apology)= T3] E8-& EsHs 4 9l
woh wa = 2ol Aldd] gidk YL oAsk= )

7} Al A o] th(Fehr & Gelfand, 2010; Tedeschi &
HEY S W FE FHoZ SRS AAE Norman, 1985). Ao 2R gk A3
73T 7104,] ;1:]7]. s I =8 £ o g8 BelEdd ¢ g
1§32 2015). (Darby & Schlenker 1982; Weiner, Graham, Peter,
5]_111:& 710}30 7] WA ABoA CSRE & Zmuidinas, 1991). Ald= dFEH LS F

o
Fo) @ FAAY EHE FE AL oI @ Ae) 2R

2 A%, 3} e PN
Aol A% 3T RIS FF 5 5F A PRE% 53 345 Ane B
97 % 33o] me CRBFE IPo| Yeb A%} Y T3 2HL 2FT Y2 )
Atk 6E 59, 7199 GREF AFI A AFA dE A Q42 2 4 da &
o] WAT AU YAYS B WeP 5 ALS F AtkpAd, 245, 2018
ool WEE, RRH AL Lol MY wek A7l A e olvAE 2
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92g /7180l 97] S52 2IF CSR 2341, 71gel Alvt 7| Bot si=0) 0= ge: JEo| A8 slig S4o2

st71 93 7P a3 AxUAedes
Alat Aeks 830K Benoit 1995; Bradford &
Garret, 1995; fuchs-Burnett, 2002). ©|47d3} o]
32000 7199 7] s FHOE Al
= UEY F85E 5955 a3FA W
9)S 83131, Coombs & Holladay(2004) 4] 2
2o QA A4S ve Alge 2R

A} go] FolINE 2%E Fal ABA
ge] RIS BEAAT. E OB oA,

iz Asfe Aol aulAdA A
TEo AE 2
= 3} Abeler, Calaki, Andree, &
Basek(2010)9] o]l WET, S FFEof Af
THcheap-talk apology)’7} AlHE SHA] P %
Awc ave wee fustd o
Holode}. 2%, Ak ojuld Yoz
Aol AEE And 719de] & 5 3l
ghol whgolal 7|ge HAaS BHed
P T8 ¥y F shueta &
(Fuch-Burnett, 2002).
oA AFNAY AP AFES A7 A
UAleldo 2 Atz gk 8 A=
£ 5, 2004 &9, Avo, 2008)4 714
ks il <5, 2006, fr
cF 2007)%—% THOE °d } e
g3 ATEL CREFY 9
7]%%?4«1 EJ%"“ e HAUSS -
£ d7e AgE vAYFeEA 2R
&40 g Aol disl wFstuat gk
AT BAE WA= ks
AA g3 FHE AL Aol sl
AaAer FFoes ste 714 A8
(McCullough, Worhtington, & Rachal, 1997)’¢]\}
Ao 23 HPF AAT E Al

el 2 $RH Be, 24, 35 F23)
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3ol sl SAH At @, BFo
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2004; 958, 2012). 2Fal SX = FAE

Kol
F 9SSt 93], 2006, HHEE, 2012).
o]FA EFE BAY 3Eo] HA §A=
7197 &HIAE 7he] A 3|EE AL}
sttt

HE 31 THMcCullough, Worthington, &
1997; A71W, &R, 2000. 2 Eo
Ohbuchi, Kameda, & Agarie(1989)+= 7} A7} 7}
o Bslol vla Ahoz WSl Al 3]
& W i e Aut $04 o
P

¥ (@genden) & &4l FEFE F= WIS
2 44 2t} Kohlberg(1976)= HA3S oA
o Hg FHITS T &Y AAE 7t
ABz 7hafo] el gt WA B¢ e
AWsts Ao e v, gL 23z
=Y AAE 7HA Qo] &Aste APl H
Z)tHDavison 2000). FHAL £XE Adate)
FJE T olFA &, BAE FOEA
Ao gAY Ay} gt o)A
TAE Ndste Bl UARE 44 &
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o

A9 WE ke Sk olel I 3
AAQ WHo| AL T Q&AsH=E AdFo] 9
CHHelb & Enright, 1993).

Enright(1996)= 849 ZAol| th3t A}
o QA 72 ATE B 449 2
R Add 2k ARy 29
(social perspective taking skill)Q] By
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(McCullough, Worthington, & Rachal, 1997; Wade
& Worthington, 2003). ©]5 7to] wi=w, 4
Wl g Bgel B85S SASEE o
T} AA EA BEFol e ASE YETh
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2016; Klein & Hodges 2001; Twenge 1997). B=3F
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92g /7180l 97] S52 2IF CSR 2341, 71gel Alvt 7| Bot si=0) 0= ge: JEo| A8 slig S4o2

a3y =7 2 el gl dod) gl thal Fus
Ze AR B Sigaeeks B9 GR
& A7 A9 Al B ASGL Aihigel 280l sl e Mg 53
00Tec B A3k o] 719l A frEol ol Abmol the Abstel Aol T@HA
B 939 A0e 907 Ao AFSE Utk 4FE BB % /13 243 BAE
OB A9e A 59A @ 22 pAE R 2E NE 9 ¥ 49 e o
WIAEE AYE Faol Bl A 39 A W FUS Axo J19W7 PR g4
Sgom ATAE 2 4F Fgl gF T SdTha = 95
AR A} FARS 23 oAEE ol 4 4y 249 AAES HF 7Y
A3k of U §4 we] AEE ZHIE G5l

A ANAEL WA A=A A|ZR7)

o3|
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Yoon, Giithan Canli, & Schwarz(2006)] Ao £ AEe Yol 5o QAFFATZH WHEFE

A AEE A= A ASRAT. 1Y ZHS F RS hresad

Wt 352 w2 AHE@ = 895 Hol ¥
TEoR WA § wdHrEE HFIA o 9
AH&-3FSitE
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°of w, CR&EE MK WEol= ddxde TPt SEHAA duEs Zon o]E 9
w2l F7EHEe AR tigk Al WA1E S, B Aol Ae ‘O0Tech 9] F782] Aol
L2 AFH e 2% AP dFHA ¥ AT 7997 GREE o]F VIS B
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sH=A2IBIA]: AH(A} - LT

o

E 1. 719 gotel "owk

gender male female
apology without with without with mean SD
Corporate evaluation after a negative event (a) 2.18 2.26 241 2.40 2.32 95
Corporate evaluation after CSR (b) 3.23 3.75 3.03 4.23 3.56 1.35
Recovery of corporate evaluation (b-a) 1.05 1.49 0.62 1.83 1.25 1.26
CREF o|Fol= Ao wet 7|9 Bt 4 oA FE] tigk Al A A
gebd AoR oqEt. B4 A 43y e AsAge BAFSE FYSFATHE],
2ol, AHd T 71dHIte BE ZACAAM fF 242=6.301, p=.013).
ot Aol7h JAAATHp> .05), CSREF o] F Contrast 5 F3f & U FAZOE AR,
4% 719 ke 20 8 Aol7b FoJsAl @AES AR AFS & B FM=149)s.
uEbstth AR Fage ® 13 2 AR AES g AemM=105)°] 719 7t
7H 19 ASS fdA 35" ZIdHrt o FFo] FAASE FodHAl STl
ZEMSTE 52 CSREE A Ao tidE (B, 242=4.68, p=.031), AE JA] Az ¢

=

A F o Fapology:with vs. without)9} A1 (gender:
male vs. female)S SHWHSFE 3 2X2 ANOVA
£ ANSgT & 2014 BE Hle} o], A}
7 AFe st Fages §on|skE]1, 242)=
6301, p=.000) WHA, Ao 3t Favd= 5
AF R ool FRUTHEQ, 242)=.082, p=
T775). BHAE THEe A oS3 uke} o], 7]

T Z2AM=183)lx HAF ZHAM=0.6)K

o 719 Bk F8o) o
(F(1,242)=29.91, p=.000). £3]

2 71 olmA FEd o
ade GAEY A2 o Z Aol

ATHE 3 #F3). o)x /M 19 AFE AR

.

E 2. 7|48} 21501 ot Afnket dEo| ANOVA Z1

Source SS df MS F p
Corrected model 49.090 3 16.363 11.566 .000
Intercept 381.447 1 381.447 269.61 .000
apology (A) 42.339 1 42.339 29.926 .000
gender (B) 115 1 115 .082 775
AXB 8914 1 8914 6.301 .013
Error 342.38 242 1415
Total 780.02 246
Corrected Total 391.475 245
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U2y /71U 27| =5 ¢l CSR 23Al, 7Yl At 71Y &

E 3. 7|¥¥7} 350l chet Alntet MEHo| Hiat

7t 250 DXz Feh 98 1E RIiE Mo

gender
total
male female
mean SD mean SD mean SD
with apology 1.49 1.28 1.83 1.22 1.65 1.26
without apology 1.05 1.20 0.62 1.00 0.84 1.13
total 1.28 1.26 1.23 1.27 1.25 1.26
A A A A5 A, A Aol s A

74402, 7199 Wk 58 3 el
A dAUEeRA, e 2Ee £
Oe “AE 5 #i ate], US4
< N=akgth
Al PR=
¥ 4o He
o] gt e akgo] SQIHATHE(1,242) =
7.274, p=.007). 7 Z71 ¥ ZolE AHH7]

A3l contrastE AAISIATE FAL] A9, Al
AFS S YrRUM = 390) Al AFS

a2 2kS mWM = 331) © B SA%
Z B JUKE(1,242)=7.90, p=.005). ©|9} FAl3}

FH

4. EMol| Thet Attel ol ANOVA Z1f

FM=4.44)vs. AF} AF ¢le HH-M=3.02)
7F 9 2 8XYTE YERNATHE242)=
40.20, p=.000). £3] FABT} o2y} Atgk o
3 F5ol w2 849 a7t ¥ A yE
SoHGE 5 .
M| o7zt AS
71l digk 849 =
AH7} A m A=
HE7] {8, 84 XéE% FWFgoz F7}

7} CSRE-E0| 7]

Source SS df MS F p
Corrected model 70.549 3 23.516 16.222 .000
Intercept 3295.20 1 3295.19 2273.12 .000
apology (A) 62.237 1 62.237 42,933 .000
gender (B) 848 1 848 585 445
AXB 10.545 1 10.545 7.274 .007
Error 350.812 242 1.450
Total 3742.15 246
Corrected Total 421.361 245
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E)»l

o

©ANH|RE -

E 5. SAof chet Alztet Mol Fit

gender
total
male female
mean SD mean SD mean SD
with apology 3.90 1.23 4.44 1.19 4.15 1.24
without apology 331 1.32 3.02 1.03 3.17 1.19
total 3.62 1.30 3.73 1.32 3.67 1.31

Y

o] A& AINR(1,242) = 630, p= .013)
= 84 Axrt gudes A F71H
RN A5 ° ol FYatA FA et
(F(1,241)=1.686, p=.195). ©]&l3 A= g
7b dl&gk uke}t o), 7ol wigk 849 A
=7b CREEo] 71997t el miAlE &t
£ AT BojFe Aotk

F7FA 02  Hayes & Preacher(2013)9]
PROCESS MODEL 8% o]&3dte] Zd® w7
IS HAISSIAHEEEHT 5,000 28,

¥ 6. SMo| opi=nt Zat

2 A3 E 6 E 7% 0T A AR
f | wtet 8A4E B AAHE V1Y
Bl G2 vAGe A8 A4
(Index of moderated mediation=.4711, SE= .1596,
Cl 95% = [.1134, .7356). TFA|ZHo 2 FA
A A% A3 A G AR 7193
7ol £A7F wi )= A dndirect effect= .2985,
SE=.1180, CI 95%=[.0713, .54391), &1Ad2] 7<%
= oA §48) 7 el 1 9%
o] YART ¢ IA YElTHIndirect effect=

Intention of forgiveness

B se t p boot LLCI boot ULCI
constant 3.6109 3427 10.535 .000 2.9358 4.2860
apology -.2368 4772 -.4963 6202 -1.1769 .7032
gender -.2974 .2201 -1.3513 1779 -7310 1361
apology X gender .8302 3078 2.6970 .0075 .2239 1.4366

Recovery of corporate evaluation

B se t p boot LLCI boot ULCI
constant -.3466 3527 -.9829 3267 -1.0413 3481
apology -.1940 4068 -4770 6338 -9954 6073
forgiveness 5031 .0548 9.1865 .0000 .3952 6110
gender 2755 .1882 -1.4635 1446 -.6462 .0953
Apology x gender 3456 2662 1.2986 1953 -.1787 .8700
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929 /719l 97| 352 2[5t CSR &&Al, 7IYe| A7t 7| &

E 7. 71987t 2150] ohet Alrtel k=Rt

7t 250 DXz Feh 98 1E RIiE Mo

index boot SE boot LLCI boot ULCI
gender 4177 1596 1134 7356
Effect boot SE boot LLCI boot ULCI
male 2985 .1180 0713 .5439
gender
female 7162 1345 4684 .9960
7162, SE=.1345, CI 95%=[.4684, .99601). T4 4o Al AF3 Aol A52go] A

T oJA7EY] indirect effect 7Fe] Zo]l& ¢
1] 3} tHContrast=.4177, SE=.1596, CI 95%=
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The Effect of Corporate Apology on Corporate Evaluation Recovery
in CSR Activities to Overcome Corporate Crises :

The Moderating Effect of Gender

Eun Young Park

Assistant Professor, Department of General Education, Kookmin University

This study explores gender differences in relation to the effect of corporate apology on corporate
evaluation recovery when implementing corporate social responsibility (CSR) to overcome corporate crises
and the interaction effects thereof. Additionally, as a psychological mechanism of this effect, we examined
the mediating effect of forgiveness. A 2 (apology: with apology and without apology) X 2 (gender: male
and female) subject design was employed to examine the interaction effect of apology and gender. The
data of 246 participants were collected through a questionnaire. Through the experiment, the following
results are obtained. First, we found that the interaction effect between apology and gender for recovering
corporate evaluation was significant. Second, the effect of apology on corporate evaluation was greater for
women than men. Third, forgiveness mediated the interaction effect between apology and gender on
corporate evaluation. Through this result, we confirm that when CSR is employed as a reactive crises
management tool, the level of consumer forgiveness was higher when the apology strategy was employed
than when not used. Additionally, women responded more to apologies than men because they exhibited
more empathy for others. Therefore, when women are the primary agents of consumption and purchase, a

sincere apology from a company may be important.

Key words : responsive crisis management, CSR, apology, forgiveness, gender, recovery of corporate evaluation
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