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Situation, Response and Restoration: Research on Public Opinion Crisis Communication and
Governance of Public Welfare Organizations—— Analysis of Red Cross of Hubei Province in the
COVID-19 Epidemic

Wang Yanlong, Liu Yezi

Abstract: In fighting public health emergencies, public welfare organizations play an important role in social assistance and
disaster relief. In the COVID—19 epidemic, public welfare organizations represented by the Hubei Red Cross and the Wuhan
Red Cross have fallen into a series of crisis caused by public opinion events. Combining the situational crisis communication
theory and public trust repair theory, this paper proposes a situation—response—repair analysis framework to study the public
opinion crisis communication and governance of public welfare organizations. Through the analysis of the crisis situation of
philanthropic organizations over time, the study found that the transmission and flow of the crisis generated the situation, the
relationship between the public and the organization evolved dynamically in games and conflicts, and the reputation of the
organization was damaged. Assess the crisis response strategy of the Red Cross from three levels: text genre and media channels,
text representation and discourse strategy, authority verification and social capital. Propose crisis management strategies from
the dimension of public trust repair: adhere to the principles of attribution and transparency in the crisis response process, attach
importance to the accumulation and cultivation of trust capital, and establish a retaliation mechanism and credit evaluation
system.
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