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Abstract

Introduction: In recent years, numerous corporations and conglomerates have invested
in Taiwan’s professional basketball market, leading to a surge in the number of teams and
heightened attention and discussion among fans. However, scandals have frequently plagued
the professional basketball scene, significantly damaging team reputations. Effectively
handling public relations crises has thus become a critical issue in professional basketball
management. This study aims to examine the differences in fan perceptions of organizational
reputation, negative word-of-mouth (WOM) , and willingness to continue attending games
under various combinations of crisis events and response strategies in Taiwan’s professional
basketball leagues. Additionally, it explores the moderating effect of fans’ perceived anger.
Methods: The study employs a quasi-experimental design to manipulate three crisis scenarios
and three response strategies in Taiwan’s professional basketball context. The differences in
fans’ cognition and behavior were analyzed using a convenience sample of basketball fans,
with 390 questionnaires distributed and 334 valid responses collected. Data were processed
and analyzed using descriptive statistics, exploratory factor analysis, and univariate analysis
of variance. Results: Legal violations by players resulted in the highest levels of negative
WOM and the greatest impact on fans’ willingness to continue attending games compared
to other scenarios. Different response strategies adopted by teams in various types of crisis
events had interactive effects on different dimensions. Apologies generally outperformed non-
responses or rebuttals in mitigating damage to organizational reputation, reducing negative
WOM, and lessening the impact on fans’ willingness to attend games. In cases involving
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personal ethical issues, the extent of negative WOM transmission varied depending on fans’
perceived anger toward the crisis. Discussion: Legal violations by professional basketball
players in Taiwan have the most significant impact on organizational reputation compared to
other scenarios. Additionally, fans’ perceived anger toward the crisis influences the spread of
negative WOM. Therefore, priority should be given to alleviating fans’ emotional reactions
during crises. Regarding response strategies, adopting a sincere apology is generally more
effective in reducing negative impacts. These recommendations can help professional teams
and players adopt more effective measures during crises, mitigating adverse effects on
professional basketball.

Keywords: Taiwan Professional Basketball League, quasi-experimental design, SCCT,

public relations

159






