@ | % %

W R X

RAF T BARE 2 7 X
@l H AN R R AL

i HZH__EIW ek HM 2024437 10 H

S (N A Y9I K NS I
fit = B Y HAx

A b 45 4R

OF 52 Ji 1 s AH A P

£ 1200 H 2024556 F




VU R A 2267 18 ST

P& X T A A W AV AN P 5 A
R 5T

SRR

Mok BB ESHT: DR

LR, FRRKEAIR, W% T, BIEmEERR. £ Web3.0 1
TR T, AARME R E AR NE LR AE . fe3kE, NG
AEAZ QAR 11 V8 2 R RIE B IR S R L. TR SR AR, B0
ORI [ SRS, EA5 SR J5 23 AR ST 36 SRR T 2 i 1 T e o,
FAC NS R A G AN IR e B RS I NAN 2, FEAS SR AT i 5 R R
B, A AR IR, B S O I8 S AR Rl (R 2 . AR Tt
TR 5 AP IR 1) BT AR, x4 ] S T BRI S L SIS R A 3R R
DAk AN LG 2 R EEANME

W FE LLEE T B Ik R G A AL 2 L ik 195 Jm] S R 1% I . 2T
RITEDN BB IEERIT T T B, TR K F R ]
N7 G, SIS Bl 1) 70 RbTE . 78 70 A EE [ P9 A SR Kb e, 4
FIERENEERER (SCCT), AHRMA. AL, R[] W 5% |
FEl G i RURFAE 5 N TR RS, A9 Fe Bl L SEmE ) 702K . IHGN I H4
RIEL, BEEAT TR ORI, diG RN WEE,
ARG EmNE H o ARG H SRR TRk 91 B R R AT
SRR IR A o LI, 0 A A PR A ERBUF 4T, AL A AT R
Gh5 KT FE TR 25 1% AR A )2 BosonNLP 15 /&l $, 4% 1& A T4 38 i Ak

TR RO S, S T GRS IR i, R RIRA T RACE
|



VU R A 2267 18 ST

R BN RT & A ARVEIR TG AT 70, BLRARERAS RIS RS0 “ 4 7, “ IR 7,
COBRTL RS R R R I L, TS B[R N AT R T S AR
MBI PR o R R IR 37 2200 M, I B AR B 5 TR AR ] (1
oM. DLSRARSRAL. RIS [INE. a2y B AR, AR E
R RN Je A B B) (A LGN ] B AR o i 4 5 SR e s Ok EE g
RIS, B ISR [m] NS 2 8] A7 58 BN o

W TR (RIS AT AL TN, T AR B R R 2P E R > §i
AN > TR > IR A Y 5 R o BB 0 R SR RE A0k O A A7 T AR IR R
AN R [P NSR 5 FHAFSRRAAE  AS AN, AR
GERIFAF IR N AR 0] NS 2 22 5%, B 2RI EEAR A th AR AR A,
ISR A2 1 SRS (IR 5 7 B 2R e . S JmRAE I 70 L, AT
2 T BELS TV 6 i X R S A 2R AR (1 5] 5 LS A A i [ L SRS
DCHC A%y T 5 AT FT 3o

XHE: BEH X BRTH: TRAEM: S RSHEE



D) 1K S 22 1 S

Study on the Impact of University Response
Strategies on Public Emotional Changes in
Unexpected Incidents
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In recent years, there has been a surge in unexpected incidents in
universities, covering diverse topics and resulting in highly complex public
sentiments. Against the backdrop of Web3.0, the public has transitioned from
being mere information recipients to becoming information disseminators and
publishers, enabling everyone to express their emotions and opinions within the
discourse space of social media. Faced with these incidents, some universities
have adopted appropriate strategies. Following the dissemination of information,
negative public sentiments gradually diminish while positive sentiments
increase, thereby enhancing public trust in the university. Conversely,
inadequate responses from certain universities have led to the emergence of
secondary public sentiments post-information release, exacerbating negative
public emotions and causing irreparable damage to the university's image.
Enhancing the efficacy of responses to unexpected incidents in universities
holds significant value for managing negative public sentiment crises, shaping
positive public image, and reducing societal unrest.

The research employs a framework consisting of content analysis-based
coding construction, sentiment analysis based on emotional lexicons,

multifactorial analysis of variance, and case study analysis. Initially, the coding
n
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of types of unexpected incidents and response methods was conducted to
classify and annotate the data. Drawing on both domestic and international
literature and standards, and integrating the Situational Crisis Communication
Theory (SCCT), indicative strategies were introduced around university
characteristics within the context of diminishing, denying, and reshaping
response strategies, serving as classifications for response strategies in the study.
Existing event classification frameworks were summarized and integrated to
form the classification of unexpected incidents used in the study, alongside
response forms and time gaps, thereby systematically constructing coding
categories. Two coders conducted feature coding of 91 unexpected incidents in
universities over the past five years based on coding categories. Subsequently,
sentiment analysis was applied to public comments on Weibo to quantify public
sentiment. Combining Dalian University of Technology's emotional ontology
and BosonNLP's emotional lexicon, an emotional lexicon suitable for social
media contexts was constructed to conduct sentiment analysis based on
emotional lexicons. This yielded emotional scores of public comments before
and after universities' initial responses to unexpected incidents, as well as the
proportions of "good," "joy," "disgust," "anger," "sadness," "fear," and
"surprise," representing different types of emotions. Changes in emotional
scores and proportions before and after responses were then calculated.
Multifactorial analysis of variance was subsequently employed to determine the
influence between independent and dependent variables. Independent variables
such as event types, response strategies, response forms, and time gaps were
analyzed for their main effects and interactions, as well as simple effects. Finally,
combining case analysis, typical cases were compared to validate the interaction
effects between event types and response strategies.

Research findings indicate that response strategies exhibit a primary effect,
with overall emotional change values showing a hierarchy of reshaping >
indicating > denying > downplaying. Specifically, reshaping strategies

v
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demonstrate the most favorable improvement in negative public emotions
overall. Additionally, there exists a second-order interaction effect between
response strategies and event types. Different response strategies yield varying
results under student quality and accident disaster event types, with respective
changes in emotional proportions differing as well. Thus, the selection of
strategies under different event types requires categorization and discussion.
Finally, based on the research findings, suggestions are made concerning
the establishment of public opinion warning measures prior to events, guidance

for student groups, and matching response strategies post-event.

Keywords: Response strategies, Emotional changes, Unexpected

incidents, University online public opinion
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