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Abstract

The Effects of Promotional Type and Message
Orientation on Government-Public Relationships and
Intention to Apply for the Palicy in the Policy Customer
Relationship Management

Tae Myeong Kang

Graduate School of Mass Communication, Sogang University

Soo-Yeon Kim

Ph.D. Associate Professor, School of Media, Arts, and Science, Sogang University

This study tried to find out the effectiveness of public relations communication in the policy customer
relationship management. The study used a 2 promotional type (cost-oriented vs. conditional) x
2 message-oriented (self-oriented vs. other-oriented) between-subjects experimental design. The result
revealed that promotional type and message orientation had no significant relationship on
government-public relationships (trust and satisfaction) and intent to apply for the policy.
Interestingly, the interaction effect was found significant. When the self-oriented message was used
with conditional promotional type, participants showed higher trust in and satisfaction with the
government than when the other-oriented message was used with conditional promotional type. When
the other-oriented message was used with cost-oriented promotional type, participants showed higher
trust in and satisfaction with the government than when the self-oriented message was used with
conditional promotional type. The results of this study emphasizes the significance of other factors
such as the nature of the policy or the characteristics of the policy customers in the policy customer

relationship management.

keyword: government public relations, PCRM, promotion, message orientation, government-public

relationships
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