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Abstract 

This study explores the Government crisis communication by "crisis stage", 
"compsition" and "communication channel" to synthesize the matters that the entire 
organization should pay attention to when facing crisis events. The research method 
integrates and summarizes the relevant crisis communicaiton literature through the file 
analysis method, and through the secondary data analysis method and the in-depth 
interview method to examine the government how to facing COVID-19 epidemic in 2020, 
and Taroko train crash in 2021, to further analyze the communication on the 
government’s crisis. 

Studies have found the government almost can follow the precautions presented in 
the literature when faces a crisis. However, the quality of crisis communication depends 
on whether the relevant depertment provide substantial resources or staffs reflect their 
opinions effectively. In addition, the cultivation of crisis awareness, the smoothness of 
warning and notification mechanisms, inter-departmental or cross-field communication 
tacit understanding, and talent training of spokespersons or public relations staff, all 
should be shared and released by the whole people from day. It can build the government 
responsible reputation, unite the role of social solidarity, and make concerted efforts for 
the government to overcome the crisis. 

The results of the following conclusions� 
1. Awaken the public’s crisis awareness by more dissemination and execute 

punishment. 
2. Establish a transparent warning system and a smooth notification mechanism to 

grasp the "prime time". 
3. Enhance two-way communication, and response to feedback messages. 
4. Pay attention to personnel training of spokespersons, public relations staff, and 

customer service personnel. 
5. Let the grassroots voice really reach the decision-making system. 
6. Establishing the whole-of-government, cross-departmental and cross-field 

cooperation.  
7. Establish a single-window customer service line and entrust external units to build 

a service center.  
8. Share the core values of the organization with the public. 
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