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Tom tit: Ngay nay, truyén thong khing hoang da tré thanh mét wu tién hang dau trong tam nhin vé viéc thic day va
kiém sodt hinh anh ciia doanh nghiép. Néu nhw trueée ddy, thong tin gan nhiw phu thuoc vdo cdc to bdo chinh thong, hodc
dige dé cdp gzan tiép qua ngoi biit ciia cdc phéng vién, thi hién nay, tin ticc lan truyén tieng gidy, tirng phiit qua cac kénh ca
nhdn, cong dong trén mang xa hoi. Mang xa hoi vira gop phan tich cwc, vira tao ra nhing tac dong tiéu cyc doi véi thwong
hiéu cua moi doanh nghiép. Cau héi dat ra la: Lam thé nao dé cdc nha quan tri c6 thé tin dung cde yéu 1o tich cuc va han
ché nhu’ng yeu 16 tiéu cwc anh hirong dén thmfng hiéu va uy tin ciia t6 chirc? Dé gidi quyét van dé nay, bai viét giéi thiéu
mét s6 van dé truyen thong trong thoi dai so, hiéu qua va xu huong quan ly khung hoang trong thé gidi truyén thong dum
goc nhin da chiéu, khong chi mang dén nhwng bai hoc thue tién ma con gitip nha quan Iy rén luyén ky nang phan tich vin
dé va tw duy phan iing trong linh viee truyén thong, tir dé khoi ddy cam xiic manh mé, tao ning liec cho cdac nha lanh dao
va nhdn vién trong t6 chirc/doanh nghiép ciing nhau phoi hop xir Iy mot cach nhanh chong va hiéu qua.
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Abstract: Today, crisis communication has become a top priority in the vision of promoting and controlling the image
of the enterprise. If in the past, information was almost dependent on mainstream newspapers, or indirectly discussed
through the pens of reporters, now, news spreads every second, every minute through personal channels, communities
on social networks. Social networks contribute both positive and negative roles to the brand of each enterprise. The
question is how can administrators take advantage of positive factors and limit negative factors that affect the brand and
reputation of the organization? And to solve this problem, the article introduces some issues of communication in the digital
age, effectiveness and trends of crisis management in the media world from a multi-dimensional perspective, not only
providing practical lessons but also helping managers practice problem analysis skills and reactive thinking in the field
of communication to create strong emotions, creating capacity for leaders and employees in organizations/enterprises to

work together to be able to handle quickly and effectively.
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I. PAT VAN PE

K& tir khi mang xa hdi bung nd, cac cude khung
hoang truyén théng di lan nhanh dén muc khé
kiém soat. Néu nhu truée day thong tin hau nhu
phu thudc vao cac trang bao chinh théng, hodc
dugc thao luan gian tiép thong qua ngdi bat cta
phong vién, thi gio ddy, tin tirc lan truyén theo
tung giay tirng phuat thong qua tirng kénh ¢4 nhan,
cong déng trén mang xa hoi. M3di mét “dém lira”
thong tin bat can trong qué trinh hoat dong cua
mét t6 chirc hodc ca nhan nao d6 nhu truong hoc,
t6 chirc kinh doanh v.v... déu c6 thé “bung chay”
trén mang xa hoi va nhiéu khi con gy nén “con
sot” cho hang triéu nguoi dung mang khac nhau,
khong chi dimng ¢ pham vi quéc gia ma con vuot
ra toan thé giéi. Vi ddc tinh lan truyén vo clng
nhanh nhay cia mang xa hoi hién nay dang tao ra
nguy co thuong truc dbi véi kha nang kiém soat
céc thong tin ca nhan, don vi ciing nhu cac to chirc
& ca hai mat tich cuc va ti€u cuc.

II. NOI DUNG NGHIEN CUU
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2.1. Trang thii khiing hoing truyén thong
dbi véi cac to chire

Mdi c4 nhan déu c¢6 quyén dua ra suy nghi,
quan diém, phan bién, tranh luan vé tat ca moi
van d¢ phat sinh. Trong mot t6 chirc noi chung
hay trudng hoc va doanh nghiép noi riéng, bat ky
mdt sy ¢d ndo xay ra trong qua trinh hoat dong,
tham chi chi mot hanh vi Gmg xtr nao d6 khong
lam hai 1ong khach hang ciing c6 thé nay sinh mot
cudc khung hoang thuong hi¢u trén mang xa hoi,
n6 s& di nhanh hon, xa hon va sau rong dén timg
ngo ngéch ctia thé gi(’)i nay. Ciing chinh vi thé ma
nhiing t6 chirc dang nam trong vong xoay thong
tin da chiéu d6 dé dang bi chi trich, 1én 4n, tay
chay va ca ting ho theo nhiéu hinh thirc phi truyén
théng khéac nhau. Mot s6 nha lanh dao va quan
1y khi roi vao vong xody khung hoang dé thuong
mét phuong hudng trong viée xir 1y, do vay viéc
dap tit “ngon ltra khung hoang” truyén thong
duong nhu khong nhing chi gap nhiéu kho khan
trong van dé k¥ thuat, ma con rat hoang mang vé
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mit tinh than.

2.2. Khiing hoang truyén thong luén thay déi

Mang x4 hoi hién nay ludn thay ddi cach thirc
truyén thong nhanh chong do nhimg tién bod
vuot bac cia cong nghé thong tin cling nhu cach
thong tin dugc lan truyén va cach con nguoi dua
ra nhiing quan diém, y kién khac nhau. N¢ thay
ddi cach thirc cac loai “nhan hiéu giao tiép” voi
cac nha quan tri va cach cac nha quan tri giao
tiép voi nhau. Mang x4 hoi ciing da va dang thay
ddi cach thirc quan 1y thuong hiéu cua té chirc
hodc danh tiéng c4 nhén... timg gio, dic biét 1a
trong giai doan khing hoang. Chang han, mdi
khi xuét hién nhitng yéu té thong tin nao dé cé
lién quan dén t6 chic trén mang xa hoi, tuy theo
tinh chit va pham vi, cac nha quan tri thuong
hiéu vé co ban budc phai thay ddi cach thirc giai
quyét cho phu hop.

Pé giup thwong hiéu vuot qua con khung
hoang mot cach hi€u qua hoac quan trong hon la
phong ngtra/ngan chan khung hoang, thi nhan luc
trong nganh truyén thong quan hé céng chung va
tiép thi ngay nay nhat dinh phai 12 nhiing chuyén
gia, khong nhiing chi c6 trinh d¢ chuyén mon cao
ma con doi hdi nang luc sang tao va nhay cam, c6
kha nang thu hut sy chu y cua cong chung/ khach
hang bang mot thir nghé thuat giao tiép, theo mot
cach nao d6, nhu mot chuyén gia biét két ndi va
giai toa van dé theo hinh thirc ké chuyén chang
han. No6i dung dé giai quyét van dé vé chat luong
san phdm trén mang can ham chtra cac thong tin
hiru ich vé san pham va duoc chuyén tai thong
qua nghé thuat ké chuyén, c6 kha nang luu gilr
trong tdm chi va dan dit khach khach hang dén
vO1 su that san phém cua minh.

2.3. Mang x4 hi va khiing hoang truyén thong

Ciing nhu trén di trinh bay, ban chéat khung
hoang truyén thong hay thay doi va co tinh bat
ngd, do vy, né ludn tiém an nhitng nguy co
khung hoang ngay cang ting ddi véi cac thuong
hiéu/doanh nghiép. Nhu ching ta déu biét,
khung hoang c6 thé da bat dau ngay tir khi nha
quan tri mic sai 1am ra quyét dinh va sy phat
trién ctia mang x4 hoi hién nay 1am cho nhiing
sai 1am nay hiru hinh nhanh chéng trong mat
cong chung.

Tuy nhién, mang xa hoi cling da tao ra cho
doanh nghi€p va khach hang mot san choi binh
dang va nang tam tiéng noéi ctia ho trén dién dan

ndy va tat nhién no ciing trao cho khach hang
quyén tro thanh nhitng nguoi gidm sat su trung
thuc ciia cac thuong hiéu ciing nhu san pham/
dich vu, c6 tac dong rat 16n dén cac hanh vi kinh
doanh hay hoat dong ciia t6 chirc.

2.4. Khiing hoang truyén thong va hiu qua
vé mit phap ly

Tai Viét Nam, Vién nghién ctru phéap luat phia
nam da néu mot dan chimg minh hoa vé khing
hoang truyén thong c6 tinh phéap 1y: Vao thoi diém
cudi nam 2003, “tin d6n” Tong Giam déc Ngan
hang ACB b0 trén dd gay nén sy hoang mang to
16n trong du luan. Tinh hinh nhiéu ngay sau d6 tro
nén nghiém trong hon khi hang loat khach hang
d6 x0 dén ACB dé rut tién. Ciing trong gidi ngan
hang, 4.000 ty dong cua Vietcombank dd béc hoi
trén thi truong chung khodn sau “tai nan” 500
triéu trong tai khoan cta khach hang “khong canh
ma bay”. Qua vi du, c6 thé d& dang nhan ra khing
hoang thudng dén tir thong tin tiéu cuc lién quan
tryc tiép dén: (i) ca nhan dai dién “guong mat
thuong hiéu” cua doanh nghlep, va (i1) san pham/
dich vu ma doanh nghiép cung cip. Hai yéu t6 nay
gop phan tao nén “hinh anh” ciia doanh nghiép
trong con mat cua cong chiing.

Khing hoang truyén thong gy ra nhidu loan
hinh anh t6 cht’rc/céng ty chii yéu théng qua céc
phuong tlen truyén thong dai chung, mang xa hoi.
Trong s6 cac thong tin dwoc truyén tai c6 mot
luong khong dugc kiém chting, khong chinh xéc
nhung véi @6 phii va lan truyén nhanh lam cho
cong chung dén nhan nhu mdt sy that va hinh
thanh mét du luan xa hoi moi.

2.5. Céc nguyén nhéan khiing hoéng truyén thong

2.5.1. Khiing hoang truyén thong bao gom
cac nguyén nhin bén trong va bén ngoai.

a) Cdc nguyén nhén bén trong bao gom:

« Vin dé méi trudng hoic tai nan, chay nd;

« Céc cudc diéu tra phéap ly, cac vu kién va
cach giai quyét;

* Nang luc tai chinh yéu kém hodc hiéu suét
cb tic thap;

« Céc van dé lién quan dén tai co cau t6 chic
hoic tranh chap quyén sé hitu qua cac thuong vu
mua ban/sat nhap;

« Thay d6i bd may quan 1y hodc sa thai nhan su;

* X4y ra cac su ¢d hodc sai lam trong cach
quan ly;

« Vin dé cac san pham 16i, kém chat lugng can
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phai thu hoi;

* Vén dé lién quan dén khiéu nai hay biéu tinh
cua nguoi lao dong;

* Tai nan lao dong tai noi lam viéc v.v...

b) Cdc nguyén nhén bén ngodi bao gom:

« Tham hoa thién nhién, chién tranh;

* Khung bd, cac mdi de doa tir toi pham hay
su ¢ tir x3 hoi;

* Cac hoat dong phan dbi, biéu tinh cta céc td
chirc/doanh nghiép khac;

« Cac khiéu nai ciia khach hang vé san pham
hay quyén loi c6 lién quan;

« Cac van d¢ trong nganh kinh doanh;

« Pe doa tir ddi tha canh tranh v.v...

2.5.2. Khiing hoing truyén thong trong giai
doan hién dai

Phén 16n cac cude khung hoang thuong hiéu
ctia cac to chirc/doanh nghiép ngay nay déu bat
ngudn tir cac nguyén nhan bén trong. Tuy nhién,
néu mot khi cudc khung hoang co6 nguyén nhan
tir bén ngoai thi c6 thé nhanh chong dan dén mot
cudc khung hoang noi bg. Co thé th?iy nhitng van
dé sau diy s& dan dén khing hoang va thuong
tang toc nhanh thong qua mang x hoi:

* Dich vy khach hang yéu kém;

« Thyc hanh tiép thi yéu kém;

* Quan h¢ cong ching hodc vdi ngudi co stc
anh hudng xa hoi kém;

« Yéu kém trong hé théng quén tri.

a) Pac diém cua dich vu cham séc khdch hang
kém thwong lién quan dén cdc vin dé vé dich vu
va quan hé khdch hang. Phan héi théng tin cho
khach hang chdm hodc khéng phan hoi trén mang
xda hoi mot khi khach hang co trai nghiém khong
16t voi dai dién cua thwong hiéu/nhdn hang trén
online hoac offline v.v...

b) Ddc diém cia quan hé céng ching kém
thwong dan dén s phan dnh nhiing ¥ kién hay cdu
chuyén duoc dang tdi trén mang tur khach hang
dang gidn dir va bat man.

Céc 1i do tiém ning dan dén khung hoang la
do cac website hay blog c6 thé d& dang dugc truy
cap trén toan thé gidi. Do véy, nhidu ngudi cé sirc
anh huong 16n té1 cong chung cung tham gia va
vi thé dé gay nén khung hoang thuong hiéu. Thi
dy, Nha lam phim Kevin Smith, hay “Silent Bob,”
dang tai trén Twitter trai nghiém cia anh v6i hang
hang khong Southwest Airlines khi bi dudi ra khoi
may bay vi qué béo.
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¢) Pac diém ciia hé thong quan li yéu kém cho
thcfy nha quan tri hodc dai dién thwong hiéu co
nhitng nhan dinh kém vé thi truong, méi truong
kinh doanh, chat heong sian pham ... ciing nhie vai
tro cia truyén thong xa héi hay nhu thiéu si phoi
hop va né luc trong té chirc.

2.6. Xu hwéng quan tri khiing hoing truyén
thong ngay nay

2.6.1. Cac budc quan tri khung hoang
truyén thong

Dé san sang tmg pho véi khing hoang, mdi to
chtc/doanh nghiép can thuc hién mét sd budc
quan trong sau:

- Giam sét thong tin dé phat hién sém dau hiéu
khiing hoang tir mang xa hoi va truyén thong;

- Tap huén k¥ ning giao tiép khong chi riéng
dbi v&i 1anh dao ma con cho tat ca cac nhan vién;

- Xay dung d6i ngii truyén théng chuyén
nghiép dé 1én ké hoach phong ngira va xu 1y
hiéu qua céc thong tin sai 1éch, giam thiéu hau
qua tiéu cyec.

2.6.2. Mot s6 yéu ciu va phwong phap méi
hi¢n nay dang dwoc ing dung rong rii cho tit
ca cac to chirc va ca nhan nham phong ngira va
xir Iy con khiing hoing truyén thong:

- Phong ngtra va giai quyét vin dé khung
hoang truyén thong cia t6 chirc/doanh nghiép
trén mang xa hi doi hoi cac nha quan tri co trach
nhi¢m mai diia k¥ nang xtr ly thong tin hi¢u qua,
sang tao ra cic phuong phap moéi giai quyét con
khing hoang truyén théng néu xdy ra ciing nhu
toa sang thuong hi¢u cua minh trén khong gian
mang xa hdi;

- Tiép thi bang cau chuyén ké qua mang truyén
thong xa hoi la mot ngh¢ thuat cé tinh sang tao dé
xay dung niém tin cta khach hang ddi v6i thuong
hiéu cua t6 chitc/doanh nghiép;

- Su tng ho cua xa hdi chinh la stcc anh hudng
mai ¢6 hi¢u ung tich cyc tdi thuong hi¢u cia td
chirc/doanh nghié¢p;

- Thong tin phan hoi tirc thoi téi khach hang
1a soi ddy mau nhiém két néi mdi quan hé trung
thanh cta khach hang véi thuong higu cua to
chirc/doanh nghiép.

IIL.KET LUAN

Sy lung tung khi roi vao khing hoang truyén
thong ciia doanh nghiép chii yéu 1a do lanh dao
doanh nghiép khong quan tim day du dén nghiép
vu quan hé cong ching (Public Relations - PR).
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Khing hoang c6 thé di tranh duoc hodc xur Iy
mot cach phu hop hon néu ho chu y dén thuc té:
“PR 1a tap hgp cac hanh dong, phat ngoén, hinh
anh dugc trién khai trong mot thoi gian xéac dinh,
¢6 chién luoce, ¢6 ké hoach, hudéng té1 mot hodc
nhiéu d6i tugng nham tao dung, duy tri hoic phat
trién mot hinh anh c6 loi cho hoat dong va su ton
tai ciia doanh nghiép”. Pé phong chdng va xir 1y
khiing hoang truyén théng mét cach hiru hiéu, to

chirc/doanh nghiép can chu trong ting cuong chét
luong dich vu va san phém ctia minh dé “gia tang
strc dé khang”, thiét 1ap quan hé bao chi va phat
trién quan hé vé6i cong chiing cling nhu nam viing
cac xu hudng quén tri khing hoang ngay nay. Néu
lam duoc nhitng diéu nay, doanh nghiép co thé
chu dong don nhan va xu 1y hiéu qua cac cudc
khuing hoang truyén thong von co nguy co xay ra
bat ctr luc nio.
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