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MOT SO SAI LAM PHO BIEN
TRONG XU LY
KHUNG HOANG TRUYEN THONG

% TS. BUI THI NGOC MAI
Vien Lanh dao hoc va Hanh chinh cong,
Hoc viéen Chinh tri quéc gia Hé6 Chi Minh

® Tom tat: Trong qud trinh xi ly khing hodng truyén thong, nhiéu to chiic gap nhiing sai lim
khién tinh hinh tré nén nghiém trong hon. Thong qua mét sé vi du thuc tién 6 khu viic doanh
nghiép, bai viét tp trung lam ro mot so sai ldm phd bién trong xii ly khiing hodng truyén

thong, trén co s6 dé phan tich hé qud va rit ra bai hoc kinh nghiém nham ndng cao ning luc

qudn tri khing hodng truyén thong ciia cdc t0 chiic trong béi canh hién nay.

® Tii khéa: Truyén thong; khing hodng truyén thong; sai ldm trong xii ly khiing hodng

truyén thong.

Pit van dé

Khing hoang truyén thong 1a diéu kho
tranh khoi trong hoat dong ctia bt ky to chirc
nao, du ¢ khu vyc cong hay tu, va cach mot
t6 chtrc tng phé véi khung hoang s& quyét
dinh muac do thiét hai vé uy tin, hinh anh, tai
chinh va tham chi 14 sy ton vong cua t6 chirc
do. W. Timothy Coombs (2019), mot chuyén
gia hang dau vé quan tri khung hodng, nhin
manh rang phan tmg ciia to chirc trong khiing
hodng quan trong hon chinh ban than khung
hoang do‘V.

Trong qua trinh d6i mat va xir 1y cac cudc
khung hodng truyén thong, nhiéu to chic gap
phai nhiing sai 1dm, khién to chirc khong nhimg
khong kiém soat dugc khung hoang ma con
khién tinh hinh tr& nén nghiém trong hon, anh
huong tiéu cuc dén hinh anh, uy tin cia to chirc

va lam suy giam niém tin cua cong chung.
Chinh vi vay, viéc nhan dién va phan tich
nhiing sai 1am pho bién trong xir 1y khing
hoang truyén thong 1a diéu can thiét, nham rat
ra bai hoc kinh nghiém dé cac t6 chirc Gmg pho
hi¢u qua hon.

St dung phuong phap nghién ctu tai licu,
c6 thé tong hop sau ddy mot s6 sai 1am pho
bién trong xir Iy khing hoang truyén thong cta
cac t6 chirc, kém theo d6 1a hé qua va bai hoc
kinh nghi¢m:

1. Phan tg chim tré hoic im Ling

Khi khing hoang no ra, to chirc phan tng
cham tré, hodc im ling khong dua ra phan hoi.
Piéu nay tao ra mot “khoang tréng thong tin”
ma Coombs (2019) canh bao rang s& nhanh
chong bi lap day boi tin don va thong tin sai 1éch
tir cac ngudn khong chinh thong®.
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bac biét, trong thoi dai mang xa hdi phat
trién, thong tin tiéu cyc lan truyén rat nhanh,
viéc cham phan hdi hodc im lang khién t6
chirc danh mat quyén kiém soat dong chay
thong tin, 1am suy giam niém tin nghiém
trong. Trudc khi to chirc 1én tiéng, thi tin don
va thong tin sai l¢ch da lan rong, hinh anh cta
to chire da bi ton hai.

Vu tran dau Deepwater Horizon ctia BP nim
2010: Trong nhiing ngay dau, su cham tré va thiéu
minh bach cua BP trong viéc cung cdp thong tin
vé& quy mo su ¢b va cac nd luc khac phuc da khién
cong chung va truyén thong phin nd, 1am trim
trong thém cudc khing hoang (William
R. Freudenburg, Robert Gramling, 2011)®.

Mot vi du khéc 1a vu 1o ri dir liéu Cambridge
Analytica (2018) ¢ Facebook. Dir li¢u ctia hon
87 triéu nguoi dung bi thu thap ma khong duoc
phép. CEO Zuckerberg phan hoi qua mudn (sau
5 ngay), khién khung hoang leo thang. Hé qua
14 niém tin ngudi ding toan cau suy giam. Face-
book phai diéu tran truéc Qudc hoi My va EU,
bi phat hang ty USD®.

Bai hoc kinh nghiém:

Phéan tmg kip thoi 1a nguyén tic song con
trong xu ly khung hoang. Theo Coombs, W. T.
(2019), toc do phan Gng 1a yéu t6 then chét
trong xu ly khung hoang. Sy im lang hodc tri
hodn tao diéu kién cho suy doan lan rong va lam
suy giam uy tin®.

Viéc tri hodn phan ung c¢6 thé gy hai 16n
hon ban than cudc khung hoang. Do do, t6
chirc tuyét doi khong im ling, khong né tranh
bao chi, khong cung cdp thong tin chung
chung, vong vo. T6 chirc can phan g nhanh
sau khi sy viéc xay ra, boi theo nguyén tic
“stealing thunder” (chiém loi thé thong tin),
vi¢c chu dong cung cép thong tin som, ké ca
thong tin tidu cuc, ¢ thé giam thiéu tac dong
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tiéu cuc va cho théy su chu dong cta t6 chuc
(Arpan & Roskos-Ewoldsen, 2005)®. “Thoi
diém vang” dé kiém soat tinh thé va dua ra cac
phuong an giai quyét toi vu nhét trong xu 1y
khung hoang con tuy thudc vao mirc do, tinh
chat, pham vi ctia khiing hoang va sy chuén bj
ctia mdi to chirc, ci nhin ma ¢ nhimg han
mdc thoi gian khac nhau, ¢6 thé 13 mot vai
ngay, ciing c6 thé 1a mot vai gio dau tién sau
khi su ¢b xay ra, tham chi co thé 1a “khong co
gid ndo ca” - khi khing hoang truyén thong
xay ra thi phai xtr 1y ttrc thoi. Nhung Nhanh
khong ¢ nghia 1a ¥gi. T6 chirc can dua ra
thong tin mot cach cin trong vi cong chiing
thudng rit chu ¥ nhimg thong tin dau tién duoc
dua ra. Néu chua thé phat ngon véi thong tin
day du thi can dua ra thong diép so bo dé tran
an du luan, dua ra 101 hen vé thoi diém phat
ngdn chinh thirc, kém theo cam két s& diéu tra
va minh bach két qua.

2. Thiéu minh bach, phii nhan hoic che
gidu s that

Mot s6 t6 chire gidu giém thong tin, cung cap
thong tin map mo, nua voi, khong déy da hoac
thong tin sai l€ch, voi muc dich tri hoan khing
hoang. Pay 1a mot chién luge rui ro cao va
thuong phan tc dung, béi né1 chung thong tin
sém mudn ciing bi cong khai, dac biét trong moi
truong s6, va sau khi sy that phoi bay thi khung
hoang con nghiém trong hon, cong ching mét
long tin, hau qua phap 1y nghiém trong hon, quy
mo khung hoang gia tang.

Céc t6 chirc thuong cd gang bao vé hinh
anh trong ngin han, nhung viéc che gidu lai
din dén ton that 1au dai, ca vé niém tin 1dn
phép ly, dic biét 1a niém tin. Mat long tin 1a
hé qua khong thé phuc hoi hoan toan. Khi
nguoi dan hodc khach hang phat hién bi ltra
ddi, ho c6 xu hudng tay chay lau dai, bt ké
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sau d6 to chirc ¢6 xin 16i hodc khéc phuc. Su
mat 1ong tin trong khiing hoang 1a mot vét seo
lau dai dbi v6i uy tin to chiuc (Heath &
O’Hair, 2010)7.

Vi dy, ndm 2008, trong vu stta bot Sanlu &
Trung Qudc bi phat hién nhiém melamine gy
bénh cho hang nghin tré em, hang d che gidu
thong tin ban dau, khién thiét hai lan rong.
Sanlu va chinh quyén dia phuong da c¢6 tinh
tri hodn cong bd su that ngay ca khi co bang
chiing 1o rang. Thang 6/2008, cac ca bénh tré
em bj s6i than bt dau xut hién, nhung khong
dwoc cong bd rong rdi. Tir thang 8/2008,
Fonterra (c6 dong 16n nudc ngoai cua Sanlu)
da canh bao ndi bo, d& xudt thu hoi, nhung
Sanlu va chinh quyén Thach Gia Trang (tinh
Ha Bic) tir chdi, lo so anh huong dén hinh anh
quéc gia trudc Thé van hoi Bac Kinh 2008, vu
tién hinh anh chinh tri (Olympic Bac Kinh)
hon tinh mang tré¢ em. Ngay 11/9/2008, vu
viée méi duoc cong bd sau khi bao chi quic
té vao cudc, Trung Quéc bét budc thira nhan
sau ap luc, khing hoang truyén thong bung nd
khi bao chi trong nudc déng loat dua tin, tao
lan song phan dbi dir doi®. Vu viéc khién
niém tin cua cong ching sup d6, ngudi dan
hoang loan, mit 10ng tin vao hé thng an toan
thyc pham, vao chinh quyén, vao truyén thong
nha nudc, dong thoi, hinh anh quéc gia bi ton
hai khi Trung Qudc bi cac thi truong quc té
tay chay thuc pham, con tip doan Sanlu bj pha
san, nhiéu lanh dao bi xir Iy hinh sy.

Vi du khac: tham hoa nd nha kho hoa chét
tai Thién Tan, Trung Qudc (2015). Thang 8
nam 2015, mot loat vu nd lén xay ra tai mot
kho chtra hoa chat nguy hiém ¢ cang Thién
Tén, Trung Qudc, khién it nhat 173 nguoi thiét
mang va hang nghin nguoi bi thuong, 304 toa
nha, hon 12 nghin 6 t6, hon 7.500 container

lién van bi hu hai... Ngay sau vu nd, chinh
quyén dia phuong d4 ra 1énh cho céc bién tap
vién va phong vién khong chia sé thong tin vé
tham hoa trén cac nén tang nhu Weibo va
WeChat. Cac trang web dugc yéu ciu tuin
theo thong tin tir truyén thong nha nude. Dai
truyén hinh Thién Tan d4 khong dua tin truc
tiép vé vu no trong nhiéu giod, thay vao do phat
song cac chuong trinh gidi tri, khién nguoi dan
phén nd vi thiéu thong tin chinh thirc. Nhiéu
bai ding ctia nguoi ding mang x4 hoi vé vy nd
da bi x6a bo, va cac tur khoa lién quan nhu
“Thién Tan” va “vu nd” trd thanh muc tiéu
kiém duyét, lam gia ting sy nghi ngd va bat
man trong cong ching®. Sy thiéu hut thong tin
chinh thirc di tao diéu kién cho cac tin don va
thong tin sai 1¢ch lan rdng trén mang xa hdi,
gay hoang mang trong cong dong.

Hay trong vu bé bdi khi thai “Dieselgate” clia
Volkswagen nam 2015, ban dau, Volkswagen da
pht nhén cac céo bude gian 1an phan mém kiém
soat khi thai. Khi Co quan Bao v¢ Mo61 truong
Hoa Ky (EPA) cong bd bang chimg khong thé
chdi cii, Volkswagen khong chi d6i mat véi
thiét hai tai chinh khong 16 ma con 1a mot cude
khting hoang niém tin toan cau?.

Bai hoc kinh nghiém:

Minh bach va trung thuc 13 nguyén tic nén
tang trong xtr ly khung hoang. Su c61 m¢é trong
viéc chia sé thong tin - bao gdm ca nhimg gi da
biét, nhimg gi chura biét, va nhimg gi dang duogc
thuce hién - 1a diéu kién tién quyét dé xdy dung
long tin ctia cong chung, yéu t6 séng con dé diéu
huéng va phuc hdi sau khing hoang (Reynolds
& Seeger, 2005)™. Khi ¢6 su cb, cac to chirc
can chil dong cong khai su that thay vi dé truyén
thong phat hién va 1én an. Sy chu dong va minh
bach s& gitip to chirc lam chii thong tin va giam
thiéu thiét hai.
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T6 chire can c6 thai do sdn sang d6i thoai,
cung cap thong tin chinh x4c va cong khai quy
trinh xtr Iy vin d& va nhat 1a tao dung mot hinh
anh dua trén triét 1y 1dy quyén loi ctia khach
hang, ctia doi tac lam trung tm. Ludn can c6
su chu dong tham muu va vao cudc cang
nhanh cang t6t cua hé théng kiém soat ndi bo
dé tim ra sy that va mau chdt cua van dé dé tir
do dua ra cac bi¢n phap gidi toa khiing hoang
va hd tro qua trinh trao doi thong tin voi bao
chi. Uu tién hang dau van 1a tip trung luc
lugng giai quyét tinh hudng va giai phap cho
sy ¢b. Khi da c6 hudng giai quyét sy b thi bo
phén xtr Iy truyén thong méi biét néi gi, thong
diép truyén thong mai thuyét phuc, tranh vide
no6i chung chung gy thém suy dién va mat
niém tin tir du luén.

3. Thiéu déng cam, thién vé Ky thuit va
do 16i

Trong khung hoéang, thay vi nhan trach
nhiém, mot sd t6 chire chon cach d6 18i cho cac
yéu to bén ngoai, cho khach hang, déi thii canh
tranh hodc tham chi 12 nan nhan, hoac tap trung
quéa mtc vao ly do k¥ thuat, s6 liéu, quy trinh,
cung cip thong tin kho khan, thién vé “giai
thich quy trinh k¥ thuat”, khong lang nghe,
khong ddng cam, thiéu quan tim dén cam xuc
va thiét hai ctua nan nhan, hodc khong cé
nhitng hanh dong cu thé dé hd tro, dén bu cho
nhimg nguoi bi anh hudng truc tiép boi khing
hoang. Vi du, khi xay ra céc su ¢b gay thiét hai
cho nguoi dan (6 nhidm méi trudng, su ¢d y
khoa...), bén cung cip dich vu d6 16i do nguoi
dung khong doc ki hudng dan, hoic do yéu tb
khach quan, ma khong nhin nhan diy du phan
trach nhiém cua minh, khong thé hién sy quan
tAm, tham hoi, ho tro kip thoi va thoa dang cho
nan nhan, khién khing hoang thém trim trong
va kéo dai.
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Diéu nay thé hién su thiéu chuyén nghiép,
thiéu trach nhiém, tao ra hinh anh mot t6 chuc
vO cam, chi quan tam dén 1oi ich cta minh, tir
d6 khong giai quyét duoc gbce ré van dé, phan
{ig tiéu cuc lan rong, hanh vi “tay chay” to
chirc/thwong hiéu co thé xay ra.

Vidu vu viéc cudng ché hanh khach David
Dao khoi chuyén bay ctia United Airlines nim
2017. Ngay 9 thang 4 ndm 2017, trén chuyén
bay United Express 3411 tir Chicago dén
Louisville (My), mdt hanh khach - béc si
David Dao, nguoi My gdc Viét - bi nhan vién
an ninh cudng ché kéo ra khoi may bay vi
hing can chd cho nhan vién ciia minh trong
chuyén bay bj qua tai dit chd - overbooked.
Su viéc duoc hanh khach quay lai va lan
truyén nhanh chéng trén mang xa hoi, cho
thdy 6ng Dao bi kéo 1& xudng 15i di voi khuon
mit dAm mau, kém tiéng la hét ciia hanh
khach khac. Du luan phan tng dir doi vé vu
viéc. Video gay phin né toan cau, voi hang
tridu luot xem va chi trich gay git tir béo chi,
mang xa hoi va cong chung. Vu viéc dugc mo
ta 1a biéu tugng cho su thiéu nhan van va
quyén lyc qua muc cua cic hang hang khong
M§U2. Sau khi sy viéc xay ra, CEO Oscar
Munoz da bénh vuc cho hanh dong cua phi
hanh doan, n6i rang dng David Dao “gay néo
loan va hung hang”, dong thoi ca ngoi phi
hanh doan vi cach giai quyét “cao tay” dbi voi
vi hanh khach nay. Ong Munoz néi phi hanh
doan chi lam theo “céc quy dinh da dugc dé
ra”. Tém lai, CEO Oscar Munoz ban dau d6
16i cho nan nhan, thay vi nhan 16i hodc thé
hién su cam thong v6i ngudi bi ton thuong.
Phan tmg nay khién du luan tirc gian hon, cho
rang 6ng Munoz va United Airlines khong
biét phan biét dung sai va ké ca. Trén khap
cac mang xa hoi lan truyén manh nhig hash-
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tag nhu BoycottUnitedAirlines (tdy chay
United Airlines)!').

Bai hoc kinh nghiém:

Truyén thong 1a cudc chién vé cam xuic va
nhan thie, do do, cac t6 chire can chu dong thira
nhén 151, dwa ra 101 xin 15i, thé hién sy dong
cam, dua ra giai phap cu thé va thé hién trach
nhiém thi s€ c6 duoc su déng cam cua cong
ching, tham chi cai thi¢n hinh anh sau khung
hoang. Loi xin 16i can thé hién sy chan thanh,
dic biét, can chi ¥ ngon tlr, cach dién dat, cin
trong tirng cau chit, vi do1 khi chi mot cau, hoac
tham chi mot tir khong phit hop c6 thé tr thanh
tam diém chi trich.

Thue té, cong chiing va béo chi s& quan tim
nhiéu nhat dén hai diéu chi chét 1a thdi do va
quan diém clia to chiic vé van dé da xay ra va
cach thirc giai quyét ra sao cho hop tinh hop 1y.
Nhiing don vi, cd nhan trong thoi gian qua bi
ltn sdu vao khung hodng chu yéu déu do gii
thich long vong, tir chdi trach nhiém hodc to thai
d6 bé trén, ké manh... vi vay, du cé thé dung ve
Iy nhung van khong tranh khoi khing hoang
truyén thong.

4. Thiéu ké hoach xir Iy khiing hoang
truyén thong tir trude

Nhiéu t6 chue, ddc biét 1a co quan nha nudc
va doanh nghi€p vira va nhd, khong co su
chuan bi trude, khong co kich ban tmg phé cho
cac tinh hudng khung hoang hién hiru va tiém
an, dan dén phan ing cham chap, thiéu nhat
quan, bo 15 “thoi diém vang” dé kiém soat tinh
hinh, va thudng dan dén cac quyét dinh sai 1am
do bi dong, phat ngdn mau thuan hodc sai léch,
gay ton that uy tin va tai chinh, mat niém tin
lau dai, chi phi xtr Iy khing hoang bi doi 1én
nhiéu lan.

Bai hoc kinh nghiém:

Viéc chudn bi cho khiing hoang khong phai

14 lya chon tily ¥. Céc to chtre khong ¢ quy
trinh Gtmg pho theo kich ban thudng cé xu
huéng im lang hodc phu nhan khi sy ¢d xay ra
(Heath, R. L., & O’Hair, H. D, 2010)"9, Khi
thiéu su chuan bi bé“tng céc ké hoach xtr ly, s€
kéo theo cac sai 1am khac nhu cham tré, thiéu
nguoi phat ngon chinh thire, ling ting trong
phdi hop, im ling, d6 15, hodc hdn loan...
khién khung hoang trd nén tram trong hon rat
nhiéu. Do do, can c6 ké hoach xir Iy khung
hoang truyén thong tir trude, ké hoach cang
chi tiét thi to chirc cang phan mg hiédu qua,
v6i mot danh muc céc cong viée can chuan bi
dé tng pho v6i tinh hinh va theo ddi ngudn
nhén lyc. Can xay dung mot doi xur 1y khing
hoang truyén thong, phan tmg nhanh chéng,
c6 mdi quan hé tot voi gidi bao chi. C6 thé xay
dung “cdm nang xu ly khing hoang” dé ap
dung ngay khi c6 tinh hudng bt thudng véi
quy trinh va kich ban xtr ly khiing hoang duoc
chudn héa sin, dién tap xir 1y cac kich ban
nguy co cao.

5. Phat ngon khong thong nhét, mau thuén
ndi by

Khi khung hoang x4y ra, cac bo phan khéc
nhau trong t6 chtic hodc cac lanh dao khac nhau
dua ra nhing thong diép trai ngugc, mau thuan
nhau vé ciing mot vén dé, thong tin thay déi lién
tuc... Hé qua 1a cong ching hoang mang, mat
niém tin, tin gia va sy suy dién lan nhanh, truyén
thong d6i dau, chi trich, to chirc mat uy tin
nghiém trong.

Vi du khac 1a sy c¢b tham hoa hat nhan
Fukushima nam 2011 & Nhat Ban. Sau tran
dong dt va song than ndm 2011, nha may dién
hat nhan Fukushima Daiichi bi su ¢b ro ri
phong xa nghiém trong. Céc co quan chinh phu
da c6 nhimng phat ngdn khong thong nhat. Vi
du: B0 truong Bo Khoa hoc noi “mirc do an
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toan”, trong khi Bo truong Y té lai khuyén nghi
so tan gip khu vuc xung quanh. Vin phong
Noi cac va Co quan Nang luogng nguyén tir
phat ngon song song nhung khong thong nhat
vé tinh hinh k¥ thuat, mérc d6 ro ri, va hudng
dan cho nguoi dan. Hé qua, nguoi dan cam
thay bi lra dbi, khong tin vao céc chi dao so
tdn va canh bao phong xa; hang tin BBC,
CNN, Reuters... chi trich Nhat Ban “thiéu
minh bach” va “lung tang”. Do Nhat Ban
khong cung cap thong tin rd rang, nhiéu nudc
khong thé hd tro ky thuat kip thoi(s),

Bai hoc kinh nghiém:

Su nhat quan trong thong diép khong chi la
yéu cau k¥ thuat, ma 1a nén tang duy tri uy tin
va niém tin trong khing hoang. Khi xir ly
khing hoang truyén thong, nguyén tic “mot
tiéng noi” (one voice) 1a rat quan trong dé bao
dam su 16 rang, nhat quan va tin cdy ciia thong
tin dén cong chung (Seeger, Sellnow, &
Ulmer, 2003)(9. “Mot tiéng n6i” khong co
nghia 1a chi ¢6 duy nhat mot nguoi dugc phép
noi trong sudt cudc khing hoang ma c6 nghia
1a mot thong diép nhat quan va duoc diéu phoi
tap trung.

T4 chirc can lwa chon ngudi phat ngdn phu
hop, co kién thirc day dan, co6 kinh nghiém xur
Iy cac tinh hudng twong tu va kha ning in néi
troi chay trudc 6ng kinh. Can bao dam céac
phat ngon vién déu nhan duoc day du thong
tin cp nhat va truyén tai mot thong diép duy
nhét. T6 chirc can kiém soat ndi dung thong
tin, thong nhét thong diép trude khi cong khai.
No6i dung, giong di¢u cua thong tin dua ra, dac
bi¢t trong giai doan dau ciia mot cude khiing
hoang 14 rat quan trong. Thong tin can rd rang,
théng nhét trong ndi b va dugc lanh dao déng
¥ cho phép cung cap. Noi dung thong tin nén
thira nhan thuc té khi moi viéc da rd rang; mo
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ta quan diém cua to chic vi cai chung, vi
quyén loi hop phép cua khach hang; cac hanh
dong da va s& dugc thyc hién dé giai quyét
khting hoang. Mt khi cac thong tin co ban da
dugc thanh 1ap, thong tin nay phai dugc lap
di, 1ap lai lién tuc trong cac bao cao phat hanh
qua bét cr kénh ndo, bao gdm ca cac cudc hop
bao va cac cudc phong van. Dic biét luu y la:
Tit ca cac cau hoi vé nguyén nhan suy doan
va tién do diéu tra lién quan dén sy cb nén
duoc chuyén dén co quan diéu tra hodc co
quan c6 trach nhiém thay vi tra 101 theo quan
diém cua to chirc.

6. B6 15/sir dung khong hiéu qua truyén
thong mang xa hoi trong xir ly khiing hoing

Trong thoi dai s0, mang xa hoi nhu Face-
book, Twitter (X), TikTok, YouTube... 1a noi lan
truyén thong tin vé khing hoang dau tién va
nhanh nhét. Tuy nhién, nhiéu to chtic van xem
nhe hodc bd qua vai tro cua mang xa hoi trong
xir 1y khuing hoang, thé hién qua viéc: khong co
kénh mang xa hoi chinh thirc hodc hoat dong
kém hiéu qua; khong phan hoi kip thoi thong
tin sai 1éch/don doan trén mang; khong str dung
mang xa hoi dé cung cap thong tin minh bach,
nhat quén.

Hé qua 13, t6 chirc bo 15 kénh giao tiép quan
trong dé thé hién su léng nghe va thién chi, mat
co hoi ndm bt tm 1y cong chung, mat quyén
kiém soat du ludn, tao co hdi dé ddi tuong khac
dinh hinh “cau chuy¢n”, phan ung cham véi tin
don va thong tin sai 1éch. Khoang trong thong
tin trén kénh mang xa hoi chinh thong gy thiéu
vang thong diép kip thoi va dang tin cdy, dan
dén gia tang su bat dinh va lo ling trong cong
chiing, tin gid va sy phan no co thé lan nhanh,
ngudi dan dé tin vao nhing thong tin don doan,
khing hoang c6 thé leo thang vuot khoi tim
kiém soat.



THUC TIEN - KINH NGHIEM 89

Hay trong vu Nestlé va chién dich dau co
cta Greenpeace (2010): Té chirc Hoa binh
Xanh (Greenpeace) phat dong chién dich trén
mang xa hoi (dac biét 1a YouTube va Face-
book) cdo budc Nestlé su dung dau co tlr cac
nha cung cap pha rimg nhiét d6i, gay hai cho
duoi voi. Ho tung ra mot video nhai quang
cdo KitKat rt gay sdc. Sai 1am cta Nestlé 1a
da co phan tmg tiéu cuc, kiém duyét va thai
d6 khong than thién. Nestlé cd gang g bo
video cua Greenpeace trén YouTube véi 1y do
ban quyén. Trén trang Facebook ciia minh,
Nestlé x0a cac binh ludn tiéu cuc cua ngudi
dung va dang nhiing thong di¢p mang tinh
phong thu, tham chi 1a thach thirc nguoi
dung. Quan tri vién trang Facebook cua
Nestlé ¢6 nhitng phan hoi dwoc cho 1a kiéu
ngao va khong ling nghe y kién nguoi tiéu
dung. Hau qua 13, chién dich ctia Greenpeace
cang tré nén ndi tiéng do hiéu tng Streisand
(cang cAm cang lan truyén). Lan song phan
d6i Nestlé lan rong trén toan cau, hang ngan
ngudi dung thay doi avatar Facebook thanh
logo “Killer” (nhai KitKat). Nestlé chiu ton

that 16n vé hinh anh va cudi cing phai thay
d6i chinh sach tim ngudn cung tng dau co
bén virmg hon('?.

Bai hoc kinh nghiém:

Trong thoi dai s0, viée bo qua céc cudc thao
luan, phan hdi va dong chay thong tin trén mang
xa hoi 12 mot sai 1am 16n. Mang xa hdi khong
chi 12 noi khung hoang c6 thé bat ngudn va lan
truyén voi toc do chong mat ma con 1a noi to
chirc ¢6 thé lang nghe, thau hiéu tim tu cua
cong ching va twong tic tryc tiép dé dinh hudng
du ludn. Viéc cung cap thong tin nhanh chong
va minh bach qua mang xa hoi la yéu t6 then
chdt dé kiém soat khung hoang va duy tri long
tin cua cong ching. Do do, khi khiing hoang xay
ra, song song voi truyén thong truyén théng, cac
t6 chic phai xem mang x4 hoi 1a kénh quan
trong, can chu dong hién dién va tuong tac, can
phan hoi som dé gianh quyén kiém soat thong
diép. Ngoai ra, thay vi ding quyén luc kiém soat
mang xa hoi, chinh quyén nén tan dung mang
x4 hoi nhu mot kénh truyén thong chinh thirc dé
cap nhat thong tin va tuong tac voi nguoi dan
mot cach minh bach, hi€u qua.

Tém tit sai lam - hé qua -
Bai hoc trong xir Iy khiing hoang truyén thong

Phan ting cham tré hodc im lang

Thiéu minh bach, phl nhan hoac che gidu su that
Phén (ing thiéu dong cam, thién vé k§ thuat va
do 16i

Thiéu ké hoach

Phét ngon khong thong nhat, mau thuan ndi bo

B4 |G truyén thong mang xa hoi

Mét kiém soat tinh hinh
Mt long tin tir cong chting
Gay phan nd du luan

Phan ting lling tting, réi loan
Hoang mang, mat long tin

Tin gid lan rong, kho kiém soat

Ludn cd san ddi ngii phan ting nhanh
Trung thuc va ro rang tir dau
Nhan 16 va x Iy théa déng

Chudn bi trudc cac kich ban khiing hoang
Nhat quén thong diép, c6 ké hoach kiém
soat thong tin

(hti dong cap nhat va phan hi trén mang xa hoi
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Tém lai, trong xir Iy khing hoang truyén
thong, céc to chic ¢6 thé méc phai nhiéu sai
1am. Bang dud6i dy s& tom tit mot so sai lam
phé bién, hé qua va bai hoc rat ra trong xu Iy
khung hoang truyén thong.

Két luan

Viéc nhan dién va tranh nhiing sai lam pho
bién trong xtr Iy khing hoang truyén thong 1a
yéu t6 then chdt gitip to chirc bao vé uy tin, giam

thiéu thiét hai va tham chi bién khung hoang
thanh co hoi dé cing ¢d niém tin v6i cong
chung. Xt Iy khing hoang truyén théng doi hoi
sy chudn bi k¥ ludng, phan Gmg nhanh nhay, thai
do trung thuc, minh bach va sy déng cam. Viéc
xir Iy khung hoang truyén thong khong chi 1a
mot k¥ nang, ma con 1a mot thude do vé ning
luc quan tri, dao dtrc va trach nhiém xa hoi cua
t0 chire, gitp t6 chirc 6n dinh va pht trién <
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