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Abstract

Research Title : The Awareness of the Possibilities of Crisis Events, Damage levels,

and Communication Strategies among Thai Company Crises

Researcher Asst.Prof. Suchada Pongkittiwiboon
Institute : Faculty of Humanities and Social Sciences
Year : B.E. 2562

The study on the awareness of crisis events, damage levels, and communication
strategies among Thai company crises aimed to study the differences between the awareness
of crisis events and level of an organizational damage, and the analysis of the correlation
between the awareness of crisis events and levels of an organizational damage, and crisis
management strategies and communication strategies among Thai companies. Quantitative
research methodology was applied. Questionnaires were sent to the offices of corporate
communication of large companies registered in the Stock Exchange of Thailand. The study
found that (1) the awareness of crisis events was different from the awareness of the levels of
organizational damage with statistically significant level at 0.001, (2) the awareness of crisis
events and levels of an organizational damage had no correlation with crisis management
strategies, (3) the awareness of crisis events and levels of an organizational damage had no
correlation with communication strategies in crisis, and (4) crisis management strategies

correlated with communication strategies in crisis with statistically significant level at 0.001.

Keywords : awareness of crisis events, level of organizational damage,

crisis management, communication in crisis
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Coombs (2012; 18) sausmenileny “A1igdngd” veslindvinishivaieving iy

RN ITANTuLarTinans NUIIAUAEBIANT UTEN WazgRamMNTIL SN
A5V AR ﬁmw%’?}mﬁmﬁﬁLLawffmmNmﬁﬁwLﬁuawumwmﬂnﬁmaaqiﬁﬂLLax
maﬂ%u’aawéwamwu‘tudawﬁq6] Y0909ANS (Fearn-Banks, 1996)
wmansaiAndulngliaadnandeu wazminiinsdanisitliminsauazdmansenuis
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99AN9 (Mitroff&Anagnos, 2001)
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1. wansaifidintuegieile
1.1 n19n9n15518 (Terrorism)
1.2 ns¥arInanisiay (Sabotage) drulva) duififossursauudy
1.3 Anusunssluivihan (Workplace Violence)
1.4 mmﬁuﬁuéﬁlﬁﬁﬁuqﬂﬁ’m (Poor Employee Relationship)
1.5 anuduinvesadeingivinedionssiau (Hostile Takeover)
1.6 miuﬂuéﬁﬂﬁl’%ﬁaﬁim (Unethical Leadership)
2. wmnsnifiiinduegsldle
2.1 Nu553uR (Natural Disaster)
2.2 NN I2UIATalsa (Disease Outbreak)
2.3 autatosmsinumeiafiliansanondiuld (Unforeseeable Technical
Interaction)
2.4 wanfugiiinanauAanan (Product Failure)
2.5 AIIUALMAININLATYENA (Downturn in Economy)
2. 113U5N139an1301283n0@ (Crisis management
N1SUSNI5IANISNILINGRA Uueda “a set of factors de5|gned to combat crises and to
lessen the actual damages inflicted (Coombs 2007: 5) Bandiu ANSUSMITIANITNNEING
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Smith (1990) tiausnMEing@ing 3 szee As
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Mitroff (1994) Wiaueniringfinilsseey Ao
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Operational crisis #® 38EJ::‘ﬁLﬁﬂL‘Viﬂﬂ’ﬁﬂfﬁﬂqaLLaxﬁmiﬁ’]LﬁumiLLm‘UL‘fJUﬂ%GLLSf‘I
Crisis of legitimization Apszpriiiinisdoarslunnyingd Insdouagniienuyes
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Probing and preventionfie szprn1smiaduidvauazuuimanisandedoidss
Damage containmentfio wamnz‘iﬂqfﬁLﬁﬂ%uuasmsa‘iﬁmnﬁﬁwmaﬁw‘uaq
NNLINGR

Recoveryfo 3wwaqmﬁﬂ°wLﬁunmﬁaﬁwémamszﬂsﬁ’uﬁumaﬂﬂammmﬁm

Learning e szavfgaulaisouianmsusmsdanisnigingd
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Landscape survey
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(2) Strategic planning
ffsnnadunnsluesdns lawa (n) NMsmsameiaumuusmsinnIsasingi(v)
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(3) Crisis management
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(4) Organizational learning
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2007: p.13)

1. nsdanistuauliwiuoy

1.1 nslideyaogainane

1.2 mssvyiiannguestymiiiiady

1.3 fndodoasfiuyanadildiunanseny

1.4 Yszfivanunisaidagdunasannudedusuian
2. msmauauaaﬁufﬁﬂqaﬁtﬁwﬁu

2.1 nMsaan1azAullLuuou

2.2 nmsasuanuusiolunisautunis
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3. msunludngd
3.1 msvaweanudsngliiudilasuamndome
3.2 msadnanudidedelituesinstuulml
3.3 LLﬁﬂQﬂ’NNLﬁUlQL‘EﬂQﬁULMQﬂ’liﬂjﬁLﬁWﬁu
4. mMIsguiunissuanmansalingd
4.1 Wusvuuauvasasouaznisileay
4.2 wumummgmmaqmﬂqmamnssuﬁu
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Coombs (2012) thiausnagnmsieanslunngingiiedunsinnisiunnsingd fail
(Coombs, 2012, p.36)

1. Denialfio Msufjiasinliiinnzingd

2. Scapegoatfie n13na1lnuAdy

3. Attack the accuserfia msmauiéféﬁnzmmm

4. Excusefis mIngruiivrananuiviinveulasnisnansaiildaisanuay
wansaifiAnduld GnoAfiintusgunilonisnuny) wislildiieauniiezdeliinaudenie

5. Justificationfis nMswengmfiszannsiuiifeafussduanudenediiaan
AMEINgR

6. Ingratiationfio mMsnsedulvinguiiidrulsideanisdsiqitosdnsingyinu

7. Concernfia Mmsuansmusidlomiedinseise
Compassionfio Nsueuiuvsededug Wurnie

CRS

RegretAs NshansnIuianlugiaunanizingi

10. Apologyfa msuansnIuiuiiaveudanzingfuazsoniadlinquiiiaulade
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Tuwedl Vell & Husted (2012: 131-134) wosnisdsanslunngingdludnuueiniy
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- Plan for a prompt response 83AN3AY53N15INURUEMSUAILINGR TulnuAINa
mssvuﬁw%’wmnsﬁﬁwﬂuﬁmlﬁ? mssvuﬁa?ﬁaﬁmmﬂué’umw LLazmsvuﬁaam%n’tuﬁml,awﬂwﬁ
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- Establish a crisis communication network msaswLﬂsamamsaamsmaasaum
melukaznigusnesing IG\&IS’JQJ&OM’J&‘UUW’JFJ‘VH]%L‘U‘uLL'Via\‘I‘UEJ;da‘U”I’Jﬂ”ﬁV]L‘IJ‘U‘US%I&I‘UUG’IEJEJ\‘]ﬂﬂil‘u
NSUIMISIANITNNIEINGH

- Accept uncertainty \fosdusssurdrainneingitonaiunnuagiaieliuleey
W& uipadnsRdemSauTiaraiunsneldanedanan lnsesdnsasaudaunussamudadad
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- Form partnerships msa%’wﬁuﬁﬁm Tnoameiusinsiiffunumudefidninalussiiu

i msmmusmnuwuaummuu%wmﬂmﬂmaummmaamavmqm wardaiidudrevilndoya
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- Listen to public concerns aeAnsarsazduitlufeiiszrvuiandnanielimnuauls

- Communicate with honesty, candor, and openness msﬁaawﬁ’ummsm%uﬁm
anudedng nstlunsunuasilawme

- Meet the needs of the media and remain accessible lagvialy Usvyrvuaziuideys
Pmasifgifunngdngianndowavy fadu mﬂﬁ‘ﬁa;&a‘dnmmdﬁamaﬂjuﬁuﬂuﬁaﬁﬁﬂLﬂu
sudanaifussdnsidenavuansadnialdine

- Communicate with compassion aaﬁnss’faﬂﬁmmaulﬂummzﬂ‘uao@%’ums LWSI%
msdeasfiiudiuuiwanisanmsiirowaz maBmsinlagivarsiasamzmdodiasziie

- Provide suggestions for self-efficacy aafnsapalvruugilunisguanuadlidaondy
MNAMFInginneuneLariale

- Continually evaluate and update crisis plans 83ANADITNIITAVIIUNUUIVITIANAT
ameingalinoudimih uasdeainisumuusuiuszezsiinssassaniunisaiiiel i
\AerdoimnuduasiunsiusuluuoRess

- Acknowledge and account for cultural differences ﬂfjmﬂﬁwmaﬁﬁmmtmmﬁiw
masnuimusssugeniiinsuamandeyadas nuiadendoyatnasiunnsrety ey Tu
nsdoans ssdnsieeadrlamuuanarmeiuimusssui

aw a4 I
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Fussnd uidled (2551) Anwadesnagnsnmsdnmsdoaslunmzingd nadifnuosdnsinds
N33y WU asdnandunssuasaziinninavesmeswdeides laglifesseliiguadudtinou
TngtomedogammuduwinAsiunsieddesuisngied is Wed Sulundu ssdmsindunssumsiinis
m%‘auﬂayjaﬁgﬂﬁaq Forau asudau WiiuFomnarusdunaduazaiiane siuisldvemisiug
uenindemasulunisliffesatnasuiusemounniu wasiiausfanisadney nslimnudiiude
Tawaalnsviend Men1sesdnnadunssumulsyey sy Snta esdmsuadunssumsiinig
Ussanunufumhenuiifeatesedilndde fnsuandeudeyaimdulsylovidouszvvunagaisii
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nsdeashianstasildumansenuantadnisuende nisfles demnulsiuasmisnis
demesigunadaiuiunudinasvgiainadenisdidunasnisiiardh saudedadofuanim
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Coombs (2007) AnwiZesuuImsnisuntlestioidissesosdnsmunguinisdeaslunnig
aﬂqﬁﬁ"ﬁuaanuamumim (Situational Crisis Communication Theory %38 SCCT) lag SCCT 2wyl
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11, 1ASwEAIANGN 2.81 826 Uunan 1
12, pswAvuwUamienisidios 2.12 885 Uoy 6
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nana
8. msUsuuanuansalunsusuialidfuiug 4.06 705 N 3
UfuRluszavana
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32U Landscape survey 3.88 425 un
Strategic planning
10. m'ﬁ%ﬂﬂmxﬁwmﬁmﬁmﬁmm’smaﬁnqa 3.97 670 17N 3
11. meadhsamunisaisaesfiiariioiianuasosdng 3.66 847 Uy 7
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12. MIIAUHUNTUTNTIANTANILTINGR 4.02 759 unn 2
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WIBLANUNSPUSDITUADUNISAIRINE T
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Organization learning
19. Mmevdavgnsalingd asAnsinalnuiesyuulums 3.88 640 1N 6
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M15197 9 Aramduiusvamsiuilondlunisiianisdnginunagnsnisuimsiamniringd

Landscape Strategic Crisis Oreanizational M Crisis
survey planning management learning Strategies | communication
nssus r =-053 ro=-101 r=-132 r =-074 r=-102 |{r =-056
Tona ) (o = .566) (o = .274) {p = .153) (p = .4240) (p =.269) | (p = .546)
** Correlation s wignificant at the 0.01 level (2-taited)

N3N 9 wanyin msivilemalunsiinnngingilulienuduiusiunagninisuims
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Landscape Strategic Crisis Organizational - ™M Crisis l
survey planning | management learning Strategies | communication
mssus ro=.180* r =.097 ro=-.046 r =035 r=.123 r =.013
u
A1syinany | e =.050) (o =.295) (p = .622) (o = .704) (p =.184) | (p = .887)

* Correlation is significant at the 0.05 level (2-tailed)

** Comrelation is significant at the 0.01 level {2-tailed)

MM 10 uaned1 Mssuitssedumaiiatsesdnsanangingifinnuduiusiunis

9/ ¢

d1979anmuInaeu (landscape survey) agnslitisdAgyvIadfvsyau 0.05 wililinuduiusiu

NAENSNITUIMTIANITNNILINORIUNINT LAY
ns3usiasgRumavhangesdnsainamgingilufirnudunusiunagndsnisdeanslunisingd

30



a

auuAguden 6 nagnsn1suImsiantInLIngAlauFuRusiunagnsnsaeatstunizdngd
vosUTEN VY

o ' [ o ar a a w { a a
TNV 11 ﬂ']awauwugwaﬁﬂaQWéﬂq§inquﬂﬂ']5ﬂ'1'3¥'3ﬂq9‘\ﬂ'Uﬂa%{%éﬂ'ﬁa@aq{lu‘ﬂqqz'}ﬂqm

nagnsnisdeanslungingd

NagNSNITUINITIANITNIEINGR ro=.621%
{p = .000)

**. Conelation is significant at the 0.01 level (2-tailed)
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