
Kinh n g h i e m qua.! i|r thwong 
h ieu thdi ky k h i i n g hc^a^ng 

Nam Anh 

Viec quan ly "tiiuong hieu" sao 
cho hieu qua ddi vdi cac cdng 
ty dang la van dd rat ndng hdi 

tai thdi diem hien nay.That vay, diing 
nhu Chesterfild, nha ngoai giao, nha 
van ngudi Anh (1694-1773) da ndi 
tiong dau tiid ky XVllI: "Noi du ta chua 
den, nhung danh tieng cua ta tdt ciing 
nhu xau, chac chan da cd mat". 

Thuong hieu va "su 
phuc tap" cua no 

Dau tu cho "thuang hieu" tiong co 
cau dau tu kinh doanh tai hau hdt cac 
nude phat tiidn hien nay dugc danh 
gia la khdng tiiap ban dau tir cho vat 
luc, tri lye hoac tiep Uij. Theo nhan 
djnh cua cac chuyen gia, chi phi cho 
thuong hieu dat tdi 85% gia til tiij 
tiudng cria cdng ty. Sy fliay ddi chi sd 
tiiuong hieu 1% dStn ddn sy thay ddi 
gia til tiij tiudng cua cdng ty ddn 3%. 
Chinh vi vay hoat ddng quang ba tiong 
ndn kinh te thj tiudng phat trien cd y 
nghia rat quan tigng, cdng tac quan ly 
thuong hieu da tid tiianh mdt tiong 
nhiing nhiem vu quan tigng nhat cua 
doanh nghiep dd tidn tdi chiem linh 
tiij tiudng mdi, mudn ton tai lau dai va 
tiianh cdng tien tiiuong tiudng. 

Mdt chuong tiinh cd chat lugng dd 
quan ly tiiuong hieu cdng ty la mdt sy 
dau hi tdt de cdng ty cd thd su dung 
tiong tuong lai. Trong thuc td, cd 
nhieu tiudng hgp da xay ra tiudc day 
chung minh rang tiiuong hieu tdt cd 
vai tid tich eye tiong tiudng hgp xuat 
hien van dd hoac khiing hoang tai 
cdng ty. VI du tdt nhat chung minh 
cho didu nav 'a hoat ddng cua cdng ty 
IBM hoac l^neral Motors, tiiuong 

hieu cua hg cao den muc ma cac 
xung dot va van dd ndi bd khdng thd 
lung lay dugc nd. 

Nghien ciiu gan day cria Thomas 
Harris-Pulse chi ra rang, cac cdng ty 
Igt vao top 200 cdng ty cria Hoa Ky 
(tiieo xac djnh cua tap chi Fortune), 
chi tieu nhidu hon hai lan cho van dd 
PR (public relations - quan he cdng 
chiing), so vdi cac cdng ty canh tianh 
it ten tudi hon. 

Tuy nhien, day chua phai la didu 
dang budn, vi rang tai Hoa Ky cd til 50 
den 70% sd doanh nghiep ldn khdng 
cd ke hoach chdng khiing hoang. Ddi 
vdi clc td chue phi loi nhuan, sd lugng 
nay Uieo quan sat cdn nhidu hon nua 
bdi vi nhan vien cria hg chua chac da 
hieu biet Unh vuc nay, va cung bdi vi 
cac td chue nay hiem khi su dung djch 
vu tiiudng xuyen cua cac cdng ty PR 
de soan fliao chuong trinh chdng 
khiing hoang. 

T a m « | u a n t r o n g c u a 
v i e c q u a n ly t h u o n g 
h i e u t r o n g t i n h h u o n g 

khung hoang 
Ljch su da chung kien nhidu vi du 

ndi vd cac thiet hai to ldn khi xay ra 
cudc khung hoang: 

- Nam 2000, tap doan Coca - Cola 
bj mat kiem soat va thiet hai hang ty 
dd la do sy giam gia cd phieu lien 
quan vdi cudc khiing hoang tai Bi -
mdt dia diem ma hau het cu dan tai 
tiianh phd Atianta (Hoa ky) tiiam chi 
cdn khdng tiid chi ra tien ban do; 

- Bunkers Tmst mat 2 ty dd la do sy 
ddn dai cua tiidng tin sai sy that dan 
den bj hieu nham. 

Mac du til "khiing hoang" lam 
chiing ta lien tiidng den cai gi dd bat 
ngd, cd tinh chat pha hoai va khdng 
thd quan ly dugc, lac quan hon khi 
phien djch tu tidng la tinh: khung 
hoang dd la budc ngoat, la cudc each 
mang, la diem quydt dinh cua tiidi ky 
chuydn ddi. 

Thuc td cho thay rang viec khac 
phuc tiianh cdng khiing hoang tuyet 
nhien khdng phai la y tidi, ma la phu 
tiiuOc vao muc do chuan bi cua cdng 
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ty, phu thude vao sy cuong quydt va trinh do cua cac nha 
lanh dao tiiyc hien tiuc tidp trong thdi gian khung hoang va 
phu Uiudc vao muc do chuyen nghiep khi thiep lap ke 
hoach khac phuc khung hoang. 

Theo nghien criu dugc thye hien bdi Vien quan ly khung 
hoang trong nam 1996 tiong sd ban 50 nghin thdng bao, thi 
chi cd 14% cudc khiing hoang thye sy xay ra dot ngdt. Cdn 
lai 86% it nhieu da dugc canh bao trudc va xay ra do sai lam 
trong didu hanh, do sai lam trong td chue ciing cac loai 
"bom" khac chd den gid nd tuy rang nd da cd the phat hien 
ra til tiudc. 

Do hieu rd tam ly cria con ngudi dugc tiid hien rat rd qua 
cau cham ngdn "Sam set chua ndi chua lam dau thanh", 
nen cac chuyen gia quan he cdng chung cang tin tudng va 
nhan manh vao su can tiiiet phai chuan bj trudc de ddi phd 
khiing hoang. Hon the, theo D. Kmkeberg, giao su, tiudng 
khoa cria tiudng Dai hgc tdng hgp midn Bac Iowa Hoa ky, 
chuyen gia tu van dang cap the gidi vd PR cdn dua ra nhan 
xet: "Khiing hoang - giong nhu mdt vd kjch, cdt chuyen 
khdng cd qua nhidu, mgi tiiu cdn lai chi la sua ddi, bd sung. 
Ludn ludn cd hai yeu td: cudc khiing hoang dung cham ddn 
mgi ngudi, cdn hg till Uiay ddi trinh tij ra quyet djnh da tung 
quen thude". 

Mot so vi du ve cdng ty chong 
khung khoang "tot" va "toi" 

Hay cung nhd lai cudc khiing hoang rat ndi tidng xay ra 
trong mua he nam 1993 tai cdng ty Pepsi-Cola. Khi dd, ddi 
chdng khiing hoang Pepsi dan dau la phd chri Uch quan he 
cdng chring Rebecca Madeira da dugc hoan nghenh nhiet 
liet vi cac boat ddng cria minh ddi vdi xa hdi, ddng nghiep 
PR va cac nha bao do hg da ngan chan dugc sy lan tiuydn 
cria khung hoang va su giam srit tiam tigng doanh sd ban 
hang. 

Vao mria he nam 1993, tai cdng ty Pepsi-Cola da xay ra 
khiing hoang do hang hda bj hu hdng. Cd ve nhu la trong 
mdt Ion "Pepsi" dung cho an kieng cd ai dd da tim thay mdt 
dng tiem, va sau dd didu nay lap lai them mdt vai lan niia. 
Khi dd cdng ty da phan ring lai mdt each nhanh chdng tra 
ldi cho cac cau hdi day lo lang cua cac nha bao bang mdt 
thdng bao rang van dd nay khdng la gi ca, nd gidng nhu la 
mdt vu cd tinh pha hoai, va vu rac rdi nay khdng cd sy lien 
quan nao den tiuc trac tiong qua tiinh ddng gdi. 

Van dd la d chd tiong mdi mdt phan xudng cua cdng ty 
Pepsi-Cola cd mdt ngudi dai dien dac biet dugc bd nhiem 
nham giam sat toan bd qua trinh san xuat, vi tiie chi can rat 
it thdi gian de chring minh cho bao chi va cdng chung toan 
bd hoat ddng cua nha may qua bang ghi hinh. Chi vua dua 
vao tam ngam canh bao cria FDA (Food and Dmg 
Administiation) vd an toan hang hda, uy ban tidn hanh ngay 
cdng viec lam rd tinh hinh. 

Ddi vdi cac nhan vien tiidng bao dugc in hai lan tiong 
ngay, cdn cac nha quan ly tai tat ca cac phan xudng nhan 
dugc thdng tin vao cudi ngay. Tat ca cac du lieu can tiiiet 
dugc cung cap dring tiidi han cho chinh quydn, cho uy ban 
FDA, cho nhan vien kidm tra, cho cdng chiing va cac 
phuong tien tiidng tin dai chring. Nhd cd sy phan ring 
nhanh chdng va bai ban, khiing hoang didn ra chi trong cd 
4 ngay. 

Nhu la mdt vi du ve PR "kem cdi", cd tiid da xay ra sy 
lang quen hoan toan viec quan ly thuang hieu tai nha may 
che tao d td it ten tudi AZLK (LB Nga, nhan hieu 
"Moskvich"), chd tao xe hoi vdi mdt nhan hieu va chua bao 
gid canh tianh tiianh cdng vdi xe "Zhiguli" (LB Nga, nhan 
hieu "Lada"). Hien nay, chung ta cd ttid nghe dugc vd nha 
may nay chi la cac tiidng tin nhu nd cho ra ddi nhung chide 
xe hoi rat toi va cac nha quan ly d day khdng cd dugc tiianh 
cdng thu hut dau tu vao cac dy an. 

Mdt trong nhung vi du rd net ban vd PR "toi" la tinh 
hudng khiing hoang xung quanh edng ty Andersen, luc bay 
gid la mdt tiong nhiing cdng ty kidm toan tiianh vien cua 
nhdm "Big Five" (nam cdng ty ldn nhat tiong Unh vyc kidm 
toan). Xi-cang-dan bj bring len gan lidn vdi sy pha san cua 
edng ty nang lugng Eliron, mdt khach hang cua Andersen, 
va nd khdng tiid khdng hat bdng len cdng ty kidm toan. O 
day, sy thieu vang mdt chidn luge tiuydn tiidng khiing 
hoang rd rang cd mdt vai trd vd ciing nguy hai dd'i vdi su 
sdng cdn cua cdng ty da qudc cd gan 90 nam tdn tai. Viec 
dua thdng tin khdng kjp thdi, viec phri nhan ydu td huy bd 
tai lieu tai chinh cua khach hang (Enron), ma chi sau dd 
mdt vai ngay lai tiiria nhan nd va viec cd gang bac bd phan 
ldi cria minh da dua ddn sy tdn hai rat nghiem tigng den 
thanh danh cua cdng ty Andersen. Trong nghanh kinh 
doanh djch vu tu van, khac hon tiong bat ky nganh nghd 
nao khac, tiiuang hieu la tai san chu ydu cria cdng ty. 

He qua la chring ta dang thay mdt qua trinh rdi bd cd 
tinh chri ddng cria cac khach hang khu vyc thude Andersen 
tren toan the gidi sang cac cdng ty "Big Four" cdn lai. Ndu 
tinh binh cdn tien tiidn nhu vay, chring ta se tid tiianh ngudi 
chiing kien sy bidn mat cua mdt tiong nhung thuang hieu 
ndi tidng nhat the gidi, tiong dd cd mdt nguyen nhan la do 
quan ly quan he cdng chring khdng td't. 

C a n p h a i l a m g i t r o n g t i n h h u d n g 
k h u n g h o a n g v a l a m t h e n a o d e d o i 
p h b v o i n o 

Sy didu hanh tiianh cdng vugt qua tinh hudng khung 
hoang nhu la mdt phan cria qua tiinh mang tinh he tiidng 
dd lap kd hoach quan ly khung hoang, ddi hdi nhung yeu 
cau sau day: 

- Cd kha nang dy doan cac sy kien bat tiiudng cd tiid xay 
ra va cac khu vyc dd bj tdn tiiuong; 
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- Ĉd ky nang tiong viec lap kd hoach chidn luge dd xu ly 
cac bdi canh cd tiie xay ra cho nhQng tinh hudng khan cap 
nay; 

- Thiet lap cac giai doan sdm cua cudc khiing hoang va 
kha nang dap tia trie thdi. 

Van de cdt ldi dd dy doan va ngan ngua khung hoang la 
viec xac djnh dugc nhung gi cd the xay ra khdng dung 
hudng, nhung gi cd the tac ddng len con ngudi hoac mdi 
tiudng ma nd cd vai trd nhu la dau hieu nhan biet vd cudc 
khung hoang. 

Cac chi dan can phai thuc hien ddi vdi cdng viec quan 
he cdng chiing khi bj khiing hoang nhu sau: 

- xac djnh cac sy kien ma cd tiid didn ra khdng dring 
hudng va da tid nen rd rang, xac djnh cac khu vyc bj tdn 
tiiuong trong cdng ty; 

- Thidt lap su uu tien cho cac tdn thuong khan cap va 
cd xac xuat xay ra ldn; 

- Dua ra cac cau hdi, cau tia ldi va quyet nghi ddi vdi mdi 
mdt kjch ban khiing hoang cd tiid xay; 

- Tap tiung vao hai van dd quan trgng nhat (1) phai lam 
gi va (2) ndi nhung gi tiong nhung gid nguy cap dau tien 
cua cudc khiing hoang; 

- Soan tiiao chidn luge de kim ham sy tien tridn cua 
cudc khiing hoang va chdng lai nd, hon la chi de didu chinh 
nd. 

Vi vay, dd tao ra mdt hinh anh cua cdng ty dd'i phd tiianh 
cdng vdi cudc khung hoang, can tiiidt hai yeu td: tiiyc sy 
giai quyet van dd va biet each thdng bao cho nhiing ngudi 
khdng true tidp gan lien vdi cudc khiing hoang ma khdng 
tiie danh gia sy thanh cdng bang kinh nghiem cria minh. 

Su bat luc ddi phd vdi khiing hoang cd tiid gay ra tdn tiiat 
khdng tiid bu dap lai dugc cho danh tieng cria cdng ty. Ban 
phai ludn ludn nhd rang didu quan tigng nhat khdng phai la 
cai, khi ban vugt qua dugc khiing hoang, ma la cai nd de lai 
sau dd cam giac tiianh cdng hay fliat bai. 

Neu nhu khiing hoang cring da xay ra: 
- Ludn ludn lam tiieo ke hoach hanh ddng tiong tinh 

hudng khiing hoang da dugc soan tiiao tai cdng ty til trudc 
cd bd sung tiiem tinh hudng mdi nay sinh; 

- Ndi su tiiat, va cang sdm cang td't; 
- Khdng dugc chdi til trach nhiem; 
- 24 gid dau tien can phai cd bien phap chi'nh xac nhat 

vi chinh luc dd van de dugc hinh tiianh va phan ring ddi vdi 
cong ty dugc danh gia; 

- The hien quydt tam cua minh; 
- Khdng chi xem xet eac yeu td dang xay ra, ma cdn phai 

ti'nh ddn cac du lieu nghien criu khoa hgc de xac djnh 
phuong an dap tra tdt nhat dd'i vdi cuOc khiing hoang; 

- Coi cac -iong tien thdng tin dai chung nhu la cac 
kenh dua'' 

- Cd tr • !' "' phai ridi mat vdi viec kien tung, nhung tiong 

bat ky tiudng hgp nao tinh hudng md ddu cd Uie dung den 
quydn Igi cua ban; 

- Khi danh gia tinh hinh the hien nhu tiid nao ti'ong mat 
cdng chring, dung gidi han minh bang cac kenh tiidng tin 
tiuydn thdng, cung dring xem thudng kenh tiidng tin 
Intemet. 

Loi ich cua su that 
Cach tidp can dring dan cho tinh hudng khiing hoang la 

hdt sue can tiiidt va phri hgp, vi rang" ddi vdi bat ky to chric 
nao khiing hoang dd la didm phan chia, tham chi cd Iric nd 
cdn de dga su tdn tai cua ban tiian cdng ty" gidng nhu chu 
Uch tap doan Lockheed Martin ngai Norman Augustine da 
nhan manh. 

"Khiing hoang, ndu cd tiid dugc, tiii can phai tianh - dng 
viet trong bai ndi vd viec ddi chgi vdi khung hoang - nhung, 
ndu nhu didu do da xay ra, didu quan tigng la phai nhan ra 
dugc khiing hoang dring luc, didu chinh nd vao hudng cd 
thd quan ly dugc va cd gang khdng dd mat muc tieu chien 
luge. Kinh nghiem quan ly khiing hoang cria rieng tdi cd tiie 
dugc the hien tiong mdt vai til: ndi sy tiiat va cang sdm cang 
tdt". 

Trong ljch su kinh te va quan he cdng chung, cac 
trudng hgp ndi vd each hanh xu thanh cdng tiong thdi gian 
khung hoang da tid tiianh nhung dien criu chdi sang va di 
vao hanh tiang bat budc cria chuyen gia PR gidi. Chring ta 
se xem xet mot tiong sd hg. 

Trong tiiang mudi hai nam 1995, tai Bang Philadelphia 
da xay ra mdt vu nd khi ga, kdt qua la hai ngdi nha bj tieu 
buy hoan toan, hai ngudi chdt va mdt ngudi bj thuong nang. 
Khi dd cdng ty PECO Energy ngay lap tiic nhan tiach nhiem 
vu nd vd minh. Quyet djnh khdn ngoan xuat phat tu chu tich 
cdng ty dng K. McNeill ngudi ma da dua ra ngay ldi chia 
budn den tiian nhan cua cac nan nhan. Trong mdt tiiyen bd 
cho cac phuang tien thdng tin dai chiing, dng ndi: "Tdi nhan 
tiach nhiem vd minh - didu nay dring til khia canh dao due 
cung nhu khia canh tiiyc td cua vy viec". Cac phuong tien 
tiuydn thdng khen nggi hanh vi nay. Bao Associated Press 
khi dd viet: "Quyet djnh cria cdng ty ngay lap tiic chiu tiach 
nhiem cho vu nd xay ra la hoan toan khdng binh tiiudng ddi 
vdi gidi kinh doanh. Tuy nhien, kdt qua la, hjy bang mdt 
each tieu eye nhung nd cd tiie thao bd dugc du luan tam ly 
xa hdi va tiiam chi giam bdt dugc thiet hai til kien tung". 

Va, cd le quan trgng nhat: ngay til bay gid phai chri y tdi 
da den thuong hieu cua cdng ty, \n rang tai san cua cdng ty 
ban tiong linh vyc du luan xa hdi girip ban khdng chi sdng 
sdt qua khung hoang, ma cdn dam bao cho sy boat ddng 
tdt nhat tiong cac mdi tiudng khac nhau cua nen kinh te va 
se thric day su tang tiudng nhanh chdng cdng viec kinh 
doanh cua ban. NQL 
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