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The Lessons of Digital Media Crisis Management, the Case Study of Korea King and
Solutions Based on Theory Concept of Digital Media Crisis Management (47 pp.)
Advisor: Asst.Prof.Patama Satawedin, Ph.D.

ABSTRACT

The objectives of the research are: (1) To study the selected media strategy of
Korea King in its life cycle of crisis. (2) To study the lessons of the Korea King’s crisis
management by using digital media during the period of crisis. (3) To present proper
solutions by using the concept and theory of digital media crisis management. In this
quantitative research, there were documented studies and interviews used to gain
perspective from experts of utilizing digital media in crisis management.

The study indicates that Korea King initially missed to set up a crisis management
plan. Its plan mainly aimed for brand awareness with a heavy investment in
advertisements, promotions, and in working with a brand ambassador. There was no
online-customer engagement team and was no plan for risk management. The Korea
King should have prepared a crisis communication plan for any possible issue in advance
and in all levels. It also should have utilized social listening tools to follow up brand
related trends, including a spoke person (a communication strategist). Creating a positive
brand image should also be one of the concern. There might be an experienced team
that could evaluate and consider the different outcomes which could possibly impact
the brand image before any crisis happens.

While in the crisis, Korea King had immediately responded to the public by
making an statement through its Facebook fan page. However, the selected justification
strategy, using a simple explanation of the situation could not satisfy the public. The
unfortunate explanation of Korea King’s brand ambassador made the crisis worse.
Instead of publicly admit the commmunication failure, the Korea King attempted to hide
the issue and to falsely modify some of the earlier reports. The researcher hereby
suggests that the brand should have had a different strategy as follows: the brand

should urgently set up a crisis management team which would have given proper



statement, guidelines regarding directions of the crisis by utilizing proper tools. The
official statement has to be based on truth, and being transparent and prepared for any
further investigations. The brand’s spoke person should have used the own
communication channels of the brand exclusively.

Followed by the crisis, the brand has still been communicating to the public by
presenting its production process which causes negative impact of its image. The
researcher suggests that a strategy of full apology by complete admit the failure to the
public should be applied. Furthermore, it's advisable to restrain from any unclear
communication to the public which could possibly have a further negative impact on

the image of the brand.

Keywords: Crisis, Crisis Management, Digital Media, Social Media
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