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ABSTRACT

The objective of this research is to study of consumers' awareness and
consumers’ reactions regarding online crisis communication of Barbeque Plaza. It
aims to understand how the consumer perceived and responded to the message
regarding the crisis BLackpan

The data has been collected by employing In-depth Interview. 10
interviewees were purposively selected from the Barbecue Plaza Fan Page based
upon their responses or reactions towards the case about Black Pan and
contaminated pork meat. Data gathered from the interviewing were analyzed by
using content analysis.

The result shows that the customer, for the first time, learned about the crisis
communication mainly via ‘facebook’ after that they continued searching for further
information by going directly to the Barbeque plaza fanpage.

There were various consumers’ reactions/ comments towards this critical
period of the crisis. However, majority of the consumers showed positive feedbacks
by giving encouragements, supports and suggestions as they believed that the issue
was not fatal. In terms of the consumers’ confidence towards the brand in this
critical time was mainly positive. This is because the restaurant stepped out and took
full responsibility of the issue which helps to keep the confidence level of the
consumers high. This also showed that the brand management team has a high crisis

management skill.
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1nd%n anansosuilanuAndivvesduilaaliiinanuiionels saudanisasneanudnaiu
n3rAudmesuslaald eiuiiamandn denld medndutesmduniseansnisman
uazmsUIMIAmEusgnAn Aoldilutesdunisdeasuazaieeudiiusiuguilaa
Dugeamslunisuansanudaiiuuiledymneudaiuliiuandnunumg andnausod

sy geunudgmiang 9 Tnadudesmdunisdoasuuuasmg
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2.2 wnAnfefungAnssuduilnalumslidedsnueaulay

Y a v & LY (%) [ Ao o a o a a 1%
Auslaaduilumlandnuasidudminendrdgdwwenisaiiufianssumianu

N139a1AUedgsna tnedunuivlugiuzanivesgsnamhundaelawasnamlsliiussia
a ¥ o

mngsnvlliuilae visegnAuas gsiatuiliaunsasdudelulanisaiiunagnseing q
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Weveduiliansauszavanudnsald vnlufenudilafeatugndvesgsianie
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fuslnafioglunann nsvhanudladugusiaatuiududehdnss desniesdusznoud
Huthdeiinouenuaznelusvesfuilnadnaniisvinatenszuiunsfnuaznisdnaula
vosffuilnawend fuslnadudnuidymuazanudosnisiiuandsuasrannuans Tngagns
falutlgtudleduilnaléulsraunsaiflifainesdng damsdnudud uasuinisiiu

2917815925281 19N 199819990157 FeonvinlARANULAENERER9A LA N1SLE11R

'
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Auslapdadudsddglunisdniufanssumnanisnainmig o
nuanw Ainguraz (2555) lenarufeaiunginssuguilaaliin Wy nsuansujisen

yosypaafiilunszuiuns WelilasududmsousnsnuaIufeInIsUednu
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ngAnssufuilan Ao nsvuaumsiifeatunisdumdeya nisde msldinag
Uszillunaluduamsousnis visenginssunisiuslan vuneds weFnssunsge n1sld n1s
Ustifiu uae msidnAudiuaruinms vesuilantugaring deduuazuinisluiiie
povALDINLFINITTDINLLDY MTaifletudelinmeluesaFeu fuslnanneuitoduduas
vimsluifiotanUsrasdiduiismiudent sawduilan fuslaailantuflanuunnssiy
Tudnuaiy MuvszvnsmansegvansUsziiu wu ludeweseny 16l¢ szdunsdnw
anauTansssy Usenel endlow wazsaden Wudy weinssunishunisliniste uas
anudAniindnvesuilnadendnsusitaunnatusenty silviiimsdensuslnnduduay
Uinsvane 9 sfiafluaneaiu uenandnumeUstrnsdinaiunds Saitldedy 4 Snivh
Tdinsuslaauaneneny

Schiffman & Kanuk (1987) lalinnnumuneveanginssuvesiuslaal iy
nginssuiidulnauanseonliiazsdunsiansm do 14 Ussdiuna vidomsuilnandnsusi
U3M3 waglnAnsng q Ssfuslnanindnazaninsansvaussmudesnsvesuldiiu
msfnwnsirdulavesuslnalunsldvineinsidor vaiu e waedduiteuilnadudn
LATUINN3Aneg SuUsneude Teerls viluFede ailels aeals filuu uasUosusluu

A379300 1330 (2552) Marketing Management 19laumseuaangfnssy
Fu3lan (Consumer Behavion) mnefs nansvyivesyaralayananiafsteslnenssiu
msdavlilfunudagenisldauduaginis Maduneninds nsvuiuniaiadula uagns
nszvussyARaiiieafunistouasnisléaudn (Kotler, 1999 $1¢lu A3assns a3, 2552,
nin 124-125)

WS 2edum (2548) Nd13731 WeANSIUUIINARD WOANTTU NITWARTBDN YBIYAAA
uazyaaalumsfum nadente nsld nmsvsediuna wienmsdansiududuas vins
efuslnamainvzanunsaneuauesALeINsToIRULDdl

AMmEvemganIsuguilaalumsldinletedinuesulay

INMIANIANULNENGANTIUVREUILNATIAY Tnarednuay Faiinnsiieny
aumnglifunginssunisliiedetederuoaulaiilasl

wiin winfiung (2556) Weumanedn ngRnssunsliieietediaueeulatluFes
Uszaunmsadumslfiaietnsdsavesulaiilivesiian deamailivesiian anudlunisld
sofu Tnafild sveznaildnetu Mo Tngusrasdlaunniian anaudfniveunniian

1 Gl dll al' o v ¥
wazknassadanyintraulaly
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NFUNS axBenftium (2557) aumvunedn nadnssuguilnaseulal (Online
Consumer Behavior) vangfis Msuanseanvatisaryanaiiieitadaunsaiunis 19usnis
syuuaaulall

10 nAnssuvewruslaaytneiuiaula Ae (81015035 yysen, 2560)

1. flosnssunalunismuaudssng 9 sefes wnwissanmsidudiden Tdladgn
LBONIABLUTUARINE WINUUTETUEIUNRTUNTIMUUABUIAR LAYAILEILITOVDIFILDY WIN

= a [ d' ﬁ' 1 ) Y @, a %
WRTANUNTS AUt AN ele
2. mnwnazanaenildusinduiusunniee Araemnuililszlesiosls
' = ¢l = & 9 1 Yo - P v, =] Yo
e Husglovinmniedonsarliliudnisiniudiuan visevesnsuintu uilunsiasy
Au3 Anuldla nslifesd wasnisildiusu

3. WaIlouNINNIHUTUA 1nglanizUayadNUseaunIsaiasy vadaselnendva lag
YoUNazAuAIIMIANI0Y

a. fuslnelugpiiveuiiazdnenenanuidn AuANAY wazleeT Ve IBIlARaY
151U Inednnunaniile Welln1snauauesaIndou wu n1slaladesy 9

5. Mstimnuvauwilauiy Wusweuleanuwlanutindimenu vinlvinisuens

= 1 1 I I % @ =1 dl'
wsengngngueantusgvennliog1aninemwing assiagd lnelinnuaulannieises
< &

Wuangnans

6. WouITalusefufaL Nndaduiaula wazazrunmuaulaeg19sInSIMINES

Juldlanszuadnsiald

o i A

7. Wamudrdyuane wasanuduius Seinasueuuusudfinuefiuususty
Yuaue uonmilonndusvsesiniisseg e widsinueswususilSeuiioudununa
ANUIANLATEANNTTH)

8. fimsdeulasssminedinoevlatuazeoulal egrmenldoan vlnlesy
Uszaunseiiienfunususuuuseusu 1wy Suanesuladuazlvaviioanlay wie Suan
onllatl warludeseulatl

9. emanuduimvesdiaies (Unique) uiii1 Connected Consumers 9zdin1ug
funsidenleatulanesulay winndasuemanuduiivesiaes wnandesnis
anudaninduauddny Wueaufiay fanalanduunnsiisninaudu (Connected but

fragmented)
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10. AP9N15“Smart Products” ABEUAINYINGIUBENRANNVU ABUAUDIAIILABDINIT
195aUMIU kazsINSINTU Wuduam v leuinnInaende as1sanuwdaniuad vinli
lﬁl v 1 =y L%
AuAUlAgRIUnawAlulagviuee

snnauslnalingAnssuifeansivnansneulas NM33Unans vsemsuadAyse 9
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neulasiiinAumAgila uazifianseeusu Iuihlisesdnisdossulatnaoniian e
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Jugunmsudsnuynans astunnealaiinisdeansinansdfgliusian gndndivaneg

v Y

Qe

a0

Sunsuneulas JUIlnATERDUANEININITAAIALAL TINTINEY1IETS semnTuseyls

v i =

#199 Nlidiedes uazdinueeulatihumeiiuazaveininn sxiiteyanieg MagiiuEes

Y

U N a

minaeenuuszes 9 nasanan YAeynegRNeINUALY T W3ad tu auninazld
Amoulunuinelandifezren aziiFonuinduanes axtiu winAavhliduslnaly
Yagtuldilaludoya menisnatn Mfeaiudud usnis wseussinuldgmintiatuudy

V.

wissndilineasu liaudiee) witeu Audewimaindu usnisvenalvn faRnanney

oongnan lailuiy

fuilaelugadadia danudesnsfidudou wazgmilouszdnudatues udfieunay
naeuawn Wy Feansiinududiui wazaundenles (Privacy vs Being Connected)
ABINIIANUANUAATOUARY Fasmsaudileiiands wanmzAuYnaaIunI el M Gao
Ao sadlanuLarawulaen

ayUlain wgRnssunisldnseviodinusaulat wuneds Aanssula o Aaudnis
nevaussdenaulafiainsadunaldlunisldindetnedinuooulat wu aned Paanan 79
srognaniild SngusrasAlunslunsldiedetnedanueaulat

BIFUTENBUTBINGANTSULUTLAR

pIRUTENOUTRNANTTULUSINA anunsaesutelanie wuudnaeemgAnssuguslaa
fifussuusuAntuandadi wiedsnsedu(Stimulus) TiAnaudesnts (Need) Tu
mm%’ﬁﬂﬁﬂﬁmmgﬁa 1ondwaviliiAnn1snauaues (Buyer’s Response) wia n1ssinaula
1934file (Buyer’s Purchase Decision) laganunsnideninlunaiilfosuessuuiléBndnuas
11 S-R Theory Usznausie 3 d@audfgy laun (Kotler, 1997)

1. Aansgdu (Stimulus) wanelukaznieuen dnnsnainazaula wunisadeds
nszfuMeNImaIndsuRuls wazdanssduduiauaulalls

2. awiAniinAnvesiio (Buyer’s Black Box) Wisuiafioundessii (Black box) s

[

Andnviseduglianansansule demengudumauidniindnvesde NlasusnEnaN

[
v Y U a

aNYMLYBNETD LarnTEUIuNIRnaulavede
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3. NN13MUAUBY (Buyer’s Response) ﬂ'1mauauawﬁamﬁéfﬂ?iuiﬁjasuaa;ﬁaﬁ%a
Auslanvziinisdndulaluseiueig o

nnmsAnwiRsdungnssuguilaslugatiagiulneyrannsannmae vinlidumy
wwdn 8 naufuslnagalvl madfeuilananAstuldldmauusudonanudilalungy
ané lllduadoyamsussansmans eng eld wie msfinwvhiy widesasinfenia
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Mindshare (2010) fvihnsdsraguilaa wazdangumanaairuailunislddin ludu
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Ingldszoznanivdoya 2 Weu dasinuaius - wwieu Ja.a. 2010 Fedinanisfnwifiny

[
v A

fanquvesuslamgaly dall (Mindshare, 2010 813y “8 nguguslangalui”, 2553)

1. Disadvantaged & Indifferent nquiuslaavifingAnssuuazsiauafin Jungu

A A b4
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2. Image Conscious Status Seeker NqUIRBINTHANIUENNFIANUALNINEN WAINA
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Ueduiiiinanensdug

NI WU Uawade ga33ad (2540 919lu nuadniu BrasITI, 2547, YU 7)
na1n Asidinanenissuzvesyana laun Uszaunsandin @an1unisas Anudesnng wagu
13uReveUveIyARA

AR WIRUN (2548) aqﬂlmwﬂﬂé’aﬁﬁmmé’uﬁuﬁﬁ’umﬁugLLmaaﬂlmﬁqﬁ

1. Yadomamenmenasy3us laun szuuussamduia wu v 91 ayn au Ramil
Wunu

2. YaeMmaiuuAinAmMYeysUs lawn vimuad 81sun A1des ANHReINs A
aula arumela anug wazdszaunisas lWuay
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919k NAQYIE aewang, 2559, nt 28)

1. Jupunle (Cognitive Stage) Tudutienarsauningsurnansian wWhla vle
Sudinenfuiundndarivsennduiuindesiiede Sesznoumey n1ssuiindingdudn &

a Y av | v = ) wa o A 3 a v

Auslunsdu ddeyavseanudinlaufeliuamauts dnvue vienaussleyivedum

2. FuAuian (Affective Stage) lutuiliansantsnnuianvesSurnasvieseau
YOINANTENU (YoUnIeliivaulunsndun) SIuNIsEAUANADINIT ANUNBLD T0RIY
A o a v
Wwedulunsdua

3. PungAnTsu (Behavior Stage) Tututlaziiansandmginssuveuslaanilsiensy

AuA WU 1n15easdld N15Pe NTIUINIS sanisausUluNAnA U b
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padUsznauiuyuslilunisin mnuAntonnazeglusulngunilumnsiedn

2. p3AUsENRUNIIINWINTIAIUSEN (Affective Component) Wudiusenay
mssuensual anuddn dadudiimnudndndenils
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peAUsEneURiTLuluneUUR viedddusivrauaniinufoR viedufasetedadle
oehanils ielVuaafiuesduszneuvesimuafossdmaulunneumnevesaudnudiu
nazviruaRtediy agUliin amrwAndiudunisuanseenifielimsuisnnuidninda A
Fo vimuad HunszuIunsMTRinnsaieTEd vomuUszaunsaivesyanaTiuanieen
paAmuNsaikarAundeudne 4 lnenisuanseantuetauanseaniuzvesentunien
ogslnemils msuanaimsnsyevzeidoufle

fafu FsormagUlihanudadiuiunisuanisenvesyaranisersuainudin vie
nsaudesiodsladmils viewnnsallawmnnisainis Ineuvanumng vienmsaaaziu
Tnsendeanud o1sual Ysvaunisaiuazanimundesvnrduuniiugnilunsuansoon

= ¥ = T ARA R o = a @V v & a & & o
‘UQ@WQQSQﬂ@E}Q%ﬁ@lQJﬂI@ ‘lﬂi‘UﬂqiﬂaﬂJiUﬁiﬁ)UaLﬁﬁﬂl@ UBNIINUAIMUAALNAUUULIDN



26

Wasuuadlumunanauazuanseanldiamauinuienisaufliiiumanmaya madeu
vioinsesmnedndnuainisdnamudniiudunsfnumaruidnvesyana nguauiis
soddladmils

TnefamAdefiietos asessn Uugandnual (2557) snAdeiesnrudisnelade
AU T uesuisulvdi s semaiuiuemsuisuledusinelne 7
darasiangAnIIuNITUBNABLATNINA UL ITUINIIT1vRUSAAlLLN NTUNNUMIUAT KA
NsANINUI JUStaaluunnJammumIuAsian L ianalasonnnInNN1TUINIST ves
uomnsunsulvdisUssmaegluseiuann uazidlefiorsanfuneUssnvmuindmddl
Anadeunniian Aesnumnuanmseuleu Tuvasifuslaatimuilenelosonunmnis
Uinsvesiuemnsuisuledlnseglusziunn wazidefnsaniduneussiamwuindhuid
Aadeinniign Aedunisdeans egndlsinumiufienelasionuniwnisuinisves
Somswisulvdsinasemaas anuianelasienmunimmsuinmsvessuemsinsulyd
e dwasienginssunsuende waznisnduilduinisen

Wws Wasnau (2557) SeldAnuiFos “MsTuuTUAAY uaLMINEUALDITES
fuslnadanmdnual nardudiuommsUssnntsgne” waldi Weguilanafinnaiug
amdnuainsausustAmad lussiuiiiiutuazildAenginssunsldusnsuiin
waniluduasdvesnislivinisunidaamandn eewndefistuuasiiruninisdeas

A159ANRUAIUNTANNIINSAY Uelauan NNSAWESUNISTIE WAaZAITAAIANIRTS

Ly

mededumesidn LiflauduiusiungAnssunislduinmsursiAmain lusnuvesaud

(%
a

Tunsi1unlFUS NS WAVIALARNISEDAITNITHANN LUATUNS LW INIIMTaF o R WU

(% v 6

ANUENRUSAUNgAnTINNIsTEUINIg u1sTAImandn Tusnusesmudlunisianlguinig

]
Y aa

pgltudAynsadanTzau 0.05

(% L3

a = « « = Aa ' a Y a
g9 @09AT (2552) ANWILIDY ﬂ']iﬁ@ﬂ']iﬂ"li(ﬂaq@WNN@@@WQ@ﬂﬁiN%@QQUiIﬂ@

9

1
(3 & a

HANAUTIUTEN WAnA o (Useinalng) 91in” Tinguszasan1sideiefinwanvasUsesns

'
a =2

YoUsInANaASuILAAG Lo TilenalafuIsmsdeasnsnainvewdndue Juslna

'
[

A

v A

wAnR 1n 9nutsdeiiunlnesy IngRnssusen1saaIsN1InaInA UNEASUTIUBIAR

ES]

3
!

b =)

M
WINNNEUTINATEING ANTTURBNTISHOATNINAAGUNER LTI VDIUAAR LA 21N

W@ NUN Post Today ildeNulading nilsd@eiun The Nation uaguilsd@oiuialy
a 1 I a A o YY a Y o 2% aglJ 1
auq MsyaUndeUnduglduuunisaeansnisaaiaiviliguslnasinuded Ia 1anniins

SudayaanMseu NV iun WagUhuuN1sHeaTALBY 9 N15Tudeyaann



27

. [ % 1 < A A o VY [2] Qy 1
Website Suasiasaiusing q Wugdiuunisdeansnamseaiaivillvisdnuded 1a a@andinis
SutayaanmseulINIvideiun LaggUuuun1sHoaIAUBUY
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wanNil VAL neANAUANR (2557) Anwses “UeadenildnSnasenninssunis
UslnaomsgduvasauinauluunnganayuaskasUsIung” $11IdAsalll
Y ¢ A = a a i o
ngUszasAieoNazfnunginssunsuslanewnsgluresaurnaluaniannumuns
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Liiflvendnwal anudeiy
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wwIfa wasvgunateduguilam (Consumer Confidence)

Morgan & Hunt (1994) ndi1731 Anuwesiuveusinaauisaysudulannainy
WerluveSuuing JalviuimsudazesdnisiilenalasuanudeduaingSuuinisuansng
fu wazazfinnsussfiulddiedsuuinig Suuinmsasaseuios msuinistuasgnilSeuniu
Ponnasnaun1siiuInsinliusnisiinuall wngsuuinisussaingusvasd anuietiuae
Nnfu AuwetuliaudAyed19Balunssrutannas iiekansduiusnInsEningnm
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o v a Y o o 1 a S .. [ o aa
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Pearson & Clair (1998) nanafispnumingvesnnzingntidn Wumgnisalndaay
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aa o A = o o & A a £ A v

AANANTENY kaIEN1SHATMINAgUIASTE WuReIiuALARUATENIEAT WL DA DY
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James & Wooten (2006) lalimnumngveinngingaliin aniunisalnisensual
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2.3.2.2 InganisaliiinainaUfise (Accidental Cluster) iwinganisaidi
AnTuandy esdnstasanuRanainwaziilanslaliiniu lnsanusuiinveudedngaegiu
FEAUNAS
a ¢ v = & a k% v | [ = 1
1) Anganisalannaaiome dadumsiseniesngidiuladiudese
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F13an3e onadudunseneduilan
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ANAEes sadilauladiudy wasvie avladengvune
2.3.3 29938Inveanmiingm (Crisis Life Cycle)
Coombs (2007) lseSunefie A Basic - Three-Stage Model 18401183098 13192

anunsauveanlallugasdng 9 dell (Coombs, 2007 819lu fins wsmuansng, 2559)
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1) nMsAuiudeygiadfou (Signal Detection) @ulngiuainouinniiy
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2.1 M53nN15UsEAU (Issue Management) fip N153ANTS
uwidgmneuflagnatelunnigings

2.2 m3mdn vie ansydumuAss (Risk aversion)

2.3 n33nnsieides (Reputation Management) fio n1sufila
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18909AN5 TIFNsWTENREUNSFRaIeSuTlon1edngeld Wududidyednannlunns
Joafunazmawieundoudmiunngingaiienaiiatuiuesdns
3.2 madnamzings luduilesdnsdesiunsuauesions
Ingulagifaign fuvieuiindesujiRnuusunsiemsldesedlvinsmunlilione
Ingranan uazaiunnudemeiaidliuiesdns nslivnasiigndessinifuazlusda
TunumdAyog 191N tUNITPIAIVANNITVEIUMT TINTEATEAUAUTULIIVBINIING
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2.3.4 SN¥ALTRINTIEINGA
Tumsdesziaaunisainsewmsnisallainfunnginganseliiserafinnsanis
Snwazdaniolud (Doorley & Garcia, 2007 14l M3 nsuuundne, 2559, nih 9)
1. \uwmnisaiflallfAntudulszsiniuund (Non-Routine Event)
2. vliAssdensiinanmitliaumslaidunuiiussoun (Undesired
Visibility)
3. anmithifulumuiiussouniy azdwaseeudendedeidos
(Reputational Damage) luteusii Karl (1984) Ifiausinasinsfinnsanitanuniseliu o
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£y =l dl' U o":l' a ‘:9;
wAndIviseRunsEUnlUAUMANSainTY
| ) P = el a v ) =
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IIUIUNIN
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Tngmlusanidu Gfene 9 12 dnwaz Asil (Winner & Kahn, n.d. 819lu James, 1968)
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4. nmgAngadumgmsnifiAniu TneneliiAanauisedisiasimuneuianvesii
Aendios

5. amgingn Wugudnansweansmssidaiinasionisimunanunsallyl

6. Anzingeiluganaliwiueulunsmvauanumsaisudsnsainsadondu
q fifete
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1.5 l9pamanazdolunisdealsviavus s1unededumesiids dunsiin
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1.7 Wniinaueenuuansnsmeuausad sy
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