I;Bl‘sl\l LE

Bai hoc tu'cach xu'ly
thong minh

Khi xay ra khiing hoang truyén thong, cac doanh nghiép
thuong thé hién nhitng thdi d6 khac nhau: bén pht nhan, d6 16i;
bén nhéan 18i, khic phuc. Tuy nhién, hdu qua chung la ho phai
tiéu ton rat nhiéu tién d€ khic phuc hau qua, danh tiéng bi huy
hoai va mat thoi gian dai méi c6 thé phuc hoi duoc. Tuy nhién,
bing cdch xt 1y thong minh, Cong ty duoc pham, thiét bi y t&
Johnson & Johnson (M¥), v6i san pham thudc giam dau Tylenol,
12 mot dién hinh cho cach thic xt ly khing hoang dén bay gio

van con gid tri.

LE NGOC

Khing hoang “tur trén troi
roi xuoéng”

Vao mua thu nim 1982, khong
r6 mot hay nhiéu ké ac y da thay
thé nhimg vién nang Tylenol
Extra-Strength bang nhtng vién
thudc tdm doc xi-a-nua va tra
tron vao nhing ké thude cua cac
ctta hang duwoc pham va thuc
phdm tai khu vyc thanh phé
Chi-ca-go6 (My). Khi nhting vién
thuée doc nay duoc phat tan, 7
nguoi da td vong.
Johnson&Johnson (J&J) -
cong ty me cta nha diéu ché
thudc Tylenol - bat ngo roi vao
tinh canh phai giai thich véi ca
thé gidi tai sao san pham cta ho
lai tré thanh th thuéc doc
giét nguoi.

Vao ngay dau tién cua cudc
khing hoang, “thuéc Tylenol giét
nguoi” tré thanh cha dé “hot”
trén tat ca dai phat song va duoc
nhiéu nguoi nhdc dén trong cau
chuyén ctia minh. Hang loat
thong tin xdu vé cai chét cua
nguoi tiéu dung, nhung tit bai
trén hang loat to bao khién nguoi
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N Tylenol 13 san pham thuéc uéng
khéng can ké don thanh cong nhat &
My véi hon 100 triéu nguoi dung. Day la
san pham chién luoc dem lai 9% loi
nhuén ctia J &J trong 3 quy dau ndm
1982. Ngoai ra, né ciing chiém 13%
doanh s6 ban hang va 33% loi nhuan
50 Vi cling ky nam truée cta hang nay.
Tylenol I3 s&n pham dén dau - chiém téi
37% thi phan nganh hang thuéc giam
dau, vuot qua 4 loai thuéc giam dau két
hop hang dau la Anacin, Bayer,
Bufferin va Excedrin. Ngay sau khi co
cac vu ngd dbc, thi phan cla loai thuéc
nay giam xuéng con 7%. J&J phai déi
mét véi mét thach thic rat Ion. Khéng
chi ca céng ty phai xoay sé Véi cude
khting hoang truyén thong vé Tylenol
ma I toan bé danh tiéng clia cong ty.

tieu dung hoang mang. Theo
thong ke, c6 hon 100.000 tin tic
va bai viét trén cac to bao gidy
lién quan dén sy viéc nay. No tré
thanh théng tin duoc lan truyén
rong rai tht nhi nuéc My, chi
sau vu am sat Téng thong Ken-
no-di.

Su viéc tré nén nghiém trong
khi mot s6 s& y té bang cdm toan
bo cac san phdm Tylenol. Nhiéu
nha ban 1é loai bé hoan toan cac
san phdm Tylenol khoi ké. Cac
bang va nha ban 1é khac quyét
dinh tuin theo canh bao cua Cuc
Quan ly thyc phim va dwoc
phdm Hoa Ky (FDA), chi loai b
nhtng san phdm co6 cung s6 sé-ri
voi loai thude gay i vong. Du
vay, uy tin cda Tylenol da bi huy
hoai hoan toan.

Nhan trach nhiém va
bao vé khach hang

Ngay lap tuc, Chu tich cta J&J
lac d6 Giém Bo-ki (James
Burke), da phan tng lai nhing
thong tin tiéu cyc bang viéc
thanh lap mot doi ngu chién
lwgc gom 7 nguoi, xac dinh muc
tiéu la can bao vé khach hang
trude, sau d6 moi dén bao vé
san phdm va danh tiéng cta
minh. J&J cing st dung cac cong
cu truyén thong, bao gom ca PR
va quang cao dé truyén ba thong
diép cda minh trong sudt cudc
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Thudbc Tylenol cia Céng ty Dugc phdm, thiét bj y té€ Johnson & Johnson (My) tai mét quiy ban thuéc_Anh: Reuters

khing hoang. Ho t6 churc rat
nhiéu cudc hop bao tai tru sé
ctia cong ty dé cung cdp thong
tin tryc tiép. Trong tuan dau
tién, J&J thanh lap duong day
néng véi 800 s6 dién thoai luon
sdn sang ling nghe phan hoéi cua
khach hang. Cong ty cting tao
quan h¢ véi Sé Canh sat
Chi-ca-go, FDA va Cuc biéu tra
Lién bang (FBI) nham tim kiém
nhing ké phai chiu trach nhiem
cho nhing cai chét, va trd thanh
cong ty dau tién ap dung quy tic
“ba con dau” dong goi chong gia
mao méi. J&J tién hanh kiém tra
déng loat cac nha may san xudt
thudc Tylenol dé xac dinh, lam
thé nao chit doc xi-a-nua lot vao
thudc trong qua trinh san xuat.
Sau cuoc kiém tra, J&J két luan:
chdt xi-a-nua da khong lot vao
cac lo thudc tai nha may. Nhu
vay chi con kha ning ai d6 da c6
tinh d6 thudc tr cac chai Tylenol
ngay trén ké tai nhing cira hang
noi chung dwoc ban ra, t6ng day
xi-a-nua vao trong cac vién con
nhong va dat trd lai cho cu.

Chi trong vong chua day 1 tuan
sau khi xudt hién cac truong hop
ti vong, J&J da bé ra hon 100
trieu USD dé thu héi 32 trieu lo
Tylenol vién nang tai cac nha
thuéc. Theo moét nghién ctu cta
Truong Pai hoc Ha-vot, nguoi
dung dau cta FDA va FBI cim
thdy viéc thu hoi la mét phan
ung manh meé. Cac nha lanh dao
J&J dit sy an toan cua khach
hang trén tat ca, du ho khong
phai la nhing nguoi gay ra su
viéc. Chi trong vong 6 thang, J&J
da tai gi6i thiéu nhan hang bang
viéc san xudt loai hop dung
Tylenol duoc thay d6i sang loai
c6 3 lop khoa - 1a loai vo rat kho
can thiép vao bén trong. J&J cing
thay thé vién nang Tylenol sang
dang nén, loai kho nhiém doc
hon. Cong ty dua ra hon 40 triéu
coupons gia 2,5 USD (gan du dé
mua moét hop thude ¢ lom) dé
bu dip cho nhing khach hang da
vut thude Tylenol di trong luc so
hai. Ngoai ra, ho ciing tao mot
chuong trinh gidm gia maoi giup
nguoi tiéu dung tiét kiem dén

5 bai hoc tir cach guan Iy
khiing hoang ciia
Johnson&Johnson:

1. Luén sén sang va trung thue.

2. Hanh déng nhanh chéng va dut
khoat.

3. Chiu trach nhiém, du khéng gay ra
diéu do.

4. Ung xtr véi moi nguoi bang su ton
trong.

5. Ung xtr tét sé mang lai loi nhuan.

25%. Dac biét, mot doi nga gom
2.250 nhan vién ban hang duoc
giao nhiém vu lién hé véi cong
dong y t€ @€ khoi phuc niém tin
voi san pham.

SO 300 (NGAY 10-4-2015) |
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V6i cach xit Iy thong minh
dat khach hang lén hang dau,
chi trong vong 5 thang ké ti
sau thim hoa, J&J da 1dy lai
70% thi phan so v6i thoi
diém trudc d6 va gianh lai vi
tri thudc giam dau ban chay
hang dau. Ngay nay, Tylenol
luén ding hang cao nhat vé
sy tin tudng cda nguoi tiéu
dung. Tylenol con khang dinh
duoc gia tri lau dai ctda
thuong hiéu trong mit cong
ching. Du tiéu ton téi ca
tram triéu USD d€ khic phuc
st ¢6 sau khing hoang,
nhung thoi gian phuc hoi cia
J&J ngan hon cac thuwong hiéu
khac. Mot s6 y kién khac cho
rang, J&J da thiét lap mot tiéu
chudn cho khing hoang
truyén thong khi ho “nhan
trach nhiém bang cach bao
dam an toan cho cong dong
13 nhiém vu diu tién va thu
hoi tdt ca cac san phim cda
minh”, mic du thuc té cac
chai thudc da bi lam gia sau
khi dit lén ké ban thudc.

Theo cuén “Quan ly khing
hoang trudc khi n6 xay ra”
cda Mi-trop (Mitroff), xudt
ban ndm 2001, J&J da ting
dwoc sy tin nhiém trong sudt
cudc khing khoang vi sy
thanh that cia Ban Piéu hanh
cong ty. Chuyén gia P. Mo-
phi (Patrick Murphy), Truong
Dbai hoc Notre Dame, cho
rang, J&J da thiét lap mot
“tiéu chudn vang” trong viéc
chon dao duc kinh doanh vi
ho chd dong va minh bach.
Thuyc té, khi ké hoach xu ly
khing hoang duoc dua ra,
nhiéu ngudi hoai nghi va
canh bao rang, danh tiéng cia
cong ty sé khong thé khoi
phuc duoc. Tuy nhién, J&]J
voi nhing quyét dinh khon
ngoan da ctu van duoc danh
tiéng, doanh thu va gitp san
pham Tylenol lai chiém linh
thi truong <
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L J - GHI CHEP

Co giao nguoi
Kinh mang diéu
then xudng pho

Diéu then von la san pham vian héa tinh
than doc ddo ctia cong dong nguoi Tay,
Nung & cdc tinh viung cao phia Bic
Viét Nam dang c6 nguy co mai moét. Voi
mong muén chap néi cdc thé hé nguoi hat
then va bao ton diéu hat Ay, cd gido nguoi
Kinh Nguyén Thi Tuyét Mai d& 1én tan noi
h4t then chao doi mang vé xuéi day cho
chinh nhiing nguoi con cia manh dat ay.

PHAM NGA

C6 gido Nguyén Thi Tuyét Mai
_Anh: Pham Nga

Co giao Kinh
hat tiéng Tay, Nung

Ngay tr khi con be, méi lan duoc
nhin thdy nhtng chang trai, c6 gai
trén vo tuyén 6m cay dan ca hat,
Nguyén Thi Tuyét Mai (sinh ndam
1971) - giang vieén Truong DPai hoc
Van hoa nghe thuat Quan doéi da say
meé cai hwong vi dan toc muot ma
va ldng sau. Ctt méi lan vo tuyén
ron lén tiéng dan, Tuyét Mai lai lam
nham hat theo, doi tay day dua theo
diéu nhac. Ciing bat dau tir do,
Tuyét Mai ap u va nudi duéng cho

minh gidc mo ngh¢ thuat. Sau khi
tot nghiép Khoa Nghe thuat dan
toc, chuyén nganh dan ty ba cua
Nhac vién Ha Néi (nay la Hoc vién
am nhac Quoc gia Viét Nam), co
giao tré Nguyén Thi Tuyét Mai vé
giang day tai Khoa Van ngh¢ dan
toc va mien nui, Truong Dai hoc
Van hoa nghe thuat Quan doi.

Nam 2002, khi Truong c6 du an
dao tao van hoa nghé thuat cho con
em dan toc mién nui, cac thay co
da tran tré tim cho dwoc bo mén
ngh¢ thuat phu hop véi sinh vién.
Cudi cting, nha truong quyét dinh
chon bé moén nghé thuat dan tinh
hat then dé dua vao giang day,
nhung khi dy cac thay co déu lung
tang vi chua hiéu gi vé bo moén
nay. Co Tuyét Mai - mot giang vién
cta Khoa Nghé¢ thuat dan toc va
mién nui quyét dinh may mo, tim
hiéu tu liéu dé hoc cho bang duoc
di¢u then ctia nguoi Tay, Nung.

Da o luc, ban tay ¢o chai san,
rém mau vi nhiéu ngay lién hoc
choi dan tinh. D6i mat duong nhu



