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Chuong 1. Ban do cong viéc cua ngwoi lam quan hé cong chung
— Chapter 1. Mapping the PR Job

Muc tiéu chwong — Chapter objectives

« Phan biét quan hé cong chiing v6i quang cdo va marketing, roi giai thich sy khac nhau
bang vi du cua chinh ban
Tell public relations apart from advertising and marketing, and explain the difference with
an example of your own

« Xép mot hoat dong truyén thong vao ding loai kénh va xép thir tu cac nhém cong
chung can bdo tin trudc
Place any communication activity into the right channel type and rank which audiences to
inform first

« Lap lich 1am viéc mét tudn cho chuyén vién méi, chia gio cho timg dau viéc cot 16i va
chtra gio cho viéc phat sinh
Build a one-week schedule for a new PR specialist, with hours for each core task and a
reserve for surprises

1.1. Quan h¢ cong chung la gi va khac quang cao, marketing & dau - 1.1. What
PR is and how it differs from advertising and marketing

Hinh dung ban mé mot quan ca phé nho trong khu phd. Ban can hang xém ghé thi, can
td bao dia phuong nhic dén quan, va can ngudi ta tin quan lam an tir té. Mua to roi hay
dan bang khuyén mai 1a mot cach. Cach khac 1 chao héi hang x6m, moi phong vién dén
ném thu, ké cau chuyén hat ca phé cia nong dan ban dang mua. Céach thur hai chinh la
quan hé cong chiing (public relations, viét tit PR).

P: Picture opening a small café in your neighbourhood. You want neighbours to drop in, the
local paper to mention you, and people to believe you run an honest place. Handing out flyers or
putting up a discount sign is one way. Another is greeting the neighbours, inviting a reporter for

a tasting, and telling the story of the farmers whose beans you buy. That second way is public
relations (PR).

Noi gon: PR 14 cong viéc chi dong xay dung va giit quan hé giita mot to chtc v6i nhitng
nhém ngudi quanh nd, goi 1 céng ching. Cong chung gdm khach hang, nhan vién, dbi
tac, nha dau tu, co quan nha nude va bao chi. San pham cta PR 14 su tin tuong.

P: In short, PR is the work of building and keeping relationships between an organisation and

the groups of people around it, called its publics. These include customers, staff, partners,
investors, government bodies and the press. What PR produces is trust.

Cac dinh nghia qua thoi Ky — How the definition has changed
Thoi ky dau, nguoi ta hiéu PR gan voi tuyén truyén (publicity): t6 chirc néi, cong ching
nghe. Vé sau, cac nha nghién cru nhu Scott Cutlip xép PR thanh nhiéu chirc ning, gom
ca cong viéc bdo chi, quan ly van dé, van dong hanh lang va quan h¢ voi nha dau tu.
Céch nhin nay cho thay PR rong hon chuyén giri tin cho bao.
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P: In the early years, people saw PR as close to publicity: the organisation talks, the public
listens. Later, scholars such as Scott Cutlip split PR into several functions, including press
agency, issues management, lobbying and investor relations. That view shows PR reaches well
beyond sending news to newspapers.

Céc dinh nghia hién nay nhin vao viéc quan Iy quan hé hai chiéu: t6 chirc vira thong béo,
vira lang nghe, r0i diéu chinh hanh vi cia minh. Diém chung xuyén sudt 13 quan hé cing
c6 lgi: t6 chuc dugce tin cay, cong chung dugc thong tin that va duoc doi xir tir té.

P: Current definitions stress managing relationships in both directions: the organisation

informs, listens, then adjusts its own behaviour. The common thread is mutual benefit: the
organisation earns trust, and the public gets honest information and fair treatment.

Ranh gidi véi quang cao va marketing — Where PR ends and advertising and marketing
begin

Luat Quéang céo da stra d6i dinh nghia quang cdo 1 viéc dung phuong tién dé gidi thidu
dén cong chung san phém, hang hoa, dich vy hodc td chtrc kinh doanh chung, va luat tach
riéng mot s loai thong tin nhu tin thdi su. Vian ban ciing ¢6 khai niém ngudi chuyén tai
san phim quang céo, tirc nguoi truc tiép quang cio, khuyén nghi hay xac nhan san pham.
Khi soan tai liéu that, ban nén m& ban hop nhit mdi nhat dé chép dung cau chir diéu
khoan.

P: The amended Advertising Law defines advertising as using media to introduce products,
goods, services, or the businesses that sell them, to the public, and it sets some kinds of
information apart, such as news. It also defines the person who carries an advertisement:
someone who directly advertises, recommends or endorses a product. When you draft real
documents, open the latest consolidated text and copy the exact wording of each provision.

Trong thuc té, quang c4o 1a chd ban tra tién dé chon ndi dung, vi tri va thoi diém hién thi.
PR thi ban phai thuyét phuc phong vién rang ciu chuyén dang dang. Ho gilt quyén viét
ban cubi, nén bai duge tin hon nhung ban khong kiém soat dugc. Marketing 1 phan viéc
rong hon, nham dua san pham dén dung ngudi mua va ban duoc hang. PR 1a mot cong cu
trong do, cong thém viéc gitt quan h¢ voi nhiing nguodi khong mua hang.

P: In practice, advertising is where you pay to choose the content, the placement and the timing.
With PR, you must convince a journalist the story deserves space. They write the final version, so
the piece is more believable but you do not control it. Marketing is the wider job of getting a

product to the right buyers and selling it. PR is one tool inside it, plus the work of keeping ties
with people who never buy.

Tiéu chi Quang cao Quan h¢ cong ching

Criterion Advertising PR

Ai quyét dinh Lo o Phéng vién hodc bién tap vién quyét dinh
A,q yerd Ban quyét dinh, vi ban tra tién mua , & z. j P quyet i
ndi dung chd ban cudi.
Who decides the ' . The journalist or editor decides the final
You do, because you pay for the space. i '
content ’ version.
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Tiéu chi Quang cao Quan h¢ cong ching

Criterion Advertising PR

Ngudi doc biét d6 1a 10i ctia nguoi o .

b’g j £ Cao hon, vi ¢6 bén thir ba xac nhan.
an.

Credibili Higher, b se a third party vouches for it.
reaibility Readers know it is the seller speaking. e GRS party f

Do tin cay

Muc ti€u chinh ~ Ban san phém hoac dich vu. Tao thién cam va niém tin 1au dai.
Main aim Sell a product or service. Build goodwill and lasting trust.

bé phan loai mot hoat dong, ban lam theo cac budc sau.
P: To classify an activity, follow these steps.

1. Hoi: ¢6 ai tra tién dé nodi dung nay xuat hién & dung chd va dung lic khong? Néu co,
nhiéu kha ning d6 1a quang céo.
Ask: is anyone paying for this content to appear in a set place at a set time? If so, it is
probably advertising.

2. Hoi tiép: nodi dung c6 gidi thiéu san pham hodc don vi kinh doanh san pham d6 dén
cong chung khong? Néu ¢, ddi chiéu v6i dinh nghia trong luat.
Next, ask: does the content introduce a product, or the business selling it, to the public? If
so, check it against the legal definition.

3. Hoi: ai c6 quyén stra hodc bé ndi dung? Néu 13 phong vién, ban dang 1am PR.
Ask: who can edit or drop the content? If it is a journalist, you are doing PR.

4. Hoi: muc tiéu 1 ban ngay hay giit niém tin? Ghi két luan vao bang viéc dé ca nhém
dung chung.
Ask: is the aim an immediate sale or lasting trust? Record your conclusion in the task sheet
so the team uses one label.

VI DU/ EXAMPLE — Quan ca phé tra 3 triéu dong dé ding banner trén mot trang tin: budc
1 cho ra quang cédo. Chu quan moi phong vién dén nghe cau chuyén nong dan trong ca phé,
béo tw quyét dinh dang hay khong: budc 3 cho ra PR. Quan giam 20% cho khach tuan dau: d6
la marketing.

EXAMPLE: The café pays 3 million dong for a banner on a news site: step 1 says advertising. The

owner invites a reporter to hear the farmers' story and the paper decides whether to run it: step 3 says
PR. The cafeé gives 20% off in week one: that is marketing.

LOI HAY GAP / COMMON MISTAKE — Goi bai tra tién 13 "bai PR" rdi dé 14n v&i tin bao
chi. Bai tra tién phai duoc nhan dién dung 13 quang co, néu khong nguoi doc bi hiéu 1am va
ban c6 thé vuéng quy dinh.

MISTAKE: Calling a paid article "a PR piece" and letting it pass as editorial news. A paid piece must
be identified as advertising, or readers are misled and you may run into the rules.

LOI HAY GAP / COMMON MISTAKE — Nghi PR chi 13 giri théng céo cho bao. Thiéu
viéc lang nghe cong chiing va stra cach lam cua t6 chirc, PR chi con 14 tuyén truyén mot
chiéu.

MISTAKE: Thinking PR is only sending press releases. Without listening to the public and changing
how the organisation acts, PR shrinks into one-way publicity.
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1.2. Cac chire danh va noi lam viéc ctia nguwoi lam PR — 1.2. PR job titles and
where PR people work

Cung mot viée co thé mang nhiéu tén goi khac nhau. Mot cong ty ghi "chuyén vién
truyén thong", cong ty khac ghi "PR executive", co quan nha nudc ghi "can bo thong tin".
Biét cac chirc danh pho bién va viéc nam sau mdi tén gitp ban doc tin tuyén dung ding,
chon dting vi tri va biét minh s& lam gi tir tudn dau.

The same job can go by many names. One company posts "communications specialist", another
"PR executive", and a government office "information officer". Knowing the common titles and

the work behind each helps you read job ads correctly, pick the right role and know what you
will do in week one.

Cac chire danh thwong gap — Common job titles

* Chuyén vién quan h¢é bao chi (media relations specialist): giir lién lac v6i phong vién,
gui thong cdo, tra 101 yéu cau thong tin, sip xép phong van va theo ddi bai da dang.
Media relations specialist: keeps in touch with reporters, sends press releases, answers
information requests, arranges interviews and tracks published stories.

* Can bd thong tin (public information officer): thuong lam & co quan cong, soan thong
tin chinh thure, thong bdo cho bdo chi va tra 161 cau hoi cia nguoi dan.

Public information officer: usually works in a public body, drafis official information, briefs
the press and answers questions from citizens.

« Piéu phdi vién quan hé cong ddng (community relations coordinator): lo cac chuong
trinh v&i nguoi dan quanh dia ban hoat dong, nhu budi gap khu dan cu, tai trg, tinh
nguyén.

Community relations coordinator: runs programs with residents near the organization's
operations, such as neighborhood meetings, sponsorships and volunteering.

« Chuyén vién truyén thong doanh nghiép (corporate communications specialist): viét
ndi dung vé t6 chirc, tir tin ndi b dén bao céo thudng nién, va giir thong diép thong
nhat.

Corporate communications specialist: writes content about the organization, from internal
news to annual reports, and keeps messages consistent.

« Chuyén vién quan hé cong chung (PR specialist): chirc danh rong, 1am nhiéu dau viéc
tlr viét bai, t0 chire sy kién dén theo ddi du luan.
PR specialist: a broad title covering many tasks, from writing and events to monitoring
public opinion.

« Chuyén vién truyén thong mang xa hoi: quan 1y trang, tra 11 binh luan, dang bai theo
lich va bao c4o sb li¢u.
Social media specialist: manages pages, replies to comments, posts on schedule and reports
the numbers.

Ba noi lam vié€c, ba nhip viéc khac nhau — Three workplaces, three different rhythms

Tai doanh nghiép, ban phuc vu mét thuong hiéu duy nhit. Ban hiéu su san phém, gﬁn
lanh dao, nhung phai chd nhiéu phong ban duyét ndi dung.
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At a company, you serve a single brand. You know the product deeply and sit close to leadership,
but you wait for several departments to approve content.

Tai cong ty dich vu (agency, tirc don vi lam truyén thong thué cho nhiéu khach hang),
ban xoay vong giita vai khach hang cung luc. Nhip 1am nhanh, hoc duoc nhiéu nganh,
nhung deadline day va phai chiéu ¥ khach.

At an agency, a firm that handles communications for several paying clients, you rotate among a

few clients at once. The pace is fast and you learn many industries, but deadlines are tight and
you must satisfy the client.

Tai co quan nha nudc, viéc xoay quanh thong tin chinh théng, hop bao, phan hoi du luan.
Quy trinh duyét chat, ngudi phat ngén thuong duoc chi dinh rd.

In a government agency, the work centers on official information, press briefings and responses
to public concerns. Approval is strict and spokespersons are usually formally designated.

Doi chiéu ban than véi mot vi tri — Match yourself to a position

1. Mé tin tuyén dung, gach chan cic dong tir trong muc "mo ta cong viéc" nhu viét, theo
dai, t6 chire, phéi hop, bao cao.
Open the job ad and underline the verbs in the job description, such as write, monitor,
organize, coordinate, report.

2. Pém xem dong tir nao chiém nhiéu nhat. Nhiéu chir "viét" nghia 1a vi tri thién vé nodi
dung. Nhiéu chi "lién hé" nghia 13 thién vé quan hé béo chi.
Count which verbs dominate. Many "write" means a content-heavy role. Many "contact"
means a media relations role.

3. Xéc dinh noi lam: doanh nghiép, agency hay co quan nha nudc, rdi so vi nhip viéc &
phan trén.
Identify the workplace type: company, agency or government body, then compare it with the
rhythms above.

4. Ghi ba viéc ban da lam dugc (vi du viét bai cho d6i nhom, quan 1y fanpage 16p) va
ghép véi ba dong tur da gach.
Write down three things you have already done (for example, writing for a club or running a
class page) and match them to three underlined verbs.

5. Viéc nao chua c6 kinh nghiém thi dua vao ké hoach hoc trong ba thang dau, va hoi lai
nha tuyén dung & budi phong van.
For anything you lack, add it to your three-month learning plan and ask the recruiter about
it at the interview.

VI DU/ EXAMPLE — Mb ta 1, cong ty dich vy, "Chuyén vién quan hé bao chi": giri thong
cdo cho danh sach bao cua 3 khach hang, goi x4c nhan phong vién nhan tin, bdo cdo s6 bai
mdi tudn, hd tro hop bao mdi quy. Pdi chiéu: nhidu dong tir lién hé va bao cdo, nhip nhanh,
1am cho nhiéu khéch. Hop v6i nguoi thich giao tiép va chiu duge nhiéu dau viéc.

Description 1, agency, "Media Relations Specialist”: send press releases to media lists for 3 clients,
call to confirm reporters received them, report article counts weekly, support a press conference each
quarter. Match: many contact and reporting verbs, fast pace, several clients. Suits someone who likes
talking to people and can juggle tasks.
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VI DU/ EXAMPLE — Mo ta 2, co quan nha nudc, "Can bo thong tin": soan thong tin chinh
thirc vé hoat dong cta don vi, cap nhat cong thong tin, tra 10i phong vién theo phan cong, luu
hd so bao chi. i chiéu: nhiéu dong tir soan va luu, mot "khach hang" duy nhét, quy trinh 3.
Hop véi nguoi can than, viét chuan.

Description 2, government agency, "Information Officer": draft official information about the unit's
activities, update the information portal, answer reporters as assigned, archive press files. Match:
many drafting and filing verbs, a single "client", clear procedures. Suits someone careful who writes
precisely.

LOI HAY GAP / COMMON MISTAKE — Chi nhin tén chirc danh ma b6 qua phin mé ta.
"Chuyén vién truyén théng" & noi nay c6 thé 1a ngudi chi ding bai mang xa hoi, & noi khac 1a
nguoi lo ca bao chi.

Judging by the title and ignoring the description. A "communications specialist" may only post on
social media in one place and handle the press as well in another.

LOI HAY GAP / COMMON MISTAKE — Nghi agency luon tét hon hoic kém hon doanh
nghiép. Mbi noi hop mdt giai doan khac nhau, nén chon theo vi¢c ban can hoc ltc nay.
Assuming agencies are always better or worse than companies. Each suits a different stage, so choose
by what you need to learn now.

1.3. Nhirng dau viéc cot 16i ciia mot chuyén vién PR - 1.3. The core tasks of a PR

specialist

Cong viéc hang ngdy cua chuyén vién PR trong rdi, nhung gom lai dugc thanh nim
nhém. Mdi nhom c6 mét viée dién hinh va mot san pham ban phai nop. Ndm nim nhém
nay, ban biét sang nay minh dang 1am phan ndo cta nghé.

A PR specialist's day looks messy, but the work falls into five groups. Each group has a typical
task and a deliverable you hand in. Once you know the five groups, you can tell which part of the
job you are doing at any moment.

Nhom 1: tra 1oi bao chi va chi dinh nguwdi phat ngon — Group 1: answering the press and
naming a spokesperson

Phéng vién goi, nhan hodc giri email héi vé t6 chirc clia ban, va ban 14 cira ngd dau tién.
Ban tra 151 dung han, hodc chon ngudi hop nhét dé tra 15i. Nguoi phat ngon 1a nguoi
dugce to chirc giao néi thay mit trude bao chi, gibng nhu mot gia dinh ctr mot nguoi dai
dién ra n6i chuyén véi hang x6m.

Reporters call, message or email with questions about your organization, and you are the first
door they knock on. You reply on time, or pick the best person to reply. A spokesperson is

someone the organization authorizes to speak for it in public, like a family sending one member
to talk to the neighbors.

VI DU/ EXAMPLE — Luc 10 gio, mot phong vién hoi vi sao cong ty ting gia san pham, han
ndp bai 1a 16 gid. Ban ghi lai cau hoi va han chét, nhd giam déc tai chinh tra 101 vi day 1a
chuyén gia, soan ba ¥ chinh roi gui lac 14 gio. San phdm ndp: ban tra 161 da giri va mot dong
trong ) yéu cAu (tén phong vién, toa soan, cau hoi, han, nguoi tra 101, gio gur).

At 10 a.m. a reporter asks why the company raised prices, with a 4 p.m. deadline. You log the question
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and deadline, ask the finance director to answer because it concerns pricing, draft three key points
and send them at 2 p.m. Deliverables. the reply you sent and one line in the request log (reporter,
outlet, question, deadline, answerer, time sent).

Nhom 2: viet thong cdo — Group 2: writing press releases

Thong cao bao chi 1 vin ban ngan, thudng mot trang, glri cting lic cho nhiéu toa soan dé
bao mot tin. Tin phai ro ai, lam gi, khi nao, ¢ dau, vi sao.

A press release is a short document, usually one page, sent to many newsrooms at once to
announce one piece of news. It must state who, what, when, where and why.

VI DU/ EXAMPLE — Chudi ca phé khai trrong chi nhanh thir nim tai Pa Néang vao ngay 15
thang 12. Ban viét thong céo, dua ngdy gid va dia chi vao doan dau, gin tén ngudi lién hé ¢
cubi. San pham ndp: thong cdo di duoc duyét va danh sach toa soan s& gii.

A coffee chain opens its fifth branch in Da Nang on December 15. You write the release, put the date
and address in the opening paragraph and add a contact name at the end. Deliverables: the approved
release and the list of newsrooms it will go to.

Nhom 3: cap nhat website va mang xa h¢i — Group 3: updating the website and social
media

Website va cic trang mang xa hoi 14 noi to chirc ty ndi voi cong chung, khong qua tay
phong vién. Ban gilt thong tin & d6 diing, méi va cung giong diéu.
The website and social pages are where the organization speaks to the public directly, without a

reporter in between. You keep the information there accurate, current and in one consistent
voice.

VI DU/ EXAMPLE — Pung gid khai truong chi nhanh Da Nang, ban ding ba anh 1én trang
Facebook, thém muc tin vao website va tra 16i cac binh ludn héi giod mo ctra. San pham ndp:
cac bai di dang, lich dang cua tun va dudng dan luu vao ho so.

At the moment the Da Nang branch opens, you post three photos on the Facebook page, add a news
item to the website and answer comments asking about opening hours. Deliverables: the published
posts, the week's posting schedule and the links saved to your file.

Nhém 4: giir quan hé véi cac nhom cong dong — Group 4: keeping ties with community
groups

Cong dong 13 nhitng nhom nguoi chiu anh hudng tir hoat dong cua to chirc, nhu dan
quanh nha may hodc hoi ddng huwong. Ban gip ho déu dan dé nghe va bao trude, ding chi
tim ho khi c6 chuyén.

Community groups are people affected by what the organization does, such as residents near a

plant or a local association. You meet them regularly to listen and give notice, not only when
trouble starts.

VI DU/ EXAMPLE — Nha may ché bién thuy san sap chay thém ca dém. Ban moi truong
khu ph hop truéc hai tuan, bao gid chay may, ghi lai gop ¥ vé tiéng on. San phdm ndp: danh
ba nhom cong dong, bién ban budi gip va bang gop y kém han tra 16i.
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A seafood plant is about to add a night shift. You invite the neighborhood head to a meeting two weeks
ahead, share the machine hours and note complaints about noise. Deliverables: the community
contact list, the meeting minutes and a feedback sheet with reply deadlines.

Nhém 5: giir cai nhin thuin loi ciia c¢6 dong va cong ching — Group 5: sustaining
favorable views among shareholders and the public

C6 dong 1a ngudi gop von va sé hitu mot phan cong ty. Ho, cung khach hang va cong
ching rong hon, can hiéu va tin t6 chirc. Mdi nhom quan tdm chuyén khac nhau, nén
thong diép khac nhau, nhung khong dugc mau thuan.

Shareholders put money in and own part of the company. They, along with customers and the

wider public, need to understand and trust the organization. Each group cares about different
things, so messages differ, but they must never contradict one another.

Vi DU/ EXAMPLE — Loi nhuan quy giam tir 100 ty xudng 92 ty dong, tirc giam 8%, vi
cong ty xay nha may méi. Thu giri c6 dong néu con sb va 1y do dau tu. Ban cho khach hang
chi n6i nha may méi s& giao hang nhanh hon. San pham ndp: thu c6 dong va bo thong diép
theo tirng nhom.

Quarterly profit fell from 100 billion to 92 billion dong, an 8% drop, because the company is building
a new plant. The shareholder letter gives the figures and the reason for the investment. The customer
version says only that the new plant will deliver faster. Deliverables: the shareholder letter and a
message set for each group.

Ciach dung nim nhém médi sang — Using the five groups each morning

1. Mé danh sach viéc trong ngay va gan mdi viéc vao mot trong nim nhom.
Open today's task list and tag each task with one of the five groups.

2. Canh mdi viéc, ghi san pham phai ndp va gid ndp.
Next to each task, write the deliverable and the time it is due.

3. Xép viéc o han ctia phong vién 1én dau, vi tda soan khong cho.
Put reporters’ deadlines first, because newsrooms do not wait.

4. Cubi ngay, luu san pham vao ho so va danh diu viéc da xong.
At day's end, file the deliverables and mark finished tasks.

LOI HAY GAP / COMMON MISTAKE — Hay sai: tu tra 16i thay 1anh dao khi chua dugc
giao, giri théng cdo thiéu ngay gid hay nguoi lién hé, dang bai khi chwa dbi chiéu sb liéu, chi
gip cong dong lic co phan nan, va giri thong diép khac nhau cho ¢ déng va khach hang.
Common mistakes: answering for leadership without authorization, sending a release with no date or
contact person, posting before checking figures, meeting the community only when there is a
complaint, and sending shareholders and customers conflicting messages.

1.4. Lich 1am viéc miu theo ngay, tuan va quy - 1.4. A sample daily, weekly and
quarterly schedule

Lich 1am viéc 1a cach ban chia sdn gio nao 1am viéc gi, dé ngay khong bi ngudi khac
quyét dinh thay. Vi dy doi thudng: ndu com nha déng ngudi phai co gid di cho, gio nau,
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gio rira bat. Khong co gio ¢ dinh thi mén nao cling ndu mudn. Muc nay dung lich mau
cho Minh, chuyén vién PR ctia mot cong ty san xudt d gia dung (ndi chién khong dau,
may loc nude, quat diéu hoa).

A schedule is a plan for which hours go to which tasks, so other people don't decide your day for
you. Think of a busy household kitchen: there is a time to shop, a time to cook and a time to wash
up. Without fixed times, every dish comes out late. This section builds a sample schedule for
Minh, a PR specialist at a company that makes home appliances (air fryers, water purifiers, air
coolers).

Dung lich tirng budc — Building the schedule step by step
1. Liét ké moi viéc lap lai ctia ban trong mot tuan, ké ca viéc nho nhu gui ban tin cho
sép. Ghi mdi viéc mat bao lau.
List every task you repeat in a week, including small ones like sending the news digest to
your manager. Write down how long each takes.

2. Xép viéc theo kiéu 1am: doc va theo ddi thi budi sang, tra 101 ngudi ngoai thi giita
ngay, viet thi budi chiéu khi it bi goi.
Sort tasks by the kind of work they are: reading and monitoring in the morning, replying to
outsiders around midday, writing in the afternoon when fewer people call you.

3. Khoanh it nhat hai khung viét budi chiéu va coi d6 1 cudc hen voi chinh minh.
Block at least two afternoon writing slots and treat them as appointments with yourself.

4. Thém viéc 1ap theo tuan, roi theo quy, vao diing ngay ¢6 dinh.
Add the weekly tasks, then the quarterly ones, on fixed days.

Mot ngay cua Minh — Minh's day

Phéng vién thudng chdt bai cudi chiéu, nén gid trua 1a lac ho hay hoi thong tin. Vi vay
Minh danh gio nay dé tra 1oi.

Reporters tend to close their stories late in the afternoon, so midday is when they often ask for
information. Minh keeps that hour for replies.

Gio Viéc
Time Task

Doc béo, trang tin va mang xa hoi, ghi tin
3-00— lién quan dén cong ty va dbi thi.
9: 00 Read newspapers, news sites and social

Biét trude chuyén gi dang néi vé minh
trude khi sép hoi.
You know what is being said before your

media, noting items about the company and
) manager asks.
competitors.

Mot ban giri ding gio mdi ngdy tao théi

9:00- Gt ban tin tong hop cho lanh dao. o
quen tin cay.

9:30 Send the news digest to leadership. ] . ]
One digest on time every day builds trust.
Viéc phat sinh: duyét anh, tra 101 déng Pit viéc nho vao mot cum dé khong rai
9:30—  nghiép, goi nha in. khp ngay.

11:00 Ad hoc tasks: approving photos, answering Putting small tasks in one block stops them
colleagues, calling the printer. spreading across the day.
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Viéc
Task

Tra 101 phong vién: guri s6 liéu, anh, xin
11:00—~  lich phong van. Kip han ndp bai cuia ho.
12:00 Reply to reporters: send figures and photos, 1t beats their filing deadlines.
set up interviews.

Viét: thong cdo, bai dang website, ndi

13:30-  dung mang x4 hdi. Ba gio lién, it b cat ngang.
16:30 Write: press releases, website posts, social Three straight hours with few interruptions.
content.

Ghi nhat ky lam viéc, Iuu bai bao, chon
16:30—  ba viéc cho ngay mai.
17:00 Update the work log, file the clippings, pick

Sang mai bat dau ngay, khoi nhé lai.
Tomorrow starts straight away with no need to

, recall.
three tasks for tomorrow.

Viéc theo tudn va theo quy — Weekly and quarterly tasks

« Thtr Hai 9:00, hop ndi dung 45 phut v&i marketing: tuan nay c6 san pham, khuyén
mai, sy kién gi can ké ra ngoai.
Monday 9:00, a 45-minute content meeting with marketing: which products, promotions or
events need telling this week.

* Thir Ba va thi Nam sang, goi 3—4 phong vién theo doi mang ti€éu dung, héi ho dang
can gi, khong chao hang.
Tuesday and Thursday mornings, call three or four reporters on the consumer beat and ask
what they need, without pitching.

* Thtr Sau chiéu, 30 phut tong két: bai nao 1€n, viéc ndo do, tuan sau can gi.
Friday afternoon, a 30-minute review: which stories ran, which tasks are open, what next
week needs.

* Pau quy, chét ké hoach va ngay su kién. Gilra quy, td chtre su kién, vi du hop béo ra
mat dong quat diéu hoa méi. Tuan cudi quy, 1am bao cdo: s bai, bai ndo mang thong
di€p chinh, bai hoc cho quy sau.

Early in the quarter, fix the plan and event dates. Mid-quarter, run the event, such as a press
launch for a new air cooler. In the last week, write the report: number of stories, which
carried the key message, lessons for next quarter.

LOI HAY GAP / COMMON MISTAKE — Pé viéc gip nudt hét viéc quan trong. Néu mdi
ngiy ¢ 2 gid bi chen ngang, ba gid viét chiéu chi con 1 gid, ca tudn mat 10 gid trong 15 gio.
Bai viét do, bao cdo quy 1am voi. Cach chita: trude khi b khung viét, hoi ba cau: ai dang cho,
han chét luc nao, tré thi hau qua gi. Néu han 12 tudn sau, hen lai. Ghi mdi 1an bi chen vao nhat
ky, cudi tuan cho sép xem con sd.

Letting urgent tasks swallow the important ones. If interruptions take 2 hours a day, your 3-hour
writing block shrinks to 1, and over a week you lose 10 of your 15 hours. Drafis get weak and the
quarterly report gets rushed. The fix: before giving up the block, ask three questions: who is waiting,
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when is the real deadline, and what happens if it slips. If the deadline is next week, reschedule. Log
each interruption and show your manager the total at the end of the week.

1.5. Cac nhém cong chiing ma mét to chirc phai chim séc — 1.5. The publics an

organisation must look after

Hay nghi t6i c6 dong vién ctia mot doi bong. Ho khong cung tudi, khong cung nghé,
nhung clng quan tim mot viéc: doi thing hay thua. Nhom ngudi ¢6 chung mdi quan tam
vé mot t6 chirc hay mot van dé nhu vay goi 1a cong chiung. Mdi t6 chic c6 nhiéu nhoém
cong chung, va mdi nhém mudn biét mot didu khac nhau.

Picture the fans of a football club. They differ in age and job, but they share one concern:
whether the team wins or loses. A group of people who share an interest in an organisation or an

issue is called a public. Every organisation has several publics, and each one wants to know
something different.

Gui cung mot thong diép cho tat ca moi nguoi thudng khong ai nghe. Viée dau tién cua
ban 1a biét minh dang néi véi ai.

Sending one identical message to everyone usually means nobody listens. Your first job is to
know who you are talking to.

Tam nhém cong ching thwong gap - Eight publics you will meet most often

» Khach hang: ngudi dang mua va nguoi co thé mua. Ho quan tam gia, chét luong, do
an toan ctia san pham.
Customers: current buyers and likely buyers. They care about price, quality and product
safety.

« Bao chi: phong vién, bién tap vién ctia bao in, bao dién tir, dai phat thanh, truyén hinh.
Ho can tin c6 that, c¢6 s6 liéu, co nguoi néi duge.
The press: reporters and editors at print, online, radio and TV outlets. They need real stories,
figures and someone who can speak on record.

« Chinh quyén: co quan cép phép, kiém tra, quan ly. Ho quan tdm viéc to chirc ¢ tuan
thu quy dinh hay khong.
Government: the bodies that license, inspect and regulate. They want to see that the
organisation follows the rules.

« Déan cu quanh noi 1am viéc: hang x6m ciia nha may, van phong. Ho chiu tiéng on, khoi
bui, xe ¢d, nén quan tim doi séng hang ngay cua minh.
Neighbours: people living near the plant or office. They put up with noise, dust and traffic, so
they care about daily life.

« Poan thé: cac td chirc nhu cong doan, hoi phu nit, doan thanh nién. Ho quan tdm
quyén loi va hoat dong ctia thanh vién minh.
Associations. bodies such as trade unions and women's or youth groups. They care about the
rights and activities of their own members.

* HGi bao vé€ nguoi ti€u dung: ho theo ddi sdn pham, quang cdo va phan anh cua khach
hang, san sang l1én tiéng khi thay sai.
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Consumer protection groups: they watch products, advertising and customer complaints, and
speak up when something looks wrong.

«Co dong: nguoi gop von. Ho quan tam lgi nhuéan, cd tic va sy 6n dinh cta doanh
nghiép.
Shareholders: the people who put in capital. They care about profit, dividends and stability.
« Nhén vién: ngudi truc tiép 1am ra san pham. Ho quan tdm luong, an toan lao dong, va
mudn nghe tin quan trong tir cong ty trude khi doc trén bao.
Employees: the people who make the product. They care about pay, workplace safety, and
want to hear big news from the company before they read it in the paper.

Cach 1ap bang nhém cong ching — How to build a public map

1. M&é mot bang tinh tréng, chia ba cdt: nhém cong ching, diéu ho quan tam, cach ban
lién lac.
Open a blank spreadsheet with three columns: the public, what they care about, and how
you reach them.

2. Ghi tim nhém & trén vao cot dau, roi thém nhom riéng cua td chirc ban néu co, vi du
nha cung cap hay truong hoc ddi tac.
List the eight publics above in the first column, then add any that are specific to your
organisation, such as suppliers or partner schools.

3. V&i mdi nhom, tu hoi: ho sg mat gi, mudn duoc gi? Viét mot cau ngén vao cOt hai.
For each public, ask: what do they fear losing, and what do they want? Write one short
sentence in column two.

4. Chon kénh quen thudc véi nhom dé va ghi vao ¢t ba.
Pick the channel that group already uses and write it in column three.

5. Gtri bang cho nguoi phu trach timg nhom trong cong ty (ban hang, nhan sy, phap ché)
xem lai va stra.

Send the sheet to the person in charge of each group inside the company (sales, HR, legal) to
check and correct.

Vi DU / EXAMPLE — Nha méay banh keo Huong Cau 1am bang sau. Ban dung bang nay dé
d6i chiéu véi bang clia minh:
The Huong Cau confectionery plant made this map. Use it to check your own:

Nhom Mobi quan tim riéng Cach lién lac

Public Main concern How to reach them

Bénh c6 sach, vira tui tién, ngon nhu lan

Khach , . Bao bi, mang xa héi, duong day cham
\ trugc khong , ,
hang , soc khach
Is the product clean, affordable and as good
Customers

) Packaging, social media, customer hotline
as last time
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Moi quan tim riéng

Main concern

Cach lién lac
How to reach them

San lugng, san pham mai, cau chuyén co

Thong cao, email goi y dé tai, phong

Baochi s liéu van

Press Output, new products, stories backed by Press releases, story-pitch emails,
figures interviews

Chinh 4 , A \ 2 ,

N Giay phép, v¢ sinh an toan thuc pham, xur .. T £
quyén 19 nuée thai Béo céo dinh ky, lam viéc truc tiép
Governme y } , Regular reports, direct meetings

, Licences, food safety, wastewater treatment
n
Dan cu 2 14 A A ’ JPTIN

\ o . a1 Hop to dan pho, thu thong bao, so dién

quanh nha Mui 10 nudéng, xe tai ra vao, viéc lam cho thoai 26D ¥
may nguoi dia phuong - gop Yy ) )
Nearb Baking smells, truck traffic, local jobs Neighbourhood meetings, notice letters, a

ec.zr Y € ’ o J feedback phone line
residents
Poan thé uyén loi nguoi lao dong, hoat dong hd o . .

o Quy o & P, hoat Cong Thu moi, chuong trinh phoi hop
Associatio  trg cong dong o .
] . o Invitations, joint programmes

ns Workers' rights, community support activities '
Hoi bao - . e N ) , o 1 e s A 1A

. .. Nhan mac dang sy that, quang cdo khong  Tra 101 van ban nhanh, cung cap ho so
V€ nguol R L2 A . y
fidu don gay hiéu lam khi dugc hoi

& Truthful labels, advertising that does not Quick written replies, supplying documents
Consumer .
mislead on request
groups
Co don g - Bao cdo quy, dai hoi cd dong, email
& Doanh thu, lgi nhuan, ké hoach mé rong quy, dathc & .

Shareholde Quarterly reports, shareholder meetings,

rs

Nhan vién
Employees

Revenue, profit, expansion plans

Luong thuéng, an toan may méc, ké hoach

calam
Pay, machine safety, shift plans

email

Bén tin ndi bg, bang tin xudng, hop dau
ca

Internal newsletter, factory noticeboard,
start-of-shift briefings

LOI HAY GAP / COMMON MISTAKE — Gop bao chi vao nhém "khach hang" vi phong
vién ciing doc san phim cuia ban. Phong vién can tin, khong can 10i chao hang.

Putting reporters under "customers" because they also read your content. Reporters need news, not a
sales pitch.

LOI HAY GAP / COMMON MISTAKE — Quén din cu quanh noi 1am viéc. Ho it khi 1én
tiéng cho t6i khi birc xuc, va lic d6 thudng da mudn.

Forgetting the people who live nearby. They rarely speak up until they are angry, and by then it is
often late.

LOI HAY GAP / COMMON MISTAKE — Lap bang mét 1an rdi dé 6. Cong ching thay
d6i theo su viéc, nén hay xem lai bang mdi quy.
Making the map once and filing it away. Publics shift with events, so review the map every quarter.
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MEO / TIP — Mot ngudi c6 thé thudc nhiéu nhém: nhan vién vira 13 cu dan quanh nha may,
vira 1a khach hang. Hay viét thong diép sao cho néi voi nhom nay khong lam mat long nhom
kia.

One person can belong to several groups: an employee may also live near the plant and buy the
product. Write messages so that what you tell one group does not upset another.

1.6. Bon loai kénh: tra tién, dwoc dwa tin, chia sé va twr sé hitu — 1.6. Four

channel types: paid, earned, shared and owned

MB&i t6 chirc déu c6 bon con dudng dé dua thong diép toi cong ching. Cach dé nhd nhét
1a hinh dung mét tiém banh nhé vira ra loai banh mai. Chu tiém co thé lam bdn viéc khac
nhau, va mdi viéc twong tmg mot loai kénh.

Every organization has four routes for getting a message to the public. The easiest way to

remember them is to picture a small bakery launching a new cake. The owner can do four
different things, and each one matches a channel type.

Bon loai kénh qua vi du tiém banh — The four channels through a bakery

Kénh tra tién (paid) 1a chd ban bo tién ra dé thué. Cha tiém thué mot bién quang céo &
dau phd, hodc chay quang cao trén mang xa hoi. Ban quyét dinh ndi dung, hinh anh, ngay
gi xuat hién. Hét tién thi hét hién thi.

Paid channels are the ones you rent with money. The owner rents a billboard at the end of the

street, or runs social media ads. You decide the content, the image and the timing. When the
money stops, the exposure stops.

Kénh dugc dua tin (earned) 1a chd ngudi khac ty nguyén néi vé ban ma ban khong tra
tién dé mua chd. Mot phong vién ghé tiém, thdy cong thirc banh doc ddo va viét thanh bai
bao. Bai ndy dang tin hon quang céo, nhung ban khong kiém soat dugc cdu chir hay ngay
dang. Ban chi co thé goi ¥ dé tai va cung cap thong tin.

Earned channels are places where other people choose to talk about you, and you do not pay for
the space. A reporter visits the bakery, likes the unusual recipe and writes an article. Readers
trust this more than an ad, but you cannot control the wording or the date. You can only suggest
the story and supply the facts.

Kénh chia sé (shared) 13 noi cong chung ty ding va truyén nhau. Khach chup anh chiéc
banh, dang I1én trang ca nhan kém vai dong khen, ban bé binh luén va chia sé tiép. Tiém
khong viét nhitng dong d6, nhung c6 thé khuyén khich bang cach lam banh dep, dong
hop dé chup, hoic tra 15i binh lun.

Shared channels are where the public posts and passes things along. A customer photographs
the cake, posts it on a personal page with a few kind words, and friends comment and reshare.

The bakery did not write those lines, but it can encourage them with a good-looking cake,
photogenic packaging, or replies to comments.

Kénh ty s¢ hitu (owned) 1 thir tiém nam trong tay: trang web, trang fanpage, ban tin
email giri khach quen, bién hiéu va to thuc don. Ban ding gi ciing dugc va khong mat
tién thué chd, nhung phai ty 1lam cho ngudi ta tim dén. Méi 1ap thi chua ai biét.
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Owned channels are the ones the bakery holds in its own hands: the website, the fan page, the
email newsletter for regulars, the shop sign and the menu. You can post anything and pay no
rent for the space, but you must give people a reason to come. A brand-new channel has no
audience yet.

Bang tra tom tit — Quick reference table

Loai
kénh Uu diém Nhuwoc diém

Channel | Strength Weakness
type

Ban kiém soat ngi dung va thoi diém, c6  Ton tién lién tuc, nguodi xem biét do 1a

Tratién  thé dat s6 nguoi xem nhanh. quang cdo nén it tin hon.
Paid You control content and timing, and can It costs money continuously, and viewers know
reach many people fast. it is an ad so they trust it less.

Khong kiém soat dugc ndi dung, mét thoi

Puoc e A A L, A x ian x4y quan hé va khong chic duoc dang.
T Dang tin cay, khong mat tién mua cho. & v j & _ T £
dua tin . ) You cannot control the content, it takes time to
Credible, with no fee for the space. ) ] ) S
Earned build relationships, and publication is not
guaranteed.
Lan nhanh qua ngudi quen, nghe nhu 16i ~ Kho doan va kho diéu khién, ¢6 thé lan ca
Chiasé  gidi thiu cia ban be. 101 ché.
Shared Spreads fast through acquaintances and Hard to predict and steer, and criticism can
sounds like a friend's recommendation. spread too.
. Toan quyén noi dung, chi phi duy tri o - A A A
Tu so p qA Y N & P Y Phai ty kéo nguoi xem, luc dau tiep can it.
N thap, ton tai lau. . .
hitu Full control of content, | L ¢ and You must draw viewers yourself, and reach is
ull control of content, low upkeep cost, an
Owned R small at first.

it lasts.

Chon kénh theo muc tiéu va ngan sach — Choosing channels by goal and budget

1. Viét ra mot muc tiéu cu thé, vi du "trong mot thang, 500 nguoi biét dén loai banh

moi".

Write down one specific goal, for example "within one month, 500 people know about the
new cake".

2. Ghi s6 tién t6i da ban duoc chi. Néu bang khong thi loai kénh tra tién ra khoi danh

sach.

Write down the most you may spend. If it is zero, remove paid channels from the list.

3. Chon kénh chu luc theo muc tiéu. Can nguodi biét nhanh thi vu tién kénh tra tién. Can
ngudi tin thi vu tién kénh duoc dua tin. Can giir khach cii thi wu tién kénh tu so hiru.
Pick the lead channel by goal. If you need quick awareness, favor paid. If you need trust,
favor earned. If you need to keep existing customers, favor owned.

4. Thém mot kénh hd trg dé kénh chu luc di xa hon, vi du dung bai bao da dang 1am ndi
dung cho trang web va trang mang xa hoi cua ti¢m.
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Add one supporting channel to carry the lead channel further, for example reusing a
published article as content on the shop's website and social pages.

5. Sau hai dén bon tuan, xem kénh nao mang ngudi téi nhiéu nhat rdi don sirc vao do.
After two to four weeks, see which channel brought the most people, then put more effort
there.

Vi DU/ EXAMPLE — Tiém banh c6 3 triéu déng va mubn 500 ngudi biét dén banh méi
trong mot thang. Chu tiém chia nhu sau: 2 triéu dong chay quang c4o trén mang x4 hoi trong
khu vyc quanh tiém (tra tién), giri mau banh va thong tin cho hai phong vién chuyén muc am
thuc dia phuong (dugc dua tin, khong mat tién), ding anh va cong thic 1én fanpage (tu sé
hiru), tang thém mot chiéc banh nho cho khach nao ding anh (khuyén khich kénh chia sé, tén
khoang 1 triéu dong tién banh). Téng chi 2 + 1 = 3 triéu dong, diing ngan sach. Cudi thang,
chu tiém dém sb khach noi biét téi banh qua ddu va ting phan chi cho kénh hiéu qua nhat.
The bakery has 3 million dong and wants 500 people to know about the new cake within a month. The
owner splits it like this: 2 million on social media ads around the shop's area (paid), samples and
facts sent to two local food reporters (earned, no cost), photos and the recipe posted on the fan page
(owned), and a small free cake for each customer who posts a photo (encouraging shared channels,
about 1 million in cake costs). Total spend is 2 + 1 = 3 million, exactly on budget. At the end of the
month, the owner counts how many customers say where they heard of the cake and shifts more money
to the best channel.

LOI HAY GAP / COMMON MISTAKE — Coi mét loai kénh 13 dt. Chi chay quang cdo ma
khong co trang web hay bai viét thi nguoi thdy quang céo khong c6 chd dé tim hiéu thém.
Treating one channel type as enough. Running only ads, with no website or article, leaves people who
see the ad with nowhere to learn more.

LOI HAY GAP / COMMON MISTAKE — Nhiam kénh duoc dua tin v6i kénh tra tién. Bai
viét ndo c6 bo tién mua chd hodc c6 théa thuin thuong mai la quang céo, va phai dugc thé
hién dang la quang cdo.

Confusing earned with paid. Any article where space was bought or a commercial deal exists is
advertising, and it must be presented as such.

LOI HAY GAP / COMMON MISTAKE — Tuéng kénh chia sé 1a mién phi va ty chay.
Mudn khach chia sé thi phai c6 thir dang chia sé va phai c6 ngudi tra 16i binh luan.

Assuming shared channels are free and run themselves. To get customers sharing, you need something
worth sharing and someone replying to comments.

1.7. K¥ niing va cong cu ngwdi méi cin cé trong ba thang dau — 1.7. Skills and

tools a newcomer needs in the first three months

Ba thang dau, ban chua cin giéi moi thir. Ban can 1am chic bdn k¥ ning va dung quen
bdn nhom cong cu. PO 13 phan viée hang ngay cua hau hét chuyén vién méi.

In your first three months you don't need to be good at everything. You need four skills you can
do reliably and four types of tools you use without thinking. They cover most of a new specialist's
daily work.
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Bon ky niing 1am dwogc ngay — Four skills you can use right away

* Viét r5: mot cau mot v, diéu quan trong nhét dang dau, con s luon kém don vi va
mbc thoi gian. Viét xong, doc to mot lan. Chd nao bi Vép thi stra chd do.
Clear writing: one idea per sentence, the most important point first, every number with its
unit and date. Read your draft aloud once. Fix every spot where you stumble.

« Ghi chép: sau mdi cudc hop hay cudc goi, ghi ngay, tén nguoi, viée da théng nhét, ai
1am va han nao. Guri email x4c nhan trong ngdy dé khong ai nhé khac nhau.
Note-taking: after every meeting or call, write down the date, the people, what was agreed,
who does it and by when. Send a confirmation email the same day so nobody remembers it

differently.

« Poc s6 liéu mang x3 hoi: luot tiép can 1a sb ngudi da thay bai. Luot twong tac 13 sb 1an
ho bam thich, binh luan hoic chia sé. Ty 1é twong tic bang tuwong tac chia cho tiép can.
Reading social media numbers: reach is the number of people who saw a post. Interactions
are the likes, comments and shares it got. Engagement rate is interactions divided by reach.

Vi DU / EXAMPLE — Bai A dat 8.000 luot tiép can va 240 luot twong tac: 240 +~ 8.000 =
0,03, tuc 3%. Bai B dat 2.000 luot tiép can va 120 luot twong tac: 120 +~ 2.000 = 0,06, tic 6%.
Bai A nhiéu nguoi thdy hon, nhung bai B khién ngudi xem phan tng nhiéu hon gip doi.
Post A reached 8,000 people with 240 interactions: 240 + 8,000 = 0.03, or 3%. Post B reached 2,000
people with 120 interactions: 120 + 2,000 = 0.06, or 6%. More people saw post A, but post B got
twice the reaction rate.

Goi dién cho phong vién 1a k¥ ning ngudi méi hay né nhat. Lam theo nim budc sau thi
cudc goi s& ngan va co két qua:

Calling a journalist is the skill newcomers avoid most. Follow these five steps and the call stays
short and useful:

1. Tra tén, mang phu trach va bai gin nhét cua phong vién.
Look up the journalist's name, beat and most recent article.
2. Viét sin ba dong: ban 1a ai, goi vé viéc gi, ban can gi tir ho.
Write three lines in advance: who you are, why you're calling, what you need from them.
3. Tranh goi sat gio ndp bai. Mé dau bang cau héi: "Anh/chi cé hai phut khong a?"
Avoid calling close to deadline. Open with: "Do you have two minutes?"
4. Néi trong khoang 30 gidy, rdi hoi ho can thém gi.
Speak for about 30 seconds, then ask what else they need.
5. Ghi lai két qua va hen viéc tiép theo ngay trong cudc goi.
Record the outcome and agree on the next step before you hang up.

Bon nhém cong cu can ¢6 — Four types of tools to have
Ban khong can chon ding tén san pham. Diéu can 1a moi chuc nang sau day da c6 nguoi
dung dugc trong nhom.

You don't need to pick a specific product. You need each function below to exist and be usable by
your team.
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« Bang tinh: luu danh sach phong vién, ngan sach, s6 liéu bai bao. Hoc trude: sip xép,
loc, phép cong va phép chia.
Spreadsheet: holds the journalist list, budget and article data. Learn sorting, filtering,
addition and division first.

« Lich chung: ca nhém cung thiy han giri, gid hop va lich dang bai.
Shared calendar: the whole team sees send deadlines, meetings and posting dates.

« Kho anh: mot thu muc chung, tén tép theo quy tic ngay-su kién-sd thir ty, ghi rd ai
chup va dugc dung vao viéc gi.
Photo library: one shared folder, files named date-event-number, with a note on who took
each photo and what it may be used for.

» Cong cu theo doi tin: dat tir khoa 1a tén td churc, san phém, 1anh dao va d6i thu, rdi
xem két qua mdi sang.
News-tracking tool: set keywords for your organisation, products, leaders and competitors,
then check the results each morning.

Ké hoach tu hoc 12 tudn — A 12-week self-study plan

Mbi tuan danh khoang ba gir va Iuu lai mot san pham cu thé. Néu c6 ngudi kém, nop cho

ho xem.

Spend about three hours a week and save one concrete product. If someone mentors you, show it

to them.

Tuin
Week

Tuén 1
Week 1

Tuén 2
Week 2

Tuén 3
Week 3

Tuin 4
Week 4

Tuén 5
Week 5

Tuin 6
Week 6

Tuén 7
Week 7

Tuén 8
Week 8

Pau ra

Output

So d t6 chire va danh sach 10 tir khoa can theo dbi.
An organisation chart and a list of 10 keywords to track.

Thiét 1ap theo ddi tin, doc mdi sang va ghi lai 5 bai dang chu y.
News tracking set up, read each morning, with 5 notable articles logged.

Viét gon lai 3 doan tin, mdi doan dudi 60 chit.
Three news paragraphs rewritten shorter, each under 60 words.

Bang tinh 20 phong vién, c6 mang phu trach va bai gan nhat.
A spreadsheet of 20 journalists with their beats and latest articles.

Dién tap ba cudc goi voi déng nghiép, 1ol go1 that mot cude.
Three practice calls with a colleague, then one real call.

Lich chung da dung va mau bién ban hop mot trang.
A shared calendar and a one-page meeting note template.

Kho anh ¢6 quy tic dit tén, it nhat 30 anh.
A photo library with a naming rule and at least 30 photos.

Bang $6 liéu bdn tuén: tiép can, tuong tac, ty 1€ tuong tac.
A four-week table of reach, interactions and engagement rate.

Tai liéu nay dugc bién soan boi ddi ngli ciia website: https://tailicuso.vin
Trang 24



S6 tay thyc hanh Quan hé cong chung tir A dén Z / Public Relations Practice Handbook from

Ato Z
Tuin Piu ra
Week Output
Tuan 9 Mot ban nhap thong cédo khoang 300 chir.
Week 9 A draft press release of about 300 words.
Tuén 10 Ban nhap da soat va stra cho du dir kién, s6 lidu.
Week 10 The draft checked and corrected for facts and figures.
Tuan 11 Ban tin tong hop mot trang giri 1anh dao.
Week 11 A one-page news summary sent to a manager.
Tuan 12 Tu danh gia: ba viéc lam tdt, ba viéc can sira, muc tiéu quy sau.
Week 12 A self-review: three things done well, three to fix, goals for next quarter.

LOI HAY GAP / COMMON MISTAKE — Hoc c6ng cu ma khong c6 bai tap di kém. Goi
xong khong ghi lai gi. So luot tiép can giita hai bai ma bo qua ty 1& tuong tac. Dit tén anh tiy
hting nén ba thang sau khong ai tim ra.

Common mistakes: learning a tool with no exercise attached,; making a call and writing nothing

down; comparing reach between two posts while ignoring engagement rate; naming photos casually
so nobody can find them three months later.

1.8. Nghé PR hinh thanh ra sao va bai hoc cho cich 1am hém nay — 1.8. How
PR took shape and what that history teaches today

Nghé PR khéng tu nhién ma c6. N6 di qua nhiing lac duoc cong chung tin va nhiing lic
bi nghi ngd, va moi lan déu dé lai bai hoc dung dugc cho viéc hom nay. Biét méy mbc
sau, ban s& hiéu vi sao ngudi [am 1au nam ludn dan: noéi that trude, noi khéo sau.

PR did not appear overnight. It has gone through periods of public trust and periods of

suspicion, and each left a lesson you can use today. Once you know these milestones, you will
see why veterans keep saying: be truthful first, be polished second.

Cac moc can nhé — Milestones worth knowing

« Nam 1900 & Boston (M¥), Publicity Bureau ra doi. Nhiéu sach coi ddy 1 van phong
quan hé béo chi dau tién. Doanh nghiép tra tién dé tin tot ciia minh 1én bao, con nguoi
doc nghi gi thi chua ai quan tdm nhiéu.

In 1900, the Publicity Bureau opened in Boston, USA. Many textbooks treat it as the first

press relations office. Companies paid to get good news into print, and few people asked
what readers actually thought.

« Nam 1906, Ivy Lee gtri bao chi mot ban tuyén bd nguyén tic: t6 chiic s& cung cip
thong tin nhanh va chinh xé4c, lam cong khai. Ong khuyén doanh nghiép néi véi bao
chi vé su ¢ ciia minh thay vi im ling.

In 1906, Ivy Lee sent the press a declaration of principles: the organization would supply

accurate information quickly and openly. He advised companies to talk to reporters about
their own accidents rather than stay silent.
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« Théap nién 1920, Edward Bernays viét vé viéc tur van cho t6 chtic cach cu xtr dé cong
chung hiéu va chap nhan. Ong dua tam 1y hoc va xa hoi hoc vao nghé. Cach 1am cua
ong ciing bi phé binh vi nhiéu chiéu tac dong khong néi 16 ai dimg sau.

In the 1920s, Edward Bernays wrote about advising organizations on how to behave so the
public would understand and accept them. He brought psychology and sociology into the
trade. He was also criticized, because many of his tactics hid who was behind them.

* Trong cac cuéc thé chién, nhiéu nudc dung tuyén truyén dé kéu goi tng ho trong nudc
va lam suy yéu d6i phuong. Sau chién tranh, nhung ngu:(n co ky nang nay chuyen
sang lam cho doanh nghiép, va ho mang theo ca tiéng tot 1an tiéng xau ctia nghé.
During the world wars, many countries used propaganda to rally support at home and
weaken the enemy. Afterward, people with those skills moved into business and carried both
the strengths and the bad reputation of the trade with them.

« Nira sau thé ky 20, cac hiép hoi nghé 1ap ra: Hiép hoi Quan hé céng chung My nim
1947, Vién Quan hé cong chiing ctia Anh nam 1948. Kém theo 13 quy tic dao durc, tap
chi chuyén nganh va gido trinh. Pinh nghia ciing d6i dan, tir "dwa tin" sang "xay mdi
quan hé hai bén cung co6 loi".

In the second half of the 20th century, professional bodies appeared.: the Public Relations
Society of America in 1947 and the Institute of Public Relations in Britain in 1948. Codes of
ethics, trade magazines and textbooks followed. Definitions shifted too, from "getting news
out" to "building relationships that benefit both sides".

Hai bai hoc cho cach 1am hém nay — 7Two lessons for today's practice

Bai hoc thtr nhat: nghé mat uy tin khi bop méo sy that. Chit "tuyén truyén" khién nhiéu
ngudi nghi ngd vi gan véi viéc néi mot chiéu va gidu muc dich. Néu ban t6 hong hodc
gidu bén tra tién, ban dang lap lai dtng diéu 1am nghé bi ché.

Lesson one: the trade loses credibility when it bends the truth. The word "propaganda" makes

many people wary because it is tied to one-way messages and hidden motives. If you gloss over
facts or hide who is paying, you repeat exactly what gave the trade a bad name.

Bai hoc thtr hai: nghé giit dugc uy tin khi noi that va ling nghe hai chiéu. Cach lam cia
Ivy Lee va cac dinh nghia sau nay déu cing huéng: t6 chirc néi rd minh 1 ai, 1am gi, roi
nghe cong chiing néi lai va diéu chinh.

Lesson two: the trade keeps its credibility when it tells the truth and listens in both directions.
Ivy Lee's approach and later definitions point the same way: the organization says plainly who it
is and what it does, then listens to the public and adjusts.

Cach ap dung trwéc khi giri hodc ding bat cir ndi dung nao — How to apply this before
you send or publish anything
1. Gach chan moi cau c6 s6 liéu hodc 151 khang dinh, roi ghi bén canh ngudn kiém
chung dugc.
Underline every sentence with a figure or a claim, and write a verifiable source next to it.
2. Tu hoi: néu phong vién kiém tra timg cdu nay, cau nao khong dimg viing? Stra hoic
bd cau do.
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Ask yourself: if a reporter checked each sentence, which one would not hold up? Fix or cut
it.

3. Ghi 6 ai dimg sau ndi dung va ai tra tién. Néu 1a bai quang co hay hop tac tra phi,
ndi 16 ngay trong bai.
State who is behind the content and who is paying. If it is advertising or a paid partnership,
say so in the piece itself.

4. Viét mot cau néu diéu cong chiing dang thic mac hoic lo lang, rdi chi ra chd ndi dung
cua ban tra 101 cau do.
Write one sentence describing what the public is wondering or worried about, then point to
where your content answers it.

5. Sau khi dang, doc binh ludn va phan hoi trong 24 gid, ghi ba ¥ chinh va chuyén cho
nguoi phu trach.
After publishing, read the comments and replies within 24 hours, note the three main points
and pass them to the person in charge.

Vi DU/ EXAMPLE — Mot hing nuéc dong chai d6i chai tir 500 ml xudng 450 ml, gia van
8.000 ddng. Ban nhap dau viét: "Chai méi gon hon, gia khong d6i". Tinh ra: truée day 8.000 :
500 = 16 dong mdi ml, nay 8.000 : 450 ~ 17,8 déng mdi ml, tirc dit hon khoang 11,1%.
Khach ty tinh ra s& thay bi gidu. Ban sira: "Chai méi 450 ml, gia giir 8.000 dong vi chi phi
nguyén liéu ting. Ban co thé gop ¥ qua duong diy nong ciia hing." Ban nay n6i du dir kién va
m& ctra cho phan hoi.

A bottled-water brand cuts its bottle from 500 ml to 450 ml while the price stays at 8,000 dong. The
first draft says: "Our new bottle is more compact, same price." Check the math: before, 8,000 + 500 =
16 dong per ml; now, 8,000 ~ 450 = 17.8 dong per ml, about 11.1% more expensive. Customers who
work this out will feel something was hidden. The revised version says: "The new bottle holds 450 ml
and the price stays at 8,000 dong because material costs rose. Tell us what you think through our
hotline." It gives the full facts and opens a channel for feedback.

LOI HAY GAP / COMMON MISTAKE — Nghi PR 14 viéc lam dep hinh anh bang moi gia.
Kiéu lam nay dung 1a thir lich st dd chimg minh 1 phan tac dung.
Treating PR as making the image look good at any cost. History has shown this approach backfires.

LOI HAY GAP / COMMON MISTAKE — Chi phat thong tin di ma khéng doc phan hoi.
Khi d6 ban méi lam mét nira cong viée.
Sending information out without reading the response. That is only half the job.

GHI CHU / NOTE — Noi that va nghe hai chiéu khong 1am noi dung kém hap dan. N6 lam
ngudi doc dam tin ban lan sau.

Telling the truth and listening both ways does not make your content less appealing. It makes readers
willing to believe you next time.
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1.9. Bai thwe hanh ¢6 hwéng din — 1.9. Guided practice exercises

Bai 1. Xép muoi hoat dong ciia mét chién dich ra mit ca phé vao bon loai kénh —
Exercise 1. Sort ten activities of a coffee launch into the four channel types

Hang ca phé Nui Xanh ra mat dong ca phé lanh méi véi muoi hoat dong: (1) mua banner
trén bao dién tir; (2) phong vién ty viét bai sau budi hop bao; (3) bai gidi thiéu trén
fanpage cua hang; (4) khach chup anh ly ca phé dang trang c4 nhan; (5) ban tin email guri
khach cii; (6) tra phi thué nguoi noi tiéng dang bai; (7) dai phat thanh moi giam doc
phong van, hiang khong tra tién; (8) khach binh luan khen dudi bai ding ciia hing; (9)
quang cdo video cheén trudce clip trén YouTube; (10) bai blog trén website ciia hang. Hay
xép tung hoat dong vao mat loai kénh, dém sb hoat dong mdi loai va tinh ty 1€ phén tram
Nui Xanh Coffee launches a new cold brew line with ten activities: (1) a banner bought on a
news site; (2) a reporter writes a story after the press conference; (3) an introduction post on the
brand's fanpage; (4) a customer photographs the drink and posts it on a personal page; (5) an
email newsletter to past customers; (6) a celebrity paid to post; (7) a radio station invites the
director for an interview and the brand pays nothing; (8) customers leave praising comments
under the brand's post; (9) a video ad placed before a YouTube clip; (10) a blog post on the
brand's website. Put each activity into one channel type, count each type and work out the
percentages

1. Véi timg hoat dong, hoi hai cau: hing c6 tra tién mua chd khong, va noi dang thudc
vé ai
For each activity, ask two questions: did the brand pay for the space, and who owns the
place where it appears

2. Kénh tra tién gdbm hoat dong 1, 6 va 9, vi hang bo tién mua chd hodc thué ngudi dang.
C6 3 hoat dong
Paid channels are activities 1, 6 and 9, because the brand spends money on space or on
someone to post. That makes 3

3. Kénh duogc dua tin g@)m hoat dong 2 va 7, vi phong vién va dai tu quyét dinh dua tin,
hang khong tra tién. Co 2 hoat dong
Earned channels are activities 2 and 7, because the reporter and the station decide for
themselves and the brand pays nothing. That makes 2

4. Kénh ty so hiru gdm hoat dong 3, 5 va 10, vi hang 13 chii caa fanpage, danh sach
email va website. Co 3 hoat dong
Owned channels are activities 3, 5 and 10, because the brand owns the fanpage, the email
list and the website. That makes 3

5. Kénh chia sé gdm hoat dong 4 va 8, vi khach ty néi vé san pham trén khong gian cta
ho. C6 2 hoat dong
Shared channels are activities 4 and 8, because customers talk about the product in their
own space. That makes 2

6. Kiém tra: 3 +2 + 3 + 2 = 10, dG mudi hoat dong. Tinh ty 1&: 3/10 = 30%, 2/10 = 20%
Check: 3 + 2 + 3 + 2 = 10, so every activity is placed. Percentages: 3/10 = 30% and 2/10 =
20%
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7. Két qua: tra tién 3 hoat dong (30%), dugc dua tin 2 (20%), tu s& hitu 3 (30%), chia sé
2 (20%), cong lai 100%
Result: paid 3 activities (30%), earned 2 (20%), owned 3 (30%), shared 2 (20%), adding up
to 100%

Bai 2. Chia 40 gio 1am viéc ciia mot tudn cho cac dau viée ciia chuyén vién PR -
Exercise 2. Split a 40-hour week across a PR specialist's tasks

Mot chuyén vién lam 5 ngay, tong 40 gio mdi tudn. Piém tin bao chi mdi ngay 30 phut;
chim mang x4 hoi mdi ngay 1,5 gio; viét bai va thong céo 9 gio ca tuan; lam viéc véi
phong vién 8 gid; hop nhém 3 gio; 1am béo céo cudi tuan 4 gio. Tinh sd gid con lai cho
viéc phat sinh va ty 1& phan trim cila nd

A specialist works 5 days, 40 hours a week. Daily news monitoring takes 30 minutes, social
media takes 1.5 hours a day, writing articles and press releases takes 9 hours a week; working

with reporters takes 8 hours; team meetings take 3 hours; the end-of-week report takes 4 hours.
Work out the hours left for surprises and what percentage that is

1. Béi cac viée hé‘lng ngay ra gio ca tuan. Piém tin: 0,5 x 5=2.5 gi0. Mang xa hoi: 1,5 X
5=17,5 gio
Convert the daily tasks to weekly hours. Monitoring: 0.5 x 5 = 2.5 hours. Social media: 1.5
x5 =7.5 hours

2. Cong toan bo viéc da biét: 2.5+7,5+9+8+3+4=34 gio
Add all the known tasks: 2.5+ 7.5+ 9+ 8 + 3 + 4 = 34 hours

3. Gid con lai: 40 — 34 = 6 gio. Ty I¢: 6/40=0,15=15%
Hours left: 40 — 34 = 6 hours. Share: 6/40 = 0.15 = 15%

4. Két qua: con 6 gid cho viéc phat sinh, bang 15% tuan lam viéc, tirc 1,2 gid mdi ngay
(6 chia 5)
Result: 6 hours are left for surprises, 15% of the week, or 1.2 hours a day (6 divided by 5)

Bai 3. Cham diém va chon ba nhém céng chiing cin bao tin trwée khi ddi cong thirc
— Exercise 3. Score audiences and pick the three to inform first before a recipe change

Cong ty nudc giai khat Sen Vang sap d6i cong thirc mot dong san pham. Mdi nhom duoc
chdm mirc anh hudng va mic quan tim theo thang 1 dén 5, diém wu tién = anh huéng x
quan tam. S4 litu (anh huong; quan tam): khach hang hién tai (5; 5), bao chi (4; 4), co
quan quan 1y (5; 3), nhan vién (3; 5), nha dau tu (4; 2), cong dong quanh nha may (2; 3).
Chon ba nhom bdo tin trudc; néu bang diém thi nhém cé anh hudng cao hon dung trude
Sen Vang Beverages is about to change the recipe of one product line. Each group gets an
influence score and an interest score from 1 to 5, and priority = influence * interest. Data
(influence; interest): current customers (5, 5), media (4; 4), regulators (5, 3), employees (3, 5),
investors (4; 2), community near the factory (2; 3). Pick three groups to inform first; if scores
tie, the group with higher influence goes first

1. Nhan tung cap: khach hang 5 x 5 =25; bdo chi4 x4 =16; co quan quan ly 5 x 3 =
15; nhan vién 3 x 5 =15; nha dau tw 4 x 2 =8; cong dong 2 x 3=6
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Multiply each pair: customers 5 x 5 = 25; media 4 x 4 = 16, regulators 5 x 3 = 15;
employees 3 x 5 = 15; investors 4 X 2 = 8; community 2 x 3 =6

2. Xép tir cao xuéng thép: 25,16, 15,15,8,6
Sort from high to low: 25, 16, 15, 15, 8, 6

3. Co quan quan 1y va nhén vién cing 15 diém. Co quan quan 1y c¢6 anh hudng 5, cao
hon murc 3 cua nhan vién, nén ding trudc
Regulators and employees both score 15. Regulators have influence 5, higher than the
employees' 3, so they go first

4. Két qua: ba nhom bao tin trude theo thir ty 1a khach hang hién tai (25 diém), bao chi
(16 diém), co quan quan Iy (15 diém)
Result: the three groups to inform first, in order, are current customers (25 points), media
(16 points) and regulators (15 points)

1.10. Cau héi ty luan va dan y tra loi — 1.10. Essay questions and answer outlines

Cau 1. Phén biét quan hé cong chiing véi quing cdo va marketing, mbi loai cho mét
vi du cung mt quan ca phé

Question 1. Explain how public relations differs from advertising and from marketing, giving
one example of each for the same coffee shop

* Quéang c4o 12 mua chd dé dang, quan quyét dinh timg chir va phai tra tién cho chd d6
Advertising means buying space; the shop controls every word and pays for that space

« Quan hé cong chung 13 thuyét phuc bén thi ba nhu phong vién tu viét vé quan, nén
dugc tin hon nhung quan khong kiém soat duoc ndi dung cudi
Public relations means persuading a third party such as a reporter to write about the shop,
which earns more trust but gives the shop no control over the final text

« Marketing rong hon, hudng t&i viéc ban hang gdm san pham, gia, cach phan phéi va
xuc tién; quan hé cong chiing hudng t&i uy tin va quan hé véi cac nhom cong ching
Marketing is broader and aims at selling, covering product, price, distribution and
promotion, public relations aims at reputation and relationships with audiences

« Vi dy: quan mua banner 12 quang cdo, quan mdi bao viét vé cong thirc pha riéng la
quan hé cong chiing, quan 1én chuong trinh tich diém 1a marketing

Examples: buying a banner is advertising, inviting a paper to write about the shop's own
brewing method is public relations, and launching a loyalty card is marketing

Ciu 2. Vi sao mjt to chirc phai chim séc nhiéu nhém cong chiing, va ban chon kénh
nio cho tirng nhém khi cin bao mot thay doi 16n?

Question 2. Why must an organisation look after many audiences, and which channels would
you pick for each when announcing a major change?

« Mdi nhom nhu khach hang, nhan vién, bao chi, co quan quan 1y, nha dau tu va cong
ddng déu c6 thé anh hudng hodc chiu anh hudng, nén bé sé6t mot nhom 1a mé ra rii ro
Groups such as customers, employees, media, regulators, investors and the community can
all affect or be affected by the organisation, so skipping one opens a risk
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« Mbi nhém quan tdm diéu khac nhau nén thong diép phai chinh theo nhém, nhung su
that néu ra phai thong nhat
Each group cares about different things, so the message is adjusted per group, while the facts
stay the same

* Chon kénh theo nhém: email va ndi bg cho nhan vién, thong cédo bao chi cho phong
vién, cong van cho co quan quan ly, fanpage va website cho khach hang
Match channels to groups: internal channels and email for employees, a press release for
reporters, an official letter for regulators, the fanpage and website for customers

« Cham diém anh hudng va quan tim dé biét nhém nao bao trude, rdi theo ddi phan hoi
& kénh chia sé d¢ diéu chinh
Score influence and interest to decide who hears first, then watch the shared channels for
reactions and adjust

1.11. Cau héi tric nghiém — 1.11. Multiple-choice questions

1. Biém khéac chinh giita quang céo va bai viét do quan hé cong chung tao ra la gi?
What is the main difference between advertising and a piece produced through public
relations?
A. Quan hé cong chiing khong tén chi phi ndo va doanh nghiép quyét dinh ting chi
Public relations costs nothing and the company decides every word
B. Quang cdo 1a mua chd dé ding, con bai tir quan hé cong chung xuét hién ¢ phan
tin bai do toa soan quyét dinh / Advertising buys space, while a public relations
story appears in the news section at the newsroom's decision
C. Quang céo ludn do phong vién viét con quan hé cong ching do doanh nghiép tu
viét Advertising is always written by reporters while public relations is written by
the company
D. Quan hé cong chung chi dung dé ban hang trong ngan han / Public relations is
only used for short-term selling

2. Toa soan nhan thong cdo clia hing va ty quyét dinh dang mot bai vé hing, hing khong
tra tién. D6 1a loai kénh nao?
A newsroom receives a brand's press release and decides on its own to run a story, with no
payment from the brand. Which channel type is this?

A. Kénh chia sé / Shared channel

B. Kénh tra tién / Puaid channel

C. Kénh duogc dua tin / Earned channel
D. Kénh tu sé hiru / Owned channel
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3. Trong quan hé coéng chung, "céng chung" nén duogc hiéu thé nao?
In public relations, how should "the public" be understood?

A. Nhitng nhém ngudi 6 lién quan, c6 thé anh hudng hodc chiu anh hudng tir to
chitc / Groups of people connected to the organisation who can affect it or be affected
by it

B. Toan bd nguoi dan mét nudc, khong can chia nhom Everyone in a country, with
no need to divide into groups

C. Chi nhitng nguoi da tmg mua san pham / Only people who have bought the
product

D. Chi phong vién cua cac co quan bao chi / Only reporters from news outlets

4. Viéc nao hop nhat dé lam déu din vao dau mdi ngay 1am viéc ctia chuyén vién PR?
Which task fits best as a regular start to each working day for a PR specialist?
A. Doc diém tin bao chi va mang xa hoi vé td chitc / Read the news and social media
roundup about the organisation
B. T6 chirc mét sy kién 16n cho khach hang / Run a large customer event
C. Soan ké hoach cho quy sau / Drafi next quarter's plan
D. Tong két ngan sach ca nam / Close the annual budget

5. Trudce khi gui thong cdo bao chi cho phong vién, ban nén lam gi?
What should you do before sending a press release to reporters?
A. Gui cho moi dia chi trong danh ba ma khong chon loc / Send it to every address in
your contact list without choosing
B. Cho phéng vién cha dong hoi rdi méi soan /| Wait for reporters to ask first and then
write it
C. Thém that nhiéu 10i khen dé bai hap dan hon / Add plenty of praise to make it more
attractive
D. Soat lai sb lidu, tén ngudi, ngay gid va xin nguoi phu trach duyét / Recheck
figures, names, dates and times, and get sign-off from the person in charge
6. Ivy Lee va Edward Bernays gin vai diéu gi trong lich sir nghé quan hé cong chiing?
What are Ivy Lee and Edward Bernays linked to in the history of public relations?
A. Soan luat bao chi cua Viét Nam / Writing Vietnam's press law
B. Pua ra nhitng dinh nghia dau tién vé quan hé cong ching vao dau nhimg nim
1900 / Giving the first definitions of public relations in the early 1900s
C. Phat minh ra bdo in / Inventing the printing press for newspapers
D. Lap ra mang xa hoi dau tién Founding the first social network
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Chuong 2. Kién thirc nén: cong ching, thong di€p va cach dw
luéjn hinh thanh - Chapter 2. Foundations: Publics, Messages and How

Opinion Forms

Muc tiéu chwong — Chapter objectives

* V& dugc ban d6 bén lién quan theo mirc anh huéng va mirc quan tim, roi chon bén
ndo can lién hé trude
Map stakeholders by influence and interest, then decide who to contact first

« Viét duoc thong diép chinh mét cau va dung khung ba ¥ hd tro, mdi ¥ c6 bang ching
cu thé
Write a one-sentence key message and build a frame of three supporting points, each with
specific evidence

* bat dugc muc ti€éu truyén thong c6 con s, mdc nén va han chét, rdi tinh ra viéc can
dat mdi tudn
Set a communication goal with a number, a baseline and a deadline, then work out what to
achieve each week

2.1. V& ban @6 bén lién quan theo mirc anh hwéng va mirc quan tim — 2.1.
Mapping stakeholders by influence and interest

Bén lién quan la bat ky ai chiu tac dong tir hoat dong cua td chirc, hodc co thé tac dong
nguoc lai t6i to chire. Quan com trudc cong trudng 13 bén lién quan cta nha trudong: hoc
sinh dong thi quan dat khach, loa truong 6n thi quan bi phan nan lay. Véi mot doanh
nghiép, d6 14 co quan cap phép, khach hang, nhan vién, hang xém, bao chi. Ban d6 bén
lién quan cho ban biét nén danh sirc cho ai trude va néi voi timg nhom diéu gi.

A stakeholder is anyone affected by what an organization does, or anyone who can affect the
organization in return. The food stall outside a school gate is a stakeholder of that school: a full
playground fills the stall, and a noisy school speaker brings complaints that spill onto it. For a
company, stakeholders include licensing offices, customers, staff, neighbors and the press. A
stakeholder map shows who deserves your effort first and what to say to each group.

Ban d6 dung hai tryc. Mirc anh hudng 13 kha ning ciia nhom d6 1am ddi két qua: cap hay
thu hoi gidy phép, phan ddi téi muc phai dimng viée, dua chuyén 1én bdo. Mirc quan tam
1a mirc ho dé ¥ t&i viée clia ban va bi no tac dong. Mdi truc chim tir 1 dén 5.

The map uses two axes. Influence is the group's power to change the outcome: grant or withdraw

a permit, protest until work stops, take the story to the press. Interest is how closely they watch
your work and how much it touches them. Score each axis from 1 to 5.

Ban can chuin bj mot cdu mé ta viée dang lam, to giéiy hodc bang tinh, va hai ba déng
nghiép dé cung cham.

You need one sentence describing the project, a sheet of paper or a spreadsheet, and two or
three colleagues to score with you.
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1. Viét viéc can truyén thong thanh mot cau, vi du "mé rong thém hai diy xudng trong
nam nay".
Write the project in one sentence, for example "adding two workshop blocks this year".

2. Liét ké cac nhom theo loi ich chung, khong theo tén tirng ngudi. Ty hoi: ai bi anh
hudng, ai quyét dinh, ai c6 thé 1én tiéng.
List groups by shared interest, not by individual names. Ask yourself: who is affected, who
decides, who can speak out.

3. Chim mirc anh hudéng cho timg nhom. 1 14 gan nhu khong lam gi duoc, 5 1a quyét
duoc viéc.
Score each group's influence. 1 means they can do almost nothing, 5 means they can decide
the outcome.

4. Cham murc quan tdm. 1 12 gan nhu khong biét, 5 1a viéc cham thang vao doi song
hang ngay cua ho.
Score each group's interest. 1 means they barely know, 5 means the project touches their
daily life directly.

5. Ké hai duong & méc 3 trén hai truc. Tir 3 trd 18n 1a cao, dudi 3 1a thap. Xép timg
nhém vao mét trong bon 6.
Draw a dividing line at 3 on both axes. 3 or above is high, below 3 is low. Place each group
in one of four boxes.

6. Voi mdi 6, ghi cach cham soc, nguoi phu trach va nhip lién lac (hang tuan, hang
thang, khi c6 thay doi).
For each box, write the way you will handle the group, who is responsible, and how often
you will be in touch (weekly, monthly, when something changes).

Sau khi xép, mdi 6 c6 mét cach cham soc riéng. Dung bang nay dé tra lai:
After placing the groups, each box calls for its own approach. Use this table to look them up:

O trén ban do Piem so Cach cham soc

Box on the map Scores How to handle them

Lam viéc cung, hoi ¥ kién trude khi quyét
Cahaitruc tr 3 tré1én  dinh va gap truc tiép.
Both axes at 3 or above Work with them, ask for input before deciding,

Anh huéng cao, quan taim

cao

High influence, high interest .
' and meet in person.

A g G, e (i Anh huong tir 3, quan Gitlr hai long bang thong tin ngan, dung

T tam dudi 3 hen, khong 1am ho bét ngo.
. P . . Influence 3 or above, Keep them satisfied with short, punctual
High influence, low interest L : .
interest below 3 updates and no surprises.

Anh huong dudi 3, quan  Théng tin day du, mé kénh hoi dap va
tam tur 3 ling nghe.
Influence below 3, interest = Give full information, open a Q&A channel,

Anh huéng thap, quan tim
cao

Low influence, high interest
4 & 3 or above and listen.
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O trén ban do Diém so Cach cham séc
Box on the map Scores How to handle them

Anh huéng thap, quan tim Theo dbi, chi béo khi ¢ thay ddi 1on.

Ca4 hai tryc duéi 3

th‘ép Monitor them and inform only when
. . Both axes below 3 . . i
Low influence, low interest something big changes.

VI DU/ EXAMPLE — Cong ty co khi An Phat mé rong thém hai diy xuong, sat khu dan cu
120 ho. Sau nhém dwoc cham nhu sau (anh hudng, quan tim).

An Phat, a metalworking company, is adding two workshop blocks next to a residential area of 120
households. Six groups are scored as follows (influence, interest).

* HO dan sat hang rao (4, 5): 6 cao—cao. Ho chiu tiéng dn va bui, va co thé khiéu nai
hodc nho bao dang. Gap timg ho trudce khi khoi cong, thong nhat gio thi cong, dua s6
dién thoai ngudi phu trach.

Households along the fence (4, 5): high—high. They bear the noise and dust, and can file
complaints or call in the press. Visit each household before construction starts, agree on
working hours, and give them a contact number.

« Uy ban nhan dan phuodng (5, 2): anh hudng cao, quan tim thip. Phuong cap phép va
giam sat. Gui hd so moi trudng ddy di va mot trang bao tién d6 mdi thang.

The ward People's Committee (5, 2).: high influence, low interest. It grants permits and
supervises. Send complete environmental papers and a one-page progress note each month.

« Phong vién bao dia phuong (4, 2): anh huong cao, quan tdm thap. Cung cap san s liéu
du 4n, moi xem cong trudng khi c¢é dip, tra 10i nhanh néu ho hoi.

Local reporters (4, 2): high influence, low interest. Provide project figures in advance, invite
them to the site when possible, and answer quickly if they ask.

« Ho dan cach xa 300 mét (2, 3): anh hudng thap, quan tim cao. Gui thu thong bao cho
ca khu va 1ap mot dau mbi hoi dap.
Households 300 meters away (2, 3): low influence, high interest. Send a notice to the whole
area and set up one contact point for questions.
« Cong nhén hién tai (2, 5): anh huong thap, quan tAm cao. Ho lo vé chd lam va ca kip.
Thong béo truc tiép trong budi giao ca va dé quan ddc tra 101 thic mac.
Current workers (2, 5): low influence, high interest. They worry about jobs and shifts.
Announce in person at shift change and let supervisors answer questions.
« Nha cung cép vat liéu (1, 2): 6 thap—thap. Chi bao khi lich giao hang dbi.
Material suppliers (1, 2): low—low. Inform them only when delivery schedules change.
Két qua: nhom dau tién nhan nhiéu thoi gian nhat, hai nhdm c6 anh hudng cao nhan
thong tin déu din, con nha cung cip chi can theo doi.
Result: the first group gets the most time, the two high-influence groups get steady updates, and
suppliers only need monitoring.

LOI HAY GAP / COMMON MISTAKE — Ghi chung chung nhu "déan cu" hay "truyén

thong". Ho sat hang rao va ho cach 300 mét c6 ndi lo khac nhau, phai tich ra.
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Using vague labels like "residents" or "media". Households by the fence and households 300 meters
away worry about different things, so split them.

LOI HAY GAP / COMMON MISTAKE — Coi nhém quan tim cao, anh hudng thip 14
khong dang lo. Mot bai ding birc xuc trong nhom cu din c6 thé ddy ho 1én anh hudng cao chi
sau mot dém.

Treating high-interest, low-influence groups as harmless. One angry post in a residents' group can
raise their influence overnight.

LOI HAY GAP / COMMON MISTAKE — Mt ngudi chim diém mét minh, hodc lam ban
d6 mot 1an roi cit. Hay cham cung ddng nghiép va soat lai mdi quy, hodc khi c6 khiéu nai
moi.

Scoring alone, or drawing the map once and filing it away. Score with colleagues and review every

quarter, or whenever a new complaint arrives.

2.2. Dw luan va danh tiéng hinh thanh nhw thé ndo — 2.2. How public opinion and

reputation take shape

Hay hinh dung mdt quan phd nhd c6 tén Phé Cay Me. Quan ban ba nam, khach quen
dong, nudc dung dugc khen. Mdt budi tbi, mét vi khach dang bai danh gia mdt sao: doi
40 phut, t0 phd ngudi, nhan vién cau c6. Bai dugc chia s¢ vai tram lan. Hom sau khach
m&i dén thua hin. Vay danh tiéng cua quan nam ¢ dau? N6 khong nam & bang hiéu hay
anh dep trén trang quan. N6 nam trong du nguoi ta, va dugc dung tir hai thi: trai
nghiém ty minh trai qua, va 101 nguoi khac ké lai.

Picture a small noodle shop called Cay Me Pho. It has run for three years, the regulars are
loyal, and the broth gets praised. One evening a customer posts a one-star review: a 40-minute
wait, a lukewarm bowl, a grumpy waiter. The post is shared a few hundred times. The next day,
far fewer new customers walk in. So where does the shop's reputation live? Not on the signboard
or in the nice photos on its page. It lives in people's heads, and it is built from two things:
experiences they have had themselves, and stories other people tell them.

Danh tiéng (reputation) 1a muc do nguoi ta tin tuong va danh gia mot to chire, hinh thanh
dan qua nhiéu lan tiép xtic. Du luan (public opinion) 1a ¥ kién chung ciia mot nhém nguoi
vé mdt viée cu thé, tai mot thoi diém. Bai danh gia mot sao tao ra du luan: hom nay nhiéu
nguodi ban chuyén quan cham. Néu chuyén d6 lap lai, hodc néu quén xu 1y khéo, du luan
ay s& dé lai dau trong danh tiéng hodc troi di.

Reputation is how much people trust and value an organisation, built up over many encounters.
Public opinion is the shared view of a group of people about a specific matter at a specific
moment. The one-star review creates public opinion: today, many people are talking about the

slow service. If the problem keeps happening, that opinion leaves a mark on reputation. If the
shop handles it well, the opinion fades.

Hinh 4nh va danh tiéng khac nhau theé nao — Image versus reputation

Hinh anh (image) 1 diéu nguoi ta thiy va cam nhan ngay: logo, anh mén an, giong vin
trén trang quan, cach bay bién cira hang. Hinh anh c6 thé dung trong vai tuan. Danh tiéng
1a diéu nguoi ta tin sau mot thoi gian, dwa trén viéc quan c6 lam dung diéu da haa hay
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khong. Hinh anh 12 bia sach, danh tiéng 13 15i nguoi da doc ké lai. Bia dep ma rudt do thi
lan dau ban duoc, 1an sau thi khong.

Image is what people see and feel right away: the logo, the food photos, the tone of the shop's
page, how the place is set up. Image can be built in a few weeks. Reputation is what people
believe after some time, based on whether the shop keeps its promises. Image is the book cover;
reputation is what readers say about the book. A fine cover with a weak story sells once, not
twice.

Piém so sanh Hinh dnh Danh tiéng
Point Image Reputation
Nguoi ta co gi An tugng nhin thay ngay Niém tin hinh thanh qua thoi gian
What people have An impression formed at first sight A belief formed over time
Dung trong bao 1au  Vai tudn 1a c6 thé thay ddi Nhiéu thang, nhiéu nim
How long to build 1t can change within weeks Months or years
R Chil yéu do t6 chirc ty trinh ba Do khach, nhan vién, béo chi cin
Do ai quyét dinh Y o Y 2 s
Mostly the organisation's own ké

Who shapes it ) ,
presentation Customers, staff and the press together

Cach doc danh tiéng cia chinh minh theo bon bwéc — Four steps to read your own
reputation

1. Liét ké moi diém khach tiép xuc véi to chuc: goi dién, dit ban, chd, an, thanh toan,
nhan tin sau khi vé. Vi quan phd, d6 1a sau diém.
List every point where customers meet the organisation: calling, booking, waiting, eating,
paying, messaging afterwards. For the noodle shop, that makes six points.

2. Thu 16i ké that: doc it nhat 30 danh gia gin nhat trén ban db, trang diat mén va mang
x4 hoi, roi hoi thang 5 khach quen.
Collect real stories: read at least the 30 latest reviews on map, ordering and social pages,
then ask 5 regulars directly.

3. Gach chén tir 1ap lai. Néu 9 trong 30 danh gia nhac "chd 1au", d6 1a 30% sb danh gia:
mot khudn mau chir khong phai chuyén ngau nhién. 9 chia 30 bang 0,3.
Mark the words that repeat. If 9 of 30 reviews mention "long wait", that is 30% of them: a
pattern, not a fluke. 9 divided by 30 is 0.3.

4. So v6i diéu t6 chirc dang néi. Néu trang quan ghi "phuc vu nhanh trong 10 phut" ma
khach ké 40 phiit, khoang hé dy chinh 13 chd danh tiéng dang bi bao mon.
Compare with what the organisation says about itself. If the shop's page promises "served in
10 minutes" and guests report 40, that gap is where reputation is wearing away.

5. Stra trai nghiém trudc, rdi méi stra 101 ndi. Vi du: thém mot ngudi & quay gio cao
diém, bao thoi gian cho that, réi méi ding bai ké quan da thay doi gi.
Fix the experience first, then the words. For example: add one person at the counter during
rush hour, give the real waiting time, and only then post about what changed.
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VI DU / EXAMPLE — Phé Cay Me tra 101 bai mot sao trong vong mot ngdy: xin 13i cy thé vé
40 phit chd, moi khach quay lai, va cong khai bd tri thém nguoi gio cao diém. Hai tuan sau,
12 khach méi viét vé viéc quan "biét nghe", 9 ngudi trong d6 nhic phuc vu nhanh hon. Bai
mot sao van con, nhung bén dudi di c6 cau chuyén khac. Danh tiéng khong xoa duoc bai x4u,
n6 dugc xay lai bang nhiéu trai nghiém tét hon.

Cay Me Pho answers the one-star review within a day: a specific apology for the 40-minute wait, an
invitation to return, and a public note that extra staff now cover rush hour. Two weeks later, 12 new
guests write that the shop "listens", and 9 of them mention faster service. The one-star post is still
there, but a different story now sits beneath it. Reputation cannot delete a bad post; it is rebuilt
through better experiences.

LOI HAY GAP / COMMON MISTAKE — Chiam hinh anh bé ngoai ma bo qua trai nghiém
that cia khach. Chi tién chup anh, thiét ké lai logo, thué ngudi viét bai bong bay, trong khi
khach van cho 1au va gip nhan vién cau. Hinh anh cang dep thi khoang cach véi thuc té cang
16, va khach that vong ning hon vi dé ky vong cao.

Mistake: polishing the outside image while ignoring what customers actually experience. Money goes
into photos, a new logo and glossy posts, while guests still wait long and meet grumpy staff. The nicer
the image, the more visible the gap with reality, and the more disappointed guests feel because they
expected more.

LOI HAY GAP / COMMON MISTAKE — Coi mét bai ché 13 ca danh tiéng, rdi voi x6a, cii
lai hodc thué nguoi khen ngugc. Cach nay thuong lam chuyén lan rdng hon. Hay doc xem 101
ché c6 dung khong, dung thi nhan va stra.

Mistake: treating one bad post as the whole reputation, then rushing to delete it, argue back or hire
people to praise the shop. This usually spreads the story further. Check whether the complaint is fair,
if'it is, own it and fix it.

GHI CHU / NOTE — Hinh anh 14 diéu ban trinh bay, danh tiéng 1 diéu ngudi khéc tin va ké
lai. Mudn dbi danh tiéng, phai ddi diéu khach that sy trai qua.

Image is what you present; reputation is what others believe and retell. To change reputation, change
what customers truly go through.

2.3. Truyén thong mot chiéu va hai chiéu: chon cach nao khi nao — 2.3. One-

way and two-way communication: which to use when

Truyén thong mot chiéu 1 ban noi, cong chung nghe. Hai chiéu 1 ban noi, cong ching
dap lai, va ban thay doi diéu gi d6 nho 1oi dap dy. Vi du doi thuong: loa phuong doc
thong bao 1a mot chiéu, con t6 truong dan phd gd cira hoi ¥ kién timg nha 13 hai chiéu.
Chon sai cach thi thong tin van dén noi, nhung ngudi nhan khong tin hodc khong lam
theo.

One-way communication means you speak and the audience listens. Two-way means the
audience answers and you change something because of that answer. Think of a neighbourhood
loudspeaker announcement versus a block leader knocking on each door to ask opinions. Pick
the wrong style and the message still arrives, but people don't trust it or act on it.
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Bon kiéu 1am PR — Four models of PR practice

Bon kiéu nay x€p tir don gian dén doi thoai day du. Mot to chirc c6 thé dung nhicu kiéu
cung luc cho cac viéc khac nhau.

The four models run from simple to fully dialogic. One organisation can use several at once for

different jobs.

* Quang ba, tao tiéng vang: mot chiéu, muc tiéu 1a gdy chu y, thong tin c6 thé duoc to
dam. Hop v6i khuyén mai, sy kién giai tri.
Publicity: one-way, aimed at attention, and facts may be shown in their best light. It suits
promotions and entertainment events.

« Thong tin cong chiing: mot chiéu, muc tiéu 1a néi dung sy that, du r5. Hop véi thong
bao hanh chinh, lich nguing cép nude, sd lidu.
Public information: one-way, aimed at accurate and clear facts. It suits administrative
notices, water cut schedules and figures.

« Hai chiéu bat can xtrg: c6 hoi cong chung, nhung chi dé biét cach thuyét phuc ho tot
hon. T6 chirc khong ddi quyét dinh.
Two-way asymmetric: you ask the audience, but only to persuade them better. The
organisation does not change its decision.

« Hai chiéu cén bang: hai bén cung diéu chinh. T4 chiic san sang sira ké hoach khi 10i
gép y co ly.
Two-way symmetric: both sides adjust. The organisation is ready to change its plan when
feedback is sound.

Quy tic chon: viéc it anh huong dén doi séng ngudi nhan thi mot chidu di. Viéc cham
vao tién, noi &, strc khoé hay thoi quen thi can it nhat mot kénh ling nghe.

Rule of thumb: when a matter barely touches people's lives, one-way is enough. When it touches
money, housing, health or habits, add at least one listening channel.

Vi DU / EXAMPLE — Mbt ban quan Iy chung cu ting phi quan 1y tir 7.000 1én 9.000
ddng/m?/thang. Cach A (mot chiéu): dan thong bao & thang may va nhan nhom cu dén: "Tir
1/1 phi tang 1én 9.000 déng/m?." Két qua: nhom chat day 10i phan nan, nhidu ho nghi bi gidu,
dén han thu chi khoang 60% ho dong. Cach B (hai chiéu can bang): mot thang trudc, ban giri
bang chi phi (lvong béo vé, dién thang may, vé sinh), mé& khao sat nim cau va t6 chirc budi
gip cu dan. Cu dan dé nghi ting 1am hai dot va cong khai quyét toan mdi quy. Ban dong ¥:
8.000 ddng tir 1/1, 9.000 dong tir 1/7. Két qua: van c6 ngudi chua vui, nhung dén han thu
khoang 90% ho dong, va khong con tin don vé viéc "an bét". Con s6 60% va 90% chi 1a minh
hoa cho xu hudng.

A residential building board raises the management fee from 7,000 to 9,000 VND per m? per month.
Approach A (one-way): a notice in the lift and a message in the residents' group: "From 1 January the
fee rises to 9,000 VND per m>." Result: the chat fills with complaints, many households feel
information was hidden, and only about 60% pay on time. Approach B (balanced two-way): a month
earlier the board shares a cost breakdown (guard wages, lift electricity, cleaning), opens a five-
question survey and holds a residents' meeting. Residents ask for two stages and a quarterly public
account. The board agrees: 8,000 from 1 January, 9,000 from 1 July. Result: some people are still
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unhappy, but about 90% pay on time and the "skimming" rumours stop. The 60% and 90% figures
only illustrate the trend.

Thém kénh lfing nghe tirng bwdc — Adding listening channels step by step

1. Xac dinh quyét dinh nao con co thé thay ddi. Vi dy: thoi diém tang, cach chia dot,
cach thu. Néu moi thir da chot thi ding hoi ¥ kién, hay thong bao thang.
Decide which parts can still change, such as timing, instalments or collection method. If
everything is fixed, don't ask for opinions; announce it plainly.

2. Lam khao sat ngan: t6i da nim cdu, hoi mot y mdi cau, 1am dugc trong hai phut trén
dién thoai. M¢ khoang mdt tuan.
Run a short survey: five questions at most, one idea each, doable in two minutes on a phone.
Keep it open for about a week.

3. bat hop thu gbp y ¢ noi moi nguoi di qua, kém mot dia chi email hoac ma QR. Ghi rd
ai doc va bao lau tra 101, vi du trong 3 ngay lam viéc.
Place a suggestion box where everyone passes, plus an email address or QR code. State who
reads it and the reply time, for example within 3 working days.

4. T6 chirc budi gap cu dan vao budi toi, moi trudc it nhat 7 ngay. Chuan bi nguoi dicu
hanh, ngudi ghi bién ban va to s liéu dé phat.
Hold a residents' meeting in the evening, with at least 7 days' notice. Prepare a moderator, a
note-taker and a handout of figures.

5.Gomy kién vao mét bang: y kién, s6 nguoi néu, td churc ¢6 nhan khong, 1y do.
Collect feedback in one table: the comment, how many people raised it, whether you accept
it, and why.

6. Cong bo lai két qua: "Ban noi, chung t6i da lam". Néu ca diéu khong nhan dugc va
giai thich.
Report back: "You said, we did." Include what you could not accept, with reasons.

LOI HAY GAP / COMMON MISTAKE — Hoi ¥ kién khi quyét dinh da chét, roi khong dbi
gi. Nguoi ta nhan ra ngay, va 1an sau khong ai tra 1i nira. Li khac: 1dy y kién ma khong
cong bd két qua, hodc chi nghe nhom hay 1én tiéng nhat.

Asking for opinions when the decision is already final, then changing nothing. People notice at once
and stop replying next time. Other slips: collecting feedback without publishing results, or listening
only to the loudest group.

MEO / TIP — Khi 1ap khao sat hay danh sach nguoi tham dy c6 thu tén, s6 dién thoai, hay néi
16 dung dé 1am gi va chi dung dung viéc do.

When a survey or sign-in sheet collects names or phone numbers, say what they are for and use them
only for that.

2.4. Viét thong diép chinh va dung khung thong diép - 2.4 Writing key messages
and building a message house

Thong diép chinh 1a ba diéu ban mudn cong chiing nhd sau khi nghe hodc doc vé to chirc
ctia ban. Hay hinh dung ban ké v6i ba hang x6m vé cong viéc méi. Ba khé nhd mudi v,
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nhung ba ¥ rd rang thi nhé dugc va ké lai cho nguoi khac. Thong diép chinh lam viée d6
thay cho ca to chuc.

Key messages are the three things you want your audience to remember after they hear or read
about your organisation. Picture telling a neighbour about your new job. She won't remember
ten points, but she will remember three clear ones and repeat them to others. Key messages do
that job for a whole organisation.

Pé ba y khong roi rac, ban xép chiing thanh khung thong diép (message house), tirc hinh
mot ngdi nha. Mai nha 13 cau téng, ndi gon ca cdu chuyén. Ba cot nha 1a ba théng diép
chinh. Nén nha la bﬁng chung: sb liéu, su viéc, con nguodi cho théy mdi cot 1a dung. Moi
thong cdo, bai phat biéu, bai ding sau nay ldy chét liéu tir ngdi nha ndy, nén nhiéu ngudi
n6i van ciing mot diéu.

To keep the three points from drifting apart, you arrange them in a message house, a simple
picture of a house. The roof is the umbrella statement that sums up the whole story. The three
pillars are your key messages. The foundation is the proof: figures, facts and people showing
each pillar is true. Every release, speech and post you write later draws on this house, so
different speakers still say the same thing.

Chuan bi mot to gidy, muc tiéu truyén thong cta dot nay, hiéu biét vé cong chung chinh,
va nguoi nidm rd su viée dé hoi s liéu.

Prepare one sheet of paper, the communication goal for this campaign, what you know about
your main audience, and someone who knows the facts well enough to confirm the figures.

Cac buéc dung khung — Steps to build the house

1. Viét mot dong vé cong chung chinh va vi¢c ban mudn ho 1am sau khi nghe, vi du
dang ky dén tham quan.
Write one line naming your main audience and what you want them to do afterwards, for
example book a visit.

2. Viét cau tong, toi da 25 chix, tra 11 ba cau hoi: ai, 1am gi, ngudi nghe dugc loi gi.
Write the umbrella statement in 25 words or fewer, answering three questions: who, what,
and what the listener gains.

3. Chon ba cot. Mdi ¢ot 1a mot cau ngén trd 101 "vi sao t6i nén quan tam". Y thira thi ghi
sang tO khac, dung nhét vao nha.
Choose three pillars. Each is one short sentence answering "why should I care?". Extra
ideas go on another sheet, not into the house.

4. Gan béng chung cho tirng ct: mot dén ba dit kién kiém chung dugc, c6 con sb, tén
nguoi hodc viéc cu thé. Cot nao chua co béng chung thi stra hoac bo.
Attach proof'to each pillar: one to three verifiable facts with figures, names or concrete
events. A pillar with no proof gets rewritten or dropped.

5. Poc to ca ngdi nha trong mot phiit cho mot ngudi ngoai nghé nghe, nhu ngudi nha
hodc ban khéac nganh. Sau d6 hoi: ban nhé duge ba y nao?
Read the whole house aloud in one minute to someone outside your field, such as a relative
or a friend in another industry. Then ask: which three points do you remember?
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6. Néu ngudi nghe nhé sai hoic thiéu, sira chir trong khung, dimg giai thich thém bang
10i. Doc lai voi ngudi khac cho dén khi ho ké dung.
If they recall something wrong or miss a point, fix the wording in the house instead of
explaining out loud. Test again with another person until they repeat it correctly.

Vi du lam miu: truéng mam non ra mit chwong trinh méi — Worked example: a
preschool launches a new curriculum

Truong mam non tu thuc Mam Xanh ra mat chuong trinh "Kham pha mdi ngay" cho tré 3
dén 5 tudi. Cong chung chinh 14 phu huynh trong ban kinh vai cay sé quanh truong. Viéc
mudn ho 1am: ding ky budi tham quan.

Mam Xanh, a private preschool, launches a programme called "Discover Every Day" for
children aged 3 to 5. The main audience is parents living within a few kilometres of the school.
The action we want: book a visit.

VI DU/ EXAMPLE — Mai: Mam Xanh ra mit chuong trinh Kham ph4 mdi ngay, dé tré 3
dén 5 tudi hoc qua trai nghiém, trong 16p nho va c6 ¢d quan tim timg bé.

Roof: Mam Xanh launches Discover Every Day, where children aged 3 to 5 learn through hands-on
experience, in small classes with a teacher who knows each child.

« Cot 1, Hoc bang trai nghiém. Bang chimg: mdi ngay c6 hai hoat dong thyc hanh nhu
trong rau, nau an don gian, thi nghiém véi nudc; mdi tuan cé mot budi hoc ngoai troi.
Pillar 1, Learning by doing. Proof: two hands-on activities every day, such as planting
vegetables, simple cooking and water experiments; one outdoor session each week.

« Cot 2, Lép nho, co sat sao. Bang chting: mdi 16p tdi da 15 tré v6i 2 ¢o; cudi tuan co
ghi nhan xét ngan cho timg bé.

Pillar 2, Small classes, close attention. Proof: at most 15 children per class with 2 teachers;
at the end of each week the teachers write a short note on every child.

« Cot 3, Ba me cung dong hanh. Bang ching: mdi thir Sdu trudng giri anh va ban tin
tuan cho phu huynh; mdi quy c6 mot budi gip trao ddi véi co.
Pillar 3, Parents on board. Proof: every Friday the school sends parents photos and a weekly
bulletin; each quarter there is a meeting with the teachers.
Thir v6i nguoi ngodi nghé: mot anh k¥ su dién nghe xong, ké lai duoc "hoc bang choi,
16p it ban, co tin vé con mdi tudn". Anh quén con sb 15. Vay mai va cot da da rd, con con
sd chi can ndm ¢ phan bang chimng.
Test on an outsider: an electrical engineer listens and retells it as "learning by doing, small
classes, weekly news about my child". He forgets the figure 15. So the roof and pillars are clear
enough, and the figure belongs in the proof layer only.

Cho hay sai — Common mistakes

LOI HAY GAP / COMMON MISTAKE — Nhbi nim, su cot vi tiéc y. Ngudi nghe chi nhé
duoc ba, va ho s€ tu chon ba y ban khong mudn nhét.

Cramming in five or six pillars because you hate to cut ideas. The audience keeps three, and they pick
the three you least wanted.
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LOI HAY GAP / COMMON MISTAKE — Viét cot bang tir triru tugng nhu "chét lugng
cao", "méi truong tot nhat". Khong co bang chimg thi d6 1a 16i khen, khong ai tin.
Writing pillars in vague words such as "high quality" or "the best environment". Without proof, it is

self-praise and nobody believes it.

LOI HAY GAP / COMMON MISTAKE — Dung thuat ngit ndi bo, nhur tén gido trinh bang
tiéng nudc ngoai. Néu ngudi ngoai nghé phai hoi lai, hiy viét lai bang 11 thuong.

Using internal jargon, such as a foreign-language curriculum name. If an outsider has to ask what it
means, rewrite it in plain words.

LOI HAY GAP / COMMON MISTAKE — Mbi nhém cong chiing mét cau chuyén khac
nhau. Ban c¢6 thé nhan manh ¢t khac nhau cho phu huynh va bao chi, nhung ba cot va cau
téng phai giit nguyén.

Telling a different story to each audience. You may stress a different pillar for parents and for the
press, but the three pillars and the roof stay the same.

2.5. Picu gi 1am nén mét tin dang diing trong mit phéng vién — 2.5. What makes

a story newsworthy to a journalist

Moi ngay phong vién nhan hang chuc thong cao nhung chi ¢ chd cho vai tin. Ho khong
hoi "cong ty ndy mudn noéi gi?" ma hoi "doc gia ciia minh cé can biét chuyén nay
khong?". Gid tri tin 1a muc tra 101 "c6" cho cau hdi do. Hiéu diéu nay, ban s€ chon dung
chu dé trude khi viét dong nao.

Every day a journalist receives dozens of press releases and has room for only a few stories.
They don't ask "what does this company want to say?" They ask "does my reader need to know

this?" Newsworthiness is how strongly the answer is yes. Once you see this, you can pick the
right topic before you write a single line.

Sdu yéu to lam nén gia tri tin — Six factors that make a story newsworthy

* Méi: su vig¢ce vira xay ra hodc sép xay ra. Tin vé dot cit nudc ngay mai ndng hon tin vé
viéc da xong tir thang trudc.
New: it just happened or is about to happen. News of a water cut tomorrow weighs more than
something finished last month.

* Gan: gan ddc gia vé€ noi chon hodc doi song. Béo dia phuong quan tdm t&i phuong cia
ho hon chuyén ¢ tinh xa.

Close: near the reader in place or daily life. A local paper cares more about its own ward
than a distant province.

« Anh huéng nhiéu ngudi: cang nhiéu nguoi bi tac dong tryc tiép, tin cang dang dang.
Affects many people: the more people directly touched, the stronger the story.

« C6 con sb: s6 cu thé gitp nguoi doc hinh dung quy mo, vi du 12.000 h, 8 tiéng, 28%.
Has numbers: a concrete figure lets readers picture the scale, such as 12,000 households, 8
hours, 28%.

* C6 con ngudi: mot nhan vat co tén, cd 101 nodi, c6 hoan canh. Chu quan phd phai tinh
chuyén nau nudc dung khi mat nude ca budi la mét vi du.
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Has people: a character with a name, words and circumstances. A noodle-shop owner
planning broth for a day without water is one example.
* C6 xung dot hoac bat ngo: diéu trai du doan, hai bén c6 quan diém khac nhau, hodc

két qua nguoc ky vong.
Has conflict or surprise: something unexpected, two sides who disagree, or a result opposite
to what people expected.

Ban khong can du ca sau. Mot tin tot thuong co tir ba yéu té trd 18n, trong dé nén c6

"méi" hodc "anh huong nhiéu ngudoi".

You don't need all six. A good story usually has three or more, and it helps if one of them is

"new" or "affects many people".

ChaAm diém dé chon chi d& — Scoring topics to choose one
Khi c¢6 nhiéu cha dé trong tay, dimg chon theo cam tinh cta sép. Hay cham diém.
When you have several topics, don't choose by what the boss likes. Score them.
1. Viét mdi cha dé thanh mot cau ¢ su viéc cu thé, kém ngay va dia diém.
Write each topic as one sentence with a concrete event, a date and a place.
2. K¢ bang: mdi chu dé mét cot, sau yéu td 1a sau hang.
Draw a table: one column per topic, six factors as six rows.
3. Cham timg 6: 0 diém néu khong ¢, 1 diém néu c6 nhung yéu, 2 diém néu rd va
manh.
Score each cell: 0 if absent, 1 if present but weak, 2 if clear and strong.
4. Cong diém ting cot. Piém t6i da 1a 12.
Add up each column. The maximum is 12.
5. Chon chul dé cao diém nhat dé giri bao. Chu dé diém thap thi dang trén website hodc
fanpage cua cong ty.

Send the highest-scoring topic to the press. Put low scorers on the company website or page.

Vi DU/ EXAMPLE — Céng ty Nudc sach Song Mai ¢ ba chi dé. A: 18 ky niém 20 nim
thanh 1ap. B: thay duong 6ng cii & mot phuong, cit nude 8 tiéng ngay 15/12 véi 12.000 ho,
dng mai giam that thoat tir 28% xudng 15%. C: ra mit ing dung tra ctru hoa don trén dién
thoai. Piém chidm nhu sau:

Song Mai Water Company has three topics. A: its 20th anniversary ceremony. B: replacing old pipes
in one ward, with an 8-hour water cut on 15 December affecting 12,000 households, and new pipes
cutting losses from 28% to 15%. C: launching a phone app to look up bills. Scores:

A: ky niém B: thay 6ng C: ing dung
A: anniversary B: pipe works C: app

Moéi

New 1 2 1

Gan
1 2 1

Close
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