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Abstract

This research article aims to: 1) examine the issues and emergence of crises affecting the
food delivery business of Foodpanda (Thailand) Co., Ltd., and 2) investigate the organization’s
crisis  communication management. A qualitative research methodology was employed,
combining in-depth interviews and document-based research with content analysis. The data
sources included: 1) analysis of 35 online news articles from three types of media- online
newspapers, online television news agencies, and online marketing magazines; 2) in-depth
interviews with three purposively selected academic experts in public relations and crisis
communication; and 3) analysis of relevant documents. The findings reveal four primary issues
leading to crisis emergence: 1) political conflict, 2) organizational justice, 3) service system failures,
and 4) employees’ and consumers’ rights and freedoms. Crises were categorized into controllable
and uncontrollable types, with two levels of severity: high and low. The organization’s crisis
management strategies comprised social responsiveness, crisis monitoring, organizational
communication, image and trust restoration, and the promotion of both short-term and long-
term corporate image. These strategies should be implemented within the shortest possible
timeframe-ideally within 24 hours and no later than three days. Crisis communication channels
were classified into four levels: targeted groups, social media platforms, mass media, and public
agenda. Post-crisis evaluation was conducted in two phases: short-term (within the first 1 - 6
months) and long-term (1 - 3 years). Big Data analytics, supported by social listening tools, were
employed to systematically assess the effectiveness of the organization’s crisis communication
practices.
Keyword: Food delivery, Communication Management, The Issues and Emergence of Crises,
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awnnsUiuuileniemsasuiuiansvesesdnsiianudnudeiuamnaniwesiiidiuldduded

Y va

Neatesivesdns Fvhlvddduladudefaaioudsanuiiaundiieliasdnsuansanusuiiageu

(Coombs, W. T., 2015)
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Usgwnu Han1$3987n MsdasuanuAniiy LarANUTTALAlUN1SEAN1TNTIUINSvRIUTEYUY
BadsransznuliAneusuLsIningaunty Isnmsdvituiugulumauanseanynieufniiu
Tny aita wnatan nanin Amgingameaiesssy (Moral Crisis) Aennyingaillieitesiuaiosssumis

3319 NAUTENBUNITVRIDIANTNAINANTENUABAITITUYY YUYU wazdeny (@AY Wnadan, 2565)
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Andufan1sve9e9Ang i wqﬁmﬁmmiLc’ha“]’uﬁmn’ﬁmﬁwLﬁuﬁﬁ]mﬁﬁuaﬂaaﬁﬂiwé’amﬂzﬂﬁmmammm
Aniulusuaunselawdeiuasang (Coombs, W. T. , 2015)

d1il 2 namsfnesuAsafuiiadedineldiAinneingruesesdns Idun aneingafianunse
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€ Ya v a
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innilesnanufndiu warensunivesipuuudedsauesulaiinidunssuadeaunazaiunsaiiuguuse
wenmzingauateAnsiliuednaun Fedenadesiiu Coombs, W. T. #ildind1191 naeingeit dawanseny
sopsAnslusnunmdnuailaredeunnniiiuniasadovesynainsuesesding uavasisnvudu
amggnsaifiiatulutesnssulaiifundn warazananuuenefunaniegmndrinudedsay
gaulatl (Coombs, W. T., 2012)

AMNLTULTIYRINIEIngaLRLITUaNIUNSaln1EIngRYesUTIN Haunus (Wszmalng) $1in
fisvfunrusuLswesan UM IiinMFIngrannsdAnwe 4 nsd Tesanunsautsoaniduanzings
INANTULTINN AD ANzingrasedl 1 uaznngingaaied 4 Fufnananiunisaiauguismig
madflowiannnisluaznisuenesdng nan13as91 aagingaiinainaniunisainudaugens
nsiflesinfimnuguusadusgiann demansenuseidoidos amdnwal amnudesiuvesiuilan uay
gnAumsmuauliinsisnianislunienisusnesdng Ssaenadestu Jaun finsi nand
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nsUsevhevesnguiiniadeulm (sun finsuin, 2560)
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[

AMuNTaNdniun1sulionyingeedssouney visliliainn1eingatudsnosnnsaedliniudifgy

o

WJusgrausnfionisnevausmediauiidesnaiasmunzaulagliiusuiulinngingaanaiy
gonAansiu Coombs, W. T. lena1aliin nisdmnisnisdeansluniiginga (Crisis Communication

Management) 84An3AISIANNEIAYAUNITINNITNNLINGRALANDULAAINGALNOAIANITAIEWNUUNDY
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Yasharaafaulaatlasiawgnisal (Coombs, W. T., 2015)
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