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Abstract

The research study titled “Communication Processing and Strategies under crisis of Thai
AirAsia Case study: AirAsia MOVE Application” aims to 1) investigate the crisis communication
process under crisis of Thai AirAsia Case study: AirAsia MOVE Application, and 2) define the
appropriate crisis commmunication strategies for the airline regarding the AirAsia MOVE application.
This qualitative research focuses on in-depth analysis through content analysis of official
announcements from the website https://newsroom.airasia.com/ during the period from
December 1, 2024 to December 13, 2024. The findings reveal that the communication process
under crisis conditions for AirAsia MOVE emphasizes rapid, clear, and transparent responses to
resolve issues effectively and build long-term customer trust in the brand. The communication
strategies involve acknowledging and taking responsibility for problems, providing transparent
information, and clearly explaining resolution methods. Proactive communication through various
channels is employed to reach customers, reduce communication gaps, and address concerns

about the security of personal data to rebuild confidence.
Keywords: Crisis Communication, Thai AirAsia, AirAsia MOVE
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