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1.3 pjﬁdqu1ﬁdquLﬁﬂmﬂaﬂaﬁni (Groups of Stakeholders)
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o aa . AN aaa o a -
szillaulE Attitude scales usvillaAandnneiuNAUARNYRaUNFaIANS
Tnanslineudnfunaaiueddng danansa] 28989ANT 39ND9AMANHUET0989ANT
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Reputation Data collection Usual number Necessary Attractiveness Ease of Costs

Measurement of involvement (degree for respondent analysis

Method respondents of elaboration)

Kelly Oral interview : choose 2 of | Few :10-40 Low/average Medium/high Average Low

repertory grid | the 3 objects that fit best or
worst with each other and
why.

Open method.

Natural Oral interview: @ split the [ Medium Average Medium Medium Average

grouping objects on cards in more | 40-125
homogenous groups.

Open method.

Q-sort Oral interview : rank cards | Medium/few : Average/high Low/medium Low Average
according to normal | 30-50
distribution, 10-points scale
(agree-disagree).

Open method.

Photo-sorting | Oral interview : confront the | Medium : Few High High Average/
respondents with powerful | 30-100 Low
photo-set fitting a specific
organization, evaluate using
an affinity scale.

Open method.

Attitude Questionnaire measure | Many/Medium: | Average Low. High Average

measurement | ideas and ' evaluation of | 50 or more
characteristics on a Likert
scale.

Closed method.

Card-sorting Determining association | Many/Medium: | Average High Average Average
through statements. 50 or more
Closed method.

fiu Cees BiM: van “Riel "& ! Charles " J. Fomfrun, Essentials of Corporate

Communications: Implementing practices for effective reputation management,

New York, U.S.A.,2007, p. 226-227
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2.2 wuaAaluNsIATaLAENRdANS

'
=

2.2.1 msé’mé’uﬁ’uu‘%ﬁwﬁLﬂuﬁ%wﬁauwmﬂ‘iﬂﬂﬁmlmivxl'a%gu (Fortune’s

qQ

Most Admired Companies)

AT T09ULI AN B LRENBIANT (Corporate reputation) Fuiludl A.A.1982 Tae
Hneananadqu levn Lmuﬂﬁ@mqﬁqsmmuiuéﬂqmﬁmﬁuﬁuﬁﬁmmﬁﬂm?mﬁiﬁ?”um@?ﬁu
fﬂ@umfm%m (America’s. Most Admired Companies) %‘qLf]umﬁmﬁuﬁuu?ﬁmmmimai
2199UIENAANTFALNTNN WU AN TS end s un LN d1399A N ARLTUEIUNN S

1
a aa % o ¥

dannsuazdinsnziigafiaffiaduiusu asacanldlaninisdisaaiiguduliainnas

Atunisdisannluagladmenniiunasaanagsliulasn Aduanson (van Riel and

Fombrun, 2007)

1
=

Tnearsnafyu iangAnt DL Emi lifuaeanlan luauigenisnininign (Most
Admired Companies in America; AMAC) @uilugeuun1sfananswinaLaundnisinsLas
o a = ¥ dll o =K dl al ' agl/ | o a ] o Ca 23
undsnanldinedanedaidadesins madnsotiflunosaatiunassonnuad nfl  (Hay
Group) ﬁ‘].l?ﬂm%um@u’?‘mﬂmﬂizmﬂmwﬁ"’g@Laﬁm (Stein, 2003, cited in Rayner,
2003) ¥11N1941999ANNNANLALLAZAINNTUTIULRILITNNE BNTLATIZI uaTHaIUINI991
Tanilsieasdnssine Inadnfuazineunsnanisdngaaiiutlsyannlendunueinisdndu

dsznavldftunnidneny 8 a8ne iNeAnauALIANWA 0-10 Tutlsziiusialild

1% @mmwmmmﬁmmi (Quality of Management)
ANNINTBIAUAMATLIINT (Quality of Products and Services)

ANNTUANNINNIFNY (Financial Soundness)

B W e

prwgun90lunIAega Wanuuazine aaninauiiiaouiwaa
(Ability-to attract, develop, and keep talented people)

s liauninguasadAng (Use of Corporate Assets)
1aAIN17a91IUITETeNa (Value as Long-term Investment)

WIANITNNABLALBIAINGRINIT28IgN AT (INnovativeness)

e~ O g

AINTUNATALABTNTULAZAIUIAAAN (Community and environmental
Responsibility)
van Riel and Fombrun (2007) lfaBunaieseiuassiingaisnasqudnilunis

&199921NNquFaatng 10,000  Auluwsdazl wazdndudurastsEnauialunglunsay
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a o o 1

dszinngsiafludusiugegadudusy aenglsfianisidudadanimisinuie@eseedng

!
doulugyldeduntsdndusuaeanefqudsusidasta.a. 1980 vinlAlNNsININEIAT0I04
v o o % ¥ [ dﬁl
daanfinludugudeyadall

lszn1susnAnuianfAnIUNITEL FepralnIAnuAILNTIRU LA

)
v A o v

dsznishaasaradanfrasdidauladauids deyaniiauaiuladlidni

u

1l 2

dedecluyunine uiiynasadul i untefuadtiligiaddennuiuinsausedeny
Aewrndenluneinem

UsznrsfarnnnntInLaaunguiildlunisiaan uazaudumaslunis
Uszgnmanislumsatnanalunisia wnluiseenasiirszianuideiuuaznis

qwagnziitiadeilsznel (reliability analysis or factor analysis)

m19197 2.6 uaABUAULEEVA LA TuRTuTausndnrasiinaasnasqu 1 2551

AUAL UUTWIN
AUAL 1 Apple
HUAL 2 Berkshire Hathaway
f10 3 General Electric
AUAL 4 Google
AUAL 5 Toyota Motor
B0 6 Starbucks
U7 FedEx
fUAL 8 Procter & Gamble
B0 9 Johnson & Johnson
#1401 10 Goldman Sachs Group

Hnaansnafquatiudun 17 dunan 2551

=)
r°
i)

http://money.cnn.com/magazines/fortune/mostadmired/2008/top20/index.html ,
27 fide e 2551


http://money.cnn.com/galleries/2008/fortune/0802/gallery.mostadmired_top20.fortune/2.html
http://money.cnn.com/galleries/2008/fortune/0802/gallery.mostadmired_top20.fortune/3.html
http://money.cnn.com/galleries/2008/fortune/0802/gallery.mostadmired_top20.fortune/4.html
http://money.cnn.com/galleries/2008/fortune/0802/gallery.mostadmired_top20.fortune/5.html
http://money.cnn.com/galleries/2008/fortune/0802/gallery.mostadmired_top20.fortune/6.html
http://money.cnn.com/galleries/2008/fortune/0802/gallery.mostadmired_top20.fortune/7.html
http://money.cnn.com/galleries/2008/fortune/0802/gallery.mostadmired_top20.fortune/8.html
http://money.cnn.com/galleries/2008/fortune/0802/gallery.mostadmired_top20.fortune/9.html
http://money.cnn.com/galleries/2008/fortune/0802/gallery.mostadmired_top20.fortune/10.html
http://money.cnn.com/magazines/fortune/mostadmired/2008/top20/index.html
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2.2.2 Harris -Fombrun “Reputation quotient” (RQ)

v 1
a

. . @ ada [ 3 dl al & [ o A al
Reputation quotient (RQ) LIUWATN19IATALALNAIANTLAAILANIBNAN 1T UTDLALN
(Reputation Institute) Imel Charles Fombrun AWmU139NAUL3HNINEN1TAAATS Harris
Interactive Tne Van Riel Waz Fombrun (2002) aunadinisdngluuntasnuuuniive’ld

=

v v v
anquiRduladaudalanls 998 Fombrun waz Wiedmann (2001) latiuduannisdniila

=

U =

HAaNuANs19sErd1anIssuslusasyAna lulaasng N Hd LA e wsuutindn

Y o | ! ¥

3
al [ n;lq/ = [ % o % va a 16) & = 1 1
ALALIN ﬂ’lﬁ‘@Z’JﬁtﬂﬂiﬁjﬁlQﬁJ’JﬂL‘Vlll“ﬂuﬂu@ﬁﬂ‘i‘].lﬂﬂﬂﬂllaﬂﬁquiﬁﬂ’lumﬂ Wel LseandnAn

q

oo ESL.

o o=

a dl i 1 ] ¥ Qe o 6 ¥ o
tvtnresnus@edivanaazidsilas vl luusasnan [usunesdinu ddavimiuazgiin
17e NalsznaunasFuNITRiuaIaazldn Atyse favun1NndIgnAn (Reynolds et al,

1994; Caruana, 1997; Bromley, 2002).

Reputation -quotient (RQ) Jalagien AelthadaT N 1798 Na3 ASUALIL3HNAN 20

o

o A 1 | 12 A
ATDTNN @Iﬂ@‘lll,ﬂu 6 AN AB

1. A1uansNal (emotional appeal)

ANUALAILAZLINS (products and services)

©

a o 6

AnddeviAtiazAvNTugia (vision and leadership)
ANUANTNUIAREN MININI91 (workplace environment)

AuNAaLsznaunas (financial performance)

© o~ w N

AIRAINILRATAUNINEIAN (social responsibility)
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ANPFUAINANMNANAUTIZUIN 20 AnNLazANFNRUS ULz A URaL S A

a1n Reputation quotient (RQ) LaANAILEWNINT 2.8 Falilil

[
-

WHUNINT 2.8 WARINANG 6 UWATAMANHME 20 WULADY Harris-Fombrun Reputation

Quotient (RQ)
ﬁzel good about .
Admire and respect Er;s;g]lal
Trust
High Quality
Innovative Products and
Value for money Services
Stands behind products/services Across stakeholder
groups:
Vision and
leadership sConsumers
*Executives
*Media
Workplace elnvestors
environment *Employees
*Government

Outperforms competitors
Record of profitability e ¢ %k
Low risk investment performance
Growth prospects
Social
Responsibility

Capitalize on market opportunities
Excellent leadership
Clear vision for the future

Reputation

Quotient *"

((19))

Rewards employees fairly
Good place to work
Good employees

Supports good causes
Environmental responsibility

Qmmunity responsibility

=)
z
=

Cees B.M. van Riel and Charles J. Fombrun 2007, Essentials of Corporate
Communications, Implementing practices for effective reputation management,

p. 249

g a ¥

dadunnluizesnislszaruiuszndgffidiulidouidauarnisa¥1ediardes

TowdialiluaaeAqunin ng 2.9 daaanndrAnyrasdidanlddenialuusaz nguilaady
o - A | P = - o A |

AT T IR EUARIANNNUANFINI T ugnAT NYnNgRTen s UTe@asluusiay

o 6

13 A ¥ c ¥ a 2 a ¥ a o | v o 2 ¥
ANUAR ATUANTHI ANUAUAILAZLITANT ANUIRETATLA A ML UEUN ANUANINLARAR N

R e

al

TuN19911991 AIURALITENUN 1S LA ZH AN NFR ATALNAIRN TIgnAsALTNAZLANILH
Wul9n g n AUl LN ANA sl AR AUATUA 2 L3N 131N TNAINUA N ANAL MG
dsznaunis gndnvagniuluizesassaninuandenlunisineu uazaisrsouguiallas

HNALIWEN99ANNFLR AT UM NAIAN
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WRUAINWA 2.9 waRINIsUsERIUNUSEUINERdIulAdIuRanuAMAN Bz DY

a o s
ARLAUNBIANT
CONSUmMer- investor- employee- supplier- reputation
specific specific specific specific spectfic to the
reputation reputation reputation reputation generalpublic

CONSWINETS

genera
public

. WE L y
" emotional product ancT'“ e ~ision "mdx“\ " financial ™ ~ ‘orkphce ™~ 7 social Ty
\\ (senlce qualﬂy,) b leaderslup/ @;ﬂmm‘/ \em l.ron.menr\/' \Iﬁ‘:pOllSlbl].lI\(_/

I
M 1ppeal

general repufation

L1 One reputation or many? Comparing stakeholders’ perceptions of corporate
reputation Sabrina Helm Witten/Herdecke University, Witten, Germany

Corporate Communications: An International Journal Vol. 12 No. 3, 2007 pp.
238-254 q Emerald Group Publishing Limited

a1dianues Reputation quotient (RQ) A

1
a

o I va ¥ a 1 [ n=ll o dl‘ dl al & ¥
1. ﬂ'ﬁ‘@'ﬁ"}@l&ﬂﬂ@\‘lﬂ@ﬁ\lQﬁ\lﬂ’)ullﬂmﬁlumﬁmLLlﬂﬂlﬂ’W\‘lﬂuLﬂﬂ’Jﬂ‘LlL’j"ﬂ\‘m’ﬂmﬂ\‘mﬂﬂﬂﬂﬂﬂﬂﬁﬂiﬁi

1
=

am R ¥ ! 9 aal 17 = ¥ o o
AANTRG 20 98 NINNINVINRTIUNHLNEN 8 28 Taed1NIsaNA1TUNANAN LS
2 1 1
FENTNANANIF HNNBIFIUFN] UATNIIFABUALTINNAYITO LA ENBIANT B9 UL
UszmAsuauAIuarn1sEnIsnalugainuendAygn aufaANFURATEUNIY
AIPNUAE AN LIRR AN LUN 18911921 519 HENA ana g0 da Ll Tl lunanalszina 1w
= o oI/ A o ¥ ij/ o & -eill a o dl
BAAATAL IAUNTR ElFALAR Wil 8ange e WEAn1e aantiuilesRAnsaeALaiun
AtiugsnalulsavlsvinannFaumeuiuls

2. AINgIN17nlunasT LL‘LAQV]’NL?‘@\?T]’]?%@@’]?@\? ANT %\‘mﬂﬂ’]?aLﬁﬁ"]tﬁﬁ@’ﬂﬂﬂ’]@ttﬂu

=2

dl ol 8 I Y A o ! 3 ¥ o ¥ £ = dedll a
ayandrAnyAeyLIvnslunasinuad esAnsasiasiul sadulatianalildeae
7t unzimuieiuasengudiidaulddaudedu
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Fombrun (2007) 23uU781971 N139AANNNTALALNA9ANTWUL RQ 414190

o o

Auakan1lunIIauNUnsdeansesAns Iin nantsdiasziinaaiuamanwUsse)

annsntniludeyaniidulsclamisefuznslunisscyilsifunianswagegnlunis

5uilpaTaidenaAnssanguiliungasnd] Bnviaman s aan RQ £aa181308m0

nvuadusadnuanisUfimeuld ssgdldaanumnini 2.10 wanans 405 RQ e
a o e e 3
WuFaTInnani sl Unuaesaedng

[
s [

WHUNWT 210 udReN1s1EARLY Reputation Quotient tflumadidinuanisiiinau

URIDIANG

Corporate Communication Success measured

objectives activities by RQ drivers
Company X.is Consistent and authentic Emotional appeal above
Highly trusted » corporate communication > Industry average (e.g.+10%)

Company X is Labor market communication Workplace environment above

A 4

A 4

a preferred employer and employee communication

industry average (e.g.+5%)

Company X is Appealing communication Vision an leadership in the top
Highly innovative » about the core research and > five of the sector
company development activities
Company X.is a Sophisticated messaging Social responsibility above
socially responsible > about CSR programs > industry average (e.g.+8%)
citizen
Company Xis-a Transport and clear Products and services above

communication about the
products and services

preferred supplier

A 4

A 4

industry average (e.g.+20%)

Company X is THE Authentic investor relations Financial performance above

Company to invest in »  aimed at private investors,
analysts and journalists

A 4

industry average (e.g.+20%)

f37:  Cees B.M. van Riel'and CharlesJ. Fombrun 2007, Essentials of Corporate
Communications Implementing practices for effective reputation management,
p. 252
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ndl a Yo & dl = o o & o
AINUNUAINT 2.10 a3l asAnIntisardlinisninuadngilscasdseiu
avAnslasszydndasniaiiuasAnsunulug amniuasiivuailufanssulunisdeansi

aanAdesiLingUseasdnedng Inadfsi19 T Reputation Quotient (RQ) avgniinuniilu

%

Fosdanan U RN (Key p nce indicator)  @aufunseulunisdsziiuia

'3 aa

ANTNALTRURIDIANT LAEID

aevnudngiszasAransAnsuiuy
o d”ﬂ/ a e
FdIANanIL IR é\ /2’

—_— P —

AuEANeNIneInT
RINNTUANINEA Y
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2.2.3 The Reputation Institute’s “RepTrak® System”

Fombrun (2007) @n11iuTaL@es (The Reputation Institute) liAnE1A AR M9
N U T dnye 4 v 4 y Sy
ANuTeIReNAILAT A.A. 1997 T9lAWmuAreasialunisdnTedeunFen aunseiald
Wanduszuy The Reputation: Institute’s “RepTrak® System” Lilasanndafaaaas

A5n17 Reputation quotient (RQ) AANTIAUa89 van Riel Fombrun (2007) Ag

v
o

1. T 6 ummedanszylu RQ SuusRamsiudnusiadasauetndldfvguad

£ v o v
NG TaY T I

v
o

2. RQ liAnsaudouanslimiiindndsvdu multi-colinearity Ngeszndnanmaniimvg
20 4o lunNsdTaLds
aa v Yo v 1 a g o/ [ rd‘ o [ d‘ a

3. HAdue1sRnIlETUNIIRIIaa ULAATIH ANEN T HERgI T UN9TnT oL Aea Y
ANIINTNA A9A299 R 1T AN Tuaass e

4. luahin Taldeitluwefulanny uAtlaqiinaad s lnud 1Ay InTuLas

gnan ltilusnulstase
5. AuaNRMMNA Y RQ Tuuﬁuuﬂmmammmﬂmamu ‘mj Ananslisuuga

dﬁLLﬁi@:mmﬁummmmu&i@mmm‘l,umwmmmnﬁmﬁu

TuReudunad 1 A.@. 2006 @010UTaLAEN (The Reputaiton Intitute) 1A EAs
RepTrak® Model kaz N13348 the Global Pulse @Naann133ae i lin1niseeungyialan
11 Forbes.com WAaEHAUNISIATaINEesan Tuneglu 27 | Uszine Tnadniy

2

“RepTrak®”| Wiiluipsesiianimunnlidnlinsaunguiidoulsgoudsiatangs Tu

dszinAuazilsznngsnansaeiu lnaendaseadauanneanianiimuislaiiu 7 Aauan 23

9/
o

ﬂmaﬂ‘wm“’ (Reputation Institute, 21 September 2008) prail

10 AUAWAZNITLTNNS (Products and Services)
19FN334 (Innovation)

ADURTNY (Workplace)

n1Inarfiugua (Governance)

ANlun AL (Citizenship)

O Lemt™ @ N

AnaLTug1n (Leadership)

7. wualsznaunig (Performance)
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LLNuﬂ’]‘wﬁ 2.11 ud/m3 The Reputation Institute’s RepTrak scorecard

Profitable
Better Results than Expected
Strong Growth Prospects

High Quality

Value for Money
Stands Behind

Meets Customer Needs

Well Organized
Appealing Leader
Excellent Management
Clear Vision for its Future

Innovative
First to Market
Adapts quickly to Change

Rewards Employees Fairly
Employee Well-being
Offers Equal Opportunities

Environmentally Responsible
Supports Good Causes
Positive Influence on Society

Open an Transparent
Behaves Ethically
Fair in the way it does Business

finN: Cees. B:M. van Riel & Charles J. Fombrun: Essentials of Corporate
Communications: Implementing practices for effective reputation management,

New York, U.S.A., 2007, p. 255

The RepTrak@iluninsgiunisdszidufausnaeslan uaziunissaniezeciien

= o

a dd‘ [ a v val Y a o
FATAAFAMTNAIMNNTALA LN URN A ﬂﬂﬂmmummmmImﬂmmmlmumuimmumw'1

v

nsdgzinlinnngn LiEmsne aTnsataandeyalu RepTrak® uaztanwFaudnauiy

u

'
o A o 1

nn9d199an1sFuifaanisiiasesiiflenilude fetiudy n13msIaRARINN1981999

il i
o

sgauan i uiunsnnduialaniia liLsEmsn e i dedeya A aniunisiuiues

Y a

fuslne dnasyuiasniinau 1alnenss

u

= =

N3N AUNALLLNNIUSENIANALLUIUA (real-time monitoring) aasnguiRdauls

dauidataziiliessnswind fianssnaiiemsauAnsne arnsolininanguitiung 1o
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1 v
Wanganssuatiuayuatresinanizfelaldniela nsiaunuanagniseaduiug
anson iNansnaselsranmve i uazd1nresesAniinaunsnndesing azilunig
o dl al = 1 QJdI al '8 dd%/
nanedaldevizados el eaasAnsaa

v
%

v A o QQdI [ os dd‘ al o v
mmmmmmiuummLﬂu@m@ﬂwm:mmmﬁmmmm N3 az@u1Indn LA
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a a Ao A A A o A ¥ a a vl @ A Ao o A a
ANTNANNFDTDLALN ARANNNAN LﬂﬂLﬂmﬁﬂL@ﬂﬂ LL@:EN@QU1@@QHL@ Nan Q_J‘V]N‘Wf]mﬂi?ll

[

|
o vl = o

dl ' al d‘d 2 1 = ) 1 v a a

NavduayuesAnslildeideenalietngls wranasnsziadulsnazilfifanganssu
aduayu InanwgAnsrNaduauusingns dsgnadsne wqﬁmmm@% (purchase)
WOANTINNTUUTN (recommend) WeANsINNYeNARILAYY (verbal support) WaANIIN

AN1I91A (trust) WoARTINAN IR (Invest) ATUKIAINT 2.12

WRUAINWA 2,12 LAAINAUBIAMMAN HSFN4 9) N ligng Anssuatuayy

Reputation dimensions Reputation (Pulse) Supportive behavior

Products & Services

Innovation

Workplace

Governance

Citizenship

Leadership

Performance

A www.reputationinstitute.com

41951 The Global Pulse Project 1114 lA@1AaLULA188d RepTrak® FUAATaLAEN
Tursmaunalugiialanunnndn 1,000 UTENUA AYUALAAUNUNAN 2006 LAENIN1961999
aeulatinilnie 600 13ENlL 27 Uszme 1iu auigewing diura wasnil 8nna anlu

o g & o = a aa = = a = dl [ a =
ANRTITRNUNANT UBTLAE TALTE LTI T DRALATELAE AU LNIUR Q_,I‘ﬂu auLAY a4 lag
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Global Pulse légneanuuuniiednganIntesteldasedsnslnaningn uazass
AZULLASULE 0-100 e lingupouasazuunliiuessns (www.reputationinstitute.com, 4

wown1AN 2552) Inalul a.A. 2008 lAAHuN1ssendraRaunun i usIhauiuIAN
2008 THATFAziuauns Ly Forbes ;

\ uauLiu “The  World's Most  Respected
Companies” T9NAN13ANIIA ' )j//'
"
NS 2.7 Naﬂﬁiﬁ%%u\;on Institu ’_@’lﬂtﬂiﬂﬂ’li The Global
(3 if 0(
AR
| | .

Pulse Project

Reputati

i e i
nstitute
||
| 0l 4 |
— by
yota Mlotor Japan Automotive 86.53
orp. L - \ 1

‘Hﬁ 9
o a : iz i‘ NEW
-I EA | Sweden =y F{.-“‘ Genera B4.14 \1_- 0.09
Ferrer | taly - oba Aa52  A2A3 0.89
Johnsan & e il it ucts G5, “%k 788 468
Joh b~ - 4 o
L Lat & : ;
B TatiGro | Y : Bes ™ 723w 047

7 KatFoodsic , US  Foodd . 8279 8107 172

B Nova nNrdisk . ' ' @228 7908 318

Grupo Bimbo, hexico ::;‘7' ACCE 81.75 TB.05 567
5A :,‘H?.-- s 'L" f

hligros | i 79.16 6.37

)
|

fiun:  fimeans Forbes, 2 .COM/2008/06/04/
reputatﬁinstitute—rep -lead-cx_mk_0604 ovehate_tqiliiq'e.html

AUt INeNIngIns
ARIAN TN INY I



http://www.reputationinstitute.com/
http://www.forbes.com/2008/06/04/ reputation-institute-report-lead-cx_mk_0604lovehate_table.html
http://www.forbes.com/2008/06/04/ reputation-institute-report-lead-cx_mk_0604lovehate_table.html
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1. dszauntsaivaseNdrulAgauLRe  (Stakeholders’ experience): Uszaunnsnl

u
1

! o dl aa '
AIUAITRIALT] ULNHABRIANT
2. A1NENITURIRIANG (Corporate messaging): N198041IRIANTUAZNTAF1NATIA
AaNIINNTTADANTIAIEIANT
= X A - o ' o
3. AMNARBLARNIUAD (Media Coverage): N13MA918384ANT LAY NINEILNS L6
Aa6197 0L NATELAQHN WATNAN TG RBINEENTT988191s uazieuLngdnY
azlsting
4. ANNABARARINUNIELNaIANS (Internal. Alignment) : NagNENIIaANITH

WINULaIIANZ I RANNZ D ARREINANN AL

wana il Fombrun (2007) fNlANa12D9MALe9IN2sLss i UYe9 The RepTrak®

1
v & [

TuasAnslaesAnsuily wudn ansduilusuduinaesesdng iusanandund Ayngase
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2.2.4 Thailand’s Most Admired Brand & Why we buy?

N1994¢ 2008 Thailand’s Most Admired Brand @ 4anlpefife@a1suususiaa
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ﬁi'N“] (Applied corporate reputation research programs)

Reputation
USA's most
Reputation attributes Quotient RepTrak
admired
(RQ)

Leadership X X X
Ethics and governance X X
Customer focus X X X
Quality X X X
Emotional bond X X
Social responsibility X X X
Performance X X X
Management quality X X X
Employee skills X X X
Relevance

Reliability X
Value X X
Presence / familiarity X X
Differentiation X

fiun Cees B.M..van Riel & Charles J. Fombrun: Essentials of Corporate
Communications: Implementing practices for effective reputation management,

New York, U.S.A., 2007, p. 255
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3. WWAAALNEINUNITUTUNTNULSETNENANUS (Public Relations Management)

3.1.AMNNNEUDIUTZTINANNUS
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| I
IS a ' v A [

ANslsranduiusiuTaldsadn daslsranduiusitlu e ndu o uasul et UAeT AL

L)

ANNUNIENITLISTIRNNUS Tnel Cutlip LaeAnee (2007) N1sdseandunusiilueg

'
v a a s

AN uTunsdan TN 1459 na vinw AN AN AT T 9N 9859 sz Tamidsaniu
U NBIANTUATAN SN IUTUNANFN9] NHEARBNITYITALAIHANTAUAZANLNAITD
89ANT T980AAABNTIU Rex Harlow' (cited in Wilcox, 2006) HRARNM19 ULz duiusiu
yniin gaailugriasis Public Relations Society of America (PRSA) 1isusanaauung
299N1919e AR UENIN 500 AINKUNNE TaEinAf0 NN ENuNANNATsaNiulEaN nng
Uszanduwus a1tz 39anag (management function) AdAaudNAtylunng
84519 ua LI NHIANIA8413 AI1d1a NaTeeNFY WAz AYINFINNE TEUTNRIANTTY
dszarauiinaadesiunisdnnisilayia weay ssiine97) 11 doeudegudnianaaiuy
v KX a Qlld 1 o 1 o % %’ v Aa Y a
AYNIANUN AN BIUTETTUNH A RLIANT FIENINUALAZILUEN ANNFURATRLIBIHLEFS
Tunnsmavauassand Naulaaeslszaia (public. interest) ApaiaglAtNd 19T TUAE
] L L = o 1 2 ¥ a o ¥ A A ' P2
gagA1AnIaiivAnIsaliaziFTaNafstaiuawu uarlin1sidauaz l9aTacdias1e 1

gnuanassaussnslunisaeans

ﬁﬂfiﬂﬁuﬁﬁﬁﬁmﬁmmi(management function) lagnRaTm D luANNNIEEIY
tszandunusiag Grunig (1984) finanad Aan3sNUsTadNAUTANI"T ugouniiaaaanig
u’?ﬁmﬁmﬂ’wé’mﬂw?ﬁ'famaizudwmﬁmummmaﬁmmumjmr;iwj sinlszanduiusduiing
U3M99an17 29wl ke Aiunsa NS Ae d9398909A NIV WanNLEnsaANIs
auaunnImsindedlinaasdiona (movement of message)lsidnungaers un1sinae
(AU TN FiFtA FURLN RN TR UAZ N AL R TUNIAN 1NN NATIAR WYY
sasdiagalinanainessng lnanistasdnetsmsluniseunefeaiunlenavesesineg

ANFTTUNNEUBN

Ao o o

Tuanued 357 (2544) na1991 Hedsvanduiusaadlunialun1s1311 791198

&

dld ¥ dl 1 |dl al a a o Ly 3 o a % 3
ANANINNNUINTILLNL N TTDLALN LNUTAADY NINANBUABIBIANT wazAEULlEesANs

A49A5UFAAN17USLUALUALNINNIZAN AABARLNITAEINETTA 197U LaZLA AN ]a



64

a L4 ! & d’j o o & o ! 4 s o o 4 o
Anlunesdns wenainil nasdszanduiudiedanldesAnsainnsndfusadiiy
anwandensine ludaan lddnandulszani wraadnAniinAnuazAdNsedN1s28s

U9TaNTU AABAAUANINNNNTNES LATHFAA uazanInuIndenuianalulatisne

Amunieindszanduing mgaiaaiiesitlenuazanniuiate uininTuLay

a9AnggsNanNANAIAndeiUNIgillss T AR RE Hanaw TuEeell Wilcox (2006) linann

o g

1 wanuFaoyadeudaesnistssan Auiusmiduiiopaiug uae ea¥1saanduiug

Tt s Tamiis N iUz NI198IANTLA L NAN A BITUTUAUNAINUANY WAL Wilcox 1914

o g

WLauaA1uan (key  words) Anmanudidnlunislfaauvanarasnisdssaduiusg
pasia Uil

1 ¥
= o =K a

Ingavla (Deliberate) AangsndszadusiusiiuianssuNaclanazdndu fanssu

I %

1 é’ v d‘ yaa a 9 [ % = 9
LM@’]MiﬁQﬂ’ﬂ’ﬂﬂLLUUN’]LW@IﬁN@VIﬁW@Wﬂﬂ’]?@?W\?ﬂ'JWNL°1|’16]ﬂ NIIALATENLRHA LLASNIT

IFunanauL (feedback) A1ANI89ARANIINTINWT At

o

N1791968% (Planned) Nangs sz d i usid unanssuNfealnnsamng Wl

¥ 1 £ o g [ % =l v 1 % a ¥ 1
N19n19uA Ty unsaee] aghesgnAuuaaN by s nETeNluA1us197 FesAnliating
SAUABUNDUNNANTINALIA TN N NABINIBEINHTZUL LarFaINn19913981Lazng

TATvidaya

=

N17ANREUNIT (Performance) N13UssaNdNAUEANUs=@NTuaN N U IUNIAN

&9

o a dl G| a ra % s ra; zﬂl ° @ ¥
ulauneuagnasaiunisniiuass 13J3Jﬂ’1ﬁ‘ﬂﬁ‘3°]]’1@MWNﬁWiWL&‘Wﬂ?Z@‘UN@Z‘ﬁ Lﬁ‘@1ﬁﬁ’1ﬂ

=y '

avAnatiuld liidousinlunanssn e sgN

AMNALNlaRINA181904T (Public interest) Nanssndseandunusadsazidunanssu

ﬁ@%‘lqﬁlﬁﬁﬁﬂﬂ‘tiﬂﬁlﬁ')ﬂﬁuﬁ‘:ﬂ’j’m’m ANS AT ANHV 0T %uﬂummmmmmwdw AN

aulaUe9a9An I U AN 281 T TRAAIN A AFaR AN AL A

N1788A174899N14 (Two-way  communications) sz dunusiiuuinninngzans

¥

BYAULILININREY AzFes1iin AN ATy AL AR LT TeT AN gINkas

un1sUIMNsaAnIs (Management function) nNN3Usetndnnusasllse@dnsua

< 1

gegafisiailaddousanlunisdndulasouiuduinnsssiuge nastlsvaduiusinasdesiu



65

nsliasneuaznisudlailyuluseduge ldldiasuanisnszaadeyanasainy

Y a

piavnsleninissinaulalilugn

u

[ > % ]

3.2 A1E9ALT TR ULTE I A NN UE

o

[ 1
al

aspnsnflunTuTeLRaAU8Y Fortune 500 84AN3 (the most admired Fortune 500)

q

ANNAAIINTUs v ANAuSIELL AT an131 13U saanN 3 uTa TN Az 1ieeAng X

it}

CRIGENIG (cited in Wilcox, 2006) wWAzAINNITANEA Iael University of Southern California
(USC)  wusn uidmwma Ll usdedaRunrmadaniufanssnlscaduiug
-z:ljv = aus' ¢y o o '8 Y v a o al
yananifaiinng MaFnwad uils v duAugaan nauanlfidin a3 N1 191 89N
UsranduiusraiadAnsansog wag lunu I muaesul szanduiusuesaadnamanil 14

F1ENUMNNFIBRAENIBAN A

uananil PRWeek! f915%1n138030auazwuan dnatlsgmduiusinaniinau
dulluuuamsdgaiudhunanisdaiiugsfiaaadesdnsiulasunisaiuayuiiuedneg
Y a ° o A o v { I % o o A g 1 -QI |
AINHLENT uazanuasisadstiudulanngn doallsean duiusasddouatinetislunisiy
PNITUITAVLITNNIVOILTEYM PRWeek ~NUT1 55%  aaenansaedng doalssanduiug
] a o . A ¥ 9 dl a I 3
21E9UA9IFBL9EE1ULTEY (Chairman) 198 UsgianiAutinnusuig (CEO) adnglsfimu

v aAa

§95an 39% Nelalszandunusaeeusaciian1snana

[ %

Wilcox)(2001) na1991 nafiehelseadniusazagngs lnuaniasAngtiu Auat v
o Y o a a 1 [ [ 1 = o Y

pandutenlunisiamugsiaveusiazeasdAns luasansuniuarinaududanlunig
ANHUIIUNANEAD AERNINNElAN19ENTU9TNgY HusennAUAINEaN819 T §
ngsvidauresdgriunseulunisaniiinanu aznuda wiaeanulssaduiug azgndnle

| -dl = a 1o o o QII-QI o a a QII-QI v Y & ' o
Hunilalunuianng uidanivesdnsninisaniingafaniaududaudasndiuaziniaus

= ¥ = dl = 2'1 nlz 1= o IS ° a
wsidnA ez UFnas N unngIwin l lidusan Afua a8 uua AN aLNIg AT
anaaigiduantn evafinednldlindelssaduiusacllag lulranisnann
uananilueuddudonudn unumassndose sy duiusniseesinsaziiuasinels
Ae e AULIE LN NTa909ANg AN LN 1A 1B IRUTVN T95A LG LAZ AN HANNNIDTBITN

Sl X el TN



66

3.3 AhguszasAraInsUss T aNAUS

o & A

Aufudngiszasdinlilassnisdszanduius 359 (2544) leagiingilsasAuas

1%

pNansnedndnyls 3 deznnsdasialiilhe

1. ea¥ e uionliinuwlumilsyangu (Positive steps to achieve good wil)

'
o o =] 1

AINTEN (good wil) aapuszaimniiuAsdAyasazdes deiasa atiuayunIsA1Einany
LAYAINNALIDATBIBIANIANITY TAQI T ANANTEAINYINNAUTEN1INTII0IN"9
Usza1duius apituaeiulihiieysa¥rvagsuianliifiaauluny sz anmunsangy

szamuiNe g

a v a

2. elnilaguazinenaie.degan1Tul lMaaNids (Action to safeguard reputation)

TaidavasAnsanndutudnduasdArynan vidoe1ma o TuL LD e anLAs s

o 1

nassTanidAtysingg utlsznisly iiauaniun1sinwnde Benaesaniiiu Hellinez
A o adl 0 A o ! o = N %, - o v
Te1dearsdnntiudentdaunesnuimen el Dsnmansed (image) ve9a9Ansan11T s
= v A S s o 3 2> el A o
wnasAnsanTdda@esmtinllluneaurzeidan @y Awansainlssaauilfnaaniiiy
wvistiusianuly lunsauvizants ldfduiy dezanruanafimnusanaa dedsldasnau
% v A 1 % I | 1 & o 1 :// k% al 1
AaNIANAYE YTaatabiliAd NF NdaLAaIANga 01T LeTula e rauR AN Ty

1idlavisairdeuunatszuidedelugedes naRnssuresesAnsanIuumaiy

3. Wad¥epandunusniely (Internal  relationship) AN duiusnnely luni

W ANNANNUEIRINgNT sz TN VeI YTALARINGT A9 ANTANT UL
3.4 UNUINHASUUNNTRIINUSETNANNUS

dedseandaing lweasdnasing lgnFangeiuluaiede uwarteaniaunnildls
Fanan “dhenlsgmndunns (Public | Relations) luasdnsannalun) (lunesqu 500) 16
Fendecledn “dradednsesAns” (Corporate © Communications) ~ 3e “dhadeasdns”
. . = o I = = I ' o LS ° !
(Communications) Ha7uquN1NN31 AfsEenTetnedn “thadssiduius” Tuauiw s se

1 (Wilcox,.2006)

aei9lsfinIn Punag1999229 PRWeek Tutl 2004 TueaAnssine) aafufanssud

dhetlszanduiugesdns / dnedeansluesdngsine Sulinteu wanslimamenedssialiil



67

AN5197 2.9 wAnINanssuNdalssaNFuNUS AaIALRUNNS

=h.

nNanssu %

Media Relations 96%
Crisis Management 75%
Special Event 68%
Reputation Management 65%
Employee Communications 64%
Product/Brand- Communications 63%
Community Relations 60%
Messaging 45%
Annual / Quarterly Reports 37%
Marketing 35%
Measurement and Analysis 29%
Public Affairs/Governmental Relations 28%
Product/Brand Advertising 16%

“Corporate Survey 2004.” PRWeek, March 15, 2004, P19: Cite in Wilcox, L.
Dennis, Cameron, T. Glen : Public Relations, Strategies and Tactics, Eight

edition, U.S.A., 2006, p.103
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