Khi nhan vién lam xau hinh anh
thwong hiéu tréen Facebook, diwrng
xtr tri nhw Taco Bell ..

£.

Hoi dap luat sw

Viéc gin gitr hinh anh thwong hiéu, hay xt& ly nhirng cuéc khung
hoang truyén théng la diéu khéng hé dé dang. Taco Bell, chudi
clra hang kinh doanh tai My, da gap mét vu bé bdi nhw vay vao
nam 2013 va ho da that bai khi x& ly tinh hinh.

Vao nam 2013, chudi ctra hang an nhanh Taco Bell ciia My gap mét vu bé bbi lon
khi birc anh "liém vé banh phan cdm" dwoc chinh nhan vién cta ho dang tai trén
Facebook va nhanh chong lan réng théng qua mang x& héi va cac phuwong tién

truyén théng.

R6 rang, day la mét vu bé bdi twong tw nhw nhivng gi da dién ra trwéc day vao
nam 2009 v&i chudi clra hang pizza Dominos, nhwng cé vé Taco Bell khdng rut ra

dwoc bai hoc gi ttr nhirng vi du doé.

Liéu vu bé bdi nay cé duoc coi la mét cudc khiing hodng truyén théng xa hoi doi
v&i Taco Bell? Ré rang 1a c6 béi ching anh huéng tiéu cwc dén danh tiéng va loi
nhuan cla céng ty. Hon nira, vu viéc nay ciing tac dong khéng tét dén tam ly cta

cb déng. Dac biét, thong tin nay da bat dau lan rong trong céng chung.

M&i dau, Taco Bell da c6 phan (rng nhanh chéng trwdc nhivng théng tin tiéu cuc
vé hinh &nh céng ty, nhwng nhirng tuyén bd ctia hang khéng dwoc cong b réng

rai. Hang da dang mot tuyén bd ngén trong phan tin tirc trén website ctia cong ty,


https://thutucphapluat.com/
https://thutucphapluat.com/law-qa

nhwng phan I&n cac khach hang cia Taco Bell twong tac trén mang xa hoi hon la

trén website ctia cong ty.
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TACO BELL® STATEMENT REGARDING PRANK
PHOTO

Irvine, CA -June 3, 2013

Customer and team member safety is our number one priority. We have strict food handling
procedures and zero tolerance for any violations.

We have spoken with the franchisee and confirmed that the taco shells were never served to
customers. They were used for training only and in process of being thrown out, however, two
employees took and posted this photo on their personal pages against policy. We will not tolerate this
type of behavior, and particularly its impressions on our customers, fans, franchisees, and team
members. We are working with the franchisee to take appropriate action against everyone involved.

“Céng ty co sw wu tién déi voi an toan vé sinh cho khéch hang ciing nhw déi voi
quy trinh lam viéc cta nhén vién. Ching t6i c6 mét quy trinh nghiém ngét vé xi ly

thuc phdm va hoan toan khéng tha thir cho nhing hanh déng gy mét vé sinh.

Chung téi da ndéi chuyén vdi chi nhanh ctra hang cé vu viéc trén va da duwoc dam
bdo rang nhing vé bénh dé khéng bao gior duwoc ban cho khach hang. Nhitng vé
banh doé chi dwoc dung cho qua trinh dao tao nhéan vién va dang trong qua trinh bj
loai bé. Tuy nhién, hai nhan vién cda cong ty tai thoi diém dé da chup anh lai va
dang Ién trang ca nhan du diéu nay trai véi quy dinh cda céng ty. Ching toi sé

khéng tha thir cho hanh déng nay ciing nhw nhiing tac déng xau vé hinh anh cia



céng ty dén khach hang, cac chi nhéanh ciing nhw nhan vién cta Taco Bell. Ching
t6i dang lam viéc véi chi nhanh trén va sé dwa ra phuong éan xi ly thich hop nhét

cho tat ca nhiing nguoi lién quan.”

Phan rng dau tién nay cta Taco Bell 1a kha tét béi diéu doé cho thay cong ty da
coi trong van dé nay va dong thai nay cé thé cho Taco Bell thém chut thoi gian dé

gidi quyét van dé trwde khi tinh hinh tré nén téi té hon.

Tuy nhién, viéc dang tai mot tuyén bd ngan trén trang website ctia hang chua
hoan toan du khi khdng c6 nhiéu khach hang dang nhap vao day, tham chi nhiéu
nguwdi con khéng biét tim théng bao nay & dau hoac khong r6 liéu cong ty c6 dang
théng bao gi hay khong.

DPang Ié ra, Taco Bell nén c6 nhirng tuyén bé truc tiép trén ca cac trang
mang xa hdi nhw Facebook hay Twitter nham lan truyén réng rai théng bao

cua cong ty.

Hang Taco Bell ¢6 tra 1&i mét sé binh luan ca nhan trén trang Facebook cda ho,
nhwng nhw vay |a van chwa dd. Trong trwdng hop nay, Taco Bell can gia dinh
rang tat cd moi ngudi sé vao trang Facebook clia ho dé& néu y kién, binh luan
hodc tim kiém théng tin vé vu bé bdi va chi nhin vao binh luan trén twdng

Facebook cua cong ty ma théi.

Jj O'Brien Nolan * Taco Bell

This sure says a lot about your employees, food treatment, and what they
post on the internet.

Ridgecrest, California
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@ Taco Bell Hilj - We have strict food handling procedures and
e Zero tolerance for any violations. We believe this is a prank
and the food was not served to customers. We are conducting an
investigation and will be taking swift action against those
involved.
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“Ji: diéu nay da cho thay phén nao vé chét luong nhan vién (cua Taco Bell), cach

ho xt¥ ly thure phdm ciing nhw quy dinh vé viéc ddng anh 1én internet.

-Taco Bell: Chao Ji. Chiing téi c6 nhiing quy trinh x ly thue phdm nghiém ngét va
hoan toan khéng tha thir cho nhitng hanh ddng gdy mat vé sinh. Chung t6i tin
rang day chi la mét tro dua va sb vé banh trén khéng duroc st dung dé phuc vu
khéach hang. Chung téi dang tién hanh diéu tra va sé cé nhiing dong théi hop ly dé

xw ly vu viéc trén.”

Dang |é ra, Taco Bell nén lién tuc cap nhat nhirng thong bao chinh thirc trén
Facebook va cac trang mang xa héi cta ho, tuyén bé phwong thirc ma céng
ty sé giai quyét van dé va cam két diéu nay sé khong tai dién.

Nhwng nhirng gi ma Taco Bell lam lai hoan toan twong phan. Cong ty khdng
nhirng khéng dang bat ky tuyén bd nao trén trang xa héi clia Taco Bell ma con
loai b quyén binh luan ctia nguwdi xem. Ré rang, Taco Bell khéng chi khédng phan
héi yéu cau tra I&i tv phia khach hang ma con dap tat quyén duoc 1én tiéng cua

nhirng ngwdi quan tdm dén thwong hiéu nay.

Mac du Taco Bell da c6 thém mét théng bao chi tiét hon trén website ctia cong ty
nhwng nhw vay |1a chwa dd. Diéu ma cong ty can lam & day 1a phan hoéi nhirng yéu

cau tlr khach hang trén mang xa hoi vé vu bé bdi nay.



RE(E“T NEWS & STATEMENTS 21 22 2n 20 2m

UPDATED STATEMENT REGARDING SOCIAL MEDIA
ISSUE

Irvine, CA -June 3, 2013

What is the lssue?
On June 2nd, we leamed of a photo circulating online illustrating a Taco Bell restaurant team member
violating our food handling procedures with a stack of taco shells.

Our food handling procedures are strict and we have zero tolerance for any violations. In the spirit of
full transparency, we want to inform you of what we know in order to respond to customers’ questions
on our social media channels.

How Did this Happen?

The taco shells were used for training in March before we launched a new product, and were in process
of being thrown out. Two employees, however, used them to take a photo for an intemal contest in
which company and franchise employees could submit for approval photos of themselves enjoying
their first bite of the product. The contest had clear guidelines about what was acceptable and
unacceptable. This image was clearly unacceptable — it violated the rules and spirit of the contest,
and the employees never submitted it. But an employee posted it on a personal social media page in
violation of the franchisee’s policies, and it emerged online in social media.

What we did
We immediately investigated the situation and leamed these facts from our franchisee. We are
continuing our investigation and our franchisee is cooperating fully.

Ouwr first question was, were the taco shells served to customers? In short, absolutely not. The taco
shells were sent fo restaurants for training purposes before the new product launch, so team members
could use them to practice making the new product before it became available to the public. These
shells were a part of that training, were never intended to be served to customers, and were discarded.
This is standard operating procedure, and our franchisee confirmed this protocol.

What We're Doing

We do not believe these employees hammed, or intended to harm, anyone. But we deplore the
impressions this has caused to our customers, fans, franchisees, and team members. The behavior is
unacceptable for people working in a restaurant. Our franchisee is responsible for the employment and
conduct of his restaurant’s employees and he has informed us that he immediately suspended the
employee shown in the photo and is in the process of terminating his employment. The employee who
took the photo no longer works there. As we complete our investigation we will work with our
franchisee to implement any additional action we find appropriate to address this situation and ensure it

never happens again.

Théng bao dang tai trén website cta Taco Bell

"Vén dé la gi?



Vao ngay 2/6/2013, chiing t6i dwoc théng bao vé viéc mét nhan vién cda chi
nhanh céng ty c6 hanh dong gy mét vé sinh dbi véi vé banh phuc vu cho khéach

hang va dang anh Ién trang ca nhan.

Céng ty chung téi c6 quy trinh xtr ly thurc phdm kha chét ché va chung téi khéng
tha thir bat ky hanh dong gdy mat vé sinh nao. Trén tinh than thdng thdn minh
bach, chung téi xin duwoc céng bé mét s thdng tin dé tra 16 cho nhing thdc méc

cla khach hang trén trang xa héi cta Taco Bell.

Sw viéc da xay ra nhw thé nao?

Nhitng vé banh trong dnh duwoc ching téi str dung cho huén luyén nhén vién vao
théng 3/2013 truéc khi dwa ra loai d6 &n méi va nhing vé banh nay dang trong
qua trinh bj loai bo. Tuy nhién, hai nhan vién cua cbng ty da chup anh nhing vo
banh nay khi dang dwoc huén luyén lam mén &n méi dé lam két qué dénh gia.
Céng ty va chi nhanh déu cé thé dwa ra nhiing bire &nh lam bang ching cho thay
hai nhan vién nay dang an nhirng mén an moéi ma ho da lam ra. Mac du vay, céng
ty ¢é nhitng quy dinh vé quy trinh lam mén &n va birc dnh trén cho thdy hanh
déng cla nhan vién nay la hoan toan khéng thé chép nhan béi chung vi pham
nguyén tdc. Ca hai nhan vién trén déu khéng hé nép birc dnh da dang tai Ién
trang cé nhan cho céng ty dé lam két qué danh gia. Viéc hai nhén vién tw y dang

nhing birc &nh trén 1én trang ca nhan da vi pham quy téc cda cong ty.

Piéu chung téi da lam

Céng ty da ngay lap tirc diéu tra va thu thap théng tin tir chi nhanh trén. Tién trinh

diéu tra van dang duoc tiép tuc va chi nhanh trén cda céng ty hoan toan hop téc.

Liéu nhitng chiéc vé bénh dé cé duoc phuc vu cho khdch hang? Chéc chén la
khéng. Nhiing chiéc vé béanh duoc céng ty st dung nhdm huén luyén nhan vién

trurére khi dura ra mén &n méi, dé nhan vién cé thé lam thir trde khi phuc vu thue



don méi. Vi vay, nhitng vé banh nay chi duoc diung cho huén luyén va khéng bao
gior duoe dung dé phuc vu khach hang, ching sé bj vit di sau khi két thic khoa
huén luyén. Pay la tiéu chuén trong quy trinh hoat déng cta céng ty va chi nhénh

trén cam két thurc hién dung theo tiéu chuén do.
Phuwong huéng xtr ly cua chung toi

Céng ty chung téi tin rdng nhiing nhan vién trén khéng hé cé y dinh lIam hai ai.
Tuy nhién, nhitng hinh anh trén da anh hudéng dén cac khach hang, chi nhanh
cling nhw nhan vién clda céng ty. Hanh dong nhuw véy la khéng thé chdp nhan cho
nhirng nhan vién lam viéc trong ctra hang cua céng ty. Chi nhanh ctra hang trén
cho biét ho da yéu cau hai nhén vién g& hinh dnh phan cdm khéi trang cé nhéan va
quyét dinh cham dut hop dong véi hai ngudi nay. Nhw vay, hai nhén vién dang

hinh anh trén khéng con lam viéc tai ctra hang cua Taco Bell nira.

Trurée khi chdm dirt qua trinh diéu tra, chang téi sé lam viéc véi chi nhénh cira
hang trén dé c6 thém nhitng bién phép thich hop va ddm bao réng truong hop

nay sé khong tai dién mot 1an nira.”

Bai hoc rat ra tir sw c6 cta Taco Bell

Déi v&i moi thwong hiéu, cac twong tac trén mang xa héi la vé cung quan trong,
cong ty khéng thé phan rng mét cach “so hai” khi mang xa hdi lan truyén nhirng
bé bdi ctia doanh nghiép b&i néu khéng can than, mét vu khiing hodng truyén

thdng sé bung phat.

Céc doanh nghiép can luén cap nhat tinh hinh giai quyét van dé trén cac trang xa
héi khi van dé chwa dwoc 1am rd va khi phia cdng ty van dang tim hwdng xi ly
tinh hinh.

Hon nira, cac thwong hiéu can c6 nhivng phwong an dw phong trwéc néu nhirng
van dé nhuw trén xay ra. Viéc mot cdng ty khéng coé quy trinh x& ly dwoc dinh sén

cho mét cudc khiing hoang truyén théng 1a khéng thé chap nhan dwoc.



Trwong hop cta Taco Bell 1a mét vi du dién hinh cho sw that bai trong xtv ly
hinh anh thwong hiéu. Déi thi ctia Taco Bell (Dominos) da tirng lam vao tinh
canh twong tw, va cac chuyén gia cling nhw gidi truyén thédng da phan tich tinh
hudng nay rat nhiéu lan.

Bai hoc rut ra tv vu Dominos truéc d6 da dwoc dang tai trén nhiéu trang mang,
dwoc gidng day trong nhiéu I&p hoc vé xt ly khiing hodng truyén théng. Tuy

nhién, Taco Bell van khéng rut ra dwoc bai hoc va ho phan trng day “so hai” trwédc
céac trang mang xa hoi va that bai hoan toan trong viéc lién két cling nhw phan hoi

vOi khach hang.
Liéu bai hoc nay co lap lai déi voi cbng ty cua ban?
Hoang Nam

* Nguén: Tri thire tré
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