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I. KHAI QUAT

Trong khuén khé cta “Dy an quan ly nwéc
thai”, nham dat dwoc cac muc tiéu da dat
ra, dw an cé ké hoach hé tro cac cong ty
quan ly nwéc thai trong viéc thwc hién cac
hoat déng “Théng tin, gido duc, truyén
théng — IEC” mét cach khoa hoc va cé hiéu
qua.

M6t trong cac muc tiéu cia dy an la
hwéng téi viec nang cao nang lwc quan ly
nwéc thai tai nhirng khu viee trong dia ban
dw an tlr d6 gép phan cai thién strc khde
clia cong dong. Pé dat dwoc muc tiéu nay,
ngoai viéc xay dwng mot hé théng thoat
nwdc va xi ly nwéc thai dap ng nhu cau
ctia cong déng, thi viéc co6 dwoc sw Gng hd
clia cong déng trong viéc van hanh va
dong phi nwéc thai la rat quan trong.
Chinh vi vay, dw an da khuyén khich céac
cong ty thwc hién cac chién dich cung cép
thong tin cling nhw nadng cao nhan thwc
céng déng thdng qua nhiéu hinh thirc khac
nhau.

Céc co quan, t6 chirc hoat déng trong linh
vire mdi tredng ndi chung va cac co quan
hoat déng trong linh virc quan ly nwéc thai
ndi riéng can phai tién hanh cac hoat dong
truyén thong dé cho khach hang va cong
ddng biét vé muc dich kinh doanh cla
cong ty, cac dich vu ma coéng ty cung cép,
quyén loi va nghia vu cia céng ty ciing
nhw cha khach hang déng thdi co trach
nhiém thwe hién cac chién dich cong déng
nham phd bién cac théng tin hodc nang
cao nhan thirc cong ddng vé cac van dé
lién quan dén moi tredng. Cong ty can st
dung nguén lyc sén cé ctia minh va cong
tac voi cac td chirc co s& dé tb chirc cac
hoat déng truyén thong.

Vay truyén théng la gi, nhivng nguoi chiu
trach nhiém cho viéc thwc hién truyén
théng trong cac co quan, td chirc can
dwoc trang bi nhirng kién thirc va kj ndng
gi dé ho cé thé 1ap ké hoach, thyc hién va
giam sat cac hoat déng truyén théng trong
cong ty ho mét cach cé hiéu qué nhat?

Hwéng dan nay dwoc st dung nhu mot tai
liéu hd tro nhirtng ngwdi tham gia cdng tac
truyén théng, cong tac bdo dam méi quan

I. OVERVIEW

Within the framework of the Wastewater
Management (WWM) Project, in order to
reach its objectives, the project is planned to
provide wastewater management companies
with assistance for an effective and scientific
implementation of their Information -
Education — Communication (IEC) activities.

One of the project objectives is to enhance
wastewater management capacity in the
target areas, improving the health condition of
the local community. To this end, in addition
to the construction of a wastewater treatment
and sewerage system, it is also important to
obtain the community’s support in the
operation of sewerage facilities and the
collection of wastewater fee. The project has,
therefore, encouraged the companies to carry
out public information and public awareness
raising campaigns (PICPAC) in a various
number of ways.

Companies and organizations operating in
the environmental filed in general as well as
those operating in the field of WWM in
particular need to conduct communication
activities to make customers and the
community aware of the purpose of the
company’s business and services. They
should also be made aware of the rights and
obligations of the company and of their own.
Those organizations are also responsible for
the implementation of campaigns aimed at
disseminating information about the
environment or rasing people’s awareness of
issues relating to the environment. The
companies need to make use of their own
resources and cooperate with local
organizations for their communication
activities.

So, what is communication? What are the
skills and knowledge that those responsible
for communication in companies and
organizations need for the most effective
planning, implementation and supervision of
communications activities?

These qguidelines serve as a material
supporting communication workers, ensuring
the public relations between the company
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hé cong chung gitra cong ty va cong déng
d& nham muc dich nang cao hiéu qué cla
hoat dong clia cong ty.

IIl. CO' SO LY LUAN CUA HOAT DONG
TRUYEN THONG

1. M6 hinh truyén théng

Pé& hiéu rd hon nira truyén théng 1a gi,
ching ta hay tim hiéu v& mé hinh truyén
théng va cac phan tr cla né. Mé hinh
truyén thong cé thé dwoc trinh bay dudi
dang hinh vé sau day:

and the community for better performance.

Il. THEORETICAL BASIS FOR
COMMUNICATION ACTIVITIES

1. Communication model

For a better understanding of communication,
let us study the communication model and its
components. The communication model can
be demonstrated as follows.

Ngwoi truyén
Emitter

Thong diép
Mesage

Kénh Ngw&i nhan
Channell . Recipient

A

Nhiéu
Interference

— Hiéu qua
Effect

s — Phén hoi

Feedback

M6 hinh truyén théng
Communication Model

Nguoi truyén |a yéu t6 mang théng tin tiém
nang va kh&i xwéng qua trinh truyén
thong. Nguwdi truyén la ngwdi hay nhém
mang ndi dung théng tin muén duwoc trao
ddi dén voi nguwdi hay nhém ngudi khac.

Théng diép la ndi dung théng tin dwgc trao
ddi tr nguoi truyén dén déi twong tiép
nhan. Théng diép chinh la nhirng tadm tw,
tinh cdm, mong mudn, hiéu biét, y kién, doi
hai, kinh nghiém séng, tri thirc khoa hoc k¥

Emitter is the potential information carrier and
the initiator of the communication process.
Emitter is a person or a group of persons who
have the information needed to be exchanged
to another person or a group of persons.

Message is the information content passed
from the emitter to the recipient. Messages
include thoughts, emotions, desires,
experience, and scientific and technological
knowledge which are coded following some
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thuat dwoc ma hoa theo mét hé thdng ky
hiéu nao d6. Hé théng ky hiéu nay dwoc
ca ngudi truyén va ngudi nhan cung chap
nhan va cé chung cdch hiéu. Tiéng noi,
chi viét, hé thdng bién bao, hinh anh, ctr
chi biéu dat cla con nguoi... dugc s
dung dé chuyén tai théng diép.

Kénh truyén théng 1a sy théng nhét cua
phwong tién, con duwdng, cach thiac
chuyén tai théng diép tr nguoi truyén dén
ngwdi nhan. Can c& vao tinh chét, dac
diém cu thé, nguoi ta chia kénh truyén
théng thanh cac loai hinh khac nhau nhw
truyén théng truc tiép va truyén théng gian
tiép (truyén thdng dai chang).

Nguwdi nhén la cac ca nhan hay nhom
nguoi tiép nhan thdng diép trong qua trinh
truyén théong. Hiéu qua cla truyén théng
dwoc xem xét trén co s& nhirng bién déi
vé nhan thirc, thai d6 va hanh vi clia nguoi
nhan.

Phén héi: 1a phan &ng cla ngwdi nhan déi
véi thdng diép truyén thdng vé nhirng suy
nght, thai do, hanh vi khi nhan théng diép.

Nhiéu: nhiéu |a cac yéu td gay ra sy sai
I&ch théng tin kh(“)rJg duwoc dw tinh trwédc
trong qua trinh truyén thong.

2. Kénh truyén théng

Céc phuong tién truyén thong la cac kénh
khac nhau ma ching ta thwong str dung
dé truyén thong.

Kénh truyén thong (con goi la hinh
thire/bién phap) 1a cach ma ta chuyén tai
thong diép dén dbi twong dé ho co thé tiép
nhan dwoc.

C6 3 kénh truyén théng chinh:

e Cho canhan;

e Cho nhém;

e Dai chung (xa hai).

2.1 Tiép can céd nhan

Truyén thong gilra cac ca nhan la mot
trong nhirng phwong tién hiru hiéu nhat dé
thuc day thay doi hanh vi. Truyén thong ca
nhan cé thé dién ra gilra hai nguwdi hoac
gitra mét nguwdi voi mét nhdom nguwdi hoac
gitra cac nhdm v&i nhau la nhirng nguoi
tham gia vao qua trinh truyén théng (nguoi
truyén va ngwdi nhan), ho cé thé trao ddi

system of signs. This system is recognized
and interpreted in the same way between the
emitter and the recipient. Voices, handwriting,
a system of transport signs, images, people’s
gestures... are all used to convey messages.

Communication channel is the unification of the
means, ways and forms by which messages
are conveyed from the emitter to the recipient.
Basing themselves on their specific nature and
characteristics, people divide communication
channels into different types such as direct
communication and indirect communication
(public communication).

Recipient includes individuals or a group of
people receiving messages during the
communication process. The effectiveness of
communication is considered basing on
changes in the recipient’s awareness, attitude
and behavior.

Feedback is the recipient's reaction to
communication messages through their
thoughts, attitude and behavior when receiving
the message.

factors
distortion

Interference: Interference include
causing unexpected information
during the communication process.

2. Communication channel

Communication channels are the means often
used by us to communicate.

Communication channels (or forms/measures)
are ways by which messages are conveyed to
recipients.

There are three main communication channels:
e Forindividuals;

e For groups;

e For the public (the society).

2.1 Individual approach

Communication among individuals is one of the
most effective means to promote behavior
change. Individual communication can take
place between two persons, or between a
person and a group of persons, or among
groups of persons. These are emitters and
recipients who can exchange information
directly.
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v&i nhau truece tiép.

a. C4c hinh thirc giao tiép véi cé nhén
Truyén théng gilra cac ca nhan co thé gom
nhiéu dang. Tuyén truyén tai cong dong co6
thé bao gobm:

Trao déi truc tiép;

Thao luan nhém;

Goi dién thoai, viét thw, gri thw dién
ter...
b. Céc truong hop giao tiép véi ca nhan
Co rat nhiéu truong hop nguoi tuyén
truyén vién phai truyén théng/giao tiép vo&i
ca nhan:
e Tham viéng cac ca nhan tai ho gia
dinh v&i muc dich la dé:
= Gidi thich chinh sach;
= Gido duc ca nhan thay géi hanh vi,
thwe hién cac huwéng dan cuia chinh
sach;
= Gido duc ca nhé,m thay ddi hanh vi,
thwe hién cac tien bé khoa hoc ky
thuat.
e Tiép céc, ca nhan tai noi lam viéc hoac
phong tiép dan véi muc dich la dé:
» Giai thich cac thac mac;
= Giai quyét cac khiéu nai vé thyc hién
chinh sach;
= Tw van cho nguwoi dan.
c. Uu nhuoc diém cua tiép cén cé nhan
e Uu diém
= Cung cap céc thong tin lién quan véi
sw tin cay cao, tao co hoi cho thao
luan cac chu dé nhay cam va mang
tinh ca nhan;
= Cho phép co6 s phan hoi nhanh cac
y kién, théng diép dwa ra va thoi
quen;
= Ap dung tét trong viéc day va khuyén
khich viéc str dung cac ky nang méi.
e Nhuoc diém
» Mat thoi gian, chi phi lién lac trén dau
nguwoi cao;
= V& co ban chi tiép can dén mot sb it
cac ca nhan;
= Doi héi ¢6 tap huén k§ nang chuyén
modn va s ho trg cho nguwdi lam

a.

Forms of individual communication

Individual communication can exist in many

forms.

Community-based  communication

includes:

b

Direct discussion;
Group discussion;

Telephoning, writing
mails...

letters, sending e-

Cases of communication with individuals

There are many cases in which communication
workers need to communicate with individuals:

C.

Visit individuals at their families with the
purpose to:

= Explain policies;

= Educate individuals to change behavior
and follow guidelines on policies;

= Educate individuals to change behavior
and apply scientific and technological
progresses.

Receive individuals at work or at public
reception rooms with the purpose to:

= Answer their questions;

= Deal with their complaints about the
implementation of policies;

= Provide people with consultation.

The strengths and weaknesses of the
individual approach

Strengths:

» Provide relating information with high
fidelity; provide opportunities for the
discussion of sensitive and personal
topics;

= Allow for quick response to ideas,
messages and habits presented at the
time;

Ensure effective transfer of new skills and

encouragement for the application of these

skills.

Weaknesses:
= Time-consuming, high per capita cost;
= Narrow approach scope;

= Requiring for training on professional
skills and support for communication
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truyén thong.
2.2 Tiép can nhém
Tiép can nhom Ia truyén thong hwong toi
mO’t nhg’>m nguwdi, mét 16 chrc hay mot
thiét che.

Tiép can nhém co6 thé la truc tiép hodc
gian tiép. Chang han, cac cudc hop mat,
thao luan nhém, giang bai, dam toa...co
st dung hodc khéng st dung mi-crd déu
la truyén théng nhém tryc tiép. Nhwng néu
cac thong diép truyén thdng dwoc chuyén
tdi qua cac an pham, cac phuwong tién
nghe, nhin...thi d6 la truyén théng gian
tiép (qua phwong tién truyén théng).

Nhém c6 thé 1a nhém nhé tir 5 — 10 ngu i
nhw trong cac budi thdo luan nhém. Nhém
c6é thé tr 15 — 20 nguoi nhw trong cac
budi hop dan. Néu budi truyén théng qua
déng, vi du nhiéu hon 25 ngudi thi sé kho
dadm bao két qua, chét lwong cha bubi
truyén thong.

a. Céc truong hop truyén théng cho nhém

e Truyén théng cho nhém chi dé cung
cép théng tin cho ngwdi dan biét vé
mot van dé nao dé. Trong trwong hop
nay ban phai cha y cach trinh bay sao
cho don gidn, mach lac, dé& hiéu, dé
nho.

e Truyén théng cho nhém dé cung cép
thong tin cho ngwdi dan biét va sau dé
nguwoi dan lam theo. Truwdng hop nay
ban phai ap dung cac cach lam thay
ddi hanh vi, dac biét la phai thao luan
vé viéc khac phuc nhitng kho khan dé
thwc hién van dé dat ra.

e Truyén thong cho nhom dé lay y kién
tham do vé moét chinh sach sap stra
thwe hién. '['ru’c‘y‘ng hc_yp~néy7 ngoai viéc
trinh bay van de cho dé hieu ban con
chu y phan thao luan lay y kién cua
nhirng thanh phan khac nhau.

b. Uu, nhuoce diém cia truyén théng cho

nhom

Uu diém

= Cling mét luc co thé truyén théng cho
nhiéu nguoi

* Khi mot nhém ngwoi ngoi lai v&i
nhau thi c6 dip dé chia xé& hiéu biét,
kinh nghiém

workers.
2.2 Group approach

Group approach is communication aimed at a
group of people, an organization or an
institution.

Group approach can be direct or indirect.
Examples of direct group communication

consist of meetings, group discussions,
lectures or talks... with or without the use of
micro phones. Messages communicated

through publications or mass media are indirect
communication.

The group can consist of 5-10 people like in
group discussions or 15-20 people in
community meetings. If the group is big (25
people or more), the quality of communication
can hardly be ensured.

W]

. Cases of group communication

e Group communication is aimed only at
providing people with certain information. In
this case, information should be presented
in a simple, easy-to-understand and easy-
to-remember way.

e Group communication is aimed at providing
people with information for them to follow.
In this case, behavior change methods,
especially discussion for solutions to
difficulties arising from the realization of set
objectives, should be applied.

¢ Group communication is aimed at collecting
opinions about a policy to be put into effect.
In this case, in addition to an easy-to-
understand presentation of the issue,
attention should also be paid to discussion
among people of different sectors.

b. The advantages and disadvantages of group
communication

Advantages

= Many people can be communicated at the
same time.

= People can exchange their knowledge
and experience when they get together.




Hwéng din Quén ly va thwe hién Hoat dong truyén théng
Guidelines on the Management and Implementation of Communication Activities

= Nguoi tham dy thwong tin rang
quyét dinh cta nhém la dung hon
quyét dinh cua ca nhan.

» Ngu&i th@m dy ciing manh dan lam
theo quyét dinh ctia nhém hon la suy
nght va lam mot minh.

e Nhuwoc diém
= Néu qua déng ngudi dé gay mat tap
trung.
= Néu ngudi trinh bay khéng biét cach
trinh bay thi it c6 hiéu qua.
= Nguoi tham dy dé tré nén phong
tha, dé dat & cho dong nguoi.
= Néu cudc hop c6 nhiéu thanh phan
thi dé co sy lan lwdt cda nhivng
nguwdi néi nhiéu.
2.3 Tiép can xa hoi
Tiép can xa hoi khéng mang tinh ca nhan
va nhém ma la sy phat tan thong diép dién
ra trén mot di§:n robng théng qua céac
phwong tién in an ( bao, tap chi, pand, to
roi, . sach...), phat hanh truyér) thanh,
truyén hinh va phim anh...dén cong
chung.
Cac thong diép truyén thong truyén tai trén
cac phwong tién truyén thong dai ching
dwgc xay dwng co tinh chuyén moén dé
phu hop véi tieng phuwong tién truyén
thong.
a. Céc hinh thire tiép can xa hoi
Dai phat thanh
Dai phat thanh 1a phwong tién co thé tiép
can dén mét lwong khér] gia réng nhat so
v@i cac phwong tién truyén théng khac.

Cac chwong trinh phat thanh dwa trén cac
chwong trinh va cac v& kich truyén théng
thwdng co chi phi thap, nhanh va dé thuc
hién. Nghe dai thwdng la hoat dong nhom.
Diéu nay khuyén khich thao luan vé cac
van dé mang tinh gido duc sau khi nghe
chwong trinh phat thanh. Day la mét giai
doan quan trong trong quéa trinh thay déi
hanh vi.

Tuy nhién, dai phat thanh thwong khéng
phu hop véi viéc day cac ky nang moi va
cling khdong phu hep véi cac thdng diép
nhay cam trong mét s6 nén van hoa. Céac
thdng tin c6 dwoc tlr hoi thdo cong déng,
tr cac giao vién hoac tw viéc di tham cac

= Decisions made by a group of people are
believed by participants to be better than
those made by individuals.

= Participants are more encouraged by
decisions made by a group of people than
those made by individuals.

e Disadvantages

= The presence of too many people can
lead to distraction.

= A bad presenter would result in low
efficiency.

= Participants are likely to be reserved and
cautious in crowded places.

= Talkative people are likely to dominate
meetings participated by people of
various sectors.

2.3 Social approach

Social approach is different from individual and
group approaches in that messages are
disseminated on a large scale through
publications (newspapers, magazines, panels,
leaflets, books...), radio, television and films...
to the public.

Messages communicated through mass media
are developed professionally to match with
each means of communication.

a. Forms of social approach
Radio

Radio is a means of communication which can
reach the largest number of audience in
comparison with others.

Radio programs based on traditional programs
and plays are often low-cost, quick and easy to
implement. Listening to the radio is often a
group activity, encouraging discussions on
educational issues broadcast in a radio
program. This is an important stage in behavior
change process.

Radio, however, is not a good means for the
teaching of new skills or for the communication
of certain messages considered to be sensitive
in some cultures. Information collected from
community workshops, from teachers and from
family visits should be constantly consolidated
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hé gia dinh, nén dwoc thuwdng xuyén clng
cb théng qua dai phat thanh, truyén hinh
dia phwong hodc cac phuong tién truyén
théng khac.

Bao chi

B&o thuworng cd xu huéng tiép can nhirng
ddi twong cé hiéu biét twong dbi va hoc
vadn & cac nuwéc dang phat trién. Day
dwong nhu khéng phai 1a cach nhanh nhét
so v&i phat thanh hodc truyén hinh dé
hwéng téi quan ching nhung bao chi c6
nhirng loi thé nhat dinh nhw mang nhiéu
théng tin, c6 sw tin twdng cao cla quan
chung va thuwdng cé hiéu lwc hon so voi
cac phwong tién truyén théng khac.

B&o chi ciing c6 thé duwgc dung dé tiép
can véi cac nhém dbi twong cha chét,
chang han nhw chuyén tai nhirng théng tin
ma gido vién cé thé dung trong 16p hoc
hay dwoc cac nhan vién cia cac chwong
trinh phat trién dung dé goi y thao luan.
Kich truyén hinh

C6 thé Idng cac cha dé vé strc khodé, moi
trwdng va van dé xa hoi vao cac vé kich
truyén hinh. Diéu nay c6 thé thu hat dwoc
sb6 lwong lén céng chung. Viéc cua ban
khéng phai la viét cac kich ban ma la tw
van cho ngudi viét kich ban vé néi dung va
dang hanh vi ma chwong trinh ban muén
khuyén khich.

T roi (hay t&> bwém, t& gap)

To roi la to gidy roi dé gioi thiéu, tuyén
truyén vé mét sw kién, dich vu, san pham
nao do.

To roi thwong duoc in hang loat voi sb
lwong I&n roi phat mién phi cho doi twong
truyén thong, dan Ién cac bang thong tin
hodc phat & cac noi dién ra sw kién. Hién
nay, to roi cang dugc str dung rong rai va
pho bién hon véi sw phat trien va mé& rong
cua nhirng hé thong ché ban dién t&r dwa
vao may vi tinh ca nhan.

Tranh cé déng/ T roil Tranh trwe quan

Viéc str dung cac tranh anh cb dong, to roi
va b tranh trirc quan phai cé6 muc dich cu
thé va dwoc 1dng ghép can than vao cac
hoat ddng cla cong ddng dan cw. Ching
co thé dwoc thiét ké dé hd tro cho mot
thong diép chl yéu va nham dwa ra nhéc
nh& thworng xuyén vé théng diép do. Ciing

on the local radio and television or on other
means of communication.

Press

Press is more accessible for those of relatively
rich knowledge and high academic background
in developing countries. This doesn’t seem to
be the fastest means of communication to the
public in comparison with radio and television.
Press, however, has its own advantages in that
it is highly informative, largely trusted by the
people, and more effective than other means of
communication.

Press can also be used to reach core subjects
as it can convey information used by teachers
in classes or by development program staff for
discussion.

Television play

Topics relating to health, environment, and
social issues can be incorporated into
television plays for the attraction of large
audience. It is not your job to write play scripts
but to provide play writers with consultation on
the content and type of behavior aimed at by
your program.

Leaflets (or flyers)

Leaflets are a separate piece of paper to
introduce and propagandize a certain event,
service, or product.

Leaflets are often printed in large numbers and
then distributed free of charge to target people
or posted publicly on bulletin-boards in places
where events take place. Leaflets have
become more popular and widely used
together with the development and expansion
of electronic systems used in personal
computers.

Communication posters/Leaflets/Visual aid

The use of communication posters, leaflets and
visual aid must be attached to specific
purposes and carefully incorporated into
community activities. They can be designed to
support a core message and for frequent
repetition of the message. They can also be
designed for better communication of
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c6 thé 13 chung dwoc thiét ké nhdm lam
cho sy hiéu biét vé cac thoéng diép thong
qua truyén théng gira cac ca nhan dé
dang hon. Nhirtng tranh cb déng/ to& roi/
Tranh trwc quan nay can phai phu hop voi
tinh hinh dia phwong néu mudn chung
thwe sw co hiéu qua.

Internet

Internet la mét phuwong tién truyén théng
c6 gia tri bang cach tiép can con nguoi
qua thw dién tlr va quang ba thong tin rong
rai trén cac trang web. M6t lan nira, quy
tac co ban cla truyen théng cé hiéu qua
can ap dung: ngén gon, rd rang, khéng
qua phtrc tap va co tinh cap nhat.

Van héa van nghé

Cac hoat déng van hoéa nhw biéu dién
mua, hat, kich la co hoi rat tbt dé& Idng
ghép cac thong diép xa hoi va tiép can cac
dbi twong & moi Itva tudi. Cac bang tin, t&
roi, pand ap phich v.v... cling c6 thé hiéu
qua khi s dung két hop véi cac sy kién
thé thao tai dia phuong.

Cac sw kién

Céac sw kién nhuw Ngay Méi truong Thé
gi¢i (5 thang 6 hang nam) hoac cac ngay
I& ky niém khac la cac co hoi tét dé tién
hanh cac hoat dong d&c biét vé nang cao
nhan thirc cdng dong va huwéng sw cha y
clia céng ching téi mot hodc hai van dé
dwoc lwa chon.

b. Uu nhuwoc diém cia tiép can xa hoi

e Uudiém
= Tc d6 bao phui théng tin dén nhom
doi twong nhanh
= Théng tin cé dd chuén xac cao
= C6 tac dung nang cao hiéu biét va
kién thirc vé cha dé muodn truyén
théng
e Nhuoc diém
= Kho lwa chon dbi twong truyén théng
= Truyén thong chi mang tinh chat mot
chiéu
= Chi c6 tac dung cung cap théng tin
chung.

messages among individuals.
Posters/Leaflets/Visual aid need to be in line
with local circumstances for maximum effect.

Internet

Internet is a valuable means of communication
through e-mails and websites. Once again, the
basic principle of effective communication —
brief, clear, updated, but not too complicated —
must be observed.

Cultural and art activities

Cultural and art activities including dancing,
musical performance and plays are good
opportunities for the incorporation of social
messages and for approach to mass target
audience of all ages. Bulletins, leaflets,
billboards... can also be effective in
combination with local sports events.

Events

Events like World Environment Day (June 5) or
other days are good chances for special
activities for public awareness raising and
orientation to the issues in question.

b. Advantages and disadvantages of social
approach

e Advantages
= High speed spread of information
= Highly precise information

= Effective enhancement of awareness of
and knowledge about the communication
issue

e Disadvantages
= |t is hard to select the target group.
= The communication is one-way only.
= Only general information is provided.
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3. Khai niém vé Thong tin — Giao duc -
Truyén théng

3. The concepts of Information - Education

— Communication

Théng tin
Information

Giao duc
Education

Truyén théng
Communication

THONG TIN - GIAO DUC - TRUYEN THONG
INFORMATION — EDUCATION - COMMUNICATION

3.1 Cac khai niém lién quan

Théng tin

La nhirng tin tlrc, thong diép gl]a ca nhan hay
cac to chic dugc truyén/phod bién truc tiép
githa nguoi v&i nguoi hoac gian tieép; bang 10
noi hoac chir viét, hinh énh,‘ am thanh théng
qua cac phwong tién truyén thanh, truyén
hinh, internet va cac an pham.

Giao duc

La mét qua trinh tac dong cé muc dich, cé ké
hoach va cé dinh huéng dén tinh cam va ly tri
clia con ngudi dé nang cao nhan thirc nham
thay ddi thai dd va hanh vi c6 hai thanh cé loi
cho cé nhan, gia dinh va céng déng.

Truyén théng

La mét qua trinh tac dong qua lai lién tuc gitra
hai hay nhiéu nguoi dé cung nhau chia sé céac
thong tin, kieén thirc, thai d9, kinh nghiém va ky
nang nham tao nén sy thay doi hanh vi cua
doi twong duoc tac dong.

Théng tin — Giao duc — Truyén théng

La qua trinh lam viéc v&i ca nhan, cong d&“)r]g
va xa hoi de phat trien cac chién lwgc truyén
théng, nham pho bién cac hanh vi tich cuc,

3.1 Relating concepts
Information

Includes individuals  or
information and messages
communicated/disseminated directly or
indirectly from person to person through
handwriting, images, or sound through means
of radio, television, the internet and
publications.

organizations’

Education

Is a process of purposeful, planned and
oriented influence on people’s emotions and
reasons for awareness raising with the
purpose to turn harmful attitude and behavior
into useful ones for individuals, families and
community.

Communication

Is a process of continuous interaction
between 2 people or more to share
information, knowledge, attitude, experience,
and skills in order to change the behavior of
the target subjects.

Information — Education — Communication

Is a process of working with individuals,
community and the society for the
development of communication strategies and

9
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pht hop voi diéu kién clia cong dong véi muc
dich dinh huwéng hanh vi cua cong dong.

3.2 Vai tro cua Théng tin — Giao duc —
Truyén théng trong Phat trién céng
déng

Gilp cac ca nhan trong cong déng tang cwéong
sy twong tac véi cac ca nhan khac trong hoac
ngoai cong dong.
Gilp cac ca nhan tang cudng sy lién két voi
nhém hodc véi cong ddng: Sw thu nap hodc
lién két gilp cac ca nhan trong coéng dong cé
cam giac ho thuéc vao mét nhom hay moét
céng ddng nhéat dinh. Nhw vay sé tang cwdng
sw thanh céng trong qua trinh thwc hién hoat
dong cho chinh cong déng nay.

Giup cong ddng hodc cac ca nhan dinh hwong
khi tiép xtc véi mot khdi lwong khéng 16 vé
thdng tin: Do céac diéu kién khach quan nhw
thoi gian, strc khoé, diéu kién co s vat chét...
ma mdt ca nhan hay mét nhém céng déng
khong thé thu thap dwoc hét cac théng tin lién
quan dén sy phat trién cha ho. Hoat déng
truyén thong sé mang lai hiéu qua ré rét cho
hoat déng nay.

Giup cong déng khang dinh hoac tw xay dwng
nhirng quan diém, y twéng ctia minh: Tuy theo
tirng tinh huéng hodc van dé, mét cong dong
sé lwa chon cho minh mot chién lwgc/giai
phap dwa vao nhirng diém manh cta cong
ddng minh.

3.3 Mét s6 nguyén tac thurc hién cia Théng

tin — Gido duc — Truyén théng

e Luwuy yéu t6 ngdn ngi¥ ban dia va cé hiéu
biét vé nét van hoa riéng vung mién.
e Sép xép dia diém phu hop.

e Cung cép cac théng tin cho nguwdi dan
bang ngén ngi¥ va hinh thirc dé hiéu (vi
du: so dd, bang video, biéu dd, so dd don
gian theo ngén ngir dia phwong).

e Xac dinh yéu tb thoi gian.

e To6n trong md hinh lanh dao va tin nguwéng
ton giao - nhirng ngwoi cao tudi va nhirng
ngwoi cd quyén lwc mang tinh truyén
théng cua cong ddng phai c6 co hoi trinh
bay quan diém.

e Cb thé co mot \(éi nhom nho khac nhau
trong mét cong dong va ho cé nhirtng cach
nhin doi lap véi nhau vé mot van de, do

the dissemination of positive behavior in line
with the community’s conditions with the
purpose of orienting community’s behavior.

3.2 The role of Information — Education —
Communication in community
development

To help individuals in the community increase
their interaction with other individuals within or
outside the community.

To help individuals strengthen their linkage
with groups or community — acceptance or
linkage helps individuals within a community
feel they belong to a certain group or
community; success, therefore, will be
strengthened during the implementation of
activities carried out for the community itself.

Help orient the community or individuals in
their access to a huge amount of information -
Due to many objective reasons relating to
time, health, material conditions..., an
individual or a group cannot collect all of the
information relating to their development;
communication activities will be obviously
helpful in this case.

Help the community to confirm or develop
their own points of view and ideas -
depending on each specific situation or
problem, a community will choose a
strategy/solution for itself basing on its own
strengths.

3.3 Some implementation principles for
Information — Education -
Communication

e Pay attention to local linguistic factors and
cultural peculiarity.

e Arrange suitable locations.

e Provide people with information in a
simple language and form (for example:
simple maps, video clips, and charts in
the local language).

¢ |dentify time factor.

o Respect the leadership and religion model
— elderly and traditionally powerful people
in the community must be given chances
to express their points of view.

e There might be groups in a community
who express different points of view about
the same issues; a peaceful solution for

10
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vay can thiét lap mét giai phap hoa binh
cho cac xung dot va bat dong do.

4. Truyén théng thay déi hanh vi

4.1 Khai niém vé hanh vi

Hanh vi la cach nguwdi dan hanh déng trudc
mét tinh hudéng nao dé clia cudc sbng.

Vi du v& hanh vi:

e Nguoi dan thanh ph6 thwong dé rac vao
khoang 5-6h chieu, khi cac xe thu gom rac
dwoc dwa dén.

e Trén dwdng phd ngwdi dan thwong virt rac
blra bai, khéng dung noi quy dinh.

o Khi tham dy cudc hop nguwoi da“}n thuc‘rng
mong d¢i dwgc nghe can bé pho bién ghl]
trwong chinh sach va it chiu khé phat biéu.

e Khi trong nha c6 ngwoi bénh thi hay ra
tiém thudc tdy mua thudc thay vi di kham.

4.2 Hanh vi dwoc hinh thanh nhw thé nao?

Hanh vi dwgc thanh hinh tir nhirng suy nght,
hiéu biét, kinh nghiém vé cudc séng chung
quanh. Nhirng suy nghf, hiéu biét, kinh nghiém
do co t,hé do ban than thu lvgm dwoc trong
cudc song hoac do ngudi di trwde truyén lai
hoac hoc tap tr nhirng ngu&i chung quanh.
Hanh vi Quo’c lap di lap lai sé tré thanh thoi
quen va rat kho thay ddi. Ngoai ra, hanh vi

clia ca nhan con bi anh hudng bdi 16 sbng,
cach cw xtr ctia cdng dong nén lai cang khé
thay doi.

Khdng phai chi n6i sudng la lam cho nguoi
dan thay déi hanh vi cta ho. Mudn lam nguoi
dan thay doi hanh vi thi phai hieu ve su thay
dbi hanh vi va phai biét giao duc dung cach.
4.3 Tién trinh thay déi hanh vi

Sy thay dbi cta nguwoi dan xay ra thuong
cham. Sy thay do6i nay thudng trai qua 5 bwéc
co ban:

the differences and conflicts need to be
worked out.

4. Behavior change communication
4.1 The concept of behavior

Behavior is the way people react to a certain
situation in life.

Examples of behavior are as follows:

e Citizens often dispose rubbish at about 5
or 6 p.m. when rubbish collecting vehicles
arrive.

e People often litter on streets,
trashcans.

ignoring

o When participating at meetings, people
often expect dissemination of policies
from officers and rarely give their
opinions.

e In case of diseases, people often buy
medicine from the drugstore rather than
go to the doctor’s.

4.2 How is behavior formed?

Behavior is formed by thoughts, knowledge,
and experience of the surrounding life. Those
thoughts, knowledge, and experience can be
collected by the person himself or passed
from precedors and learnt from people
around.

Repeated behavior will become habits that
are very difficult to change. Influence by the
community’s lifestyle and behavior on
individuals’ behavior makes it even harder to
be changed.

Words alone cannot change people’s
behavior. Instead, knowledge about behavior
change and appropriate education will do.

4.3 The process of behavior change

People’s changes are usually slow. The
change often undergo 5 basic steps:

11
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- Cho biét da lam ddng
TIEP TYC AP DUNG | - Bong vién, cb vii va tao
NHU MQMTGTANH \ ra méi triedong thuan lgi

thuc ddy duy tri thye hién
hanh vi méi

Truyén théng ca nhan 5

- Cung cép phuwong tién/ky thuat
LAM THU VA CHO' KET | - Thdo luan vé két qua

QUA - Khuyén khich dong vién tinh than; Cho
biét can tiép tuc lam gi dé& thwe hién hanh
4 vi
CO THAI DO TICH CLFC VA | - Cho ho biét can lam gi & budc ké tiép dé thay doi
MUON LAM THU hanh vi (k§ nang, phwong tién, vat chat...)
3 - Dong vién, khuyén khich tinh than
Truyén thén A i
;y_e l:, ong HIEU BIET RO LQ!I iCH - Gidi thich r6 nhitng nguy co va lgi ich
al chung - Pong vién, khuyén khich dé& theo nhirng bwdc tich cuc
2 - Cho thay nhirng Iwa chon dé c6 thé thay ddi hanh vi
CHUA BIET HOAC BIET | - Cung cAp kién thirc/ théng tin co ban

RAT iT -Gilp nhan ra van d& (VD: nhitng nguyén nhan va hau qua cia vé sinh mai trwdng

kém)

Tién trinh durgc mé ta tir thap dén cao nhu mét bac thang va chuyén bién dan tcr hiéu biét
day du dén chap nhén va sau do la thurc hién, duy tri hanh vi mai.

Can thiép truyén théng thay doi hanh vi khéng phai luén luén bat dau tir viéc cung cap kién
thtre ma can xac djnh xem doi twgng dang ¢ buwdéc nao trong tién trinh thay doi hanh vi dé
néang ho buoc tiép 1én bac thang cao hon

Céc hoat déng can thiép tién hanh dbng loat va lién tuc sé tao ra hiéu qua cao nhét

Viéc tiép cénldu’ac t6i cac ghwcyng tién hé tro thure hién hanh vi méi déng vai tro rét quan
trong trong tién trinh thay déi hanh vi.

Nguoi ta dé chdp nhén, thuc hién hanh vi méi néu nhw ho cé nhiéu sw lra chon.

Viéc tng dung nhiéu phuong thire truyén thong khac nhau va phu hop véi tung giai doan
trong tién trinh truyén théng sé tao ra moi trirong thuc day nhanh sw thay doi hanh vi.
Nhiing nguoi xung quanh va céng dong c¢é anh hudng Ion dén suw thay doi hanh vi cla doi
turong. Ho dé dang thay dbi hon khi hanh vi dé dugcc nhitng ngudi xung quanh chap nhan.
Viéc budc tiép & nhiing béc thang cao trong tién trinh thay doi hanh vi thi khé khan hon rat
nhiéu. Doi tuong thwong cé khuynh hwdng quay lui tré lai véi hanh vi cd.

12
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CONTINUE TO - Tell them that they have done it
APPLY AS A NEW right
BEHAVIOR - Encourage and create favorable
Individual communication | conditions for the implementation
5 and maintenance of the new
Rahavier
- Provide facilities/technical support
TRY AND WAIT FOR - Discuss the outcomes
THE OUTCOME - Encourage spiritually; Tell them what to
do next to carry out the behavior
SHOW POSITIVE ATTITUDE | - Tell them what to do in the next step to change
AND DESIRE TO TRY behavior (skills, facilities, equipment...)
3 - Encourage spiritually
Public _ ) )
communication WELL AWARE OF THE - Explain clearly risks and. ?eneflts
BENEFITS - Encourage to follow positive steps
2 - Show choices for behavior change
NO OR LITTLE - Provide basic knowledge/information
AWARENESS - Help to be aware of the issue (e.g. causes and effects of bad hygienic conditions)

The process is described bottom-up like a staircase of gradual change from complete
awareness to acceptance and then implementation and maintenance of the new behavior.

Communication intervention for behavior change does not always begin with the provision
of knowledge. It is necessary to, instead, identify which step of the behavior change
process the person is at in order to raise them to the next step.

Intervention activities carried out simultaneously and continuously will produce highest
effect.

Access to facilities supporting the implementation of the new behavior plays a very
important role in behavior change process.

It is easier for people to accept and carry out new behavior if they have many choices.

The application of various communication methods which are suitable with each of the
stages in the communication process will help create an environment in which behavior
change is enhanced.

People around and the community exercise substantial impact on a person’s behavior
change. The behavior is easier to be changed if it is accepted by the people around.

Progress to the higher steps in the behavior change process is much more difficult to make
as people are likely to revert to the former behavior.

13
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4.4 Binh hwong thue hién truyén théng
can cur trén cac giai doan thay doi

hanh vi

4.4 Communication implementation
orientation basing on behavior
change stages

Cac giai doan cua
chap nhan hanh vi
mei

Can bo truyén théng nén lam

1. Nhan ra hanhviméi | v Khuyén céo hanh vi mai.
1a 6 lo v’ Phén tich va so sénh véi hanh vi hién dang duoc st dung.
v Chi ra va phén tich lgi ich cta hanh vi m&i
2. Hinh thanh mét thai | v Ching minh, thuyét phuc bang céc vi du cu thé, thyc té.
g? trl]ch ch"_’g,o' VoI v' T6 chirc cong dbéng thdm quan mé hinh
anh vi méi do . .
v' Thanh lap cac nhém hé tro (Vi du nhém céng dong cung s&
thich, cau lac bé bao vé méi trurong...)
v' Dgng vién, tao sy hé tro cia nhing nguoi c6 uy tin trong
céng déng
3. Quyét dinh thir v’ Giup cdng dbéng chuén bj cac diéu kién va ky ndng dé thi
nghiém hanh vi méi dé nghiém.
v’ Tw vén tai ché
4. Tién hanh the v Twvén, hé tro tai chd
nghigm hanh vim6ido | v kiém tra, giam s&t thuong xuyén
5. Danh gia tac dung v’ Huwéng dan, hé tro dé nguoi dan tw danh gié hiéu qué cua
clia hanh vi méi hanh vi méi
v Giup céng dbng rut ra cac kinh nghiém cén thiét
6. Khang dinh va duy v' Khi thanh céng: Khuyén khich déng vién dé nguoi dan duy
ti Hanhviméi... tri hanh vi moi
Nhung doikhi gap that | v kpi thét bai- Gidp cong déng tim ra nguyén nhan dé sia
bai, ho Bo d¢& chira.
v’ C6 thé giup ho tim hanh vi khac hodc céach lam khéc phu

hop hon, c6 két qua tét hon.
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Stages of new

Things that need to be done by communication

behavior acceptance | workers
1. Realize that new v' Recommend new behavior
behavior is advantagous | v Apalyse and compare with the current behavior
v Point out and analyse the benefits of the new behavior
2. Form a positive v' Prove and persuade by tangible and realistic examples
z;tx‘éi%;“’/%arr ds that v' Organize visits to models for the community
v’ Establish support groups (e.g. groups of people of common

interests, clubs for environmental protection...)

learnt

v' Encourage and create support from prestigious people in
the community

3. Decide to try the new | v Help the community to prepare for the skills and conditions
behavior needed for the trial

v Provide community-based consultation
4. Try the new behavior | v Provide community-based consultation and support

v’ Carry out frequent inspections and supervisions
5. Assess the effect of | v' Provide people with guidance and support for them to carry
the new behavior out the assessment of the new behavior by themselves

v Help the community to figure out the lessons that need to be

6. Confirm and maintain | v
the new behavior;
sometimes, in cases of v
failure, it is given up.

behavior

In case of success, encourage people to maintain the new

In case of failure, help the community to find out causes to
the failure for timely adjustments

v' Help them to form other behavior or find another way which
is more appropriate and can bring about better results

DPiéu quan trong nhat déi voi viec thwc hién
truyén thong thay ddi hanh vi la phai biét dwoc
ddi twong ctia minh dang & giai doan nao: Néu
ho chwa duwoc nghe thi hday lam cho ho nghe
dwoc day du tat ca nhivng diéu co ban ma ching
ta muén néi trwdc khi yéu cau ho nhan ra hanh vi
ma&i 1a cé lgi; Néu ho chwa nhan ra, chwa hiéu thi
hay tim cach lam don gidn hoéa thong tin/ thay ddi
cach trinh bay, chi ra va phan tich Igi ich cua
hanh vi ma&i... dé ho cé thé hiéu dwoc truwdc khi
yéu cau ho chép thuan va hinh thanh moét thai do
tich cwc d6i v&i hanh vi méi dé; Néu ho chua
chap thuan, chwa thay déi thai dé thi hay tim
cach thuyét phuc, van déng dé& ho chap thuan,
thay doi thai dd tich cwc ddi v&i hanh vi moi
trwdc khi yéu cau ho thwc hién hanh vi méi dé.
Néu ho chwa ap dung, chwa tién hanh tho

The most important thing for the
implementation of communication  for
behavior change is to identify the stage in
which the target people are in. If they are not
fully aware of all the things we want them to
know, tell them about that before asking them
to realize that the new behavior is beneficial.
If they do not realize the benefits of the new
behavior, make them do so by finding out
ways to simplify the information or change the
way it is presented so that people can
understand these benefits before being asked
to accept and form a positive attitude towards
that new behavior. If the new behavior has
not been accepted and attitude not changed,
find out ways to persuade and call on people
to do so before asking them to carry out that
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nghiém hanh vi ma&i thi hdy tim hiéu tai sao ho
khéng mudn ap dung dé tim cach hd tro kip thoi.
Sau khi tién hanh thir nghiém hanh vi méi thi hay
giup ho tw danh gia nhirng loi ich mang dén cho
ho khi ho thyc hién hanh vi mé&i nay va hay cung
ho tim moi cach dé& ho cé thé duy tri hanh vi mai,
tao ra mot thoi quen tét.

Tw dinh hwéng trén ching ta co thé xéc‘dinh dac
diém clGa Théng tin — Gido duc — Truyén théng
nhw sau:

e Truyén théng 1a moét qua trinh lién tuc, co
nghia la n6 khéng chi dien ra trong choc lat
ma kéo dai trong mét giai doan th&i gian nhat
dinh.

e Qua trinh d6 dién ra gitra hai bén: bén truyén
va bén nhan.

e Ca hai bén chia sé l&n nhau cac théng tin,
kién thirc, thai d6 va ky nang vi:

e (o thdng tin,déy da, kip thoi va co hé théng
thi m&i cé kien thirc dung.

e Co6 kién thire dung va day da thi méi xac dinh
duoc thai d6 dung.

e (o thong tin, kién thee, thai do dung thi mai
c6 thé van dung mot cach tw giac, tv d6 moi
tao dwoc ky nang.

lll. HUONG DAN QUAN LY VA THYC HIEN
HOAT DONG TRUYEN THONG

1. Lap ké hoach truyén théng

Thong thwdng, hang ndm méi td chirc hodc méi
cong ty déu phai tién hanh lap cho minh mét ké
hoach truyén théng, k& hoach tiép can dén céng
chung riéng. VAay tai sao phai lap ké hoach truyén
thong?

Viéc lap ké hoach truyén théng cho mét td chirc
nhdm gilp chdng ta lam ré muc tiéu va nhirng
phuwong thirc dé dat téi muc tiéu d6. Bang cach
nay, nhivng nguoi chiu trach nhiém truyén théng
s& san sang ng pho véi nhirng phat sinh khéng
thé tranh khéi so v&i ké hoach ban dau.

Thong thuwong, ké hoach truyén thong rat khac
nhau. Rat nhiéu chuyén gia truyén thong trén thé
gi¢i da dwa ra mot s6 “mau” ké hoach truyén

new behavior. In case the new behavior has
not been tried and applied, figure out the
reasons for the fact for timely support.
Following the trial of the new behavior, help
people to evaluate the benefits brought about
by the new behavior by themselves and
support them in the maintenance of the new
behavior at all costs to form new habits.

From the above-mentioned orientation, the
characteristics of Information — Education —
Communication can be identified as follows.

e Communication is a continuous process,
i.e. it does not occur in moments but,
instead, lasts for a certain period of time.

o That process involves two parties of
transmitters and recipients.

o Both of the parties share with each other
information, knowledge, behavior and
skills because:

e Only systematic,
information can
knowledge.

timely and sufficient
ensure appropriate

e Only appropriate and sufficient knowledge
can ensure appropriate attitude.

e Only appropriate information, knowledge
and attitude can ensure self-conscious
application, thus creating appropriate
skills.

lll. GUIDELINES ON THE MANAGEMENT
AND IMPLEMENTATION OF
COMMUNICATION ACTIVITIES

1. Communication planning

Very often, every year, each organization or
company must set up its own communication
and outreach plan. Why should a
communication plan be developed?

The communication plan is aimed at making
people aware of the organization’s objectives
and the methods necessary for their
achievement. By doing so, communication
officers will be able to actively deal with
inevitable problems arising out of the initial
plan.

Communication plans usually differ. Many
communication experts all over the world
have put forward some basic “models” for
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thdng co' ban, tuy nhién thi mét s6 thanh phan
dwdi day chac chan sé khong thé bo qua vi né
xuat phat tir mo hinh truyén thong kinh dién. Cac
thanh phan dé gom:

e Phan tich téng quan

e Muc tiéu

e Céac dbi twong lién quan

e Chién lwoc

e Cong chung muc tiéu

e Thong diép chinh

o Kénh/ hoat déng

e Danh gia

e Diéu chinh

Tay thudc ‘véo quy méd ql]a chiér] dich, tay thudc
vao yéu cau va tinh chét‘cﬂa doi twong ma noi
dung cua ké hoach truyén théng sé bao gom
hoac khdong bao gom nhirng thanh phan néu
trén.

Duwéi day l1a nhivng cau hdi ma ban can tra 10i khi
xay dwng mét ké hoach truyén thong.

e PHAN PHAN TiCH TONG QUAN

= Béi cénh: Chuyén gi da xay ra treoc day?
Dau la lich st¥ clia van dé ma ban dang dé
cap dén?

= Téng quan moi trwong bén ngoai: Bau la
nhirng yéu to chinh sé anh hwéng téi thanh
cbng cua ban?

= Céc déi twong lién quan: Cac dbi twong lién
quan cua ban la ai? Phan tng ban mong
doi & ho la gi? Ban sé lam gi dé quan ly
ho?

e PHAN LAP KE HOACH

= Muc tiéu: Ban mudn dat dwoc diéu gi? (nén
ré rang, phu hop, do lwdng dwoc...)

» Chién lwoc: Ban dinh di t&i dau? Tai sao?

= P6i trrong: DI tweng muc tiéu clia ban 14
nhirng ai?

= Tuyén bo: V&i chién lwgc noi trén, ban sé
dwa ra tuyén bo gi?

= Théng diép: Ban sé& noi gi vé tuyén bd trén?

communication plans. The following factors
are, however, indispensible as they are taken
from classic communication models.

o Overview analysis
o Objectives

e Stakeholders

o Strategy

e Target people

o Major message

e Channel/ activities
e Assessment

e Adjustment

Depending on the scale of the campaign, the
requirements and characteristics of the target
group, the content of the communication plan
may include or exclude certain factors listed
above.

Following are questions to be taken into
consideration during the development of a
communication plan.

e OVERVIEW ANALYSIS

» Background: What has happened
before? What is the historical
background of the issue being
mentioned?

» External overview. What are the major
factors that will affect your success?

» Stakeholders: Who are the
stakeholders? What reactions do you
expect from them? What will you do in
order to manage them?

e PLANNING

= Objective: What do you want to
achieve? (it should be clear, suitable,
measurable ...)

= Strategy: Where are you heading?
Why?

= Target group: What is your target
group?

» Statement: with the strategy mentioned

above, what statement will you
announce?

» Message: What will you say about the
above statement?
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= Chién thuat (Phuong thirc thuc hién): Ban
sé tién hanh chién lvgc nhw thé nao, ca
trwdc, trong va sau tuyén bo chinh?

= Rdi ro tiém &n: Nhirng van d& gi ban c6 thé
sé phai vuot qua?
* Ngan sach: Ban sé phai chi phi bao nhiéu
tien cho chién dich nay?
» Pénh gig: Lam thé nao dé biét ban da thanh
cbéng
(Xem phu lyc 1: Mau ké hoach truyén thong &
Bac Ninh)

2. Thye hién truyén théng

Sau khi lap ké hoach truyén théng thi can thuc
hién k& hoach truyén théng. Viéc thyc hién ké
hoach truyén théng thuwong théng qua viéc xay
dwng va thwc hién cac chwong trinh truyén
théng. Xay dwng va thwc hién mot chwong
trinh truyén théng thwdng qua 6 budc co ban
sau:

v' Buworc 1: Phén tich tinh hinh va xac dinh muc
tiéu truyén théng

Phan tich tinh hinh 1a @& thu thap théng tin co

ban vé chl dé quan tam truwéc khi quyét dinh sir

dung chwong trinh truyén thdng nao dé hé tro

giai quyét van dé&. Nhirng cau héi don gian ban

dau cho cong viéc nay la:

e Cac cau hdi co ban: Pang ton tai van dé gi?
Van dé& nao can duoc quan tam wu tién? Cac
nguyén nhan chinh va thi yéu tao nén van
dé? Ai c6 lien quan? Bat dau tir khi nao? Quy
mo cla van dé?

e Nhirng thong tin gi da biét va can biét cé lién
quan den van dé va cach giai quyet da co?
Cac van dé tiéu cuc co thé nhin lai & goc doé
khac nhdm nhin manh mat tich cwc dwoc
khéng? Xu thé quan diém giai quyét van dé?

e Van dé nao co thé dung truyén théng dé tac
doéng gidi quyét dwoc?

Sau do6, dwa vao viéc phan tich tinh hinh hién tai
dé xac dinh cac muc tiéu truyén théng. Cac muc
tiéu truyen théng thuong dé cap dén nhirng thay
dOI & dbéi twong truyén théng ma ching ta cb
gang dat téi dwoc. Cac thay ddi nay thwong

» Tactics (implementation method): How
will you implement the strategy before,
during and after the announcement of
the statement?

» Potential risks: What are the problems
that you are likely to be faced with?

» Budget: How much will you have to pay
for this campaign?

= Assessment: How do you know that you
have been successful?

(See Appendix 1: Sample communication
plan in Bac Ninh)

2. Communication implementation

The communication plan needs executing
after being developed. The implementation of
a communication plan is normally realized
through the development and execution of
communication  programs, which often
consists of the following 6 basic steps:

v' Step 1: Analyse the situation and identify
communication objectives

The analysis of the situation is aimed at
collecting basic information about the topic of
concern  before decisions on  which
communication program should be
implemented to solve the problem are made.
Basic questions for this analysis include:

e What are the current problems? Which
problem should be prioritized? What are
the primary and secondary causes to the
problem? Who are related? When did it
start? What is the scale of the problem?

e What information relating to the problem
is already available and what needs to be
acquired? What are the solutions already
available? Can negative issues be seen
from different perspectives to make it
more positive? What is the tendency of

the opinions about solutions to the
problem?
e Which problem can be solved by

communication?

After that, basing on the analysis of the
current situation, communication objectives
are set. Changes desirable in the target group
are often mentioned in communication
objectives. These changes are often aimed

18



Hwéng din Quén ly va thwe hién Hoat dong truyén théng
Guidelines on the Management and Implementation of Communication Activities

hwéng téi viéc: i) Tang nhan thire, kién thie, i)
thay ddi thai do, iii) cai thién cac ky ndng va iv)
thay dbi hanh vi cia dbéi twong. Vi thé cac muc
tiéu truyén théng can dwa ra dwoc nhirng thay
ddi vé dinh lwong dé& gitp chung ta cé thé dé
dang danh gia sau qua trinh truyén théng, liéu
muc tiéu ma ching ta dé ra da dat duwoc hay
chua.

v’ Buoéc 2: Phén tich déi tuong truyén théng

Sau khi xac dinh dwoc tinh hinh va cac van dé
tim hiéu,, can xac dinh céclnhc')'m muc tiéu quan
trong nhat ma chung ta mudn tiép can va ly do tai
sao.

Hay suy nghi that kj. Nhém muc tiéu cé thé chi
la dbi twong trong céng ddng khu dan cw ma dw
an dang tiép can hoéac ciing cé thé rong hon 1a
ca cong ddng trong khu vuc, hodc cé thé hep
hon chi 14 nhitng nhém ngudi ra quyét dinh, chi
la hoc sinh trong trwdng hoc... Tuy theo tirng
muc tiéu truyén thdng ma ching ta sé phai lua
chon nhédm muc tiéu cho pht hop nhét.

Cac cau hoéi thwong dwoc dat ra trong bwédc nay

la:

e Ddi twong truyén théng la ai? Ho cé lién quan
nhw thé nao dén cac van dé dwoc xac dinh?
Cac dbi twong nay cé thé dwoc chia thanh
cac phan nhém riéng 18 khong? Néu co, hay
cb gang xép hang theo th(r tw quan trong

e Cac dic trung vé xa hoi hoc: tudi, gioi, noi
cu trd, nghé nghiép, mirc d6 hoc van, thu
nhap, vi tri xa hdi, t6 chirc — doan thé, dan
téc, tdn giao, cac gia tri van hoéa...

e Cac dbi twong nay cé lién quan gi dén chu
dé truyén thdng: Tap quan hién tai? Mac do
kién thrc lién quan cda ho? Mic d6 quan
tam cOa ho dén chi dé&? Quan diém va thai
do hién tai cla ho déi v&i van dé& nhw thé
nao? Cac dinh kién khoéng ding cta ho vé
chl d& ma chung ta dang quan tam?

e CO nhitng tré ngai ndo co thé can tré cac doi
twong trong qua trinh truyén théng?

e Cac phuwong tién nghe nhin nado ma dbi
twong truyén théng da va dang st dung?
Thoi quen ctia déi twong véi cac phwong tién
truyén théng: vi du, ho c6 nghe dai khéng,
néu co thi & kénh nao va vao gid nao?

e Co cac tb chirc nao thuwdng xuyén thong tin
dén cac doi twong nay?

at: i) enhancing knowledge and awareness, ii)
changing attitude, iii) improving skills and iv)
changing the target group’s behavior.
Communication objectives, therefore, need to
include quantitative changes for an easy
assessment of the achievement levels of the
objectives after the communication process.

v' Step 2: Analyse the target group

Following the identification of the current
situation and issues that need analyzing, it is
necessary to identify the most important
target group we want to approach and the
reasons why.

Think carefully. The target group may include
people living in the areas that are targeted by
the project only. It may also cover a group as
large as the whole local community or as
narrow as decision makers or students only.
The most appropriate target group must be
chosen depending on each of the
communication objectives.

Questions posed in this step include:

e Who are included in the target group?
How related are they to the problems
identified? Can these people be divided
into separate groups? If yes, they should
be grouped basing on the criteria of
importance and social characteristics
including age, gender, residential place,
occupation, academic background,
income, positions in the society and
organizations, religion, cultural values ...

e How related are the target people to the
topic of the communication? - their
current custom? Their level of relating
knowledge? Their level of interest in the
topic? Their point of view and attitude
towards the issue? Their prejudices about
the issue of concern?

e What are potential obstacles to the
communication process?

¢ What vision and audio facilities have been
used by the target group? What are their
habits regarding communication facilities?
E.g. Do they listen to the radio? If yes,
what time and which channels do they
often listen to?

e What organizations often communicate
information to these target people?
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v Buéc 3: Xac dinh cac phuong tién truyén v Step 3: Identify communication facilities

théng

Nguyén tac chung

Phwong phap va phuong tién trong truyén théng
rat da dang, diéu quan trong la ching ta phai st
dung nhuw thé nao cho hop ly, phat huy duoc tbi
da wu thé ctia mdi phwong phap va méi phuwong
tién. Mudn vay viéc lya chon cac phwong tién
truyén théng can phai:

DPap &ng ding muc tiéu truyén théng da xac
dinh.

Phu hop véi trinh d6 nhan théc cha dbi
twong.

Phu hop véi ndi dung truyén thdng da soan
thao.

Phu hop véi nhirtng dac diém van hoa, xa
héi, kinh té cua dia phwong.

Puoc thir nghiém trwwde khi dwoce ra str dung.

Puoc ngudi 1am coéng tac truyén théng swr
dung c6 hiéu qua.

Str dung phdi hgp nhiéu phwong phap va
nhiéu phwong tién truyéen thong

Khéng cé mét phuwong phap, phuwong tién
truyén théng nao tdi wu nhat, hoan thién
nhat; méi phwong phap va phwong tién déu
cé mét loi va mét bat loi. Vi vay trong truyén
thong luén ludn phai st dung phdi hop nhiéu
phwong phap va nhiéu phwong tién cung
phuc vu cho mét muc tiéu, dé cé sw bd sung
cho nhau nham dat dwoc hiéu qud truyén
thdng cao nhét.

Chi don thudn mét phwong phap, mot
phwong tién nao dé sé khé dat dwec hiéu
qua, nhung néu phéi hop mét cach khong
hop ly nhiéu phwong phap va phwong tién sé
gay rbi, anh hudng t&i hiéu qua cla truyén
théng giao duc.

L&i khuyén thwe té

Muén tac dong toi nhiéu ngudi trong khu vuc
hay cong dong, dai phat thanh la mét lwa
chon kinh té.

Néu trong khu vuc cé nhi,éu tivi, truyén hinh
sé la mot phwong tién tot de tac dong toi
nhiéu ngwdi mét luc.

Mudn tac dong téi nhiéu nha ra quyét dinh,
4n pham l1a m,cf)t Iwa chon tuyét voi. Nhiéu
nguwoi trong s6 ho coi bao in la mét trong

Common principles

Communication methods and facilities are
diversified. The important thing is that they be
used in an appropriate way to ensure
maximum effect of each method and facility.
To this end, the selection of communication
facilities need to:

o Satisfy the identified communication
objectives

e Be in line with the target group’s
awareness

e Be suitable with the communication

content drafted

e Be suitable with local social and socio-
economic peculiarities

o Be piloted before being put into use

o Be used effectively by communication
officers

Combined usage of communication

methods and facilities

e There are no perfect communication
methods or facilities. Each has its own
pros and cons. A combination of different
methods and facilities is, therefore,
necessary for communication so that they
can supplement one another for
maximum effect.

e The use of only one method or facility
would make it difficult to be effective.

Inappropriate  combination of many,
however, can lead to troubles, badly
influencing the effect of the
communication.

Advice

e In order to reach a large group of people
in the community, the radio would be an
economical choice.

e In case a large number of TVs are
available, television would be a good
means of communication for large-scale
outreach.

e In order to influence decision makers,
publication would be an ideal choice.
Many of those people consider
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nguon tin dang tin cay nhét.

e Hay tim hiéu nhirtng phoéng vién, nhirng
ngwoi dua tin vé BVMT va cac van dé co lién
quan va tim hiéu cach thirc ma ho viét vé cac
van dé do.

e Thiét lap va gilr quan hé vé&i co quan truyén
thong dai chung. Hay theo nguyén tac:
Nhanh, thwc t&, thang than, céng bang va
than thién.

e Tim hiéu théi quen s dung truyén thong dai
chung cua doi twong.

e Thuyét phuc moi nguoi tir nhom déi twong
tham gia thiét ké néi dung truyén théng.

Buwérc 4: Xay dwng Théng diép truyén théng

Thong diép la ndi dung thong tin ma ta mudn

chuyén tai dén déi twong nham mot muc

dich nhéat dinh.

a. Théng diép bao gém céc thanh té sau:

e Noi dung (cu thé)

e Hinh thirc, phong cach (thich hop dé chuyén
tai n6i dung)

e Yéu t6 tam li (thich hop dé tac dong dén dbi
twong)

e Thoi diém (phat ra théng diép va tuan ty thoi
gian cua cac thong diép trong chién dich)
Thiét ké thong diép cho mot chién dich truyén
théng thwe chat 1a viéc quyét dinh vé 4 thanh t6

nay.

b. Thiét ké thdng diép truyén thdng

e NGi dung cu thé cua cac théng diép duoc
quyét dinh bdi ket qua phan tich doi twong va
ké hoach chung cua chién dich.

¢ Hinh thirc caa thong diép la do ndi dung va
kénh truyén cu thé cta né quyét dinh. D6i voi
cac thong diép gi¢i thiéu cac hanh vi bao vé
moi trwdng thi kénh truyén thich hop nhat
thwong la cac kénh dai ching nhw dai truyén
thanh, bao, vé tuyén truyén hinh, bang tin
coéng cdng...va hinh thic thé hién phai phu
hop véi tieng loai kénh nay.

Loai thong diép nham xay dyng thai do thuong
dwoc truyén qua cac kénh triee tiép, nhat 1a khi

newspapers the most trust-worthy source
of information.

e Find out about the way reporters convey
news about environmental protection and
other relating issues.

e Establish and maintain relations with
public ~ communication  organizations;
observe the principle of being quick,
realistic, candid, fair, and friendly.

¢ Find out about the target group’s habits of
using public communication.

o Persuade target people to take part in the
design of communication content.

v Step 4: Develop
message

the communication

Message is the information we want to pass
to the target group for a certain purpose.

a. A message consists of the following
components:

o Content (tangible)

e Form, style (suitable for the conveyance
of the content)

e Psychological factor (suitable to influence
the target group)

e Time (the time when the message is
transmitted and the time order for the
release of messages during the
campaign)

The design of messages for a communication

campaign is in fact decisions on these four

factors.

b. Communication message design

o The specific content of messages is
decided by the outcomes of the analysis
of the target group and the general plan
for the campaign.

o The form of messages is decided by its
specific content and communication
channel. For messages recommending
environmental protection activities, the
most appropriate channels would be
public ones including radio, newspapers,
television, public bulletin... The form of
presentation must be in line with each of
the channels.

Messages aimed at forming attitude are often
conveyed through direct channels, especially
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dé cap dén cac van dé té nhi, kin dao va do vay
cling phai dwoc thiét ké khac v&i loai thdng diép
trén kénh dai chung.

e Cac tai lieu hd trg nhw t& roi, sach nhd chac
chén phai c6 van phong khac véi van phong
thé hién cac théng diép cho phat thanh,
truyén hinh, bao in.

e Yéu t6 tam ly, phai dwa vao céac két luan cla
phan tich déi twong dé quyét dinh cho dung.
Dwéi day 1a mot sb yéu td tam ly c6 thé tham
khao khi xay dwng thong diép:

Tinh cdm va I4p luén: Nghia la théng diép c6 thé
dwoc dién dat dwéi hinh thirc tinh cdm lap luan
bang ly dé tac dong dén cam xuc hodc nhan thirc
cta déi twong. Néu nhw hinh thirc tinh cam tac
dong dén nhirng cdm xdc cla con ngudi nhu:
yéu, ghét, so hai, lo Iéng, an toan, thi hinh thirc
l&p luan lai str dung nhirng quan diém, két luan
dwa trén cac luan cr khoa hoc, hop ly tac déng
vao ly tri @& hd tro cho cac tuyén bb noi trén.

Trong thuc té, thong diép hiéu qua nhat la két
hop dwoc ca 3 yéu to:

e Thuhatsy chuy,
e Co tinh thuyét phuc va
e Khuyén khich hanh déng.

Tuy nhién nén lwu y rang, bat ky hinh thirc nao
néu goi lén dwoc xuc cdm cua dbi twong thi
dwoc ghi nhé 1au hon.

Tich cuwrc va tiéu cuc:

C6 thé hiéu rang thong diép tiéu cwc 1a théng
diép canh bao vé nhirng két cuc, hau qua toi té
c6 thé xay ra cho dbi twong néu khong thuc hién
|&i khuyén hay chi d&n clia ngui truyén thong.
Thoéng diép tiéu cwe (hay canh bao) la mét dang
cta hinh thirc tinh cam. V&i cach tiép can nay,
sau khi tac déng vao tinh cam cla dbi twong
baéng nhirng canh bao vé& cac nguy co cé thé xay
ra thi thong diép tich cwc sé& chi dan, khuyén
khich dbi twong cach thirc dé han ché hoac lam
giam cac nguy co do.

Nhém va cé nhén: Céch tiép can nay doi hdi vira
phai dwa ra nhirng théng diép nham kéu goi sw
chuyén dbi hanh vi ctia cd nhédm vira phai huéng
t&i kéu goi sw chuyén ddi hanh vi cta tirng ca

when sensitive and intimate issues are
mentioned. These messages, therefore, must
be designed in a different way from messages
conveyed on public channels.

e The writing style for supporting materials
such as leaflets and booklets must be
different from the one applied for
messages to be broadcast on the radio,
television, and printed on newspapers.

e Psychological factors must be
appropriately decided on basing on
conclusions from the analysis of the target
group. Following are some psychological
factors for reference during the message
design process:

Emotion and reason: This means messages
are expressed under emotional and reasoning
form to influence the target group’s feelings
and cognition. While the emotional way can
arouse people’s feelings of love, hatred,
anxiety and safety, the reasoning way makes
use of rational and scientific conclusions and
point of view to influence people’s reason to
support the above-mentioned statements.

In fact, the most effective message would be
one that can combine the following 3 factors:

e Attention attraction
e Persuasiveness and
e Action encouragement

However, it should be noted that any form of
expression that can arouse the target group’s
feelings can stay longer in their memory.

Positive and negative:

It can be understood that negative messages
are those warning about the consequences
caused by people’s refusal to follow
communication workers’ advice or
instructions.

Negative (or warning) messages are in
emotional form. These messages, after
leaving an emotional impact on the audience
by warnings of risks, will be followed by
positive messages, which will provide them
with guidance on ways to limit and reduce the
risks.

Group and individual: This approach requires
for messages aimed at calling for behavior
change from both the whole group as well as
each individual in the group. This way,
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nhan cu thé trong nhém dbi twong dé. Cho nén
trén thue t&, nhor c6 sy két hop nay ma tao ra sw
thay ddi hanh vi mang tinh phong trao réng lén,
khoéng chi cla tirng ca nhan riéng 1& ma con cla
cd nhéom dbi twong. B&i néu nhom dbi twong
déng tinh va phan déng thwe hién hanh vi mong
mudn thi cac ca nhan con lai cling dé thay dbi
quan diém va thuc hién theo.

Hai hudc va nghiém tuc: Cach tiép can nay cho
phép co thé st dung sw hai hwéc dé 16i cudn sw
cha y cha déi twong dbi véi thong diép, tao cho
dbi twong tiép can théng diép trong mét trang
thai vui vé, thodi mai, khong bi (rc ché. Tuy
nhién, néu chi s&r dung phong cach hai hwéc thi
hiéu qua s& khdng cao, b&i déi twong khdng cdm
nhan dwoc sw nghiém tdc cia cac thong diép do.
Vi vay, bén canh sw hai huéc can dwa ra cac
théng diép mang tinh nghiém tac vé néi dung,
nghiém tac vé thai dd yéu cau thuc hién cac
hanh vi mong mudn...Yéu cau khach quan cla
s két hop nay chinh 14 co s& dé xay dwng cac
chuwong trinh, tai liéu nhw: ca dao, ho vé, kich
truyén thanh, kich truyén hinh...cho cac phwong
tién truyén théng dai chung.

Mét méat va hai mét: Day la cach tiép can cho
phép théng diép co6 thé chi néu lén ich loi hodc
han ché hay ca hai. Trién khai théng diép theo
cach nay sé gilp cho dbi twong cé thé nhan rd
va so sanh dwoc hai mét loi, hai d& can nhic va
thwe hién cac hanh vi mong muédn. Tat nhién can
lwu y rang, cung v&i viéc chi ra mat loi, mat hai
phadi huwéng dan cho dbi twong biét cach thuc
hién cac hanh vi mong muén mang tinh tich cuc.

e Thoi diém/ Trinh ty phat théng diép:

Pay la yéu t6 quan trong thuong bi bo quén khi
thiét ké thong diép. Thwong phai c6 3 loai thong
diép chinh trong mét chién dich:

e Thong tin

e Xay dung thai d mong mubn; va

e Khich I& hanh déng.

Trong subt thoi gian ké hoach cia chién dich, &
ting dia ban, co6 thé bd tri thoi didm va thoi
lwong ctia méi loai théng diép khac nhau nham
cac muc dich khac nhau tuy theo thiét ké, danh
gia cuia chién dich.

behavior change can be done on a large
scale as once people in the target groups
have agreed to change their behavior, and
most of them have carried out the change, the
rest will be very likely to follow.

Humorous and serious: This approach allows
for the use of humor to attract the target
group’s attention to the message, creating a
stress- free, jubilant and comfortable
environment in which the audience receive
the message. However, the employment of
humorous style only would be of low effect, as
the serious meaning of the message would
not be understood by the audience.
Therefore, besides their humor factors,
messages should also bear serious content
and attitude to urge the implementation of the
desired behavior. This requirement serves as
a basis for the development of such programs
and materials as poems, songs, radio plays,
television plays... on public means of
communication.

One-sided and two-sided: This approach
allows messages to express either benefits or
losses, or both. This way, the message will
help the target group realize and make
comparison of benefits and losses for them to
consider and decide on the implementation of
the desired behavior. Of course it should be
noted that together with the denotation of
benefits and losses, it is necessary to provide

the audience with guidance on the
implementation of the desired positive
behavior.

e Time/Time order for
messages

This is an important factor which is often
neglected during the design of messages.
There must usually be 3 major messages in a
campaign:

the delivery of

¢ Information
o Development of desired attitude; and
e Action encouragement

During the planned time of the campaign, in
each location, the time and duration of each
type of message can be different for different
purposes depending on the design and
assessment of the campaign.
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Nhirng chuyén gia truyén théng khi 1én ké hoach
thoi diém phat cac thong diép thudng st dung 2
loai tuan tw nhw sau:
Tuén tw Théng tin — Théi d6 — Hanh vi
Thoéng tin: Tinh trang hién tai
Thai d0: Quan diém vé van dé hién tai

Hanh vi: Can phai lam gi dé& khac phuc tinh trang
hién tai.

Thai dé — Théng tin

Hanh vi: Chang ta can phai lam gi d& khac phuc
tinh trang hién tai.

Thai d6: Quan diém vé van dé hién tai hodc vé
giai phap de nghi

Thong tin: Tinh trang hién tai (can phai lam nhw
thé vi...)

Tom lai, dac treng quan trong cta mét kich ban
cho truyén théng tdt, bao gém:

Tuén tw Hanh vi—

e Dung tir nglr va cac y twédng don gian, binh
dan va chinh xac (dung t&r nglr “dao to bua
I&n”, cau van dai va ciu tric nglr phap phirc
tap chi lam dbi twong nham l1an);

e Dung cac tr "théng thuwdng" con ngudi céd
thé hiéu dwoc (khdng nén néi "25% dan sb"
trong khi ban c6 thé néi "clr 4 nguwoi thi cé
moét nguoi");

 Théng diép phai hap dan, "bat mat™: tao hirng
thu la mét phan quan trong cua truyén thong;

e Colién quan;
e Covan hoa.

Pham chét yéu ciu hang dau déi véi mot nguoi
soan thdo théng diép tét trong linh vwe nay 1a tao
ra mot ban thao trwéc, sau do phat trién, kiém
tra, bd sung thay thé va kiém nghiém. Néu danh
gia nhan xét cla riéng ban nhwng cling dwng
ngai dé nghi ngudi khac nhan xét. Dac biét lwu y
dén nhirng théng diép hwéng dén nhitng nguoi
& cac nén van hoa khac. Nhirng gi c6 thé 1a binh
thuwdng, cé ich hay lich sy déi véi ban va ban bé
clia ban cé thé gay kho chiu déi véi nhivng ngudi
c6 doi sbng van hoa khac biét.

v Buéc 5: Tao sén phédm va thir nghiém

M6t trong nhirng 16i phd bién nhat 1a bé qua
nhirng y kién va cac kénh théng tin thé nghiém,
ho&c chi tién hanh tht nghiém ngay trong noi bd
van phong cta ban ma khoéng pha| la gitra cac
déi twong ma thong diép huong dén. Diéu nay
c6 thé dan dén cac thong diép v6 nghia hoac co

Communication experts often observe the two
following orders in their planning of message
delivery time.:

The order of Information — Attitude — Behavior

Information: The current situation
Attitude: Point of view on the current situation

Behavior: What needs to be done to
overcome the current situation

The order of Behavior — Attitude —

Behavior: What we need to do to overcome
the current situation

Attitude: Point of view on the existing problem
or suggested solutions

Information: the current situation (This needs
to be done because...)

In short, a good communication play script
needs to:

Information

e Use accurate, ordinary and simple
language (the use of “eloquent” words,
long sentences and complicated grammar
structures can cause misunderstanding);

e Use words that can “normally” be
understood by the majority of people (e.g.
instead of saying "25% of the population”,
say "one out of every four people");

o The message must be attractive, eye-
catching. To be inspiring is an important
part of communication;

o Be relating;
e Be cultural

The best procedure for the development of a
message would be to make a draft first, then
develop, check, supplement or make
replacements, and test the message. You
should have your own comment, but don’t
hesitate to ask others to propose theirs.
Special attention should be paid to messages
aimed at people of cultures different from
yours. Behavior considered normal, useful or
polte in your culture may cause
inconveniences to people of different cultures.

v' Step 5: Create the product and pretest it

One of the most common mistakes would be
to skip opinions from pretesting channels, or
to carry out the pretesting among people in
your office only while this should be done
among the target group. This may make the
message meaningless or culturally offending.
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kha nang gay phdn cadm vé& mat van hoa hoac
san xuét nhirng tai liéu ma nhiéu ngudi trong
nhom déi twong muc tiéu khong thé truy cap
dwoc. Vi du, cac cudn sach nhd thi co rat it gia tri
déi v&i nhirtng nguwdi khdng biét chiv, con cac
chwong trinh truyén hinh s& khéng c6 hiéu qua
néu noi cac dbdi twong khan gid muc tiéu sinh
sbng lai khéng co dién.

Viéc thir nghiém phai dwoc tién hanh trong nhém
cac déi twong muc tiéu. Néu déi twong muc tiéu
la cac nébng dan nam gidi tré cia mét dan téc cu
thé nao dé, viéc thir nghiém phai dworc tién hanh
gilra nhirng ngwoi nay ch&r khéng phai la gitra
nhirng ngwoi ndbng dan nam gi¢i tré cia moét
nhém dan téc khac séng gan van phong ban.
Viéc thr nghiém nhdm muc dich ap dung tho
nhirng y twdng, thong diép va cac chuong trinh
thi diém v&i mot nhom dai dién cho ddi twong
muc tiéu va cac dong nghiép trwdc khi hoan
chinh. Viéc thir nghiém cé thé duoc tién hanh &
nhiéu merc dd khac nhau véi chi phi khac nhau
va khéng nhét thiét phai tén nhiéu thoi gian.

Tai sao phai thir nghiém?

Tién hanh th&r nghiém Ia nham tim hiéu xem liéu
cac thdng diép co6 thich hop dé chuyén tai theo
phuong phap da dw kién hay khéng va liéu khan
gia co thich va hiéu cac théng diép hay khong.
Diéu nay giup tiét kiem thoi gian va chi phi théng
qua xac dinh va gidi quyét van dé & ngay giai
doan dau, déng thoi dwa ngudi dan dia phwong
cung tham gia gép y cling nhw cho ho biét co
hoat ddng nhw vay dang dién ra.

Hay nh& rang: muc dich cla viéc thir nghiém [a
nham dam béo rang cac thong diép va tai liéu sé
dem dén hiéu qua, va néu can thiét thi phai cai
thién chat lwong chi khéng chi don gian 1a phé
duyét cac thdong diép va tranh né cac cbng viéc
tiép theo.

Déng théi hay nhé rang: Mac du viéc chia sé cac
thong diép voi cac ddng nghiép va cac dbi tac
nham dadm bdo sy chinh xac vé& mat ky thuat
nhwng cling can lwu y nhitng gi ho nghi hodc
hiéu tlr cac thong diép co6 thé rat khac so véi suy
nght va hiéu biét ctia cac déi twong hwéng dén.
Hay sdn sang véi tinh huéng ma cac déng
nghiép ban khéng thich cac théng diép hay cho
rang cac tai liéu khéng hé hap dan nhwng cac
khan gid muc tiéu lai cho rang ching dé hiéu,
dang tin cay va phu hop.

The mistake may also lead to the production
of materials that are inaccessible for the
target group. E.g. booklets would be of little
value for illiterate people, and TV programs
would be of little effect if they are broadcast in
places where electricity is unavailable.

The pretesting should be conducted among
the target group. If the group consists of
young male farmers in a certain ethnic group,
the pretesting should be done among these
people rather than young male farmers in a
different ethnic group near your office.

The pretesting is aimed at trying new ideas,
messages and pilot programs among
representatives from the target group and
colleagues before their completion. The
pretesting can be done at different levels, at
different costs, and is not necessarily time-
consuming.

Why pretesting?

The aim of pretesting is to find out whether
the message is suitable with the planned
method of conveyance and whether the
audience like or understand it or not. This will
help save time and costs by identifying and
solving problems from the first stage while
informing local people of the activities to
come as well as involve their participation and
opinions.

Remember that the aim of the pretesting is to
ensure that messages and materials will be
effective and, if necessary, improve quality
rather than just to have them approved and to
avoid follow-up activities.

Remember also that although the message is
shared among colleagues and partners to
ensure technical accuracy, their thoughts and
understanding of the message may be quite
different from those of the target audience.
Be prepared for cases when messages and
materials are disapproved by your colleagues
but considered to be easy to understand,
trust-worthy and suitable by the target group.
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Ban can tim hiéu nhirng gi?

Viéc kiém nghiém nham muc dich ddm bao cac
théng diép va tai liéu la:

Co thé hiéu dwoc;

Puoc xa hoi chap nhan;

Cé lién quan v&i cha dé;
Hap dan;
Cé tinh thuyét phuc.

Ban thir nghiém bang cach nao?

Hay luén nhé rang cac doi twong muc tiéu la
nhirng ngwdi c6 nhan xét cudi cung vé nhirng
thdng diép cua ban, quy trinh thir nghiém bao
gom:

Bat dau bang viéc héi y kién tw véan clia cac
dong nghiép dia phwong & ngay trong co
quan ban dé kiém tra cac thong tin k¥ thuat;

Thao luan vé cac thong diép va dwa ra cac
tai liéu dé xuat cho cac chuyén gia

Néu théng diép hay tai liéu do nam gidi
chuan bij thi can cé phu nir xem xét va ngwoc
lai;

Néu can cé nhirng thay ddi cho théng diép,
hay thwc hién diéu do réi sau dé thir nghiém
y twdng/thdng diép/tai liéu véi cac dbi twong
muc tiéu, chéng han nhw dung hinh thic
thdo luan nhém tap trung hay phéng van ca
nhan hay phdng van nhém. Néu déi twong
dwgc hwéng dén dau tién 1a thanh nién tré &
vung néng thén, hay thr nghiém cac théng
diép v&i mét sb lwong dai dién nhirng thanh
nién tré nay. Néu nhém déi twong hwéng dén
tiép theo 14 nhitng ba me hay cac giao vién,
hay th&r nghiém thong diép v&i ho;

Néu can thiét, thwc hién nhirng thay dbi dwa
trén phan phan héi ctia nhém déi twong muc
tiéu va quay lai thwc hién quy trinh nay.

Vi nhirng thong diép da dwoc ther nghiém, ban
c6 thé bat dau chon kénh truyén théng.

Xin xem thém:

Phu‘ luc 2: Hwéng dan th&r nghiém tai liéu
truyén thong

Phu luc 3: Cau hdi thtr nghiém cho t& roi
trwéce khi in va phat hanh

What do you need to find out?

The pretesting is aimed at ensuring that
messages and materials are:

e understandable;

e socially acceptable;

e relating to the topic;

e appealing;

e persuasive

How to carry out the pretesting?

Remember always that the target people are
the ones who will produce the final comments
on your message. The pretesting procedure is
as follows:

e Begin by asking for consultation from your

office colleagues to test technical
information;
e Discuss messages and put forward

proposals for communication experts -
Messages and materials developed by
males should be reviewed by females and
vice versa.

¢ Make changes to messages if necessary,
and then pretest the
ideas/messages/materials among the
target group under the forms of focus
group discussions, in depth interviews or
group interviews. If rural youngsters are
targeted, test the messages with
representatives from them. Do the same if
the target group consists of mothers or
teachers;

o If necessary, make changes basing on
feedbacks from the target group and
repeat the whole process from the
beginning.

In case messages have already been tested,

you can go on to choose communication

channels.

Please also have a look at the following:

e Appendix 2: Guidance on pretesting
communication material

o Appendix 3: Sample questions for leaflets
before printing and issuance
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v’ Buéc 6: Thuce hién truyén théng

Cung v6i cac théng diép, tai liéu, va déi twong
chon lya tr nghién ctru, bay gior 1a luc bét tay
vao cong tac thyc hién truyén thong. Tt ca cac
loai truyén théng déu cé rui ro nhwng ngudi dua
tin s& toi thiéu hoa rii ro d6 bang cach chuan bj
that hoan hao.

Dwéi day chi la mot sé cac chi dan cta Wilbur
Schramm, mét cb gido sw ndi tiéng nguoi My, vé
nhirtng gi tao nén mét chién dich truyén théng
phat trién tét:

M&i mét chién dich truyén théng co hiéu qua
cao déu két hop ba yéu td co ban: dich vy,
lién lac c& nhan va mét chwong trinh hé tro
théng tin va gido duc trén dién réng.

Néu c6 thé, cong cu truyén théng hiéu qua
nhat cha chién dich théng tin 1a cac cudc
viéng tham dén tan nha duwoc thyc hién bdi
doi ngd tuyén truyén cé déng co va cé ning
Iwe.

Nhirng hinh thirc truyén théng truc tiép co
dong gop rat hiéu qua nhwng can co sy Ung
hd tlr cac kénh théng tin va tuyén truyén.

B4t ky kénh théng tin nao dwoc st dung di
nra, chung ta cling déu cé thé tin vao sw
truyén tin qua hinh thirc néi chuyén.

Cach thirc thanh céng nhét trong viéc ngén
chén cac tin dén that thiét da dwoc chirng
minh 1a (a) néu tron ven cac di¥ liéu ngay tw
dau, (b) tiép tuc théng tin dén nhirng nguoi
cé chuyén mén va (c) tiép tuc theo déi théng
tin.

M6t s6 khé khan trong truyén théng

Théng tin truyén di thiéu cu thé (dinh hwong
xuat phat diém, quy mé, pham vi, myc tiéu
cla hanh dong...)

Théng tin chi mang tinh chat mét chiéu
Thong tin truyén di bi phirc tap hoa vé noi
dung va cau trac

Lwong thong tin chuyén ts’i\i doén dap vuot qua
kha nang tiép nhan cta doi twgng nhan tin

v' Step 6: Communication implementation

With the messages, materials and target
group available, it's time now to start the
communication work. All kinds of
communication have their own risks, but the
transmitter will minimize these risks by his
perfect preparation.

Below are some instructions on how to create
a successful communication campaign by
Wilbur Schramm, a famous late American
professor:

e All highly effective communication
campaigns have the three basic factors of
services, personal contacts and a large-

scale  education and information
supporting program.

o |If possible, the most effective
communication tool would be home visits
paid by capable and motivated
communication workers.

o Despite the high effect of live
communication forms, support from

propaganda and information channels is
needed.

e Information transmission through talks
can be trusted with any information
channel used.

e The way proved to be most successful in
preventing groundless rumor would be (a)
provide all data from the beginning, (b)
continue to provide professionals with
information and (c) continue to keep track
of information

Some difficulties in communication

e The information transmitted is not specific
(starting point orientation, scale, scope,
action objectives...)

e Information is one-way only.

e The content and structure of the
information transmitted is made
complicated.

The amount of information is too large
and surpasses the audience’s receiving
capacity.
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DPéi twong nhan thong tin cé thé c6 cac mic
dé nhan thrc khac nhau, co6 tap quan/ thoi
quen khac nhau, cé ngudn lwc ndi tai khac
nhau..., ttr d6 dan dén hanh déng khac nhau.

Nguwoi nhan théng tin khong co diéu kién
kiém soat hanh vi clia minh hoac SO sanh voi
cac hanh vi xung quanh minh dé diéu chinh

Viéc chuyén thoéng tin tr ngdn ngir hinh anh
qgua ngoén nglr 1o néi va nguoc lai khdng phai
don gian

NGUOI THUC HIEN TRUYEN THONG

Trong bdi canh cla dw an Quan ly nwéc thai tai
cac Cong ty quan ly nwéce thai trong dia ban dw
an, nguwdi thue hién truyén théng sé la nhivng doi
twong sau:

Don vij trwe tiép t6 chirc, quan ly va giam sat
hoat dong truyén thdng sé 1a Bd phan Cham
s6¢c khach hang (CSKH) tai ttrng Cong ty,
thanh vién cia bo phan CSKH cé thé la
nhitng ngwoi dén tr cac phong ban khac
nhau trong Céng ty nhwng cé trach nhiém
lién quan va cé kha nang thwc hién cac hoat
dong tiép can tryc tiép téi khach hang, téi déi
twong truyén théng. Thanh vién cta bd phan
CSKH sé& chiu trach nhiém hé tro ky thuat
cho cac don vi cong tac néu trong qua trinh
truyén théng co6 cac don vij cong tac tham gia.

Cédc doan thé chinh trj - xa héi (Hoi LHPN,
DPoan Thanh nién...) la don vi cdng tac cho
cac hoat dong truyén théng trwc tiép ciing
nhw gian tiép tai cong dong.

UBND cép phwong 1a don vi hé tro bd phan
CSKH trong td chirc hodc quan ly hoat ddng
truyén théng tai cong déng, dac biét trong
nhirng hoat déng cé sw két hop nhiéu ban
nganh va té chirc hop dan.

CAP NHAT THONG TIN VA PIEU CHINH HOAT
DONG

Trong qua trinh thyc hién t‘ruyérJ thong, khong
phéi luc nao moi viéc cling déu dién ra theo dung
ké hoach. Vi vay, viéc dieu chinh hoat déng/kinh

e The target audience may have different
levels of awareness, different
customs/habits, internal resources...,
resulting in different reactions.

e The recipient of information is not in good
condition to control his/her own behavior
or compare it with that of surrounding
people for adjustment.

e The transformation of information from
images into utterances and vice versa is
not at all simple.

COMMUNICATION WORKER

In the context of the Wastewater and Solid
Waste Management Program the
communication workers in the wastewater
companies include the following units:

e The unit directly responsible for the
organization, management and
supervision of communication activities is
the Customer Care Unit (CCU) in each
company. Members of the CCU can be
people coming from different departments
within the company but having relating
responsibilities and the capacity of
making direct contacts with customers
and the target group of communication.
Members of the CCU will be responsible
for providing its partners with technical
assistance if there is participation and

cooperation from other units in the
communication process.
e Socio-political = organizations (the

Women’s Association, the Youth Union...)
are those cooperating in direct or indirect
community-based communication
activities.

o Ward People’s Committee will support
the CCU in the organization and
management of community-based
communication activities, especially
activities involving cooperation from
different sections and public
organizations.

INFORMATION UPDATE AND ACTIVITY
ADJUSTMENT

It's not true that things always go as planned
during the implementation of communication;
the adjustments of activities/fund or
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phi hay hinh thirc truyén théng nhdm phu hop
véi thue té 1a viéc 1am can thiét, cAn dwoc lwu .
Nhirng thay déi hay diéu chinh k& hoach truyén
thdng cta hop phan xuét phat tv nhu cau thuc
té, dwoc phan anh tlr cac bén lién quan dén hoat
doéng truyén théng: i) cong déng huéng loi; ii)
nhirng truyén théng vién va iii) thanh vién ban
quan ly dy an.

Cac théng tin thu dwoc tir cong dong, tir thanh
vién tham gia truyén théng sé dwoc phan hoi dén
bé phan chiu trach nhiém truyén théng (Trong bbi
canh cua dy an chinh la B6 phan CSKH). Tuy
theo mirc d6 phu hop véi thwe té, bd phan truyén
thong sé dé xuét sy diéu chinh/duy tri hinh
thirc/hoat ddng/kinh phi truyén théng 1én Giam
déc Cong ty va Dy an dé phé duyét va thyc hién
tiép.

3. Twliéu héa, giam sat va danh gia

Trong qua trinh truyén théng ching ta hay chéc
chan moi thir dang van hanh tét. Vi vay, can phai
kiém tra xem cac k& hoach truyén théng cua
chung ta thanh céng nhw thé nao. Ban sé can
tim hiéu mét sb diéu, vi dy nhu:

o Liéu théng diép cé dung;
e Liéu né c6 dén duoc dung dbi twong khéng;

« . Nhitng doi twong nao dang chap nhan nhing
hanh vi tot nhat cé thé.

Giam sat va danh gia cac hoat déng néi chung
va hoat déng truyén théng néi riéng la mot diéu
binh thwérng (mac du trén thuc té thuwong it co
giam sat va danh gia cho du chung nén dwoc coi
la moét phan gan lién cla mét chwong trinh
truyén thong tot).

Giam sat c6 nghia la danh gia tién d6 ctia mot
chwong trinh trong suét thoi gian chwong trinh
do van hanh (diéu gi xay ra va xay ra nhw thé
nao).

Danh gia c6 nghia la do lwdong hay danh gia sy
thay d6i mot cach cé hé théng nham cai thién
viéc ra cac quyét dinh hay thwc hién chwong
trinh trong twong lai (diéu gi la két qua cua sw
can thiép bang truyén théng). R rang hai hoat
déng nay c6 nhirng linh vwc trung nhau.

Trong mét chuwong trinh tuyén truyén nang cao
nhan thirc, ban s& mudn theo dbi cac théng diép

communication forms, therefore, are
necessary to make them more appropriate
and realistic. Changes to or adjustments of
communication plans originate from real
needs reflected by the following stakeholders
of communication activities: i) beneficiary
community; ii) communication officers and iii)
members of the project management unit

Information collected from the community and
communication workers will be sent to the unit
responsible for communication (which is the
CCU itself in the WWM project). Depending
on realistic factors, the communication unit
will  make proposals concerning the
adjustment/maintenance of communication
fund/performance/form to the director of the
company and the project for approval and
follow-up implementation.

3. Documentation, supervision and
assessment

Make sure that things go well during the
communication process. It is, therefore,
necessary to check how successful our
communication plans are. Some things must
be put into consideration, for example:

¢ |s the message right?

e |s it transmitted to the

audience?

right target

e Which people can accept the best

possible behavior?

It is normal to supervise and assess general
activities and communication activities (in
fact, there are few supervision and
assessment activities although they should be

made part of a good communication
program).
Supervision means the evaluation of

progresses made in a program during its
implementation (what has happened and
how).

Assessment means the systematic
measurement or evaluation of changes to
improve the making of decision and the
implementation of the program in the future
(what the outcomes of communication
interventions are). It is obvious that these two
activities share some common areas.

In an awareness raising communication
program, you will wish to know how your
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cta ban dwoc truyén théng nhuw thé nao qua cac
kénh truyén thong khac nhau. Liéu cac théng
diép phu hop c6 duoc truyén tai khong? Liéu cac
thong diép cé dwoc tiép nhan khéng? Néu cau
trd 16 cho cau héi dau la cé phu hop ma cau tra
I cho cau hdi sau 1a khoéng thi diéu gi dang can
tré viéc hiéu dung van dé? Daéi ngl nhan vién
cla ban nén coi giam sat nhu la mét phan quan
trong trong cong viéc cla ho, cung cap cho ban
nhitng phan héi thwong xuyén dé khac phuc
nhirng thiéu soét va rat ra cac bai hoc kinh
nghiém. Va néu cong ddng thuc sy la mot dbi tac
trong chwong trinh cta ban, cac thanh vién cla
céng déng nén duwoc khuyén khich dé luén théng
b&o tin tirc cho ban vé dién bién chwong trinh -
ca tét 1an chwa tét - va cung cp dau vao cho
viéc dinh huwéng thwc hién chwong trinh trong
twong lai.

Chung ta ciing can danh gia cong viéc cia minh
hang nam, luan phién gitra danh gia ndi bg, st
dung chinh nhan vién cda ban va danh gia bén
ngoai, tirc 1a cé thé théng qua cac chuyén gia dia
phuong hodc tw van bén ngoai st dung ky thuat
danh gia tham gia. Diéu nay c6 nghia la ching ta
sé cb gang do lwong hay danh gia mot cach cé
hé théng nhirng thay dbdi vé nhan thirc, thai do,
hanh vi va niém tin ctia nhém déi twong muc
tiéu.

Trong bdi canh cta dw an Quan ly nuwéc thai,
viéc giam sat va danh gia c6 thé dwoc thuc hién
b&i nhiéu bén:

e Giam sat va Péanh giad béi cong dong: Cong
ddng sé dwoc yéu cau tham gia vao giam sat
truyén théng nham danh gia sé lwong va chét
lwong hoat déng tai dia phwong minh. Co
ché cho phuwong phap giam sat nay dwoc
thwe hién b&i cac truyén théng vién co sé va
thdng qua cac hinh thirc nhw phiéu danh gia,
hom thw danh gia, phdng van truc tiép...

e Giam sat va danh gia bdi thanh vién bé phén
CSKH, Ban gidgm dbc Céng ty va dai dién
chinh quyén dia phuong. Céc kj nang giam
sat can thiét s& dwoc tap huan ngay tir khi
bat dau duw an. Hoat déong nay dwoc tién
hanh theo hoat déng truyén théng va theo
trng thang. Két qua giam sat dwoc bao cao
tai cac cudc hop giao ban hang thang.

messages are transmitted through different
communication channels. Are suitable
messages transmitted? Are they received? If
the answer for the first question is “yes”, but
“no” for the latter, then what are the obstacles
to the right understanding of the issue? Your
staff should consider supervision an important
part of their duty and provide you with
frequent feedback to overcome shortcomings
and accumulate experience. And if the
community is a partner in your program,
members of the community should be
encouraged to keep you constantly informed
of the progresses — good or bad — made in
the implementation of the program, and to
provide their input for the orientation of the
project implementation in the future.

Its necessary for people to carry out the
assessment of their performance every year,
using both internal assessments, i.e. making
use of their own staff, and external
assessments, i.e. employing local experts or
external consultants. This means they will try
to systematically measure or assess changes
made to the target group’s awareness,
attitude, behavior and belief.

In the circumstances of the WWM project,
supervision and evaluation activities can be
carried out by many stakeholders.

e Supervision and evaluation by the
community: the community will be
required to take part in the supervision of
communication to evaluate the quantity
and quality of the activities carried out in
their area. The mechanism for supervision
activities will be developed by local
communication workers and in forms of
evaluation forms, evaluation boxes,
interviews...

e Supervision and evaluation by CCU
members, the company’s board of
directors and representatives from the
local authorities: necessary supervision
skills are trained right from the onset of
the project. This activity is carried out
following communication activity and on a
monthly  basis.  Conclusions  from
supervision activities will be reported at
monthly meetings.
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o Giam sat va hé tro béi tw van du an: Tw van
dw an thyc hién viéc ho trg giam sat theo
trng hoat déng va khéng dinh ky.

Panh gia la do Ilwvong tac dong cua chwong trinh
ddi véi cude sbng clia nhém ddi twong muc tiéu.
DPanh gia can chi ra ca nhirng két qua tich cwc va
tiéu cwc cua chuwong trinh cling nhw ca tac dong
mong mudn va khdéng mong mudn. Ban can
nghién cru dwa ra phwong phap danh gia phu
hop trwdc khi Ién ké hoach va thwe hién chwong
trinh truyén théng. Ban c6 thé st dung cac
phwong phap khac nhau cho mdi dot danh gia
va tat nhién 1a nén két hop nhiéu phuwong phap
thu thap théng tin d& c6 két qua danh gia chinh
Xac.

Dé thiét ké viéc danh gid chuong trinh truyén
théng, can quan tdm den 3 loai danh gia:

e Danh gia qua trinh: Xac dinh pham vi, qui moé
ma chwong trinh truyén thdng da thwc hién
nhw ké hoach

e Danh gia tdc dong: Xac dinh cac hiéu qua
ngan han hodc trung han ctia chwong trinh
nham mong mudn xem xét cac hoat déng
truyén théng da cé anh hwéng gi dén viéc
phat trién/ giadi quyét van dé

e Danh gia két qua: Tap trung vao cac hiéu qua
dai han va moé tad dwoc viéc hoan thanh cac
muc tiéu clia chwong trinh

Cac cau hoi thwong dwoc st dung trong viéc
danh gia chwong trinh truyén théng:

C4u hdi vé qua trinh
e Hoat dong truyén théng cé dwoc thwe hién
dung quy dinh khéng?

e Cac théng diép truyén théng nao da dwoc
xay dwng va bang cach nao? Bao nhiéu
théng diép da duwgc xay dwng? cac théng
diép do dwoc truyén qua cac kénh truyén
théng nao, v&i tan suat nhw thé nao?

e CoOng dong c6 suy nghi gi vé hoat dong
truyén théng (jé dwoc thwc hién, vé cac
théng diép truyén théng ma ho nhan duwoc?

C4u hdi vé tac déng

e Supervision and support by the project’s
consultants: supervision and support will
be provided by the project consultants for
each activity and on an irregular basis.

Evaluation is the measurement of the impact
left by the program on the target group’s life.
Evaluation activities should point out both
positive and negative outcomes of the
program as well as its expected and
unexpected impact. Appropriate evaluation
method needs to be worked out prior to the
development and implementation of the
communication program. Different methods
can be employed for each time of evaluation,
and different methods of information
collection should be combined for precise
evaluation results.

To design the evaluation of communication
programs, the following 3 types of evaluation
need to be put into account:

e Process assessment: identify the scope
and scale of the planned implementation
of the communication program.

e Impact assessment: identify the short-
term or medium-term effects of the
program to see what impact the
communication activities have had on the
development/solution of issues.

e Outcome assessment: focus on long-term
effects and describe the achievement of
objectives of the program.

Questions  frequently asked in
assessment of communication include:

Questions about process

the

e Do the communication activities conform
to regulations?

e What communication message has been
developed, and how has it been
developed? How many messages have
been developed? Through which channel
and with what frequency are they
transmitted?

e What are the public opinions about the
communication activities implemented
and about the communication messages
received?

Questions about effect
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e (C6 bao nhiéu g’éi twong da nhan duoc cac
thong diép truyén thong?

o Ty lé doi twong biét, nhd vé cac thong tin
dwoc truyén thong?

Ty I& doi twong hiéu dung cac thong tin duoc
truyén thong?

e Co6 nhirng hanh vi tich cyc nao ma déi twong
da thwc hién sau qua trinh truyén thong?

Cau hdi vé két qua

e Ty lé thay dbi v& nhan thirc va hanh vi cla
codng dong tdi cac van dé da thwc hién truyén
théng (thwong dwoc dung dé danh gia hiéu
qua cla qua trinh truyén théng, so sanh giai
doan trwédc va sau khi thwc hién truyén
thong)

e Pham vi anh huwdéng c@a cac hoat dong
truyén théng t&éi cac doi tweng gian tiép
khac?

e Két qua dat dwgc cla cac myc tiéu ma ké
hoach truyén théng da dé ra?

3.1 Cdc phwong phap thu thap théng tin dé
danh gia

Cac phuwong phap thu thap_thong tin co ban la

quan sat, phéng v an sau va khao sat

a. Quan sat

N6i dung: Quan sat la phwong phap ghi lai co
kiém soat cac sw kién hodc cac hanh vi (rng xt
clia con nguwdi. Phwong phap nay thuwdng dwoc
dung két hop véi cac phwong phap khac dé kiém
tra chéo dd chinh xac cua di liéu thu thap. Co6
thé chia ra:

e Quan sat truc tiép va quan sat gian tiép:

Quan sét truee tiép 1a tién hanh quan sat khi sy
kién dang dién ra. Vi du: Quan sat hanh vi rira
tay bang xa phong sau khi di vé sinh ctia nhém
déi twong hoc sinh; Quan sat hanh vi virt rac thai
clia nhém dbi twong dich...

Quan sét gian tiép 1a tién hanh quan sat két qua
hay tac dong clGa hanh vi, chir khéng truc tiép
quan sat hanh vi. Vi du: Nghién ctru vé sbé lwong
hé gia dinh st dung nwéc sach trong tirng thoi
ky; Nghién ctru vé sé lwong khach hang dau ndi

How many target people have received
the communication messages?

o What is the rate of target people who are
aware of and can remember the
information communicated?

o What is the rate of target people who can
understand the information communicated
appropriately?

o What positive behavior has been adopted
by the target people after the
communication process?

Questions about results

o What is the rate of target people whose
awareness of and behavior relating to the
issues communicated have been
changed? (This is often used to assess
the effect of the communication process
and to make pre- and post-
communication comparison.)

e What is the scope of effect of the
communication activities on different
indirect target groups?

e What are the achievements of the
objectives set in the communication plan?

3.1. Methods of information collection for
assessment

The basic methods of information collection
include observation, in-depth interviews and
surveys.

a. Observation

Content: Observation is a method of
controlled recording of events and people’s
behavior. This is often employed in
combination with other methods to cross-
check the preciseness of the information
collected. There are different types of
observation:

e Direct and indirect observation:

Direct observation takes place at the time of
the event. The observation of hand washing
with soap after going to toilet among students
as well as the action of littering among target
people can be taken as example.

Indirect observation is the observation of the
results or impact of the behavior rather than
the behavior itself. For example: study on the
number of households using clean water in a
period of time; study on the number of
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v&i hé thdng thoat nwédce thai cla dia phwong qua
tieng thoi ky...
¢ Quan sat bi mat va quan sat cong khai:

Quan sat bi mat (nguy trang) cé nghia la déi

twong dwgc nghién ciru khéng hé biét ho dang bi

quan sat. Vi qu: Bi mat quan sat mirc d phuc vu
va thai do doi (rng x&r cua nhan vién véi khach
hang.

Quan sat cong khai c6 nghia la déi twong duoc

nghién clru biét,ho dang bj quan sat. Vi du: f_)i

kiem tra viéc that thoat nwdc qua tinh hinh dau

néi dong ho nude tai tieng hd gia dinh.

e Uu nhuwoc diém:

Uu diém

4 Quan sat bi mat thu dwoc chinh xac hinh énlj
vé hanh vi nguwoi tiéu dung vi ho khong hé
biét rang minh dang bi quan sét.

v Thu dwoc théng tin chinh xac vé hanh Vi
nguwoi tiéu dung khi ho khéng thé nao nh& noi
hanh vi cua ho mét cach chinh xac.

v Tranh duoc tinh hubdng nhiéu nguoi ngai
khéng tra loi doi voi mét so cau hoi phdng
van.

v C6 thé d& tén kém hon so véi m 6t s
phuwong phap khac.

v Ap dung két hop phuong phap quan sat voi
phuong phéap khac dé kiém tra chéo dd chinh
Xac cla théng tin thu th ap duoc.

Nhuwoc diém

Tuy nhién két qua quan sat duwoc khéng co tinh
dai dién cho sb déng. Khéng thu thap duwoc
nhirng van dé drng sau hanh vi dwgc quan sat
nhw déng co, thai do...Dé ly gidi cho cac hanh vi
quan sat dwogc, nguwoi nghién clru thwdng phai
suy dién chl quan. C6 thé tén thai gian néu hanh
vi quan sat it khi xay ra. C6 thé kho tiép can dé
quan sat

b. Phéng van sau

N6i dung: Phwong phap thu thap sb liéu trong dé
ngwdi phéng van dat nhivng cau héi dé tim hiéu
xem déi twong dwoc phéng van lam, suy nghi,
hodc cam thay gi. Nguwoi phéng van dua vao
muc tiéu phdng van dé chuén bi nhitng cau hdi
phu hop, thueng nén st dung nhiéu loai cau hdi
khac nhau dé khai thac thong tin, cac cau hai
chuén bj khéng phai Ia cb dinh ma c6 thé thay
ddi theo sw trd 161 cia ddi twong dwoc phdng

households being connected to the local
sewerage system in a period of time ...

e Open and secret observation:

Secret (disguised) observation means that the
target people do not know that they are being
observed. For example: secretly observing
the quality of service and the attitude of the
staff towards customers.

Open observation means that the target
people know that they are being observed.
For example: Inspecting the loss of water by
checking the water meter in each household.

¢ Advantages and disadvantages:

Advantages
Secret observation can

v' bring about exact image of consumers’
behavior as they do not know that they
are being observed.

v collect exact information about
consumers’  behavior = when they
themselves cannot remember it exactly.

v' avoid cases in which respondents do not

want to answer certain interview
questions.

v' be possibly less costly than some other
methods.

v' be used in combination with other

methods to cross-check the preciseness
of the information collected.

Disadvantages

The results from observation, however, are
not representative for the majority of people.
Such factors behind the behavior as motives,
attitude... cannot be collected. To argue for
the observed behavior, subjective reasoning
is often resorted to. It may also take a long
time if the observed behavior does not
happen quite often, making access to it
difficult.

b. In-depth Interview

Content: This is an information collection
method in which questions are put by the
interviewer to get to know about the
interviewee’s actions, thoughts, and feelings.
Basing on the objectives of the interview,
appropriate questions, including questions of
various types for effective information
collection, are prepared. The questions
should be made changeable, depending on
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van.

e Uu nhuwoc diém cta phéng van sau

Uu diém:

v' Nguwoi tra loi néi that hon so voi thao luén
nhém.

v’ C6 thé héi dé hiéu sdu hon cdm nghi va déng
Iwre sau moi cau noi.

v’ C6 thé quan sat duoc ngén nglr khéng 164,
v C6 thé thuc hién dwoc & moi noi.

Nhuoc diém:

v’ Khé tim nguoi c6 ky ndng phéng vén tét.
v' Dé Iéch theo y kién nguoi phdng vén.

v' Khé phan tich.

v’ Tbn thoi gian, tén chi phi.

c. Khao sét (Piéu tra véi bang héi/Phiéu danh
gia)
N6i_dung: la viéc diéu tra, thu thap théng tin tir
rat nhiéu nguoi, st dung mot bang héi/ phiéu
diéu tra da thiét k& s8n. Phwong phap nay kho
thwe hién, nén cac té chirc, cac duw an thuwdng
thué cac don vj chuyén lam cbng tac nghién ctru,
danh gia thuc hién. Céac t6 chirc nay thwong tap
hu&n mot ddi ngii cong tac vién (trong d6 cé thé
c6 nhan vién cua cbdng ty) trong viéc thu thap
théng tin, con ho sé& phan tich di liéu va viét bao
cao.
DPé hiéu ré hon phuwong phap nay, ban nén tim
doc tai liéu hwéng dan thwe hién khao sat.

e Uu nhuwoc diém cta phwong phap khao sat
Uu diém

v DAy la cach hiéu qua dé thu thap thong tin to
sé luong 16n nguoi trd 10i. Khdo sét c6 thé
duwoc thue hién trén mot sé lwong lwong I16n
déi turong tham gia nghién ciu.

v Kh3o sét rét linh hoat do mét khéi luong Ién
théng tin cé thé duoc thu thap. Nhing khao
sé&t nay cé thé duoc st dung dé nghién ctru
thai d, gia tri, long tin va nhing hanh vi
trirée day.

v Vi da duwoc chuén héa nén céc phuong phap
do Iwong cé tinh chinh xac cao va dé dat
duwoc dé tin cay cao.

v Céc khao sét nay twong déi dé quan Ii.

the informant’s response.

e Advantages and disadvantages of in-
depth interview

Advantages:

v' Respondents are more likely to provide
true answers than in focus groups.

v' Further questions can be asked to get to
know more about the interviewee’s
motives and feelings.

v' Body language can be observed.

v The interview can take place at any place.
Disadvantages:

v It’s difficult to find a skilled interviewer.

v' The interviewer is likely to show his/her
bias.

v’ It’s difficult to conduct the analysis.
v It’s costly and time-consuming.

c. Survey (by questionnaires/evaluation
forms)

Content: This is a method to collect
information from a large number of people,
using a designed questionnaire/evaluation
form. This method is difficult to conduct, so it

is often outsourced to organizations
specializing on researches. These
organizations often train a team of

collaborators, the company’s staff included,
for information collection while they take over
the job of data analysis and making reports.

For further information about this method,
materials providing guidance on conducting
surveys can be referred to.

¢ Advantages and disadvantages of survey

Advantages

v It is an efficient way of collecting
information from a large number of
respondents. Very large samples are
possible.

v' Surveys are flexible in the sense that a
wide range of information can be
collected. They can be used fto study
attitudes, values, beliefs, and past
behaviors.

v' Because they  are standardized,
measurement methods are more precise
and high reliability is easy to obtain

v' They are relatively easy to administer.
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v’ Céch thure thu thdp thdng tin rét linh hoat:
phdng van truc tiép, qua dién thoai, qua thu,
thw dién tr hodc bang cac phuong tién dién
tr khac ...

v Dam béo tinh kinh té trong viéc thu thap di
liéu vi chi tap trung vao nhing cédu hoi da
chuén héa. Chi nhitng cau héi da thiét ké maoi
duwoc hdi, ghi chép lai, ma héa va phéan tich.
Thoi gian va tién bac khéng bj tén vao nhing
céu héi mo hé.

v Khdo sét tuong dbi ré (dic biét la dbi véi
nhiing khdo sét guvi théng tin dé nguoi tré 1oi
tw tra loi)

Nhwoc diém

v' Khédo sat phu thuéc vao déng luc, sw trung
thuwe, tri nh& va kha nang tra loi cua doi
trong.

v Khéo sat khong linh hoat & ché n6é doi hdi
thiét ké ban dau dwoc gilr nguyén trong qua
trinh thu thap théng tin.

v Nguwoi nghién citru phdi ddm bdo mot sé
lwgng I6n nguoi duwgrce lra chon sé tra 0.

v Maéc du cac ca nhan tham gia khao sat duoc
Itra chon mot cach ngau nhién, nhung co thé
¢o 16i do khéng c6 hoi dap.

v' Cac céu hai lwa chon trong bang céu hoi co
thé dan cac dir liéu mo ho boi vi mot so khai
niém trL‘Fu,two’ng co thé duwoc hiéu khac nhau
boi cac doi twong khac nhau.

Thu thap thdng tinlkhéo sat c6 thé thyc hién qua
gtri thu, phdng van qua dién thoai, phdng van
trwe tiép, gtri qua thw dién tlr va qua Internet.

Xin moi tim hiéu thém vé cac cach thu thap
thong tin khao sat & Phu luc 4 cua tai liéu nay va
xem thém & Sb tay Hwéng dan khao sat khach
hang cua dy an “Tai liéu dw an — CM 007”.

3.2 Cdc bwére Iap ké hoach giam sét, ddnh gia
Céc buwdc thiét ké hé thdng giam sat va danh gia
phu thudc vao viéc ban mudn giam sat va danh
gia cai gi. Dwdi day l1a mot sdé budc khai quat
ban c6 thé xem xét sau trong quéa trinh 1ap ké
hoach cho cac hoat déng giam sat va danh gia

e Xac dinh xem ai sé tham gia vao thiét ké,
trién khai, va bao cdo. Sy tham gia cla cac
bén co6 lién quan gitp hiéu dwoc cac suy nghi
va mong muén cla ho va dadm bao rang
nhirng y kién phan héi ctia ho sé& duwoc long
vao trong bao cao danh gia.

v' There is flexibility in deciding how the
questions will be administered: as face-to-
face interviews, by telephone, mail, email,
by electronic means....

v' There is an economy in data collection
due to the focus provided by standardized
questions. Only questions of interest to
the researcher are asked, recorded,
codified, and analyzed. Time and money
is not spent on tangential questions.

v’ Surveys are relatively inexpensive
(especially self-administered surveys).

Disadvantages

v’ They depend on subjects’ motivation,
honesty, memory, and ability to respond.

v Surveys are inflexible in that they require
the initial study design to remain
unchanged throughout the data collection.

v' The researcher must ensure that a large
number of the selected sample will reply.

v' Although the chosen survey respondents
are often randomly picked, errors due to
no response may exist.

v' Survey question answer-choices could
lead to vague data sets because some
personal abstract notions may mean
different things to different subjects.

The collection of survey information can be
realized through letters, telephone interviews,
direct interviews, e-mail, or through the
internet.

More information about ways of information
collection can be seen in Appendix 4 and see
more in Guideline for Customer Survey —
“Project Document — CM 007”.

3.2 Steps for the development of
monitoring and evaluation plans

Steps for the development of monitoring and
evaluation plans depend on what the subject
of supervision and evaluation is. Below are
some basic steps that can be followed.

e Identify who will participate in the
designing, implementation and reporting
activities. Participation from stakeholders
helps make their thoughts and desires
understandable and ensure that their
feedback will be incorporated into the
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Lam r& pham vi, muc dich, y dinh st dung,
doi twong, va ngan sach sé dwoc dung cho
danh gia va giam sat.

Xay dwng cau hdi d& xem ban muén biét
nhirng gi.

Céac chi sb. Chi sb dwoc dung nhw mét céng
cu dé do lworng thanh qua mét cach ré rang,
gilip danh gia cac két qua thwc hién, hoac dé
phan anh nhitng thay ddi. Cac chi sé cé thé
mang tinh dinh lvgng va/hoac dinh tinh.

Xac dinh phwong phap thu thap théng tin:
xac dinh phuwong phap can thiét thiee hién

Phan tich va tdng hop théng tin thu thap
duwoc. Dung nhirng thdong tin thu thép duwoc
dé xem xét cac xu huwéng mai ndy sinh trong
qua trinh trién khai hoat dong (néu co)

Hiéu ré nhirng phat hién trong qua trinh theo
déi va gidam sat, dwa ra phan héi va cac
khuyén nghi. Qué trinh phan tich sb liéu va
nghién ctru cac phat hién trong qua trinh
theo dbi va giam sat sé giup ban dua ra
nhitng khuyén nghi nhadm tang cwdng hiéu
qua cong viéc cling nhw nhitng diéu chinh
trung han can tién hanh.

Chia sé cac phat hién va nhan xét ciia ban
v&i cac bén cé lién quan va quyét dinh xem
st dung cac két qua cla qua trinh theo dbi
va giam sat nhw thé nao dé cling cb cac hoat
doéng truyén théng.

Xin xem thém Phu luc 5: Mau danh gia chét
lwgng hoat déng truyén thdong

4. Viét bao cao thwc hién truyén théng

M6t bao cao dién hinh tét can néu lén dwoc
nhitng quan diém clGa nguwdi thwc hién, cac
phuwong phap va ky thuat da dwgc ap dung. Mét
sb khia canh chd yéu sau day can dwoc dua ra
trong bao cao:

Tinh hinh chung cua noi thwe hién truyép
thong: dia diém, dan s, nganh nghé kinh té,
trinh d6 dan tri...

Kién thirc — Thai do6 - Hanh vi cla cac ddi
twong cu thé tai ving khado sat vé van dé
truyén théng nhuw thé nao? Déi twong chinh
can dwoc tac dong bdi truyén thong 1a ai?

assessment report.

o Clarify the scope, purpose and subject of
the supervision and evaluation as well as
the budget for the activities

o Work out questions to find out what you
want to know

e Indicators: Indicators are used as a tool
for a specific measurement of
achievements, assessment of results, or
reflection of changes. Indicators can be
qualitative or quantitative.

o |dentify the appropriate method for
information collection
e Analyze and combine the information

collected: Make use of the information
collected to consider new trends (if arising

during the implementation of the
activities)
e Understand the findings discovered

during the supervision and evaluation
process for feedback and
recommendations: The analysis and
study of the findings discovered during
the supervision and evaluation process
will help to provide recommendations for
higher efficiency as well as necessary
mid-term adjustments.

e Share your findings and comments with
the stakeholders and make decisions on
how these findings can be used to
consolidate communication activities

For more information, please refer to
Appendix 5 - Sample Communication
Activities Assessment

4. Reporting on the implementation of
communication

A typically good report would be able to
express the viewpoint of, method and
techniques employed by the implementers.
Some of the following major aspects need to
be included in the report:

e Information about the area where
communication activities are carried out:
location, population, economic sectors,
local people’s background knowledge...

e What is the Knowledge - Attitude -
Behavior of the target people in the area
of communication like? Who are the
people to be mainly affected by
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e Chuong trinh truyén thong duoc ai lap ké
hoach va dwoc t6 chirc thwec hién nhw thé
nao?

e Chuwong trinh truyén thong bao gom nhirng
yéu t6 nao va da trai qua nhirng giai doan
tien hanh nao?

e D3 van dung nhirng loai phwong tién truyén
théng nao va phdi hop s dung chung nhw
thé nao? Ching dwoc san xuat & dau va
bang cach nao? Chi phi ra sao? Két qua cu
thé viéc tiép thu va Gng ho cia dbi twong
truyén thong dbi véi nhitng phwong tién 4y
nhw thé nao?

e NOi dung chinh cua cac thong diép da dwoc
xay dwng la gi? Nham tac dong dén trang
thai tam Iy nao cla déi twong? Két qua cu
thé viéc tiép thu va Gng ho cia dbi twong
truyén thong ddi véi nhitng théng diép 4y
nhw thé nao?

e Viéc trinh dién thir cac san pham truyén
thdng va dieu chinh chung da dugc tién hanh
nhw thé nao?

e D& huy déng dwoc nhirng hinh thirc tham gia
nao cla nguwdi dan dia phwong trong cac
khau cta chwong trinh truyén théng tir viéc
lap ké hoach dén viéc san xuét san pham
truyén théng...? Va cu thé da duoc tao thuan
loi nhw thé nao?

e Da van dung phuong phap danh gia nao dé
biét dworc la chwong trinh da thanh céng hay
kém hiéu qua?

e Nhirng bai hoc chid yéu rat ra dwoc la gi?

e Ba&o cdo can viét ngan gon va tap trung vao
dién bién, cac cong cu da st dung va bai hoc
rat ra dwgc. Néu cé thé minh hoa thi kém
thém ca anh, ban dd, so dd, do thi... dé cho
thém sinh déng.

IV. QUY TRINH CHUAN THU'C HIEN CHIEN
DICH TRUYEN THONG

1. Tai sao phai lap quy trinh chuan

Trong mét to chirc, dé& qua trinh truyén thong
dién ra thuan lgi, cac chg viéc khdng bi chong
chéo, nguwoi 1anh dao can 1ap ra dwgc mét quy

communication?

e Who carries out the planning of the
communication program, and how will it
be implemented?

o What factors does the communication
program consist of? Which stages has it
undergone?

¢ What means of communication have been
used? How have they been combined?
Where and how are they made? What are
the costs? What are the outcomes
concerning the target group’s reception of
and support for those means?

e What are the major contents of the
developed messages? Which
psychological status of the target group
are these messages aimed at affecting?
What are the specific outcomes of the
target group’s reception of and support for
the messages?

e How are the trial demonstration of
communication products and adjustment
activities conducted?

o What forms of participation have been
called for from local people in the different
stages of the communication program,
from the planning stage to the
manufacture of communication
products...? And what are the benefits of
this?

¢ \What methods of assessment have been
applied to figure out whether the program
has been successful or not?

e What are the lessons learnt?

e The report should be brief, focusing on
the implementation of, the tools used for
and the lessons learnt from the project. If
possible, photos, maps, charts... can be
included to make the report more lively.

IV. STANDARD OPERATION PRECEDURE
(SOP) FOR COMMUNICATION
CAMPAIGNS

1. Why is an SOP needed?

In an organization, for a smooth and
unoverlapping operation of the
communication program, it is necessary for
the leader to set up an SOP and take it as a
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trinh chuén va coi dé nhw 1a mot tai liéu hwéng

dan moi ngudi trong qua trinh thye hién. Viéc 1ap

quy trinh chudn cho mét chién dich truyén théng

sé giup chung ta:

e Xac dinh cach thwc hién mot nhiém vu dé dat
két qua da dinh,

e Chuan hoa cach thiyc hién mét nhiém vy dé
han ché toi da sy thay doi,

e Laco sd dé dao tao nhi*rng nguwoi thyee hién
nhiém vu,

e La mét céng cu théng tin hd tro nguwdi thwe
hién nhiém vu trong cac hoat déng céng viéc.

2. Quy trinh chuan thyc hién chién dich
truyén thong

Hwéng dan lap quy trinh chuén cho viéc thuc
hién cac nhiém vu néi chung da dwgc Dy an
Quan ly nwéc thai soan thao va da dwgc phan
phat t&i cac Cong ty Quan ly nwéce thai trong dia
ban dy an. Dwa trén tai liéu hwéng dan nay, céc
tw van dw an da cung véi cac phong ban trong
cobng ty lap quy trinh chuédn cho hoat déng cla
minh.

Xin xem Phq luc 6: qu trinh chuan cho viéc
thwe hién chién dich truyén thong.

guiding material for the implementation
process. The development of an SOP for a
communication campaign will help us:

o Identify the method for the implementation
of a task fo achieve the expected results

e Standardize the implementation of a task
to minimize changes

e Provide a basis for the training of task
conductors

e Provide an informative tool to support
people in the implementation of tasks

2. The standard operation procedure
(SOP) for communication campaigns

Guidelines on developing SOP for the
implementation of tasks in general have been
drafted by WWM project and distributed to
WWM companies in the project areas. Basing
themselves on the guidelines, the project
consultants have developed SOP for their
own activities in cooperation with different
departments of the company.

See Appendix 6: SOP for Communication
campaigns

38



Hwéng dan Quén ly va thwe hién Hoat déng truyén théng

Guidelines on the Management and Implementation of Communication Activities

PHU LUC 1: MAU KE HOACH TRUYEN THONG

Ké hoach truyén théng nang cao nhan thirc céng doéng, cong ty cap thoat nwéc Bac Ninh
giai doan 2009 — 2010

Két qua

Hoat dong

Phwong phap

Po6i twong

Bén tham gia

Thei gian

93% nguwoi dan
hiéu ve tac hai cua
nwoée thai, rac thai
va lgvi ich cua dw
an

Tuyén truyén vé tac hai cla
nwéce thai, rac thai

Hoi dién van nghé

Loa truyén thanh

Cong dong trong dia
ban dv an

H6i Phu niy
phudng

UBND cac
phuong, xa

Quy 2 + 3/ 2009

90% s6 khu phé cé
hoat dong bao vé
moi trwong

Phat dong chién dich don vé
sinh, khoi thong cong rénh

Chién dich bao vé mai truong,

huy dong sw tham gia cta cong

dong

Cong dong trong dia
ban dw an

UBND céc cép

Ngay 8.3; 5.6;
2.9va 25.12am
lich hang nam

80% can bo

phwong va 70% ho
dan dwoc cap nhat
thong tin ve dw an

GWi cong van cap nhat tién
dd dw an téi tvng phudng

Gri cdng van toi tirng phwdng

Can bo UBND
phuwdng, déi ngi
cbng tac vién

UBND cac phudng
xa/ Bdi ngii cong
tac vién

Xay dung bai gi¢i thiéu vé
tién do dw an

Loa truyén thanh

Cong ddng trong dia
ban dw an

Chiu trach nhiém
cap nhat hang
thang

Budi chiéu cac
ngay trong tuan
cudi quy

95% s6 ho dan
nhan dwoc théng
bao vé cac van
ban phap luat cé
lién quan

Phd bién quyén va trach
nhiém cta cong dong vé
bao vé méi trwdng trong luat
BVMT va nghi dinh 88;

S tay hoi dap

Cong ddng trong dia
ban dv an

Tuyén truyén vé quy ché
quan ly nwéce thai va mie
thu phi nwéc thai

Xay dwng ban tin

B6 phan CSKH

Tap huén cho can bd phuong,
ddi ngli cdng tac vién

Can b6 phuwong/ Doi
ngil cdng tac vién

Hop dan phé bién

Cong ddng trong dia
ban duw an

S& TNMT, sé XD
UBND cac phudng

Quy 2 + 3/ 2010

90% ngwei dan tra
phi nwéc thai

Ky két hop ddng st dung
dich vu

Tham hé gia dinh

Cac hé dan trong dia
ban dw an

UBND phuong,
Bbi ngli céng tac
vién

Quy 4/2010
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APPENDIX 1: SAMPLE COMMUNICATION PLAN

Public Awareness Raising Communication Plan, Bac Ninh Water Supply and Sewerage Company
2009 — 2010 period

Results

Activities

Method

Target group

Participants

Time

93% of population
understand the bad
effect of wastewater,
and solid waste as
well as the benefit of
WWM project

Communicate the bad
influence of wastewater, the
necessity of wastewater
treatment, and information
about project

Performance festival

Loudspeaker

Community in the
project area

Ward Women'’s
Union

Ward PC

Quarter 2 + 3/
2009

90% of residential
unit carry out
environmental
protection activities

Launching campaigns for
cleaning streets and sewers

Mobilizing community participation

Community in the
project area

PC at different
levels

on 8.3;5.6; 2.9
and 25.12 of
lunar calendar

80% of Ward PC’s
staff and 70% of
households updated
with project
information

Send office letter providing
information about project’s
rate of progress to each ward

Send official letter to each ward

Ward PC’s staffs,
collaborators

Ward PCs,
collaborators

Write articles to present
project’s rate of progress

Loudspeaker

Community in the
project area

Responsible for
monthly update:

In the
afternoons of
the last week of
the quarter

Mr. Khang, Mr.
Thai
95% of households Disseminate rights & Question and answer book Community in the DONRE, DoC, Quarter 2 + 3/
informed about obligations of community as project area Ward PCs 2010
related legal described in environmental
documents protection law & Degree 88
Propagandize Regulation on Bulletin development CCuU
WW Management and Training for Ward PC’s staffs, Ward PC’s staffs,
wastewater tariff collaborators collaborators
Dissemination at community Project community
meetings
Public meetings Community in the
project area
90% of population Signing service contract Door to door visits Households in the Ward PCs, Quarter 4/2010

agreed on WW tariff

project area

collaborators
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PHU LUC 2: HUONG DAN THU’ NGHIEM TAI LIEU VA THONG DIEP TRUYEN THONG

APPENDIX 2: GUIDANCE ON PRETESTING COMMUNICATION MATERIAL AND MESSAGE

No6i dung va cau héi thtr nghiém

C6 5 dac truwng cuia théng diép va tai liéu can
dwoc xem xet trong qua trinh thir nghiém. Do
l1a: dé hi(“gu, hap dan, chap nhan, 16i cudn va
hwéng dan hanh dong.

Dé hiéu

Tai liéu nén chuyén tai thong diép mot cach
ré rang, khéng chi & néi dung ma con & cach
n6é dwoc trinh bay nhw thé ndo. Vi du can chu
y s dung tlr nglr théng dung va dé hiéu déi
voi dbi twong. Loai chir va kich thuéc cla
ch ciing anh hwéng dén kha ndng dé hiéu
cla théng diép, vi vay can dwoc lwa chon can
than.

Hép dan

Tai liéu truyén théng phai thu hat dwoc sy
cht y cta dbi twong. Moi nguwdi sé ngan ngai
doc mot quyén sach nhd day dac chir. Mot ap
phich sé& khéng dugc dé y dén néu hinh anh
t& nhat hay mau sac nhot nhat. Tinh hap dan
cua tai liéu con dwoc thé hién qua cach ding
am thanh nhw nhac, ngr diéu trong phat
thanh; hinh anh, mau s3c, minh hoa trong
bang biéu; ctr dong, hanh déng, sinh dong
trong video.

Chép nhén

Théng diép va cach ma thong diép dwoc
chuyén tai téi dbi twong phai dwoc dbi twong
chip nhan. Néu tai liéu truyén théng lai tao
sy béat binh, khong dang tin cay, hay khéng
dong tinh & dbi twong thi théng diép sé bi tr
chéi.

“Ngueoi trong cudc”

Péi twong can phai phat hién dwoc “ban
than” xuét hién trong tai liéu va “minh” chinh
la déi twong ma thoéng diép dang nham tai.
Moi nguwoi sé khdong chu y t&éi nhirng thdong
diép ma ho nghi la chung danh cho nguwoi
khac chtr khéng phai cho ho. D& dam bao
rang déi twong nhan ra théng diép danh cho
ho, nén sir dung cac biéu twong, bang biéu,
ngébn nglr cta ho, dwoc ho dang st dung.
Minh hoa nén phan anh nhirng dac diém dac

Content and questions for pretesting

The 5 characteristics of materials and
messages that need to be put into
consideration during the pretesting process

include: easy-to-understand, attractive,
acceptable, self-inclusive, and action-
inducible.

Easy-to-understand

The message conveyed in the material need
to be clearly worded and presented. Popular
and easy-to-understand language should be
used. The font and size of the letters in the
message are influential in making it easy to
understand and, therefore, should be chosen
carefully.

Attractive

The communication material must be able to
catch the target group’s attention. People
would be reluctant to read a small book filled
with lots of words. A billboard would receive
little attention if the picture on it looks boring
and is painted in pale colors. The
attractiveness of the material can be achieved
by the use of music and intonation if it is
broadcasted; by image, colors and illustration
if presented in tables and charts; by
movements and actions if filmed.

Acceptable

The message itself as well as the way it is
conveyed to the target group needs to be
acceptable. The message would be turned
down if it is untrustworthy or creates
discontent or disagreement among the target
group.

“Self-inclusive”

The target group need to find "themselves”
present in the material and to discover that
they are the target group of the message.

People would pay little attention to messages
thought to be targeted at others rather than
themselves. To ensure that people realize
themselves in the target group of the
message, symbols, tables/charts, and the
language that is being used by the group
should be used. lllustrations should reflect the
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th cia nhom ddi twong dich cling nhu dac
diem cla maoi trvdng xung quanh, vi du nhw
quan ao, dau téc, vat dung trong nha...

L6i cubn hanh déng.

Tai liéu nén chi rd hanh déng cua ching ta
mong muébn ho thyc hién. Da sb cac tai liéu
déu c6 mot théng diép kéu goi, déng vién,
hay 16i cubn dbi twong thwe hién mét hanh vi
nao do. Mot tai liéu truyén théng, cho du rat
chinh xac vé mét ky thuat, cling sé la vé dung
néu né khoéng chuyén dwoc théng diép thanh
hanh dong. Tham chi ngay ca cac tai liéu
nang cao nhan thrc ciing nén dan dat nguoi
nghe hay nguw®i xem t&i hanh déng, vi du
nhw tim hiéu thém théng tin, hay khuyén
khich déi twong tién thém mot budc trong
bac thang thay dbi hanh vi.

M6t sé6 cau héi thwong dwoc stir dung
trong thr nghiém tai liéu:

Cau hdi th& nghiém chung déi v&i phan chi

peculiarities of the target group as well as the
characteristics of the surrounding
environment, including clothes, hair style,
furniture...

Action-inducible

The action expected to be taken by the target
group should be clearly shown in the material.
In most materials, there is a message
encouraging, inducing, and calling upon the
target group to take up a certain behavior. A
communication material, however technically
precise it may be, would be of no use if the
message cannot be turned into action.
Awareness-raising materials, also, should be
able to induce target people to such actions
as looking for further information, or
encourage them to take another step up in
the behavior-change ladder.

Some questions often
pretesting of materials

Pretesting questions for the worded content:

used in the

viét:

e Ban hiéu gi khi doc n6i dung nay?

e Noi dung d6 theo ban cé y nghia nhw thé
nao?

e Co tir nao trong doan viét ma ban khong
hieu? D6 1a tir nao? (Neu co, hay giai
thich nghia cla tir va dé nghi ngwoi tham
gia thir nghiém goi y cac tir khac co thé
dung dé chuyén tai nghia do).

e Co tir nao ban cho rang co6 thé kho doc
hay kho hiéu déi véi nguoi khac? (Ciing
twong tw nhw trén, dé nghi ho goi y sy
thay thé)

e Co cau hay y twdng nao ban thdy khong
r6? (Néu co, hay dé nghi nguwoi tham gia
th(r nghiém chi ra cay hay y twéng doé)

e Theo ban thi nén viét lai nhw thé nao cho
phu hop vé&i ngdbn nglr ma moi nguwoi st
dung hang ngay?

e Ban thu nhan dwoc théng tin méi nao tw
viéc doc tai liéu nay?

e Theo ban can thém thong tin gi?

[ ]

e Kich c& chir nhw vay cé dé doc khéng?

[ ]

Cau héi thir nghiém dbi véi hinh dnh

e Theo ban, hinh anh/ tranh vé nay noi lén
dieu gi?

¢ What do you understand in this content?

e What do you think is the meaning of the
content?

e Are there any words in the material that
you do not understand? Which one(s)? (If
there are, explain the meaning of the
word(s) and ask the pretesting subject to
suggest other substitutes for the same
meaning).

e Are there any words that you think might
be difficult to read or to understand for
other people? (Ask for suggestions for
substitutes as mentioned above.)

e Are there any sentences or ideas that you
find unclear? (If yes, ask him/her to
specify)

e How do you think it should be reput to
make it suitable with people’s everyday
language?

¢ What is the information you have obtained
from the material?

e What further information do you think is
needed?

e Does the size of the letter make it easy to
read?

Pretesting questions for images

e What do you think are the implications of
this image/picture?
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e Ban thich hay khong thich hinh anh/ tranh
Vé nay c’)’,diém gi? Vé mau sac, hinh anh,
cac yéu to khac...

e Ban muodn thay hinh anh/ tranh vé nay
nhw thé nao?

e Btrc tranh nay c6 khuyén ban phai lam gi
khéng? Néu cé, dé la lam cai gi?

Cau hdi thr nghiém vé hinh thic, thiét ké,

e What do vyou like/dislike about this
image/picture regarding colors, image,
other factors ...?

¢ What would you like this image/picture be
like?

e Does this picture advise you to do
anything? If yes, what is it?

Question for testing Format, Design and

trinh bay
e Kich c& c‘l]a tai liéu co phu hop véi ban
khéong? Can Ion [én hay nhé di

e Theo ban mau nao tai liéu nay nén st
dung (hodac phan nao cua tai liéu)?

e Diéu gi tao nén sy hap dan hay khong
hap dan & tai liéu nay?

e Cach trinh bay cuta tai liéu nay cé phu
hop véi ban khong?

e Lam thé nao dé phu hop hon?

e Loai chi¥ nao sé dé doc hon v&i ban?

e Kich c& chi nao sé dé doc hon véi ban?

e Hinh anh minh hoa cé giup ban hiéu
théng tin khéng hay lam ban bi sao lang
viéc doc?

e Phan nao cua tai liéu nay ban doc truwéc
tién?

Cau hdi thtr nghiém chung dbi v&i hinh anh

Layout

e Is the size of the material appropriate to
you? Should it be bigger or smaller?

e What colors do you think this material (or
parts of it) should be in?

e What is attractive/unattractive about this
material?

e Is the way this material is presented
appropriate to you?

¢ What would be more appropriate?
e Which type style is easier for you to read?
e Which type size is easier for you to read?

e Do the pictures and photos help you to
understand the information or do they
distract you from reading?

e Which part of this material did you read
first?

Common questions for both pictures and the

l&n chi viét

e Tranh nay muén chuyén tai théng tin y
twéng gi vay?

e Phan chiv viét c6 phu hop véi hinh anh
khong? (Tai sao cé va tai sao khdng)

e Ban co goiy dé cai tién tai liéu nay?

e Ban thich gi hay khéng thich gi & tai liéu
nay?

e Ban sé lam diéu gi sau khi doc tai liéu
nay?

e Bang cach nao moi nguoi biét dwoc ban
str dung tai liéu nay

[ ]

Cac phwong phap thir ngiém

Hai phwong phap thr nghiém duwgc st dung
nhiéu nhat 1a phdng van ca nhan va thao luan
nhom tap trung. Ngoai ra, phwong phap danh
gia kha nang doc va tham khao chuyén gia
cling dwgc ap dung.

e Phdng van ca nhan 13 cac cudc trao ddi
mot — moét gilba ngwdi hoi va nguoi tra 1

worded content

e What implication
convey?

does this picture

e Do the words match with the pictures?
(Why? Why not?)

e Do you have any suggestions for the
improvement of the material?

e What do vyou like/dislike about this
material?

e What wil you do after reading this
material?

e How can people know that you have used
this material?

Pretesting methods

Two most common pretesting methods
include in-depth interview and focus group
discussion. Besides, reading comprehension
assessment method and expert consulting
method can also be employed.

e In-depth interview (IDI) is a discussion
between an interviewer and an
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hay mét thanh vién ctia nhém doi twong.

e Thao luan nhém tap trung la cudc thao
luan dwoc thiét ké can than nhdm thu
dwoc quan niém vé mot van dé dang
quan tdm. Nhém thwong gdbm khoang 8-
10 thanh vién nhém dbi twong va mot
ngudi hwdng dan thdo luan co kinh
nghiém, mét ngudi giup viéc, hé tro.

e Danh gia kha nang doc la giup xac dinh
murc dd khoé doc clia cac tai liéu viét bang
cach xac dinh déi twong & trinh d& hoc
van nao (hoc dén Iép méy) thi méi hiéu
dwoc ndi dung.

e Tham khdo chuyén gia la viéc lay y kién
dong gop cla cac chuyén gia cé kinh
nghiém triwéc khi hoan chinh tai liéu.

e Ca hai phwong phap phong van ca nhan
va thdo luan nhém tap trung déu cho két
qua kha quan. Tra |I0i cac cau hdi sau sé
gilp ban Iwa chon phwong phap thi
nghiém thich hop nhét:

e Co6 thoi gian va nhan lyc dé tjén hanh
phéng van khoang 10-20 doi twong
khong?

e Co6 thé tap hop ddi twong lai dé thao luan
nhom tap trung khéng (khoang 2-4 nhém,
moi nhém 8-10 nguoi)

e Phuwong phap nao phu hop nhat voi doi
tqug? (Vi du mét so ngu"(yi c6 thé khéng
muon thao luan cac chi dé nhay cam nhw
tinh duc hay I—]IV/AIDS theo nhém, so
khac lai cdm thay ngwong khi néi chuyén
gitra hai ngudi)

e Co nguoi hwdng dan thdo luan va nguoi
ho trg ghi chép co6 kinh nghiém khéng?

Cac bwéc thir nghiém

Bwoc 1. Chuén bj Dy thdo théng diép, tai liéu

dé th&r nghiém

Tai liéu chuwa can hoan thién vé chat lvong

nhung c6 gang cang giong VOi san pham

hoan chinh cang tot.

Bwdéc 2. Chon phwong phap ther nghiém

Phwong phép,thCP nghiém dwoc qu chon duwa
trén cac yéu to nhw da dé cap & phan trén.

Bwéc 3. Chon va tap huér] cho nguwoi huwéng
dan thao luan hay phéng van.

Nguwoi hwéong de’m, thao luan nhom tap trung
cting nhw nguwoi tién hanh phdng van ca nhan
déu phai c6 k§y nang va kinh nghiém. Trudéc

interviewee (who can also be a member
of the target group).

e A focus group discussion is a discussion
designed carefully for the collection of
ideas about an issue of concern. A focus
group often consists of 8-10 people with
an experienced facilitator and an
assistant.

e The assessment of the understandability
of the material is a method to help identify
the difficulty of a written material by
indentifying the subject's educational
background.

e Expert consultation is the collection of
ideas from experienced experts before
finalizing the material.

e Both IDI and focus group methods can
bring about good results. Answers to the
following questions can help you choose
the more appropriate pretesting method:

e |Is there enough time and human
resources available for the conducting of
interviews for 10-20 people?

e Is it possible to gather people into 2-4
focus groups with 8-10 people in each?

e Which method is the most appropriate for
the subject? (E.g. Some people might not
be willing to discuss such sensitive topics
as sex or HIV/AIDS in groups while some
might be shy to talk about this in one-to-
one talks.)

e Are an experienced facilitator and a note-
taker available?

Pre-testing steps

Step 1. Prepare for the drafting of messages
and material for pretesting

It is not necessary for the material to be
completely finalized in terms of quality. It
should, however, be the more similar to the
final product the better.

Step 2. Choose a pretesting method

The choice of a pretesting method is based
on the above mentioned factors.

Step 3. Select and train facilitator or

interviewer

The facilitator in a focus-group discussion as
well as the interviewer in an IDI must be
skilled and experienced. Prior to the pretest,

44



Hwéng dan Quén ly va thwe hién Hoat déng truyén théng
Guidelines on the Management and Implementation of Communication Activities

khi tién hanh thtr nghiém, ho can phai duoc
hwéng dan cu thé va thich hop vé muc dich
thtr nghiém. Ho cling can lam quen vé&i phac
thdo mau va cau haéi thir nghiém trwdc.

Bwéc 4. Chon dia diém va thdi gian th
nghiém

Viéc thu xép cac cong viéc can thiét cho thir
nghiém thwdng réat tén thoi gian va phai dwoc
chd y ding mérc sao cho tranh dwoc cac van
dé rac réi va cham tré. Thoi gian va dia diém
thtr nghiém khéng nhirng phai thich hogp ma
con thuan tién cho déi twong.

Bwdc 5. Chon ngudi tham gia thir nghiém
Déi v&i phdng van ca nhan, nguwdi tham gia la
nhirng nguwdi thudc nhém ddi twong, co thoi
gian va déng y tra I&i. Dbi véi thdo luan nhém
tap trung thi nguwdi tham gia phai dap ng
dworc cac tiéu chi dé ra.

Vi dy, trong thao luan nhém tap trung vé van
dé gia dinh déng con thi tiéu chi lwa chon dé
la co thé 1a “phu ni ¢ chdng, tir 25-45 tudi,
cé it nhat 2 con va khéng mudn cé thém con”.

Bwéc 6. Tién hanh thir nghiém

Tién hanh thir nghiém tai liéu trong diéu kién
giong hét thuc té str dung sau nay. Can cha y
thte nghiém théng diép va hinh anh riéng ré,
sau do th&r nghiém két hop ca hai yéu to trén.

Bwd&c 7. Hiéu chinh, hoan thién tai liéu
Hop v&i nhom thir nghiém dé thao luan vé két
qua. Keét qua thtr nghiém dwogc st dung lam
co s& dé hiéu chinh hoan thién tai liéu.

Sau khi hiéu chinh, stra chira, tai liéu dugc in
an va s dung theo ké hoach truyén thong
thay d6i hanh vi.

s/he needs to be provided with detailed and
appropriate guidance on the purpose of the
pretest. S/he should also make
himself/herself familiar with the pretesting
questions.

Step 4. Decide on the time and venue for the
pretest

The preparation for the pretest is often very
time-consuming and must be paid due
attention to avoid problems and delay. The
time and venue for the pretest must not be
only appropriate but also convenient for the
subjects.

Step 5. Select the subjects for the pretest

In case of IDIs, the interviewees are often
target people who have time and express
willingness for the interview. In case of focus
group discussions, participants must meet
certain criteria.

For example, for a discussion on problems
encountered with by families with more than 2
children, the selection criteria could be:
“‘women, 25-45 years of age, having at least 2
children and wishing to have no more”.

Step 6. Conduct the pretest

The pretest of the material must be conducted
in conditions completely similar to the real
conditions in which the material will be used.
Pretests should be conducted separately for
the message and image. A combination
pretest for both can be done later.

Step 7. Adjust and finalize the material

A meeting with the pretesting group should be
held to discuss the results. The pretesting
results will serve as a basis for the finalization
of the material.

After being adjusted and amended, the
material will be printed and put into use as
according to the Dbehavior change
communication plan.
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PHU LUC 3: MAU CAU HOI THIY NGHIEM PANH GIA TO ROl

Trwéce khi in va phat hanh t& roi can danh gia vé cac mat ndi dung, hinh thire, ngdn ngir, thiét ké va

trinh bay to roi nhw sau:

Néi dung

1. Khi chwa doc tai liéu anh/chi da biét cac théng tin lién quan dén ndi dung tai liéu khéng?
e

Hinh thirc to roi
1. Anh/chi thay kich c& tai liéu nay thé nao? Thich to hon hay nhé hon?
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Ngén ngir
1. C6 cau, tlr nao trong tai liéu ma anh/chij khéng hiéu?
2. Anh/chj c6 thé thay thé nhirng tir khé hiéu hodc tr nhitng ky thuat bang ngdn ngir dia

phuwong dwoc khdng? Hay néu cu thé phwong an thay thé?

Thiét ké va trinh bay tai liéu

1. Anh chj thich nh4t phan nao trong tai liéu? Tai sao?
2 Cach trinh bay trong tai liéu nay c6 phu hgp khdong (hai hoa)?
3 Anh/chj c6 thich cach trinh bay tai liéu nay? tai sao?
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Hinh anh
1. Nhin vao cac hinh anh minh hoa anh/chj thdy ching c6 phu hop véi néi dung khéng?
nhirng hinh &nh nay mudn néi lén diéu gi?

3. Anh/chj c6 mudn thay dbi hinh anh nao hoéc yéu t6 nao lam cho tai liéu nay tré& nén hap dan
hon khéng?

DPanh gia toan dién
1. Anh/chij sé lam gi sau khi doc tai liéu nay ?

2. Theo anh/chi khi hang xé6m hodc ngu&i quen cua anh/chi nhan dwoc tai liéu nay thi ho cam
thay thé nao?

4. Theo anh/chj 1am thé nao dé& nhirng théng tin trong tai liéu nay dén m oi ngwdi mot cach hiéu
qua, t6t nhat? bang phwong tién hodc bang cach nao?
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APPENDIX 3: SAMPLE PRETESTING QUESTIONS FOR PROJECT LEAFLETS

Before the leaflet is printed and issued, its content, form, language, design and layout need to be

assesses.

Content

1. Did you know any information concerning the content of this material before reading it?

Form of the leaflet

1. How do you find the size of the material? Would you prefer smaller or bigger size?
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Language
1. Are there any sentences or words in the material that you don’t understand?

Design and layout of the material

1. Which part of the material do you like best? Why?
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Image

1. Do you understand the meaning of the illustration images?

Overall assessment

1. What will you do after reading this material?

4. What do you think can be done to convey the information in this material in the most effective way?

Which means or ways should be used?
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PHU LUC 4: CAC PHUONG PHAP THU THAP THONG TIN KHAO SAT
APPENDIX 4: SURVEY INFORMATION COLLETION METHODS

Thu thap thoéng tin khdo sat co thé thwc hién
qua gUi thw, phdng van qua dién thoai, phéng
van tryc tiép, qua g thw dién t& va qua
internet. Sau day la ndi dung clia mét sb cach
thu thap thong tin phé bién.

Thu thap théng tin khao sat qua gwi thw:

e Noi dung phwong phap: G&i phiéu danh gia
da soan san, phat dén tan tay déi twong, cé
thé kém phong bi da dan tem dén nguoi
mudn diéu tra qua dwdng buwu dién. Sau
do, dbi twong diéu tra sé trd |&i va gdi lai
phiéu danh gia cho co quan diéu tra.

Ap dung phuwong phap nay khi ngwdi ma ta can

héi rat kho gap mét, do ho & qua xa, hay ho

sbng qua phan tan, hay ho séng & khu danh
riéng rat kho vao, hay ho thudc gi¢i kinh doanh
mudn g&p phai qua bao vé thw ky...; khi van dé
can diéu tra thudc loai khé noi, riéng tw (chang
han: k& hoach hoa gia dinh, thu nhap, chi
tiéu,...); khi van dé can diéu tra can thiét phai

c6 sw tham khado/ tra ctru nhat dinh nao dé (vi

du nhv lwgng nuwdc sach tiéu thu qua tirng

thang, ...)

e Uu nhuoc diém:

C6 thé diéu tra v&i sb lwong Ién don vi, co thé
dé cap dén nhiéu van dé riéng tw t& nhi, c6 thé
dung hinh anh minh hoa kém v&i bang cau hai.
Thuan loi cho ngwdi tra 16i vi ho cé thoi gian dé
suy nghi k§ cau tra 1&i, ho cé thé tra 16i vao luc
ranh réi. Chi phi diéu tra thap; chi phi ting
thém thap, vi chi tén thém tién g&i thw, ch
khéng tén kém tién thu lao cho phéng van vién.

Tuy nhién ty I& tra 1&i thwong thp, mat nhiéu
thoi gian chd doi thw di va thw hdi am, khéng
kiém soat dwoc nguoi tra 11, ngudi tra 1o thw
c6 thé khoéng ding déi twong ma ta nham téi. ..

Thu thap thdng tin khao sat qua Phong van
bang dién thoai

e Nbi dung phwong phap: Nhan vién diéu tra
tién hanh viéc phéng van dbi twong dwoc
diéu tra bang dién thoai theo mot bang cau
héi dwoc soan san.

Ap dung khi mau nghién ctru gédm nhiéu dbi
twong la co quan xi nghiép, hay nhirng
nguwoi ¢é thu nhap cao (vi ho déu coé dién

The collection of survey information can be
done through letters, telephone interviews,
direct interviews, emails and through the
internet. Below are some popular information
collection methods.

Collecting information

letters

survey through

e Method description: evaluation forms are
worked out and delivered directly or sent by
post to respondents, who will then fill out
the forms and send them back to the
researcher.

This method is applicable in cases when the
respondents are inaccessible as they live
scatteredly, too far away, seclusively or they
are businessmen who can only be approached
through guards or secretaries; when the survey
topic is intimate and sensitive (e.g. family
planning, income, expenditure,...); when the
survey topic requires certain reference/research
(e.g. the amount of clean water consumed
monthly, ...)

e Advantages and disadvantages:

This can be done with a large number of
samples. Private and intimate issues can be
touched upon. lllustration images can be added
to the questionnaire. The respondents can think
carefully before answering the questions and
can do so in their free time. Costs and cost
variance are low — the only cost variance would
come from postal fees, and there will be no
costs for interviewers.

The rate of reply, however, is often low and it
often takes long to wait for the reply. In
addition, it is difficult to control the respondents
- the one who answers the questions may not
be the target subject.

Collecting survey information through
telephone interviews
e Method description: The interviewer

conducts the interview through telephone
with a pre-designed questionnaire.

This method can be employed in surveys
whose subjects are offices or enterprises, or
high-income people (as they all have

52



Hwéng dan Quén ly va thwe hién Hoat déng truyén théng
Guidelines on the Management and Implementation of Communication Activities

thoai); hoac déi twong nghién cteu phan bb
phan tan trén nhiéu dia ban. Nén s dung
két hop phéng van bang dién thoai voi
phwong phap thu thap di liéu khac dé tang
thém hiéu qua ctia phwong phap.

e Uu nhuoc diém:

Dé thiét Iap quan hé véi dbi twong (vi nghe
dién thoai reo, dbi twong c6 sy thoi thic
phai tra Ioi). Co thé kiém soat dwoc phéng
van vién do dé nang cao dwoc chét lwong
phéng van. D& chon méau (vi céng ty xi
nghiép nao ciing co6 dién thoai, nén dwa vao
nién giam dién thoai s& dé dang chon mau).
Ty 1& trd 16i cao (c6 thé lén dén 80%).
Nhanh va tiét kiém chi phi. C6 thé cai tién
bang cau héi trong qua trinh phéng van (c6
thé cai tién dé bang cau héi hoan thién hon,
hodc c6 thé thay ddi tht tw cau hdi).

Tuy nhién thdi gian phdng van bj han ché vi
nguwdi trd 1o thwong khdng sén long noi
chuyén lau qua dién thoai, nhiéu khi ngu®i can
héi twv chdi tra 1o hay khdng c6 & nha.. Khong
thé trinh bay cac mau minh hoa vé mau quang
cdo, tai liéu... d& thdm do y kién, khéng quan
sat dwoc hanh vi va thai d6 cia nguoi tra | oi.

Thu thap théng tin khao sat qua phéng van
truc tiep

e Nbi dung phwong phap: Nhan vién diéu tra
dén gap truc tiép dbi twong dwoc diéu tra
dé phéng van theo mét badng cau héi da
soan san.

Ap dung khi hién twong nghién clru phirc
tap, can phai thu thap nhiéu di liéu; khi
mubn tham do y kién dbéi twong qua cac cau
héi ngan gon va cé thé tra 1&i nhanh dworc,

e Uu nhuoc diém:

Ty 1& phan hdi cao do gép mét truc tiép nén
nhan vién diéu tra c6 thé thuyét phuc dbi
twong trd 16i, co thé giai thich rd cho dbi
twong vé cac cau hdi, cé thé dung hinh anh
két hop véi & noi dé giai thich, cé thé kiém
tra div liéu tai chd trwdc khi ghi vao phiéu
diéu tra. C6 thé quan sat dwoc déi twong.
Tuy nhién chi phi cao, mat nhiéu thoi gian,
cbng strc va khé khan khi d ja ban réng.

telephones), or people living scatteredly.
This method should be used in combination
with others for effect assurance.

e Advantages and disadvantages:

It is easy to establish relations with the
respondents (they are urged to pick up the
phone when it rings). The respondents can
be controlled and the quality of the
interview, therefore, can be enhanced. It is
easy to choose samples (as telephones are
available in any offices or enterprises; the
selection of samples, therefore, can be
done basing on the yearbook). The rate of
reply is high (up to 80%). It's quick and
cost-saving. The interview questions can be
adjusted during the interview (the questions
can be perfected, and the order of
questions can be changed).

The length of the interview, however, is limited
as interviewees are not always willing to talk for
a long time over the phone. The person in need
might refuse to talk or might be out...,
illustrations of the materials can not be
presented for idea collection. Furthermore, the
respondent’s attitude and behavior can not be
observed.

Collecting
interviews

information through direct

e Method description: the interviewer meets
directly and interviews the interviewee with
a pre-designed questionnaire.

This can be applied in cases when the
survey topic is complicated, when a lot of
information needs to be collected and when
brief questions and answers are needed.

e Advantages and disadvantages:

The rate of reply is high as the interviewees
are persuaded directly to give answers,
questions can be explained clearly, images
can be used for clarification, and
information can be checked simultaneously
before being recorded onto the survey form.
The respondents can be observed. This is,
however, a costly, time-consuming, labor-
intensive and difficult-to-administer method
in case of large survey areas.
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PHU LUC 5: MAU DANH GIA CHAT LWUONG HOAT DONG TRUYEN THONG

(Danh cho céc thanh vién chiu tréch nhiém giam sét — hé tro ky thuat hoat dong truyén théng tcr

Céng ty va D an)

Tiéu chi danh gia

Khoéng
lam

Lam
chwa dat

Lam
trung
binh

Lam t6t

Chuén bj cho truyén théng

1. Lwa chon dja diém sinh hoat thuan tién

2. Khdng gian sinh hoat du rong va thoang mat

3. B4 tri ban ghé, thiét bi da va thuan tién

4. Chuén bj phwong tién (gidy, but, sach lat...) day
du

5. Xay dwng quy dinh/ quy ché hoat dong

6. Cac thanh vién duoc théng bao thong tin vé budi
truyén théng day da va kip thoi

Phwong phap thwc hién truyén théng da chiéu

1. Thao luan nhém nhd

2. Thao ludn nhém I&n

3. Héi — Dap

4. Ban luan dua trén tinh hudng dién hinh

Ky ndng cia ngwei diéu hanh

1. Chao héi than mat

2. Tim xem déi twong da biét, tin va lam gi rdi (Kién
thirc — Thai d6 - Thwc hanh)

3. Bb sung thém diéu nhirng dbi twong can biét

4. Pua ra cac thoéng tin cha chét va giai thich nhiing
diém lgi ctia hanh vi méi

5. Tim ra cac ly do vi sao nguoi dan khoéng thay déi
hanh vi

6. Néu cac vi du cu thé

7. Dung t&r ngl» quen thubc

8. Dung cac phuong tién triec quan

9. Khuyén khich dbi twong dat cac cau hdi

10. Pong vién va khuyén khich thyc hién va duy tri
hanh vi m&i

11. Di dén nhét tri véi dbi twong vé nhivng gi ho sé
lam

12. Kiém tra lai vé Kién thtrc — Thai d0 - Thwc hanh
ctia dbi twong

Cac nhan xét chi tiét khac

54



Hwéng dan Quén ly va thwe hién Hoat déng truyén théng
Guidelines on the Management and Implementation of Communication Activities

APPENDIX 5: SAMPLE COMMUNICATION ACTIVITY QUALITY ASSESSMENT
(For company or project’s staff who are responsible for the supervision of and technical support for

communication activities)

Criteria

Un-
done

Unsatisfactorily
done

Relatively
satisfactorily
done

Fully

satisfactorily

done

Preparation for communication

1. Selection of convenient venue

2. Sufficient and ventilated space

3. Sufficient tables, chairs and other
equipments

4. Sufficient means (paper, pens,
notebooks...)

5. Development of operation regulation

6. Members are timely and fully informed
of the communication activity.

Method of multi-dimensional communication

1. Small-group discussion

2. Large-group discussion

3. Questions — Answers

4. Discussion basing on a typical
situation

Skills of facilitator

1. Warmly greeting

2. Finding out about what the subject
has known, what s/he believes and what
s/he has done (Knowledge — Attitude -
Practice)

3. Supplementing things that the subject
needs to know

4. Providing core information and
explain the advantages of the new
behavior

5. Finding out the reasons why people
refuse to change their behavior

6. Giving specific examples

7. Using familiar vocabulary

8. Using visual aid

9. Encouraging the subject to ask
questions

10. Encouraging the implementation and
maintenance of the new behavior

11. Reaching an agreement with the
subject on what s/he will do

12. Double checking the subject’s
Knowledge — Attitude - Practice
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PHU LUC 6: QUY TRINH HOAT DPONG CHUAN

Quy trinh hoat déng chuan (SOP)

Hoat dong truyén théng, nang cao nhan thirc cong dong

Quy trinh hoat ddéng chuan - SOP

Tén quy trinh (Name of procedure) Quy trinh hoat dong chuén cho hoat dong
truyén théng, nang cao nhan thirc cong dong

Quy trinh s6 (Code, number & version PIC/PAC - No. 01/ Vers. 1
of procedure)

Nguwoi viéNt quy trinh (Originated by): Date: 10.2008
Ong Nguyén Van Khang — Trwdng nhém
truyén théng

Nguwoi stra cubi cung (Last Revised by): | Date: 12.2008
Nguyén Thiy Ha — Chuyén gia cong dong
— Dv an quan ly nwéce thai va chat thai ran
tai cac tinh ly

Ngw&i thong qua (Approved by): Date:

Ong Binh Quang Hiép — Giam déc cong ty
cap thoat nwéc Bac Ninh

Ngw¢&i thwe hién (To be followed by): Nhom truyén théng nang cao nhan thirc cong
dong - B6 phan Cham séc khach hang
(CSKH)

Ngwei hwéng dan (Supervisor): Trwdng B phan CSKH

Theoi gian bat dau quy trinh (Date 01.01.2009

procedure commences):

Chinh sach (Policy statement): Quy trinh hoat déng chqén nay dap trng nhirng yéu cau
cla chinh sach cham séc khach hang va quan hé céng dong.

Pham vi thwe hién (Scope): B6 phan CSKH c6 trach nhiém td chirc va trién khai cac
chién dich truyén théng, nang cao nhan thirc cdng dong theo quy trinh hoat déng chuan
nay.

Tai liéu tham khao (References):
- Hwéng dan quan hé khach hang
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Biéu do SOP
(Xin xem & phu luc dinh kem)

SOP - Giai thich Quy trinh hoat déng chuan

1

10

11

Dwa vao chién lwoc phat trién va ké hoach hoat ddng hang ndm cta coéng ty
ddng thdi tham khao ké& hoach hoat ddng ctia cac td chirc cé lién quan bén ngoai
cong ty, Tredng BO phan CSKH cung véi cac thanh vién trong Bo phan ban bac,
lap k& hoach truyén théng cho ttrng ndm va dy tri ngan sach can thiét, sau dé
trwdng nhom truyén thédng nang cao nhan thirc cdng déng sé chiu trach nhiém
hoan thién ban ké hoach chi tiét (Cai gi, Khi nao, O’ dau, Ai chju trach nhiém, Chi
phi va tién hanh nhu thé nao).

Thanh vién bd phan can lién hé véi cac phong ban bén trong cong ty dé cé thé
c6 dwoc cac thong tin lién quan, phuc vu cho viéc 1ap ké hoach

* Théng tin theo yéu cédu: La nhirng thdng tin lién quan dén ndi dung cua cac tai
liéu truyén thdng nhw théng tin vé du an (Hoat déng, thdi gian tién hanh xay
dwng, cac van dé vé ky thuat...), cac thdng tin vé hoat dong cliia cong ty bao gém
quy trinh hoat déng, cac diéu I, cac dich vu cung cap, phi khach hang...

Ban ké hoach chi tiét can dugc dé trinh lén Giam doc dé phé duyét. Néu lanh
dao chwa dong y v&i ké hoach thi phai chinh sira va trinh duyét lai

Xac dinh cac phong ban c6 lién quan dén tirng chién dich truyén thong va cac to
chirc bén ngoai dé phdi hop. Trwdng bd phan can gi ké hoach chi tiét nay toi
cac phong ban va cac co quan da xac dinh trén

** Cac t6 chirc bén ngoai ¢o lién quan nhw: UBND tinh, thanh phd, Dgi tw van dw
an, H6i phu nr, S& tai nguyén méi trwdng, S& Y té, Phong gido duc va dao tao,
S& van hoa thong tin..

Thanh vién bo phan cé trach nhiém lién hé véi cac phong ban trong cong ty va
cac to chtrc bén ngoai cong ty dé tim kiém théng tin can thiét va nhan sw hé tro,
tw v?n tr cac co quan, t6 chirc khac nhau cho viéc té chirc thwe hién chién dich
truyén thdong

Dé co thé xay dung tai liéu truyén théng mot cach chuyén nghiép, néu can thiét
thanh vién cua nhom truyén thong nang cao nhan thtrc cong dong co thé tim cac
dodi tac, cac tw van bén ngoai giup do de thiét ké cac tai liéu truyén thong. Néu do
la cac tai liéu truyén thong don gian ma cac thanh vién trong nhom co thé tuw thiét
ké thi bé qua giai doan két hgp v&i tw van bén ngoai

Sau khi c6 day du théng tin, cung véi tw van bén ngoai, nhan vién trong nhom
dwoc phan cong sé thiét ké, xay dwng cac tai liéu truyén thong can thiét

Sau khi duwoc thiét ké xong, trwdng nhém can dé trinh cac tai lieu truyen théng
lén Pho giam dbc phu trach bd phan dé phé duyét va chinh stra néu can

Khi Pho giam dbc phu trach bo phan da nhét tri vai ndi dung va hinh thire clia tai
liéu truyén théng, tru’@r]g nhém t6 chirc thir nghiém tai liéu truyén théng hoac t6
chire tap duyét tredc doi vai cac bai trinh bay

Trong qua trinh th&r nghiém tai liéu truyén théng, thanh vién bd phén

sé thu nhan nhirng y kién dong gép ciing nhw nhitng phan hdi tlr phia cong
dong

Trwong nhdm sé phan cong thanh vién dwa trén nhirng y kién dong gop cua
cbng dong dé chinh swa, hoan chinh tai liéu truyén thong sau khi thir nghiém va
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12

13

14

15

16

17

18

19

20

21

trinh Phé giam déc phu trach bo phan dé phé duyét

Néu I&anh dao chwa déng y v&i cac tai liéu truyén théng thi thanh vién bd phan cé
trach nhiém chinh stra va trinh duyét lai

Sau khi céc tai liéu truyén thdng da duoc phe duyét, truéng bd phan can phan
cong nguoi co trach nhiém phoi hop vo&i cac t6 chirc lién quan bén ngoai cong ty
dé lwa chon dbi tac, ky két hop déng va tién hanh xuat ban cac tai liéu truyén
théng da soan thao

Dwa vao ké hoach chi tiét, trwudng bd phan CSKH lién hé voi cac phong ban
trong cong ty va cac to chtrc bén ngoai cong ty dé ban ké hoach cho viéc to chirc
thwe hién, dac biét trong viéc ho trg nhan lyc néu can

Sau khi tat c& moi cong viéc chuan bi da hoan tat, theo ké hoach da dwoc phan
cong, nhdm truyén théng nang cao nhan thirc cong dong sé tién hanh to chire
thwe hién chién dich truyén théng

Trong qua trinh thurc hién truyén thong, cac thanh vién can tao diéu kién dé cong
dong thao luan, goép y, dwa ra nhirng phan hoi can thiet

Trwdng nhém cé trach nhiém tién hanh kiém tra, theo déi va dén dbc cac hoat
dong truyén théng, nang cao nhan thirc cong déng; ghi lai cac thdng tin hodc
nhirng thay déi trong qué trinh giam sat va danh gia; thu nhan cac y kién dong
gop va phan héi tir phia cdng déng; va danh gia két qua thwc hién

Sau khi hoan thanh méi chién dich truyén théng, trwéng nhém can thu thap
thdng tin va viét bao cao vé qua trinh thwc hién chién dich va tdng két tai chinh

Trwdng nhém truyén théng nang cao nhan thtrc cong ddng chiu trach nhiém gl
bao cao qua trinh thire hién cling nhw tong keét tai chinh téi Phong Tai chinh-Ké
toan kiem tra viéc chi tiéu. Néu khéng dwoc dong y, bao cao nay can phai dwoc
chinh stra lai theo yéu cau ctia phong Tai chinh — Ké toan

Sau khi thong nhét, Trwdng bd phan can hoan thién bao cao tong két va g toi
Giam déc dé kiém tra toan bd qua trinh thwe hién

Truwdng Bo phan CSKH 1ap ké hoach tb chirc hop vai tat ca cac bén lién quan dé
danh gia, rat ra bai hoc kinh nghiém va xay dwng ké hoach cho cac hoat dong
tiép theo.
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Quy trinh hoat dong chuin
cho 1ap ké hoach va thuc hién cic chién dich thong tin

va nang cao nhan thitc cong dong (PIC/PAC)

1. Chudn bj két hoach chi
i gi, Khi nao, ¢ dau, 2. Cung cdp cdc thong tin
Ai chiu trich nhiém, Nhu : theo yéu cau (*)

thé nao, chi phi bao nhiéu

3. Phong tai chinh
ké todn thong qua T
k& hoach : : te

i

5. Gui k€ hoach chi tiét t6i phong
ban bén trong va céc t6 chic bén
ngoai cong ty c6 lién quan (**)

6. Tu vin cho qué trinh chudn bi va thyc hién chién
dich truyén thong

7. Tu vin bén
ngoai

Tién cong cho tu vén bén
ngoai

|

8. Xay dung c.
truyén thong

9. Trinh Ph6
gidm doc

Y

10. Thirnghiém tai liéu 11. Thu thap thong tin va

phéan hoi tir cong dong

truyén thong

12. Chinh sira, hoan chinh tai
liéu truyén thong

13. Trinh Phé
gidm déc

14. Ky két cdc hop déng can
thiét va ph6i hop dé phdt hanh
cdc ti liéu truyén thong

i

4‘* 15. H6 trg vé nhan lyc (Néu cdn thiét va nhat trf)

16. Thyc hién chién dich truyén
thong

‘ ? ? ? i | 17. Thu thap thong tin va
: : : phén héi tir cong dong

18. Dénh gid qud trinh thuc hién/
thu nhan cdc phan hoi tir cong
déng va ddnh gid két qua

!

19. Chudn bi bdo cdo qud trinh
thuc hién

20. Phong tai chinh k&

todn kiém tra cdc khodn 2L 'grlnh
i tiéu va cd A gidm doc va :
chi tiéu va cdc khoin B

lién quan dén tai chinh

Y

22. Té chitc hoi thao véi cdc bén lién quan va pho bién cac bai hoc kinh nghiem. Théng nhat cic chinh sira can thiét cho
cdc hoat dong tiép theo ctia cac chién dich thong tin va chién dich nang cao nhan thic cong dong
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APPENDIX 6: STANDARD OPERATION PROCEDURE

Stand
Standard Operation Procedure (SOP) ard
Public Information Campaign (PIC), Public Awareness Raising Campaign (PAC) Opera
tion
Proce
dure -
SOP
Name of Procedure Standard Operation Procedure for Public

Information Campaign, Public Awareness
Raising Campaign
Code, number & version of procedure PIC/PAC - No. 01/ Vers. 1

Originated by: Mr. Nguyen Van Khang — | Date: 10.2008
Leader of PIC/PAC Team

Last Revised by: Mrs. Nguyen Thuy Ha — | Date: 12.2008
Community expert of WWM project

Approved by: Mr. Dinh Quang Hiep — Date:
Director of Bac Ninh WSSC

To be followed by: Customer Care Unit (CCU)
Supervisor: CCU Head
Date procedure commences: 01.01.2009

Policy statement: This SOP answers the demands of the policy on customer care and
community relations.

Scope: CCU is responsible in organizing and deploying the public information campaign,
public awareness raising campaign accordingly to this SOP.

References: Guide for customer relations.

SOP - Flowchart
(see separate Chart)
SOP - Explanation

1 Based on the development strategy and the annual activity plan of the company
meanwhile referring to the activity plan of the related organizations outside of the
company, the CCU Head, together with CCU members discuss, prepare the
annual communication plan for each campaign and propose the necessary budget
(What, When, Where, Who is responsible, How are expenditures and
deployment?)

2 The CCU members need to get contact with the departments of company to collect
related information to use for plan preparation

* Required information: Relating to the content of communication materials like
project information (Activities, time schedule for construction, technical issues),
information on activities of the company, incl. procedures, regulation, customer
services, customer fees, etc.
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10

11

12

13

14

15

16

17

The detail plan, after agreed by the financial & accounting department, needs to be
submitted to the Director for approval. If not satisfied, the plan must be corrected
for re-submission.

Define related department (related to the PIC/PAC) and outside organizations to
cooperate with. Head of CCU send detailed plan to other related departments and
related outside organizations.

** Related outside organizations: PPC/ CPC, WWM team, Women Union, DOH,
DONRE, DOET (Department of education and training), department of culture and
information, etc.

The CCU members are responsible to get contact with the departments of
company and the outside organizations to collect necessary information and
receive the support, consultancy from different institutions, organizations needed
for organizing the campaign implementation.

If needed the member of CCU can find out other stakeholders, outside consultants
to help them in designing communication materials. If communication materials are
simple and members of CCU can design by themselves, we don’t need to
cooperate with outside consultants

After having sufficient information, the assigned CCU members, together with the
outside consultants, will design and write/develop the necessary communication
documents/materials.

After completing the design, the CCU Head needs to submit the communication
documents to the Vice Director for approval and correction as needed.

When the Directorate agreed on the contents and styles of communication
documents, the CCU Head will conduct the pretest for the documents or rehearsal
for the presentations in advance.

In the process of testing the communication documents, the CCU members will
collect the comments as well as the feedbacks from the community.

The CCU Head will assign the members based on comments of the community to
correct and finalize the communication documents after testing and submit to the
Vice Director for approval.

If the director does not agree yet on the communication documents, the CCU
members are responsible for correction and re-submission.

After the communication documents were approved, the CCU Head needs to
assign the responsible personnel in collaborating with the related organizations
outside of company to select organization for conducting communication materials,
sign a sub contract and conduct PIC/PAC materials

Based on the detail plan, the CCU Head contacts with the departments of
company and the outside organizations to discuss on the plan of implementation,
especially on the support of staff members as needed.

After all activities of preparation have been completed, CCU will implement the
communication campaign according to the assigned plan.

In the process of the communication implementation, the CCU members need to
provide good facilities in order to receive the necessary discussions, comments
and feedbacks from the community.

The CCU Head has the responsibility of supervising, monitoring and encouraging
the activities of communication and raising the public awareness; recording the
information or any changes in the process of supervision and evaluation, collecting
comments and feedbacks from community; assessing results of the
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18

19

20

21

implementation

After completion of each communication campaign, the CCU Head needs to
collect information and write the report of campaign implementation process and
financial summation.

The CCU Head is responsible for sending the report of implementation process as
well as financial summation to the Financial & Accounting Department for
expenditures checking. If it is not agreed, the report must be corrected.

After the agreement, the CCU Head needs to complete the final report and submit
it to the Director for checking the whole implementation process.

The CCU Head plans out a meeting with all stakeholders to evaluate, draw and
document experiences/lessons learnt. Based on these results, CCU need to
discuss with others to develop plan for further activities.
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SOP for Planning and Implementation of Public Awareness Campaign (PAC)
and Public Information Campaign (PIC)

PAC Team Other related Departments WWM Company

Customer Relation Department inside the Company outside the Company Board Community

1. Prepare detailed
implementation plan:
What, When, Where,
W ho, How, Cost

2. Provide required
information (*)

3. Review of
Director

¢ Approve

4. Send detailed plan to related q q q q
inside deparlme'raﬂs & outside > 5. Advice for preparation & implementation process

organizations (**) of PIC/PAC

6. Consultant
necessary

‘ Purchasing of consultant ‘

‘ 7. Develop PIC/IPAC | - ol Rovew&
materials director
9. Pre test PIC/PAC ‘ ‘ 10. Door-to-door survey /
materials ‘ ‘ reply & feed back
11. Revise, improve ‘ 12. Review of
PIC/PAC materials ‘ vice director
13. Sub contract and
Collaborate to product -
PIC/PAC materials
15. Implement PIC/PAC - 14. Support for human resources (as needed & agreed)

17. Monitor implementation,
obtain community feedback & |- :
evaluate results

'

18. Prepare implementation
report

16. Door-to-door survey /
reply and feedback

19. Finance depart. checks
for appropriateness of
expenditures report and
relevant evidences

20. Review
and approve
of director

i

k 21. Organize stakeholder meeting and disseminate lesson learnt. Agree on necessary adjustments for next PIC/PAC activities J




