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Children Abuse in Ctrip Parent-child Garden
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monitor video displays:
A teacher pushed down the little girl and hit
the head.

2017/11/3

Ctrip canceled the contract with the involved
teachers
And called the police.

2017/11/8

Executives of Ctrip resigned.

2017/11/13

The President of the modern family
magazine was evacuated.

2017/11/16

The people’s procuratorate of Changning
district approved the arrest of four staffs of
parent-child garten.

2017111

monitor video displays:

them crying.

2017/11/7

Ctrip and the Shanghai women's federation
apologized and admitted the abuse, tracing
’ accountability.
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1 | The teachers involves were detained.
|

®2017/11/9

i | Deputy manager of Ctrip were suspended.

@ | The principal responsible person was
| detained.

® 2017/11/15

. Two vice presidents of Ctrip were removed
from office.

® 2017/12/13
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Parents provided photos that the child with
multiple pinpricks.
And called the police.

2017/11/23

Police notified that the teacher was detained.
RYB apologized.

Removed director position of kindergarten.
Completing the rectification.

2017/11/27

Police notified that the teacher was detained
and the rumor mongers was arrested.

2017/11/29
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Children Abuse in RYB Education pre-school

2017/11/22

The teacher was suspended to cooperate
with the investigation.

2017/11/25

Stocks of RYB tumbled and New York law
firm opened a class action investigation.

2017/11/28

RYB apologized and guaranteed that they
would update the monitoring facilities.
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LITERATURE REVIEW

« Public relations crisis management

 Threat to the organization

* The element of surpise

* A short decision time (Fink, 1986)

« Crisis response strategy

* Information (Coombs, 2007b)
« Emotional expression (Van der Meer and Verhoeven, 2014)
 Deny, diminishing, rebuilding, reinforcing (Coombs, 1995; Fitzpartrick and Rubin, 1995)

- Stakeholders in a crisis
 Person, group, organization (Ray, 1999;Bland, 1998; Lerbinger, 1997)
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Research questions

®* RQ1 . What is the general overview about Children Abuse? What behaviors of

children abuse are mentioned about? What stakeholders are involved in the crisis?

® RQ2 - Which crisis-response strategy did Ctrip Parent-child Garden and RYB

Education pre-school use to communicate during the crisis? What attitudes from the

public toward the response are?

® RQ3 - What is the implication for the response strategy in these two cases?
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DiVoMiner--Online Content Analysis+Big data technology:
both quantitative and qualitative analysis.

e © @
OO e C OQ Online content analysis
Structléralléatlon the learning + social machine coding + Report
e fgeeie network analysis. machine learning
C O P C O code)
¢ e
Online + Offline Discover the patterns Deep Mining
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METHODOLOGY:Online Content Analysis

Prepare Topic

Literature Hypothesis

Review

Unit of Analysis

Categorization
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Crisis

issues
Process of research
Weibo WeChat
Set up the
concept
filter data
Webmining —
[ |
Establishan  sampling by Set up
overall DiVoMiner sample
database database
l Inter Icoder I l
Sl S Reliability Coding Quality
coding category Test monitoring
Present the Manual and
overall trend— machine —
results codina
Data Statistical
Visualization analysis
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Sample

-- oty
Population
coding

Sina Welbo 21,508 1,000

® The coded data set consisted of 2,000 accounts from

November 1%, 2017 to February 28", 2018, of which
1,000 were weibo blogs, 1,000 were WeChat articles.
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Inter-coder Reliability

A random sample of 100 was selected for a reliability check upon completion of the coding.
We have three coders in this pre-test . The resulting of Holsti intercoder reliability rate was 0.91,
which is higher than the standard coefficient 0.85 (Kassarjian,1997). It shows excellent reliability

on this research.

A

» Make coding guidelines

based on the code book.

* Help coders understand

the issue and coding
category.

Coding
Guidelines

E2oYiData

-

* Select a small number

of samples, each coder
coding independent.

Calculate the reliability

~

-

J

j \ coefficient.

-

 If the desired reliability

* The coders should be

1s not achieved, repeat
the test code.

trained and instructed
again.

-

Coding
correction )

* Reach ideal reliability

~

Formal code

and start coding.
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RESULT

Overall information trend

Overall Information Trend (by media type)

—O— Weibo —(— Wechat

8,000
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Overall information trend

@ Children Abuse in RYB Education pre-school Incident or Case
@ Children Abuse in Ctrip Parent-child Garden

B Others

Others: 8.4%

Children Abuse in RYB Education pre-school: 46.4%

Children Abuse in Ctrip Parent-child Garden: 45.2%
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Cases and behaviors of children abuse mentioned

® It can be seen that the
behaviors of children abuse
are mentioned most are about
physical direct injury. These
behaviors all challenge the
moral bottom line, which i1s
casy to arouse people's

discussion and attention.

*Note:
X?2=1319.125 > df=12 > p<.001***
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Cross Relation between Cases and Behaviors of Children Abuse

@ Using needle to pierce [ Indecency [l Feeding the tablet B Physical abuse (l Threatening
@ Feeding the mustard Sparging disinfectant fluid
100 %

80 %

60 %

40 %

20 %

0 % -
Children Abuse in RYB Education Children Abuse in Ctrip Parent-child
pre-school Garden
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Cases and stakeholders

Cross Relation between Cases and Stakeholders

® It can be seen that the @ Managers of Ctrip Parent-child Garden [ Teachers get involved (ll Victim @ Police
. . Managers of Ctrip @ Women's Federation ([} Other specialized institutions
SCTr1IousSnNcessS Of thls Education management 0/ Managers of RYB Education pre-school
. . . @ Other government
incident has involved the 100 % -
attention of the public
) ) 80 %
inspection department.
60 %
40 %
*Note:
X?2=1498.754 > df=12 > p<.001***
20 %
0 % -

Children Abuse in Ctrip Parent-child Children Abuse in RYB Education
Garden pre-school
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Cases and dialogic characteristics

Cross Relation between Cases and Dialogic Characteristics

® the communication
meeting which was hold
by Ctrip didn’t gain the
public forgiveness. Most
people think it's pointless
to kneel and apologize.

*Note:
X?2=147.923 > df=8 > p<.001***
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@ Communication meeting @ Declaration B WeChat [ Phone B Email @ Press conference

The media interview B Legal instruments Open-ended activity

100 %

80 %

60 %

40 %

20 %

0 % -

B 5 =

. O,
Children Abuse in Ctrip Parent-child Children Abuse in RYB Education
Garden pre-school
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Response strategies

Response options and strategies in two cases

@ children Abuse in Ctrip Parent-child Garden @ cChildren Abuse in RYB Education pre-school

350 -

14.8%
300

20 11.0% 11.3%

200+
*Note:
Edl A X2=280.156 > df=14 > p<.001***

5.4% 5.5%
100 '

| 1.9%
50 L7% 50,1 300.4%22%  17%

0.2% |0.3% 0.6% |N0.7%

01% 0.0%




PR strategies in two cases

@ cforce @ Rebulid @ Basic Weaken 9 Deny

® From the point of public relations
crisis strategies, in Ctrip case,
companies emphasized rebuild and 80 %-
weaken strategies than RYB case,
while RYB company denied / 0%

attacked incorrect information more.
40 % -

*Note: X?= 189.981, df=4, p<.001*** 20 %

0 % -
Children Abuse in Ctrip Children Abuse in RYB
Parent-child Garden Education pre-school
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Cross Relation between Response Options and Attitudes

B Neutrality @ Entirely negative [l Conditional negative [ Entirely positive Conditional positive
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*Note: X2=132.476 » df=56 » p<.001***
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Cross Relation between Cases and Attitudes toward the response

[ ] Neutrality [ ] Entirely negative 8 Conditional negative Conditional positive [ ] Entirely positive

® The negative attitude in 100 %
the Ctrip case 1s more
obvious than RYB case. e
60 %
40 % -
20 %
*Note:
X2=13.431 > df=4 > p<.01**
0 % -
Children Abuse in Ctrip Parent-child Children Abuse in RYB Education
Garden pre-school
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Ctrip-Response Options and Attitudes

[ ] Neutrality [ ] Entirely negative @ Conditional negative @ Conditional positive
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RYB-Response Options and Attitudes

[ ] Neutrality [ ] Entirely negative Conditional negative [ ] Entirely positive

¥

100 % 779 59 9% 3.3 % 4.2 %

133 % | 143 %

80 % - 25.5% M 23.1 % M 26.5 % [ 26-7 % 29.2 %

60 %
100.0 %

40 % | IIXEA
' 705% M 68.2% M 69.2% M67.6 % [l 700 %

20 %

0 % -
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Development stages of the Ctrip Children abuse event

500

400 -

300 +

200

100

TOP3 - Behaviors of
children abuse mentioned

66.3% 63.7%

]

Physical Feeding the Sparging
abuse mustard  disinfectant
fluid

2017/11/9

O~ Number

TOP3 - Response options
and strategies

40.1% 36.7% 30.3%

Taking Apologize  Disclosing
responsibility information

positiv
e, 0.6%

physical abuse, feeding the mustard

and sparging disinfectant fluid.

taking responsibility, apologize and

disclosing information.

44.0% negative
55.3% neutral




Development stages of the RYB Children abuse event

—(O~ Number
4 using needle to pierce, indecency
500 - and feeding the tablet.
TOP3 - Behaviors of TOP3 - Response options

hildren ab ioned d i . e eqe . .
400 - children abuse mention and strategies / taklng I'CSpOIlSlblllty, dlSClOSlng

628% 5508  544%

B B B 06%  183%  172% information and attacking incorrect

Using  Indecency Feeding the Taki Disclosi Attackin,
300 needle to tablet res onsing'i y iuofmsu';gn incorrec iy 1 1

pierce - information.
200 .

201711724 v’ 372% negative
62.7% neutral
100 -
0 4= ?
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CONCLUTION AND DISCUSSION

® Firstly, identify the crisis facts and wait for the authority's investigation

result.

® Secondly, establish a constant public relations mechanism and publish

information with one voice.

® Thirdly, specify implementation plan, the more detailed the better.
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Further study

® In the future, this research can be done from the perspective of psychology.

® Combine questionnaire survey and focus group to explore expectations from the

public.

® The current education status, policy text, education staff status and other
investigations can be combined to provide an optimized path for the future pre-school

education development and much more cases can be analyzed.
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