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ghién ciru nay khao sat mirc do phién todi cia hai dang qudng cdo cé thé bé qua va khong

thé bo qua trén YouTube. Tdc dong ciia sy phién todi gdy ra béi hai logi hinh quang cdo trén

dén tam Iy va hanh vi khdch hang sé dirgce so sanh va danh gid, tir d6 dwa ra cac goi y vé cach thire quang
cdo hiéu qua cho doanh nghiép. 100 nguoi tham gia duoc chia lam 2 nhém dé xem mot doan video trong
do co chira ngau nhién mot loai quang cdo. Sau do, phan ing cua nhiing nguoi nay dugc khao sat bang
bang hoi. Két qua cho thdy, qudng cdo khong thé bo qua gay nhiéu cam gidc phién todi hon, tir dé thai d¢
clia ngieoi xem tiéu cyee hon, niém tin voi thong diép thap hon va cé xu huéng né tranh quang cdo hon. Tuy
nhién, quang cao khong thé b6 qua lai t6 ra hiéu qua hon trong viéc tang cuong nhén thirc vé nhan hang

va san pham xuat hién trong quang cdo.

Tir khéa: Su phién todi, quang cdo video, Youtube.

1. Giéi thi¢u van dé

Su ra doi cua Internet vao thé ky 20 d3 mé ra con
dudng phat trién méi cho nganh quang cdo. Néu nhu
trudc day cac doanh nghiép chi sit dung cac kénh
quang céo truyén thong nhu truyén hinh, phat thanh,
béo chi thi gior day ho c6 thé sir dung nhlmg phuong
phap quang c4o truc tuyén (online) dé tiép cén duorc
s0 lugng 16n khach hang trong thoi gian rat ngin.
Quang céo truc tuyen d4 thé hién duoc stre hit manh
mé& va nhan duoc nhiéu su quan tam cua doanh
nghiép. Hién nay, quang cdo truc tuyén da tro thanh
lya chon hang d4u cta nhiéu doanh nghié¢p, muc chi
tiéu cho hoat dong nay da Ién t&i 333 ti do-1a trén toan
thé gidi, 16n hon ngan sach cho bét ky kénh nao khéc.

Trong cac kénh quang cdo truc tuyén, YouTube
dang hira hen 1a mot kénh day tiém nang véi co hoi
tiép can 1,9 ti ngudi dung, chiém 1/3 s6 luong ngudi
dung Internet trén thé gidi. Tai Viét Nam, theo bao
céo thong ké vé digital ciia Viét Nam nam 2019, s6

lugng nguoi tham gia sit dung Youtube va truy cap
Youtube trung binh 334.000.000 nguoi/thang, trung
binh thoi gian cho mdi 1an truy cap 1a 30 phat 21
gidy, cao nhat trong s6 cac dich vu digital ¢ Viét
Nam! (wearesocial).

Ké tir khi bét ddu kinh doanh quang co vao nim
2007, YouTube da cung cap nhiéu hinh thirc quang
c4o khac nhau, trong d6 phd bién nhét 1 cac dang
video quang cao dugc 16ng vao ndi dung chinh.
Khoéng thé phu nhan ring cich lam nay gitp cac
doanh nghiép d& dang quang b4 san pham dén véi
ddng dao ngudi tiéu dung. Tuy nhién, mot van dé
nay sinh d6 1a cam giac phién toai ciia khach hang
khi ho lién tuc phai xem quang cdo, lam gian doan
ndi dung chinh ma ho mudn xem. Cho t6i nay da co
nhiéu nghién ciru chi ra ring sy phién toai ctia quang
cao ti 1¢ nghich voi hiéu qua (Greyser, 1973; Aaker
& Bruzzone, 1985; Loureiro, 2018). Do vay viéc lya
chon hinh thirc quang cdo it gy phién toai cho khan

1. adtimes.vn/digital-report-in-vietnam-2019
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gia dong vai trd quan trong trong viéc nang cao hi¢u
qua quang cao.

Nghién curu nay s€ khao sat va so sanh muc do
phién toai ciia cac loai hinh quang cdo video trén
YouTube va tac dong cia chung 1€n tdm ly, hanh vi
khéach hang, tir d6 dua ra cac goi y cho doanh nghiép
dé chon loai hinh quang céo phil hgp nhiam cai thién
hi€u qua quang céo.

Dé dat duoc muc dich trén, nghién ctru nay sé
lan lugt trinh bay tong quan 1y thuyét, mo hinh va
cac gia thuyét, phuong phap va két qua nghién ctru.
Trén co s& do, nghién ciru sé thao luan va khuyén
nghi phuong thirc quang céo hi¢u qua.

2. Tong quan ly thuyét va cac gia thuyét
nghién ciru

2.1. YouTube

YouTube 1a mot nén tang mang xi hoi cho phép
ngudi ding luu trit va chia sé video dugc phat trién
boi Chad Hurley, Steve Chen va Jawed Karim vao
nam 2005. Cho dén thoi diém hién tai, YouTube la
website c6 lwong truy cap dimg thir 2 thé gidi (chi
sau Google.com), thu hut 1,9 ti nguoi dung. Ciing
theo théng ké cua hiép hoi Marketing Viét Nam,
trong bao cao tai hdi nghi cao cép Viét Nam
Marketing Summit 2020, Youtube dang dan tro
thanh mot kénh Marketing hiéu qué cho cac doanh
nghi€p Viét Nam. Quéang cdo trén YouTube dang
dan thay thé quang céo trén cac kénh truyén thng,
ddc biét 1a truyén hinh, nhd vao nhitng uu diém vuot
tri nhu chi phi canh tranh, lya chon doi tuong khac
hang dya trén thong tin nhan khau hoc va so thich,
¢6 kha ning do luong va theo ddi thong tin chién
dich quang cdo mét cach chinh x4c va nhanh chéng,
giap nhung ngu(n lam quang céo c6 nhitng chinh
sira can thiét nham t&i vu hoa hiéu qua.

2.2. Qudng cdo trén YouTube

Theo YouTube Help Centre (2019), YouTube
dang cung cap 3 dang quang céo video bao gdm: (i)
Quang cao video cé thé bo qua (sklppable ads):
Nhing quang cao nay c6 thé xuat hién bét ki luc
nao, lam gidn doan video chura ndi dung chinh.
Quang céo loai nay cho phép ngudi xem dugc lya
chon gitra viéc bo qua quang cdo sau 5 gidy hodc
tiép tuc xem ndi dung quang céo. (ii) Quang céo
video khong thé bé qua (non-skippable ads):
Nhing quang cao nay c6 thé xuit hién bét ki luc

Ao s o

nao trong qua trinh xem, lam gian doan video chira
ndi dung chinh. Ngudi xem khong thé bo qua
quang cao, video chtra ngi dung chinh s€ duoc phat
sau khi quang céo két thuc. Thoi luong cua loai
quang cao nay kéo dai tr 20 - 30 gidy. (iii) Quang
cdo dém (Bumper ads): La mot loai quang céao
khong thé bo qua nhung c6 thdi lugng ngin hon
binh thuong (6 gidy).

Nhu vay, ching ta c6 thé chia quang cao video
trén YouTube thanh 2 loai: quang cdo c6 thé bo qua
(CTBQ) va khong thé bo qua (KTBQ). Piém khac
nhau can ban gitra hai hinh thitc quang céo nay do la
thoi lugng phat va sy tu do lya chon cua nguoi xem.
Quang cdo CTBQ cho ngudi xem nhiéu quyén kiém
soat hon va thoi luong ciing ngin hon so véi quang
cao KTBQ.

2.3. Sw phién todi

Trong mot nghién ciru gan déy, hon 80% nhiing
ngudi duge hoi cho ring ho cam thiy cac video
quang cdo trén YouTube rat phién todi (Pikas &
Sorrentino, 2014). Sy “phién toai” trong truong hop
nay dugc dinh nghia 1a “cam giac bi kich ddong,
phién nhidu va kho chiu nhat thoi” khi xem quang
cdo (Aaker & Bruzzone, 1985).

Sy phién todi ciia ngudi xem bit ngudn tir nhiéu
yéu t6, cho téi nay, cac nha nghién ctru di chira 5
nguyén nhan chinh dan dén cam giac nay. Thir nhat,
trong nguyén cliru cua minh, Aaker & Bruzzone
(1985) di chi ra rang yéu té vé ndi dung quang co
c6 tac dong 1on toi cam gidc cia nguodi xem, khan
gia s& thiy kho chiu khi ho phai xem cac doan quang
c40 ¢6 cdt truyén nham chan, dién vién kém hap din
va chira cac tinh hudng bi cuong diéu héa. Thir hai,
nghién ctru trén ciing phat hién ra rang mot s6 danh
muc san phidm nhay cam xuat hién trong quang co
6 thé gy ra sy kho chiu cho ngudi xem. Thi ba,
tan suat lap lai quang céo 1a mot yéu td giy ra su
phién toai cho ngudi xem; khan gia thuong cam thy
kho chiu khi ho lién tuc phai xem quéang céao
(Sawyer, 1981). Thtr tu, ngudi xem cam thiy bi lam
phién khi ho phai xem nhiing quang cao khong lién
quan t6i s& thich va nhu cau ciia minh. Theo két qua
nghién ctru ctia Mehta & Sivadas (1995), khan gia
thuong cho rang nhiing thong tin pht hop voi so
thich cua ho 1a nhiing ndi dung cé gia tri, khi tap
trung theo doi nhitng ndi dung nay, ho it khi cam
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thdy kho chiu. Cudi cung, Edward, Li & Lee (2002)
chi ra rang khan gia cam thiy phién vi cach thirc
xudt hién ctia quang cao. Thong thuong, quang céo
xudt hién rat bat ngd khi nguoi xem dang chu ¥ cao
d6 vao ndi dung. Su gian doan boi quang céo khién
nguoi xem phai danh gia lai muc dich hanh dong
clia minh (tiép tuc xem hay bo qua) va diéu nay
khién ho cam thay phién toai.

Panh gia vé& anh huong cia sy phién toai dén
hiéu qua quang céo, phan 16n cac nha nghién ciru
déu cho rang cam giac nay sé c6 tac dong tidu cuc
dén hiéu qua quang céo, quan diém nay dugc goi la
“syr uu viét cta cam gidc dé chiu” - the superiority
of the pleasant - (Aaker & Bruzzone, 1985). Nhu’ng
nha nghién ctru ung hd quan diém nay cho ring
phan tng cua khan gia déi v6i mot doan quang co
s& “dan truyén” dén san pham hodc nhin hang xuét
hién trong doan quang cao d6 thong qua qua trinh
phan xa cé diéu kién (Gorn, 1982; Mackenzie &
Lutz, 1982). Ngoai ra, quang cdo s€¢ anh hudng toi
tam trang nguoi xem, tac dong tdi nhan thirc cia ho
vé san phdm hodc nhin hang. Diéu ndy c6 nghia,
néu khan gia cam thay kho chiu béi quang co, ho
s€ hinh thanh thai d6 tiu cuc vdi san phém, nhan
hang hodc doanh nghiép xuit hién trong d6. Ngoai
ra, khi bi 1am phién, khan gia s& hinh thanh cac phan
g tiéu cuc nhu mat long tin vao théng diép quang
cdo hoac né tranh quang cao (Krugman, 1983;
Krugman & Johnson, 1991).

Tuy nhién, mot s6 nha nghién ctru da chi ra rang
cam giac phién toai d6i khi ciing c6 loi ich nhat
dinh. Trong hai nghién cuou cua Silk & Vavra
(1974) va Moore & Hutchinson (1983), cac tac gia
da biéu dién mdi quan hé giita cam giac phién toai
va hiéu qua quang cdo dudi dang dd thi hinh chit J.
Cu thé, mot quang cao lam phién khan gia s& kém
hiéu qua hon so v6i mt quang cao dugc khan gia
ua thich. Tuy nhién, loai hinh kém hi¢u qua nhat lai
la quang cdo “trung tinh” - quang c4do khong gay
dugc cam xic gi cho ngudi xem. Giai thich vé vén
dé nay, James & Kover (1992) cho ring nhirng
doan quang cdo gay kho ch1u cho ngudi xem sé& dé
lai dugc an tugng va cing ¢6 hinh anh sén pham,
nhan hang hodc doanh nghiép trong tri nhd cia
ngudi xem.

Nhin chung, sy phién toai ciia quang cdo ¢ ci
anh huong tich cuc va tiéu cuc dén hiéu qua quang
c4o. Sy phién toai co thé lam gia ting thai do tiéu
cuc cta khan gia, khién ho mat niém tin vao thong
diép va hinh thanh nhiing hanh dong né tranh quang
céo. Nguoc lai, cam giac phién toai nay ciing c6 kha
nang kich thich tri nho, ting kha nang nhan dién
thuwong hiéu va san pham.

2.4. Ly thuyét Phan iing (Reactance Theory)

Ly thuyét phan tng ctia Brehn (1966) cho ring
khi con ngudi nhan thay bat ki nd luc nao nham
thay d6i hanh vi ctia minh nhu mot mbi de doa téi
quyén tu do lya chon thi ho s& hinh thanh phan tmg
tiéu cuc, thé hién & thai do va hanh vi tra diia theo
xu hudng nguoc lai dé khéng dinh sy tu do. Sy xam
pham dén quyén tu do cang 16n, phan tng cta con
ngudi cang gay git. Clee & Wicklund (1980) goi xu
huéng hanh dong nay 1a “khiang dinh chu quyén”.
Dillard & Shen (2005) da ghi nhan trong nghién
clru ctia minh ring nhitng nguoi tham gia thi
nghiém khong t6 ra hiing thu véi nhitng hanh dong
ma ho bi ép phai lam, dong thoi co xu hudng yéu
thich nhitng hanh dong ma ho bi cAm doan. Khi ap
dung vao quang cdo, ly thuyét phan ung co thé
duoc st dung dé giai thich thai d0 hodc hanh vi tiéu
cuc cua khach hang déi voi quang céo. Quang cdo
thuong duge coi 14 mot ky thuat thuyét phuc cb
gang thay doi hanh vi cua khach hang (Friestad &
Wright, 1994). Do d6, khach hang c6 thé nhan thiy
méi de doa dbi voi tu do va hinh thanh phan tng
tiéu cuec.

2.5. Mé hinh va gid thuyét nghién civu

Quang co 1a mot nd lyc thuyét phuc nhiam thay
ddi nhén thirc hodc hanh vi cta cong ching. Do d6,
khéan gid coi quang cao nhu mot sy xam pham toi
quyén ty do cua ho. Theo Iy thuyét phan tmg, ho s&
cam thiy bi lam phién, din t6i sy phan khang trong
thai do va hanh vi.

Céc hinh thuc phan khang ctia nguoi xem dugc
ghi nhan trong nhiéu nghién ciru, bao gém: thai do
tiéu cuc véi quang cao (Yang, Huang & Shih, 2014;
Loureiro, 2018), mat niém tin vao thong diép quang
cao (Loureiro, 2018) va hanh dong né tranh quang
cao (Edward, Li & Lee, 2002; Loureiro, 2018).
Nghién ctru ctia Loureiro (2018) con chi ra mbi lién
hé tich cuc gitra cam giac phién toai va ba phan tng
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gian doan chung gay ra khién moi ngudi

Thai d¢ tiéu cuc
véi quang cao

kho chiu. Trong khi d6, thu tryc tiép co
lién quan va nhicu thong tin hon, do d6

chung goi ra it phién toai hon. Loureiro

\4

Sy phién toai

Mat niém tin

(2018) d3 nghién ctru sy phién toai cua
khach hang trén quang cao trén TV va

Né tranh
quang cdo

YouTube va két luan ring trén ca hai
kénh, sy phién toai gay ra thai do tiéu
cuc doi voi quang cao, khong tin vao

Hinh 1.1: Khung nghién ciru
trén, cu thé, khi mirc d6 cam nhan phién toai cao,
muc do phan Gng cua khan gia cang manh mé.

Trong pham vi nghién ctru nay, nhém tac gia su
dung 1y thuyét phan tmg ctia Brehn (1966) va md
hinh anh huéng cua sy phién todi ciia Loureiro (2018)
lam co s& nén tang nghién ciru, céc thang do dugc ké
thira tir nghién ciru ctia Loureiro va diéu chinh cho
phi hop véi bdi canh nghién ciru ctia Viét Nam.

Sw phién todi

Cho dén nay di c6 nhiéu nghién ctru kiém tra sy
phién toai ctia cac quang céo, tuy nhién ho chii yéu
tap trung vao cac kénh truyén théng (ngoai tuyén)
nhu TV, dai phat thanh va béo chi. Vi sy phat trién
cua Internet, quang cdo truc tuyén da tro nén phf)
bién va dong mot vai trd quan trong trong nganh
quang céo. Cac nha quang cao hién c6 rat nhiéu tiry
chon dé tlep can khach hang muc ti€u thong qua
email, quang cdo trén mang xa hoi, quang cao bat
[én... Vi mot sy thay ddi dang Kké trong bdi canh,
can phai mé rong nghién ctru kich thich khach hang
vao mdi truong tryc tuyén. Mot s6 nha nghién ctru
da kiém tra mirc do kich thich cua khach hang trén
cac kénh truc tuyén va so sanh né véi cac kénh
truyén théng (ngoai tuyén). Tuy nhién, khong thé
khai quat rang kénh nao gdy ra su phién toai cao hon
vi két qua cia mdi nghién ctu 1a khac nhau.
Morimoto & Chang (2006) da nghién cttu quang cao
email truc tiép va thu rac va thdy ring email spam
gy kho chiu hon thu tryc tiép. Theo giai thich cua
ho, moi nguoi dang nhap vao email cua ho dé thuc
hién mot nhiém vu du dinh nhu viét thu cho ban bé
hodc kiém tra xdc nhan truc tuyén va email spam
ngan khach hang thyc hién muc dich cua ho. N luc
thém cua viéc loc cac email spam vd nghia va sy

tuyén bo quang cdo va tranh quang céo.
Tuy nhién, quang céo truyén hinh duoc
cho rﬁng tao ra thai d tiéu cuc va tranh
quang cao ti€u cuc cao hon so voi quang céo trén
YouTube.

Bén canh d6, nguyén nhan gay ra sy kho chiu,
phién toai cta khach hang trong bdi canh truc tuyén
cling 1a mot chu d& tht vi duoc nhiéu hoc gia nghién
ctru. Trong nghién ctu Mehta va Sivadas (1995), ho
da so sanh muc @9 kich thich gitta quang cao dugc
nhim muc tiéu tryc tuyén va khong nham muc tiéu.
Két qua cho thdy khach hang khé chiu hon véi cac
quang cdo khong duoc nhim muc tiéu khong phu
hop véi s¢ thich cta hg. Theo két luan nay, muc do
lién quan cua ndi dung quang cdo co thé xac dinh
mirc d6 gy phién toai. Edwards, Li va Lee (2002)
da nghién ciru cic quang cao pop-up truc tuyén va
tuyén b rang su xam nhap duoc dinh nghia 1a “mtic
d6 ma mdt nguoi cho 1a trinh bay thong tin trai voi
muc tiéu ciia minh” c¢6 thé gay ra su khé chiu. Céac
tac gia giai thich rang khi khach hang tap trung (véi
nd luc nhan thirc cao), sy gian doan cua quang céo
xam nhap co6 thé gay ra cam giac kho chiu. Cac nha
nghién ctru ciing dé xuat rang sy kich thich c6 thé
dugc giam bang cach giam sy xam nhap nhan thic.
Céc nha quang cdo co thé lam diéu nay bang cach
“(1) nhdm muc tiéu ngudi xem khi nd Iyc nhan thirc
ctia ho thép, (2) ting mirc d6 lién quan cia quang
cdo va (3) cung cip gia tri cho ngudi xem”
(Edwards, Li & Lee, 2002). Dé xuét thir hai vé mirc
d6 phu hop ctia quang cédo phu hop vdi phat hién cia
Mehta va Sivadas (1995). Gao, Koufaris va Ducoffe
(2004) da phat hién ra rang cac ky thuat va to chirc
quang c4o trén trang web c6 lién quan dén su kich
thich. Dac biét viéc sir dung hoat hinh lién tuc va
quang cdo bat 1én co lién quan voi mire do kich thich
cao vi chiing bit ngd va gian doan. Tit ca nhiing
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phat hién noi trén déu phu hop véi két qua nghién
clru cua Rodriguez (2018) khi nghién ctru nhan thirc
vé hang nghin nim vé quang cao trén mang xa hoi.
Rodriguez (2018) cho rang 1y do tai sao quang cao
trén mang xa hoi gay kho chiu cho khan gia 1a su
gian doan, tri hoan nhi¢m vu va khong lién quan.

Tir nhitng phat hién & trén, chung toi c6 thé khai
quat hai nguyén nhan gay ra su kho chiu cta khach
hang trén cac kénh truc tuyén 1a khong lién quan va
xam nhap. Mac du khong lién quan dén noi dung
quang c4o, nhung sy xam nhap ngu y k¥ thuat hién
thi quang cdo. Quang cao co lién quan dugc coi la
thong tin va c6 gia tri cho khach hang, do d6 chung
¢ thé lam giam cam giac khé chiu; trong khi do
quang cao khong lién quan c6 tac dung nguoc lai
(Mehta & Sivadas, 1995; Edwards, Li & Lee,
2002). Ngoai ra, sy xam nhap la nguyén nhan
chinh gay ra su kho chiu vi quang céo tim kiém sy
cht ¥ cua khach hang bing cach tao ra su gian
doan va tri hoan nhiém vu cua h¢. Quang cao
thuong xudt hién khi khach hang dang tap trung
xem ndi dung, do d6 khach hang phai danh gia lai
muc tiéu cua minh xem c6 nén tiép tuc xem noi
dung chinh hay khéong. Nhimg nd luc thém va bt
ngd khién khach hang kho chiu. Ddi voi dy an
nghién clru nay, sy khong lién quan s& khong duoc
xem xét boi vi chung t6i mudn kiém tra muc do
kich thich cua khach hang gitta cdc quang cdo co
thé bo qua va khong thé bo qua c6 cung ndi dung.
Do d6, chi tinh d&én sy xam nhap cua quang cao. Co
¥ kién cho rang quang céo c6 thé bé qua dugc coi
1a it xAm pham hon quang cao khong thé bo qua do
hai 1y do. Trude hét, thoi gian cho cua quang cio
¢6 thé bo qua la 5 gidy, it hon 20 gidy so v6i quang
céo khong the b6 qua. Thir hai, quang céo c6 thé bo
qua cung cap su lwa chon cho ngudi xem bang cach
cho phép ho bd qua quang cao trong khi quang céo
khong thé bo qua budc ngudi xem phai xem cho
dén khi két thiic, do d6 su gian doan nhan thic la
16n hon. Do d6, du kién murc d6 kich thich tong thé
ciia quang cdo c6 thé bo qua thip hon quang cio
khong thé bo qua. Do vdy, gia thuyét HI duoc dé
xuat nhu sau:

HI: Qudng cio CTBQ gdy ra it sw phién todi
hon quang cao KTBQ

Phdn ting vé qudng cdo

Lién quan dén quang cao trén YouTube, nguoi ta
cho rang ca quang cdo CTBQ va KTBQ 1a mét hinh
thirc xem bat budc va sy gian doan gay ra boi sy xam
pham ciia ching han ché quyén tw do xem ctia nguoi
xem. Do do, ngudi xem s& cam thay kho chiu va
chéng lai @ doi lai sy tw do hodc su kiém soat cua
ho dudi tac dung cua phan ing. Mac du ca hai hinh
thirc quang cdo déu gy khé chiu, nhung ching
khong c6 tac dung nhu nhau. Nguoi xem quang cao
CTBQ c¢6 toan quyén kiém soat bo qua sau 5 gidy
trong khi nguoi xem quang cao KTBQ khong co
quyén kiém soat bé qua cho dén khi ho hoan thanh
quang c4o dai. Do d6, nguoi ta lap luan rang quang
cdo CTBQ c6 thé lam giam hiéu qua ctia phan tmg
bang cach cung cp tily chon bo qua sau 5 gidy xem.
Trong khi do, quang céo KTBQ ¢6 nhiéu kha ning
xam chiém quyén tu do va kiém soat ctia khach hang
bang cach budc ho xem quing céo cho dén khi két
thic, do d6 ngudi xem s& thé hién phan tmg dir doi
hon. Phan g ctia khach hang khi ho cam thay phién
toai boi quang cao c6 thé khac nhau nhung mot s6
hién tuong da dugc ghi lai trong céc tai liéu nghién
ctru gan day nhu phat trién thai do tiéu cuc ddi véi
quang cao (Yang et al, 2014, Loureiro, 2018), hoai
nghi quang cdo (Loureiro, 2018 ) va né tranh quang
cao (Edward, Li & Lee, 2002; Loureiro, 2018). Thi
nhét, phién toai hinh thanh thai do tiéu cuc dbi voi
quang cao dugc xac dinh la danh gia bét 1oi noi bd
ctia ca nhan ddi voi quang céo (Loureiro, 2018). Khi
khach hang hinh thanh khuynh huéng tiéu cuc, ho sé
phan tng khong thuan lgi khong chi véi quang cao
ma con vai cac san phim va nhan hiéu duge quang
céo (Loureiro, 2018). Tac dong thir hai ciia sy phién
toai la sy hoai nghi quang céo ciing dugc coi la xu
hudng khong tin vao tuyén bd quang cao (Loureiro,
2018). Amyx & Lumpkin (2016) da bdo céo rang
nhitng khach hang nghi ngd vé quang céo cho théy it
¥ dinh mua hang hon va nhan thay su lira di nhidu
hon. Cubi cung, sy phién toai dan dén viéc tranh
quang céo bao gom tat ca cac hanh dong dugc thuc
hién boi ngudi xem dé giam tiép xuc voi quang céo
(Loureiro, 2018). Cac co ché dé tranh quang cao bao
gdm tir nhan thirc (b6 qua quang cdo) dén hanh vi
thuc té (chuyen kénh hodc roi khoi phong) (Lourelro
2018). Vi thé, nghién ctru nay d& xudt gia thuyét sau:
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Vi quang cao CTBQ duogc cho la gay ra phan
ung it dit doi hon, nén dy doan rﬁng:

H2: Thdi dé cua khdn gia doi véi quang cdo
KTBQ tiéu cuc hon quang cao CTBQ

H3: Niém tin cia khéan gia véi quang cdo KTBQ
thap hon so véi quang cdo CTBQ

H4: Xu hwong né tranh cua khan gia khi xem
quang cdo CTBQ thdp hon so véi quang KTBQ

Mait khac trong nghién ctru cua Zajonc (1980),
cho ring quang ciao KTBQ duoc cho 1a giy ra phan
ung va kich thich cao hon, no tao ra trang thai cam
giac cuc doan hon c6 thé cing c¢b hinh anh thuong
hi€u trong tri nhd cua nguoi xem (Zajonc, 1980;
Moore & Hutchinson, 1983). Do d6, quang cao
KTBQ duogc dua ra gia thuyét dé tao mirc hdi tuong
cao hon. Gia thuyét tiép theo nhu sau:

HS5: Kha ndang hoi twong ciia khan gid sau khi
xem quang cdo KTBQ sé tot hon quang cdo CTBQ

3. Phwong phap nghién ctru

3.1. Mdu nghién civu

Nghién ctru nay str dung phuong phap chon mau
phi xéc sut, cy thé 1a chon mau dya trén tinh dé tiép
can clia d6i tugng khao sat. Nghién ctru nay co tong
cong 18 bién quan sat, vi vay kich thudc mau tbi
thiéu 1a n = 14 x 5 = 70 (mau). Dé tién hanh nghién
clru, nhom tac gia dua trén méi quan hé ciia nhom
tac gia voi sy hd trg ctia nguoi than va dong nghiép
dé tién hanh guri 10i moi tham gia vao nghién ciru.
Sau 30 ngay thuc hién, nhom da duogc 116 nguoi da
chap nhan 16i moi va tham gia vao nghién ctru nay
mot cach ty nguyén. Do tudi dugc khéo sat ndm
trong khoang 18-49 tudi boi 1& day 1a nhém khén gia
chinh cuta cac ndi dung trén YouTube. Theo Google
Customer Insight (Hart & Blumestein, 2016), 8
trong 10 khéan gia theo ddi cac video trén YouTube
ndm trong d6 tudi nay. Nhing ngudi tham gia
nghién ciru nay dugc sang loc boi 2 cau hoi nhiam
dam bao rang ho c6 st dung YouTube va da ting bi
1am phién boi quang cdo trong qua trinh theo ddi noi
dung chinh. Sau khi sang loc, s6 lwong nguoi du
diéu kién tham gia nghién ctru 1a 100.

3.2. Qua trinh nghién ciru

Nghién ciru nay nhim khao sat mic do phién
toai ma khan gia thé hién ra khi ho bi gian doan boi
quang cao trong lic dang theo ddi ndi dung trén
YouTube.

Ao s o

Trudce khi tién hanh thi nghiém, mot video dwoc
Iwa chon vdi tiéu chi d6 1a khong qua dai dé ngudi
xem c6 thé theo dbi tir dau dén cudi. Ti 16 twong tac
v6i mot video trén YouTube cao nhit trong 1 - 2
phat dau tién (Fishman, 2016), chinh vi thé video
duoc Iya chon s€ c6 do dai trong khoang 1 - 2 phut.
Hon nita video nay ciing can hap din dé thu hut sy
chu y cua nguoi xem. Khan gia dugc ky vong s€ boc
10 cam giac phién toai mot cach chan thuc nhit néu
ho bi ngit quing bdi quang cdo trong lic xem ndi
dung ma ho thich. Pé tim ra noi dung dugc yéu thich
nhit, 3 video c6 do dai phu hop dd duoc chon lya
ngau nhién dé khao sat trong mot nhom nhé khoang
10 nguoi. Nhimg ngudi trong nhom duge yéu ciu
danh gia mirc d6 hap din vé nodi dung cua 3 video
trén thang diém tir 1 dén 7. Két qua cho thdy, video
¢6 ndi dung biéu dién ao thuat nhan dwoc phan hdi
tich cuc nhét.

Sau d6, mdt mau quang céo ngan dai khoang 25
gidy dugc chén vao video trén va dugc méd phong
thanh 2 phién ban. Mau quang céo trong video dau
tién cho phép nguodi xem bo qua ndi dung sau 5 gidy
con mau quang cao trong video thtr hai budc nguoi
xem phai theo dai dén khi két thiic. Hai video trinh
chiéu cho ngudi xem c6 ndi dung nhu nhau, diém
khac biét duy nhét 1a hinh thirc quang cao xuat hién
trong do6.

Tiép theo, 100 ngudi tham gia dugc ngu nhién
chia lam 2 nhom va xem video c¢6 chtta quang céo
(CTBQ hoic KTBQ). Sau d6, ho dugc yéu cau hoan
thanh mot bang hoi khao sat mirc do cam nhan phién
todi va phan tng sau khi xem xong quang céo. Kha
nang hdi tuong vé nhan hang xuét hién trong quang
céo cling s& duoc kiém tra trong bang hoi. S6 lidu
cua hai nhém s€ dugc ghi nhan, phan tich va so sanh
bang phan mém xir 1y s liéu SPSS.

3.3. Cdc bién quan sdt va thang do lwong

Céc bién quan sat bao gdm “cam giic phién
toai” gom 5 bién quan sat dugc ké thira tir nghién
ctru ciia Edwards, Li & Lee (2002), “thai d6 ddi véi
quang c40” gém 3 bién quan sat ké thira tir nghién
ctru cua Loureiro (2018), “niém tin voi thong diép
quang c4o” gom 4 bién quan sat va “sy né tranh
quang cao” gdm 2 bién quan sat duoc ké thira tir
nghién ctru cuia Loureiro va cong su (2018) va duogc
do bang thang Likert 7 mirc do: (1) 1a hoan toan
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khong ddng tinh dén (7) 1a hoan toan ddng tinh.
Trudce khi tién hanh kiém tra gia thuyét, do tin cay
thang do da duogc kiém dinh d¢ tin cdy va phén tich
nhan t6 kham phéa (EFA).

Bién quan sat “kha nang hdi twong” duge md
phong theo nghién ctru cua Yu, Chan, Zhao & Gao
(2012), kha nang nay duoc kiém tra thong qua khoi
goi cd ho tro (aided recall) va khoi goi khong ho tro
(unaided recall). Trong truong hop khoi goi khong
hé tro, nguoi tham gia dugc yéu cAu viét tén cua
nhin hang xuét hién trong quang céo. Trong trudng
hop khoi goi ¢ hd tro, nguoi tham gia duogc yéu
cdu chon ra tén nhin hang xuit hién trong quang
céo trong s6 10 nhan hang cing nganh. S6 luong
cau tra 101 ding va sai sé
duoc ghi lai dé so sanh

dung phan tich tiép theo. Mat khac két qua kiém
dinh cac nhan td ciing xac dinh 4 nhom gdém cam
gidc phién toai (5 bién), thai do v6i quang cao (3
bién), niém tin v6i thong diép quang cao (4 bién), su
né tranh quang cao (2 bién). Két qua kiém dinh do
tin cdy (bang 1) cta thang do cho thiy, hé sb
Cronbach's alpha cua cac bién déu vuot qua muc 0.8
> 0.6, didu nay c6 nghia rang thang do trén dat do
tin cdy cao.

4.3. Kiém dinh gid thuyét nghién ciru

Két qua kiém dinh t- test doc 1ap cho thiy mirc
ddc phién toai gy ra boi quang cao CTBQ (M =
3.672) thap hon dang ké so véi quang cao KTBQ (M
= 4.400) va p = 0.019 <0.05. C6 thé két luan quang

Bang 1: D¢ tin cdy cua thang do

gitra 2 nhom.

4. Két qua nghién ciru

4.1. Théng ké miu

nghién ciru

Két qua théng ké mau

Bién s6 S6 bién quan sat | Cronbach's Alpha
Cam gi4c phién toai 5 0.923
Thai do d6i voi quang cao 3 0.884
Niém tin v6i thong diép quang cao 4 0.884
Su né tranh quang céo 2 0.824

nghién ctru cho théy, ti 18
nguoi tham gia nghién 1a
nit chiém wu thé (57%)
hon nam (43%). P tudi cua nhitng ngudi nay phan
16n ndm trong khoang tir 18 dén 29 (80%) vdi trinh
d0 hoc vén cao (tr dai hoc trd 1€n) dat 89%, trong do
nghé nghiép chu yéu cua ho 14 sinh vién va nhan vién
(82%). Ngoai ra, két qua khao sat cho thiy diém
trung binh cua nhan té “né tranh quang cao” & mirc
cao nhit xoay quanh muc 5.2, tiép dén 1a “cam nhan
phién toai” & mirc kha quay quanh muc 4.0, “niém
tin v6i thong diép quang cao” c¢6 diém trung binh
xoay quanh mirc 3.5, va thip nhét 1a “thai do véi
quang c4o” v6i mic diém trung binh thip quay
quanh muc 3.2. Két qua nay cho thay, da s6 ngudi
dugc phong van déu cho rang quang céo gy ra phién
toai cho ho va c6 xu hudng né tranh quang cdo, dong
thoi ho cho ring cac thong diép quang céo tao dung
cho ho sy tin tuéng & muc do trung binh. Pay la
diém doanh nghiép can luu y dé co thé cai thién,
nang cao hi€u qua cua cac thong di¢p quang cdo.

4.2. Kiém tra d tin cdy thang do va phan tich
nhén t6 khim phd (EFA)

Két qua nghién ctru nhan t6 kham pha véi KMO
12 0.844 > 0.5 dap tmg duoc yéu cau dé dwa vao sir

Nguon: Diéu tra cia tac gia

cdo CTBQ gdy ra it sy phién toai hon quang céo
KTBQ. Gia thuyét H1 duoc chip nhan.

Mat khac, Kkét qua kiém dinh t- test doc 1ap cho
thiy thai do dbi voi quang cao KTBQ (M = 2.907)
tiéu cuc hon so voi quang cao KTBQ (M = 3.573)
v6i gid tri p = 0.018 <0.05. Do vay c6 thé két luan
thai d6 cua khan gia d6i véi quang cao KTBQ tiéu
cue hon quang cao CTBQ. Gia thuyét H2 duoc chap
nhan.

Gia thuyét H3 duogc chip nhan véi két qua kiém
dinh t-test doc 1ap cho théy niém tin vai thong diép
quang ciao KTBQ (M = 2.985) thap hon so véi
quang cao KTBQ (M = 3.575) véi p = 0.049 <0.05.

Kiém dinh t-test doc 1ap cho thdy quang céo
KTBQ gay ra mic d6 né tranh (M = 5.500) cao hon
so v6i quang cao CTBQ (M = 4.860). Gia thuyét H4
dugc chap nhéan vai gia tri p = 0.042 <0.05 (Bang 2).

Két qua nghién ctru ¢ bang 3 cho thdy, Kiém
dinh Chi-Square di duoc tién hanh dé kiém tra mdi
lién hé gitra hinh thirc quang cdo va kha niang hdi
tudng cua khan gia. Trong ca hai truong hop khoi
goi khong hd trg va co hd tro, khan gia xem quang
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Bang 2: Két qua kiém dinh gid thuyét

Ao s o

KTBQ. Piéu nay la
d& hiéu khi thoi

Bién s Quing cdo | Quédng cdo | t-value | p-value , .

KTBQ CTBQ 1“,‘-mgCT°ga quansg

Gia tri TB | Gi tri TB g hQ ngdn

Cam gi4c phién todi 4.400 3.672 22377 10.019 onrat nhieu so voi
e , quang cdo KTBQ.
Thai d6 doi véi quang céo 2.907 3.573 2.399 0.018 Quing cdo CTBQ
Niém tin v6i thong diép | 2.985 3.575 1.991 | 0.049 ciing cho phép
quang cao ngudi xem c6 nhidu
Su né tranh quang cao 5.500 4.860 2.062 | 0.042 quyén tr do Iua

Nguon: Diéu tra cua tac gia

chon hon bang cach

. . cho phép ho

Bang 3: Ket qua kiém dinh Pearson Chi-Square b6 qua sau 5

Khi niing Hinh thirc S6 cau S6 cau Pearson | p - value gLaX thay vi

hoi twéng quing cio | traloi ding | tri 1oisai | Chi-Square phat xem

Khoi goi khong ho trg | CTBQ 22 28 4.889 0.027 toan b
KTBQ 33 17 doan quang

Khoi goi c6 hd tro CTBQ 29 21 5.657 0.017 ca,o. Theﬁo
KTBQ 40 10 Ly thuyet

Phan ung,

Nguon: Diéu tra cia tac gia khal? gla 5
it cam thay

c40o KTBQ ¢6 sd lugng cau tra 1oi dang nhiéu hon
dang ké so voi quang cao CTBQ véi gia tri p =
0.027 va 0.017 déu nhoé hon 0.05 do véy gia thuyét
H5 duoc chép nhan.

5. Thao luan va goi y cho hoat dgng quang cao
trén YouTube

Két qua nghién ctru trén dd cung cép nhfrng
thong tin quy gia gitip doanh nghiép hiéu hon vé
cam giac phién toai cua khach hang khi ho tiép xtic
v6i quang cdo. Trude hét, két qua khao sat mic do
phién todi cua ca 2 dang quang cdo déu & trén mirc
trung binh, diéu nay cho thiy phan 16n khan gia déu
cam thay bi lam phién boi quang céo. Theo Ly
thuyét Phan tmg (Brehm, 1966), day 1a h¢ qua cia
viéc xam pham su ty do cua khach hang. Cu thé,
céc doan quang cao thudng xudt hién bat ngd, 1am
gian doan qua trinh theo doi cua khan gia dé truyén
tai nhimg thong diép nham thuyét phuc hoic gay
anh huong dén tam 1y va hanh vi cua ho. Do vay,
khan gia s& cam thay phién toai va phan tng theo
huéng ma nhimng nguoi lam quang céo khong hé
mong mudn.

Két qua trén ciing chi ra rang, d6i véi cting mot
ndi dung trén YouTube, quang cdo CTBQ gy ra it
cam giac phién todi cho ngudi xem hon quang co

phién véi quang cdo CTBQ va phan ung cua ho
ciing it tiéu cuc hon quang cao KTBQ. Piéu nay thé
hién ¢ chd khan gia biéu 1§ thai do on hoa hon, it
hoai nghi va né tranh quang céo. Xét vé khia canh
nay, hiéu qua cta quang cao KTBQ 1a thap hon so
v6i quang cao CTBQ. Két qua nghién ctru nay nhat
quan véi cac cong trinh trude day va thé hién sy ung
ho dbi v6i quan diém “sy vu viét cua cam giac de
chiu”, trong d6 cho ring cac nha quang cio can
tranh lam khan gia khé chiu dé dat dugc hiéu qua
quang cao cao nhat. Tuy nhién, ching ta ciing khong
thé phu nhan tac dyng cua quang cao KTBQ trong
viéc cting ¢ hinh anh san pham, thuong hiéu trong
tam tri khach hang.

Két qua trén day khong chi ¢6 ¥ nghia vé mat Iy
thuyét ma con goi ¥ cach cai thién hoat dong quang
céo trén YouTube cho cac doanh nghiép. Cho dén
hién tai, khi quang cdo cung mot ndi dung trén
YouTube, cac doanh nghi¢p nén uu tién su dung
quang cdo CTBQ dé tranh gay phién todi cho khan
gia. S& 1a khong hop 1y néu doanh nghiép tap trung
vao hinh thirc quang cao KTBQ dé rdi nhan lai thai
do tiéu cyuc, mat niém tin va su né tranh noi khach
hang. Cac doanh nghiép co thé tan dung quang co
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KTBQ khi ho mubn gia tang muc do nhan dién,
nhén thirc hinh anh cua san pham hodc thuong hiéu
trong thoi gian ngén boi cam giac phién toai ¢6 thé
1a tac nhan kich thich khién ngudi xem c6 4n tuong
hon véi san phiam va thuong hiéu. Tuy nhién, cin
chu y ring, trong thoi gian dai, cach 1am nay c6 thé
phan tac dung boi 1& cam giac khéd chiu dbi voi
quang céo sé& “dan truyén” sang san phiam hoic
thuong hiéu do qua trinh phan xa cé diéu kién.
Khéch hang s& ¢ an tugng voi doanh nghiép, nhung
d6 lai 12 4n tuong xAu. Ngoai ra, doanh nghiép co
thé can nhic st dung quang céo dém (bumper ad)
trong hoat dong quang ba. Quang cdo dém la mot
loai quang cao KTBQ vdi thoi lwong rat ngan (chi 6
gidy), nho d6 s& rat ngin dang ké thoi gian gian
doan, 1am giam su phién toai cho khan gia. Tuy
nhién, viéc truyén tai thong diép quang cdo trong 6
giay s€ 1a mdt thach thic, doi hoi sy sang tao ctiia bo
phan chuyén mon.

Dé gia tang hon nita hiéu qua quang cdo, bén
canh viéc chon loai hinh quang cdo phu hop, céc
doanh nghiép c6 thé tap trung khic phuc nhitng
nguyén nhan khac giy ra cam glac phién toai, bao
gom: ndi dung, san pham tan suat lap lai, sy lién
quan va cach thirc xuat hién ciia quang céo. Thir
nhét, ndi dung quang céo can hip dan khan gia, chta
dung nhitng thong tin hitu ich dugc c¢6 dong, tranh
thuyét phuc mot cach qua 16 lidu khién ngudi xem
¢6 nhitng phan ng tiéu cyc. Thi hai, quang céo can
tranh dé cap tryc tiép hodc phai cé cach thé hién
sang tao d6i v&i nhirng san pham nhay cam. Thit ba,
céc doan quang céo can tranh 1ap lai qué nhiéu lan
ddi véi cung mot dbi tugng. Bang cach sir dung tinh
ning “han muc tan sudt” trén YouTube, cic nha
quang cao c6 thé diéu chinh sé 1an xuét hién cua
quang cao mot cach hop ly. Tht tu, quang cdo can
phti hgp v&i nhu cau va so thich cua ddi tugng muc
tiéu. Hién nay, viéc xac dinh ddi twong muyc tiéu trén
YouTube rit dé dang nhd vao cac cong cu hd trg trén
nén tang ndy, cac doanh nghiép hoan toan c6 thé lua
chon nhling ngudi s€ xem quang cdo dya vao cac
thong tin vé nhan khau va s¢ thich cd nhan ma
YouTube cung cap. Thir nim, quang céo khong nén
xuét hién bat ngd hodc 1am gian doan ndi dung cao
trao trong video, thay vao do, YouTube nén c6 co
ché thong bao trude vé sy xuit hién cua quang cdo

hoac dat quang cao vao nhirng quang nghi tranh gay
kho chiu cho khan gia. 4
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Summary

The study assesses the level of customer irrita-
tion among video ad forms namely skippable and
non-skippable ad on YouTube. 100 people took part
in an experiment in which they were asked to watch
a video containing a random type of video advertise-
ment. Then they were requested to fill in a survey
which assessed their irritation and its impact on their
behaviors. The research results suggested some
applications in practice for companies to reduce cus-
tomer irritation and increase advertising effective-
ness.
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