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Tom tat - An tuong ban daula nhirng trai nghlem r&t quen thudc voi
méi ngudi. DU chiing ta gap gof mdt ngwdi 1an dau tién hay mua mét
san phém m&i, ching ta biét réng, ngay tie cal nhin du tién, dau éc
cla ching ta da bi cuon hat hodc 1a mudn vt b nhanh chéng
nhirng tim hiéu thém vé ddi twong. Tuy nhién, rat it cac nha nghién

ctru khai thac khai niém nay trong marketing. Ngay ca khi 4n tu'cmg
ban du xuét hién hang ngay trong thé gsow thuong mal nhung qua
thét khong dé& dé do Iweng khai niém nay. Do ludng ndi dugc xem
nhw la mét phu'O’ng phap hiéu qua va thich dang dé do Iwcmg an
tu'crng ban dau. Phuong phap nay cho phép chiing ta khdng dinh
rang an twong ban d4u v& san phdm méi dugc hinh thanh ngay tr
108 glay dAu tién va mang dén cho chuing ta mgt nhan thirc tbi thidu
v& san pham mai. Viéc xay ding tién trinh thwe nghiém d4 duoc
thire hién mot cach nghiém tlc trén nhitng chiéc xe 6 t6 méi dang
trén dwdng thwong mai hda tai Viét Nam.

Tir khéa - &n twong ban diu; hidu (ng dau tién; phan (ng cdm
xtic; phwong phap true tiép; do lwéng néi.

1. bit vén dé

An tuwgng ban déu duge dé cap dén nhu mét chi dé
nong trong marketing ngdy nay. Nhiéu nha nghién ctru d&
khai thac khéi niém nay trong nhiing linh vuc khac nhau,
khong chi trong tdm sinh ly hoc mé con trong nhiing linh
vue khac nhu ngudn nhan lye, gido duc,... Ambady da
dinh nghia 4n tvong ban déu nhu 13 sy nhin thic va hinh
thanh y twdng ban déau trén vét thé hay ngudi khdc. Va
chu thé hinh thanh nhing a an tuong ban dau mot céach tire
thoi voi nd lyc nhan thirc i thiéu [1]. Didu d6 c6 nghia
14 nhitng danh gid trén nguoi khac thuong duge hinh
thanh rét nhanh chong nhung lai c¢6 thé ton tai bén vimg
theo thoi gian. Berstein ciing dong y rdng 4n twgng ban
dAu duge hinh thanh mdt cach tic thoi va khé ma thay doi
b&i nhitng thong tin mdi thuong dugc nhdm dén nhing
dién dich déu tién trén ngudi hay vat. Con ngudi cé xu
huéng nhd vé nhiing dn tugng ban diu ctia ho tét hon 14
nhitng chinh sira vé sau [2].

Nhirng dgc diém vé én tugng ban dau nay da du dé
cho thay rang chi cau mdt cai nhin chép nhodng, chung ta
da c6 thé dé lai mot 4n tugng bén viing vé dbi twgng, néu
khong cé bt ki mot sy thay dbi (quan trong nao xay dén.
Qua véy, tir ldu 4n tugng ban ddu trén ngudi di ton tai,
thé nhung cic cude nghién cira trude chi dirmg lai & viéc
xem Xét 4n tugng ban dau hinh thanh trén cac khuén mit
ngudi “la” ma chua quan tam that sy dén sy hinh thanh
clia 4n tugng ban dau trén vat thé... Véy thi, nhitng cau
hoi dugce dit ra ¢ day la co ton tai mot 4n twong ban déau
clia ngudi tiéu ding trén mot san pham “la” hay khéng?
Néu c6 thi chimg ta hinh thanh én twong ban déu d6 nhu
thé nao? N6i mot cach khéc, & muic thdi gian nao thi
ngudi tham gia c6 mdt 4n tuong ban diu vé san phim
m&i? d6 1a mot 4n twong tich cuc hay tiéu cyc?

Abstract - "First impression” is for each of us a very common
experience. When we meet people for the first time or when we
buy a new product, we know that our minds are attracted or
repelled. However, very few researchers have exploited this in
Marketing. Even though this notion appears daily in the business
world, it is not always easily measured. The explicit measurement
which is empirically used in this study is considered to be an
efficient and adequate method to measure the initial impression.
This method allows us to affirm that the first impression of the
new products is formed during the first 10 seconds and then, it
provides us with minimal perception of the product. The process
of the experiment was seriously carried out among new cars
being commercialized in Vietnam.

Key words - first impression; primary effects; affective reaction;
direct method; explicit measure.

Dé gidi quyét nhitng ciu hoi nay, ching ta sit dung
mot phwong phap thuong duge biét dén trong tdm sinh ly
hoc dé do ludng nhiing phan tmg trén guong mit ngudi.
D6 1a phuong phép do ludng truc tiép (do ludng ndi)
bang thyc nghiém. Ching ta thir st dung phuong phap
nay dé do luong nhin thirc ban dau cta nguoi tiéu ding
trén san phim mai,

2. Phuong phép do lwdmg ndi vé An twgng ban diu vé
san phim méi
2.1. Ly thuyét vé do lwdng noi

Khai niém “4n twong ban diu” dén tir nhiing nha
nghién ctru ddu tién nhr Asch(1946) va Anderson (1965).
Dbi twong muc tiéu & cac thyc nghiém la cac guong mat
la va duoc trinh chidu bang nhirng hinh anh tinh vai biéu
16 guong mit trung tinh. Cac nha nghién ctu cling két
ludn ring 4n twong ban dau thuong dé hinh thanh trén
nhitng dién mao moi. (Malesta, Fiore et Messina (1987)).
Lién quan dén cong cu do luong, Ambady (2008) da chi
ra ring nhitng thang do ludng an tugng ban déu la nhitng
trang thdi cam xuc (phan tmg cam xuc) nhu gian dif, budn
bd, hanh phtc,...

Dbi véi nghién ctru trén san phim (vit thé), déi tuong
muc tiéu ctia chiing ta 1a vé bé ngoai (dién mao) cia san
phdm méi. Trendel (2006) da dinh nghia “mét do ludng
ndi nhu lé mot do lu(‘mg dat dugc béng viée dit cac ciu
héi trye tiép 1én chii thé” [6]. Theo Corneille, nhitng danh
gi4 ndi thuong duy tri mdt cach co y thire trong bo nhé va
x4c dinh hanh vi ctia ching ta [3]. Va nghién ciu tu béo
cdo (ty bach) thudong dugce st dung nhur mét phuong tién
dé dat duoc nhitng phan tng cla ngudi tham gia trong
nghién ciru quan sat va thuc nghiém.

Va bdn ciu hoi duge xem 14 mét loai phwong phap tu
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danh gia, bao g(‘ﬁm mot chudi cic cau hoi dudi hinh thirc ciu
hoi mo (doi hoi kha nang tu bach cao & ngudi tham gia) va
nhimg cdu hoi dong duge thiét lap trong thye nghiém. Ap
dung cy thé dé do ludng 4n twong ban diu vé mdt san pham,
déu tién ching ta gidi thiéu nhitng hinh 4nh san phim méi
la trén mot man hinh mdy tinh trong mot khodng thoi gian
rét nban Ngudi tham gia sau do s€ duge moi danh gid sire
cubn hat cia dién mao san phim ma ho xem trén man hinh.
DAu ring khoang thoi gian trinh chiéu san phdm la rat ng,an
ngudi tham gia van c6 thé danh gia chinh xac vé stic cubn
hit clia san phdm méi mé ho nhin thdy.

2.2. Thuwe nghiém tqi hign trivong
2.2.1. Muc tiéu ctia thyc nghiém

Muc tiéu cia chung ta & ddy la xac dinh thoi gian t6i wru
dé co mot cdu tric vitng chac ve an twgng ban déu. Thém
nita, ching ta khang dinh 1ang an tuong ban dAu c6 thé cho
ra nhitng nhén thirc t3i thiéu v& san phém, 4 tich cuc hodc
tiéu cuc bang viée quan sat dién mao san phidm moi.

2.2.2. Ké hoach thirc nghiém

Ching ta chon ra 600 ngudi tham gia (300 ngudi
thuomg xuyén va 300 ngudi khong thuong xuyén), duge
lya chon ngau nhién va ¢ do tudi tir 25 dén 60 tudi. Thoi
gian trinh chiéu dién mao san phdm tir 10s, 20s, 30s, 45s,
60s, va 80s. (Thoi gian trinh chiéu ding lai & 10s vi sb
luong khéch hang nhan xét “nhanh qud khong kip cdm
nhdan gr " tang Ién 16 rét trude ngudng 10s, chjem ty 18 gin
1/3 téng miu diéu tra). Tuong Gmg véi ting mbe thoi gian
la tng nhém 100 ngudi tham gia vao thue nghiém (50
ngudi thwong xuyén va 50 ngudi khong thuong xuyénsur
dung xe 6 t6). Viéc thu thip dir ligu duge trién khai chi yéu
& thanh phd Pa Nang Be tim ra nhitng nguoi tiéu ding dap
(ing dugc tiéu chudn vé viéce sir dung thudng xuyén xe 6 t6,
ching ta lam thuc nghiém tai “Trung tim kiém dinh 6 t6 co
gi6i tai thanh phdé Pa Ning” noi ma ngudi tiéu ding
thuong phai dén kiém dinh chat lugng xe & t6 cua ho el
moi 6 thang hodic 1 nim/ldn. Ching ta thiét lap ban cau hoi
trén 4 may tinh ¢4 nhén trong phong chd dé nguoi tiéu
ding co6 thé tra 1oi. Mdi nguoi chi lam bai thye ng,hlem mjt
lan duy nhit khi nhin thdy nhiing chiéc 6 t6 mé&i xudt hién
trén man hinh may tinh.Nhiing huéng dan cy thé duoc chi
ra trén man hinh va gidng nhau cho timg nhém nguoi tham
gia. Ching ta do thoi gian tde do phan ing ciia mbi nguoi

nhé vao phan mém INQUISIT ma ching ta da thiét lap
trong may tinh ca nhén.

i voi nguoi tham gia khong sir dung thudng xuyén
xe 0 t6, chiing ta moi cdc sinh vién bang hai va tir xa ho#c
Master tai Dai hoe Da Nang. Hai muoi mdy tinh dugc dé
nghi véi phin mém INQUISIT duoc thiét lap trén may
tinh. Nhitng diéu kién thuc nghiém duge kiém soét chat
ché& cho moi nhém 20 ngudi.Nguoi tham gia dua vao céc
huéng din cu thé trén man hinh dé di dén cung bai thyc
nghiém. Mot déi ngil gdm 5 giam sat vién dugc thanh Igp
dé giup do nhung ngudi tham gia khi can thiét va dé giam
thiéu hoa cac giao tiép gitra nhitng nguoi tham gia trong
qua trinh thyc hién bai thye nghiém.

a. Lya chon “hinh dnh 6 t6”

bé thuén tién cho vi€c hinh thanh a 4n tuong ban dau
ching ta cin phai chon nhiing chiéc xe 6 t6 méi chua xudt
hién hodc khong xudt hién trén thi truong Viét Nam tai
thoi diém lam thye nghiém, hon nita tén nhin hig¢u cua
ching hiém hoic khéng dwge biét dén tai Viét Nam.
Chiing ta da lya chon ra ba mu xe 6 t6 mai chiu Au dang
dugc thuong mai héa & thi truong chau Au. P6 12 mét xe
Citroen DS4, mot xe Land Rover Evoque va mdt xe Saab
9.5. 86 lugng dugce gidi han & 3 chiéc nhdm han ché thei
gian quéa dai cua thuc nghig¢m. Chung ta cling thuc hién
mét do ludng tién thyce nghi¢m dé xac dinh cach tét nhat
dé gidi thiéu nhiing chiéc xe hoi dén khéach hang. Chiing
ta da kiém nghiém mot chudi 12 ngudi véi cac kha ning
xuat hién dién mao & t6 khac nhau: mit trude 6 to, mat
sau 0 td, va than 6 t6. Cudi cung ching ta da két luau ring
céch thirc tot nhét 1a mot sy xuét hién tong thé gdm 3 khia
canh 6 td trén cling mdt hinh anh nhu sau:

b. Thang do luidrng

H¢ thong céc tir “items” ciia cédc tic gia
Lya chon céc thang do da dugc phét trién cho do luding cam xtic clia cic tac gia

Dién dich va dich phan hdi sang tiéng viét

. !

Sang lge tir
Banh gid tinh thich dang va tinh tng dyung ctia céc tir sir dung béi cée chuyén gia va ngudi
tiéu ding Viét Nam

Ung dung cdc thang do
Sang loc va (g dung vao thye tién

Hinh 1. Ung dung thang do c6 sén vao bii canh vin héa V. it
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Ban chét clia 4n tuong ban dAu 12 hinh thanh rit nhanh
chong, tire thoi va v6i mot nd lye nhan thire thap nhit. Piéu
do co nghia la dé do ludong nhén thirc ban dau cla ngudi
tiéu dung vé san phiam mai, chiing ta st dung nhiing thang
do vé “phan ltng cam xuc” hon 14 nhitng thang do vé “nhan
thire” va thue té cac nha nghién ctru trude da s dung thang
do vé& cam xuc, dé do ludng trén khudn mat ngudi (Nayor,

Thang do vé phan g cam xiic cia Russell (1983) Ia
thang do trong méi truong da van hoa nén ching ta str dung
dé ap dung bang ky thuat dich phan hdi (rétro-traduction)
(Bang 1). Cudi cling, mt danh sich bao gom 16 tir duge
xem x€t va ap dung trong ban cu héi tiéng Viét.

3. Két qua va thio lufin :
An tugng ban ddu trén san phim méi - Truong hop

2007)... Ching ta nghién ctru va img dung thang do trong
béi canh Viét Nam theo tién trinh nhu Hinh 1. Citroén :
Kich thich Kich thich
Thodi maf, 57 - Thiivi Thodimdi_ -5 7 Thiv
An todn 1 Ngac nhign An toan s Ngac nhién
Tén vinh \Khatkhao Ténvinh khatkhao
i1/ 1 f |
Sang trong - i i Say mé Sang trong | | Say mé
Thur gidin /Phdn khich Thr gidn' " /Phin khich
\ A - {
Man nguyén : > .-“Vuimirng Min nguyén ! T ] mirng
T hio” I - Viray Tirhao VLray
Hanh phic Hanh phiic
—p=V/1-105 —@—V1-20s
—4—V1-10s ——V1i-30s
Kich thich Kich thich
Thodi ,“;L 5- T mu vi Thodi méik 5 - JThL—I vi
An toan, - 5] : Ngac nhién An loaq. ' * .Ngacnhién
Ton vinh * Khit khao Ton vinh ., Khit khao
§ / \
i ! & || \
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\ I \ 1
t/ | \ /
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Main nguyén ] ; ! “Vui mimg Min nguyél:t ) i mimg
Tyrhas'— | —Viray Tyhao™— = Viray
Hanh phic Hanh phic
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Dé x4c dinh thoi gian 51 wu dé hinh thanh 4n tugng ban
dau, ching ta xem xét hinh dang cta nhiing danh gia co
thay dbi theo thoi gian, Va chung ta d tim ra ring hinh
dang ddnh gid dugc hinh thanh va &n dinh ngay tir 10s, va
4n tugng cta ngudi tham gia dan din ting 1én mot cach
tich cwe hay tiéu cwe theo thdi gian cho dén 80s nhung
vige kéo dai thoi gian trinh chiéu khong kéo theo mot sw
thay dbi vé hinh dang danh gia. O day, 4n twgng ban déu
ctia nguoi tham gla vé Citroén 14 tich cyre cho dén 80s.

Céu triic vé& 4n turong cua nhitng nguoi tham gia 1a
glong, nhau va tinh tién theo thoi gian trén tap hop cac yeu
t6 cAu thanh. Nhiing két qua dat duoc 1a trén nhirng mau
tach biét, doc lap gifta cac mde thoi gian. Trong khi thoi
gian trung binh vé phan tng cua khach hang nhin chung

la rat ngén, tir 2s dén 5s. Ching 6 nguoi tham gia khong
bi mét kha nhiéu thoi gian dé suy nghi vé céu tra 16i, co
nghia 12 ho d# tra 161 mdt cach tire thoi véi moét nhén thie
t6i thiéu.

Trwong hep Land Rover va Saab: dit 1liéu dugc phan
tich twong tu nhw truong hop Citroén va ching ta dat
duge cting mot két luén vé tinh 6n dinh cta hinh dang
danh gia 601 v6i cd hai truong hop khac 12 xe Land Rover
va Saab vé thoi gian hinh thanh 4n tugng ban ddu, con vé
chiéu huéng 4n twrong ban dau thi trudng hop Saab c6 xu
hudng tidu cuc dan cho dén 80s.

Nhin thiic ban du cia ngudi tiéu ding vé xe hoi-
Trudng hop Citroén :
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Bdng 1. Cdc ddc tinh noi trgi ciia Citroén

Céc ddc tinh cia CITROEN 10s 80s Xép loai

Sang trong va lich lam 40 45 Nhén thtc thl.r 1
Manh mé&, chic chin 13 1 23_ Nhén thire thu 2
Mang phong eéch c4 nhan hoa 11 | 17 |  Nhan thic the 3
Hién dai | 8 "9 | Nhan thae the 4
Nit tinh _ 3 :7 _____ Nhén thirc tht 5

Lién quan dén cic cau hoi m& vé nhiing dic tinh xe
hoi goi 1én béi ngudi tham gia bing viée quan sat dién
mao xe, ching ta nhin dugc cdu tra 101 ngay tir 10s trinh
chiéu ring Citroen 12 mot xe 6 to rat sang frong va lich
lam, manh mé, c4 thé héa, hién dai, thoi trang va ¢ phin
nit tinh. Mot diéu con khé tha vi la chiing ta rit ra cung

mét két qua vé dac tinh xe hoi ¢ 80s. Diéu nay mét lan
nita khing dinh 1ang in tugng ban diu cia ngudi tiéu
diing trén san phim méi duge hinh thanh ngay tir 10s.

Hon nita, nhiing ngudi tham gia bi 4n tuong boi
nhitng khia canh sau ctia xe hoi :

Bdang 3. Nguroi tham gia bi dn tiong béi nhitng khia canh cia xe 6 t6 Citroén

Negudoi than; iacl;; z;r; tg?fl,lgc ?’?}i{ n&:ér}r&g khia canh 10s 80s Xeniloit
Hinh dang cua b to 22 27 Nhén thire thir 1
”Ve bé né(.)alu;:ua 0 toﬂ - 10 30 Nhén thirc thir 2 )
.”Lop va vanh bénh Xe N ) 9 15 Nhén thirc thir 3
. Mdt truorc claxe 7 11
Tran Xe - 7 - 5 i 11 ' Nhén thire thir 4
“ ch théng den 4 11

Nhin chung, ngudi tham gia bi én tugng boi céac kh1a
canh ndi bat ctia xe hoi nhu voc dang xe, hinh dnh tong
thé clia xe, 16p va vanh xe. Nhitng an tugng cha ngudi
tham gia ngay cang tre nén tich cure hon mét khi thoi gian
trinh chiéu hinh anh xe hoi cang tang lén dén din.

4. Két lufin va thio ludn

Nhing két qua then chét lién quan dén thoi gian hinh
thanh dn tuong ban ddu va nhitng thanh t6 tao nén 4n
tu’Ung ban diu ctia ngudi tham gia trén hinh dnh san pham
1a dat duge bang phuong phap do luong n6i. Nguoi tham
gia dugc moi danh gia tr ue tiép strc hip dén, sy 161 cudn
clia ba mdu 6 t6 mdi xuft hién trén man hinh may tinh.
Bing viéc do luong & cic mbe thoi gian khic nhau, két
qua thu dugc 13 hdi tu gitta cac nhom ngudi tham gia khic
nhau, ttt d6 cho phép chiing ta két luén ring 4n tugng ban
dau ciia nguoi tiéu ding duge hinh thanh ngay tu 10s déu
tién va tao ra cho ching ta mot nhén thire téi thidu v& san
phim méi. Hon nita, phuong phap nay cho phep ngudi
tiéu ding c6 mét cai nhin ban diu va cung cép cac thong
tin nhin thirc v& san phdm méi. Phuong phdp dic biét
thich dang trong trudng hgp chiing ta cin nhitng y tudng
cua nguoi tiéu ding trén nhing khia canh ve sin phim
m&i. Vi cach tiép cin ndy, tinh hidu lyc bén ngoai cua
thuc nghiém con han ché khi thay dbi dleu kién thuc
nghiém, vay thi chiing ta cd thé mg rong vén dé nghién

ctru vé viée hinh thanh 4 an tugng ban dau cho cac dong sian
pham khdc nhau va tinh én dinh ctia 4n tugng ban diu Ién
sin phim mdi cling nhu nhitng hiéu qua ctia né 18n quyét
dinh mua cua ngtr(n ticu diing.

Nghién ctru v& 4n tugng ban dau cho phép ching ta co
duge nhitng tmg dung cy thé gan lién véi khai niém nay
trong marketing ctia cdc doanh nghiép, 1am dé dang cho
qué trinh thim nhép vao th trudng san phdm méi... mang
lai hi¢u qud kinh doanh cho doanh nghiép.
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