THUC TIEN - KINH NGHIEM

Chan dung nguoi tiéu dung trong moi trudng
truyén théng truc tuyén

ThS. NGUYEN THI THUY LINH
Hoc vién Bao chi va Tuyén truyén; Email: nguyenthuylinh.ba@gmail.com

Nhan ngay 25 thang 12 ndm 2023; chap nhan dang thang 2 nim 2024.

Tom tit: Thau hiéu nguoi tiéu ding luén la mot yéu cau, mot nhiém vu quan trong ma ngueoi lam truyén
théng - marketing can thuc hién trude khi dwa ra bat cir quyét dinh ndo nham tiép cdn ho. Tuy nhién,
trong boi canh hién nay, dudi tac dong ciia cdch mang cong nghiép 4.0, nguoi tiéu ding gio ddy khong
chi mua hang true tiép ma con truc tuyén Ho da va dang la nhitng nguoi tiéu dimg triee tuyén. Théch
thire dat ra cho nhung nguoi lam truyen thong chinh la hiéu dwgc hanh vi trige tuyén cia ho, hiéu dioc
boi canh, cac nhdn té chi phéi trén nén tang truc tuyén dé c6 thé mang dén cho ho nhitng trdi nghiém
khac biét giita mot bién thong tin va tao ra gia tri ldu dai cho hai bén.

Tir khéa: chin dung, nguoi tiéu dimg, truyén thong truec tuyén.

Abstract: Understanding consumers is always an important requirement, a crucial task that communication
and marketing professionals need to undertake before making any decisions to reach them. However, in
today's context, under the influence of the Fourth Industrial Revolution, consumers make not only direct
purchases but also online ones because they are now online consumers. The challenge for communication
professionals is to understand their online behavior, understand the context, the influencing factors on the
online platform in order to provide them with different experiences amidst a sea of information and create

long-term value for both sides.
Keywords: portrait, consumers, online media.

Trude hét, can lam rd mot thuc té 1a khong co
nguoi tiéu dung nao chi 1a nguoi tiéu dung trong
mdi trudng s6. Ngudi tiéu ding hién tai va nguoi
tiéu dung tiém nang trén truc tuyén thuc chit
cing chinh 13 nhitng ngudi mua tryc tiép hang
ngay. Ho c6 thé goi dién, dat hang tir cac kénh
thuong mai di¢n tir hodc tuong tac qua mang xa
hoi dé mua sam thay vi di chuyén dén ctra hang.
Chuyén gia tiép thi trong tac Giles Rhys Jones
ctia Xu huéng tiép thi twong tac khang dinh:
[Khong ¢6 gi goi 1a qua bi 4n v& mong mudn,
nhu cau ctia ngudi tiéu ding ky thuat sd ciing
nhu vé suy nghi ctia hol®. Tém lai, ho khong
qua khac biét va doc lap so vdoi nguoi tiéu dung
thong thuong.

Tuy vay, nguoi lam truyén thong van can ¢6
mot goc nhin déy di1 dé bao quat dugc nhﬁ’ng van
de, nhu’ng yéu t6 dang tac dong, va phan nao chi
ph01 ngum tiéu dung trén nén tang truc tuyen
nham thau hiéu, tir 46 tim ra cach thirc tiép can
ho hiéu qua hon. Nhin nhan tir boi canh méi
truong truyén théng sé - noi nguoi tiéu ding truc
tuyén dang hang ngay, hang gio' tham gia va
twong tac s& gitup nguodi 1am truyén théng co cai
nhin tong quan nhat. Bén canh d6, viéc nim bat
duoc nhitng yéu t6 c6 anh huong khong nho dén
hanh vi nhu: tink an danh va trdi nghiém thuc té
ctia ngudi tiéu ding ciing hd tro tot trong qué
trinh v€ nén chan dung khach hang trén moi
trudng truc tuyén.
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B6i canh méi truwong truyén thong sb
hién nay

Trudc day, bdi canh ciia hoat dong truyén
théng tuong dbi don gian. Boi canh ay thong
thuong 1a viéc doanh nghiép tra tién cho quang
cao va doanh nghiép co quyén truyén tai thong
diép ctia minh mot cach chu dong té1 moi
nguoi®. Tai thoi diém nay, moi ngudi tiép nhan
thong diép mot cach thu dong vi ho khong co lya
chon khéc va doanh nghiép c6 thé tiép can hang
triéu nguodi cung mot lac.

Tuy vy, c6 thé thdy moi thir gio da thay doi.
B6i canh, hanh vi ctia nguoi tiéu ding da khéc.
Nguoi tiéu dung gio ddy dang bi chi phi boi rt
nhiéu yéu t6 khién cho hanh vi ctia ho tré nén
ngdy cang phirc tap. Thay vi tiép nhén thong
diép truyén thong mot cach thu dong nhu trude
thi ho chu dong tim kiém thong tin, dir li¢u theo
nhu cau va kha ning ca nhan. Bén canh do, trong
xd hoi cua cong nghé, ho bi chi phdi boi rat
nhiéu ngudn thong tin khac nhau trén Internet,
didu nay dan toi viée thau hiéu ho tré nén phirc
tap hon nhiéu.

Theo bao cdo mai nhat cia We Are Social vé
tinh hinh thi treong k¥ thuat s6 tai Viét Nam nim
2023, ty 1€ tham nhap Internet trén ca nudc dang
1479,1% dan s6®. Trong khi do, 61,2% tong dan
s6 dang thudc nhoém do tudi tir 12 - 54 tudi, hay
néu xét rong hon, 83,1% dan s6 dang thudc nhom
do tudi 5 - 64. Nhiing dit liéu nay cho thdy moi
trudng k¥ thuat sb dang dan bao phu tir tré em
cho dén nguoi 16n tudi trong thap dan sd Viét
Nam. Thém vao do, nudc ta cling la noi ¢6 70
tri¢u nguoi dung mang xa hoi vao thang 1 nam
2023, twong duong 71,0% tong dan sb. Tong
cong c6 161,6 triéu két ndi di dong da hoat dong
vao dau ndm 2023, con s6 ndy tuong duong véi
164,0% tong dan sd. C6 thé thay, nhiéu nguoi da
va dang s& hiru nhidu hon mét chiéc dién thoai
di dong trong tay - cong cu hiéu qua cua truyén
thong k¥ thuat so.

Ciing theo bao cdo nay, thoi gian sir dung In-

ternet trung binh & nudce ta la 6 gio 23 phut/ngay,
giam 4% so voi ndm trudce (ndm 2022). Thoi gian
xem tivi bao gdm chuong trinh truyén hinh phat
song va ca chuong trinh tryc tiép giam 4,8%
xubng con 2 gio 39 phut/ngay. Thoi gian danh
cho mang xa hoi chi con 1a 2 gio 32 phut/ngay.
Nhu vy, mic di ky thuat sb dang ngay cang phd
bién nhung ngudi dan ciing dang ¢ xu huong
cat giam thoi gian truc tuyén, dan dén viée truyén
thong tdi ho ¢6 nhiéu thach thirc hon.

Bén canh d6, bdi canh truyén thong hién nay
ciing dang c6 su tham gia ctia rat nhiéu thanh
phén, cong cy, voi toc do thay doi chong mat.
Nhiing thanh phan, cong cu nay, cing luong
thong tin khong 16, s& dé dang khién nguoi ding
bi phan tan®. H¢ qua la, du chi trong mot thoi
gian rt ngén nhung viéc twong tac va két nbi voi
nguoi ding ciing can duoc tinh toan ky ludng,
dam bao t6i da hiéu qua giao tiép. Néi cach khac,
day cling chinh la viéc nang cao trai nghiém tich
cuc cta ngudi tiéu ding trén truc tuyén. Do do,
muc tiéu cdt 16i trong chién lugc truyén thong
cta doanh nghiép hién nay la tao nén nhiing trai
nghiém dé dang, thuan loi cho nguoi tiéu ding
trong nhiing hoan canh khac nhau.

Tom lai, ki thuat sd dang trd thanh kénh
chinh trong phan 16n cude séng cua moi nguoi.
Gio day, bbi canh, moi tru:(mg truyén thong tryc
tuyén da va dang tro thanh nén tang cho da s6
céac hoat dong thuong nhat, trong do c6 hoat dong
trao doi, twong tac. Nguoi tleu dung da quen voi
viée str dung cac cong cu, nén tang dé thao tac
trén Internet. Ho chu dong hon trong viéc tiép
nhén thong tin nhung ho cling chiu tdc dong 16n
tir luong dit lidu khong 16 mdi ngay. Du trong boi
canh nao, nguoi 1am truyén thong ciing can nhé
con nguoi 14 yéu td quan trong nhét. Vi thé,
chiing ta can hiéu ban chit tinh cach va hanh vi
cta nguoi tiéu ding dé trong bat cir hoan canh
nao, truc tuyen hay trye tiép, ciing c thé dap tmg
duoc tot nhat nhu cau ciia ho.

Phac thao chan dung nguoi tiéu dung trén
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méi trudng truc tuyén

Dua theo nghién ctru cuia hoc gia Kingsnorth
trong cudn Chién luoc marketing k¥ thuat s6, co
nhiéu dic diém cta ngudi tiéu ding trén moi
truong tryc tuyén ma ngudi lam truyén thong can
lwu tam, trong d6 phai ké dén tinh 4n danh va
quan diém vé trai nghiém tryc tuyén ctia ho®.

Tinh dn danh

Nhic dén méi truong truyén thong tryc tuyén
thi tinh 4n danh 14 mot yéu t6 ¢6 thé tao nén nhimg
tac dong sdu sic dén hanh vi cia nguoi tiéu dung.
Tinh 4n danh giai phong ngudi tiéu dung khoi
nhimg xiéng xich x& hoi dang tréi budc trong thé
gioi thuc. Vi vay, mudn thau hiéu duge siu sic
ngudi tiéu ding truc tuyén thi can théu hiéu tinh
an danh ctia ho trén méi trudng nay.

Trén tryc tuyén, nguoi tiéu ding co thé tur do
1am va néi theo ¥ minh ma khong quan tim nhiéu
dén khuon phép xa hdi do ho chiu tac dong boi
tinh 4n danh. Néu nhu khi mua tryc tiép, khach
hang thong thudng s& kién nhan chd doi dé dugc
phuc vu va thuong chép nhan chiu dung trai
nghiém mua sam khong can qua hoan hao dé co
duoe thir ho can, thi c6 thé trén truc tuyén, ho sé
khong hanh xtr nhu vay. Nguoi tiéu dung gio day
doi hdi su hai long ngay lap tic va trai nghiém
mua sam thuan 10i©. Ngudi ban truc tuyén khong
nhiing phai giao hang nhanh, chinh xac ma con
phai giao hang dwoc moi lic, va tra 10i tin nhin
moi noi.

Moi trudng canh tranh khoc liét dan dén mot
thyc té 1a néu nguoi ban khong tham gia, duy tri
va dap g nhitng mong doi ciia ngudi mua theo
yéu cau ngdy cang khit khe trén tryc tuyén thi
ngay 1ap tirc, ho c6 thé s& mét di khach hang tiém
ning ciia minh. Khach hang s& bién mat vao
khong gian a0 nhanh nhu khi ho dén. Chua dimg
lai & d6, khach hang Iuc nay s& ké cho ban bé ciia
ho vé trai nghiém khong hoan héo, bang ca cac
kénh tryc tuyén 1an truc tiép, véi toc do lan
truyén nhanh chong,

Hé qua 13, trén nén ting sb, nguoi tidu ding

¢6 thé nhan ra va tim thiy doanh nghiép/ to chtc
hay mot san pham, dich vu cu thé rat nhanh, boi
tat ca déu duoc cong khai, quang ba. Tuy vay,
ban than ho thi thong tin ¢6 thé lai duoc an danh,
khong xac thuc, khién hanh vi va yéu cau c6 thé
khéc, tham chi 13 yéu cau cao hon nhiéu so véi
khi ho mua va tiép xuc truc tlep Dbay 1a mét thuc
tai Ve nguoi tiéu dung truc tuyen ma nguoi lam
truyén théng phai hiéu, chdp nhan, va cha dong
dap tng.

Trdi nghi¢m nguoi dung

Tim hiéu trai nghiém thuc té cua nguoi tiéu
ding trén moi truong truc tuyén ciing 1a mot
phén quan trong trong qua trinh thau hiéu nhim
dap ung t6t hon, cu thé 1a mang lai dugc trai
nghiém ca nhan ho4, khac biét hon cho ho.

Thuat ngt [trai nghiém nguoi dung[ (UX) da
dugc dinh nghia theo nhiéu cach khac nhau trong
tai liéu. Tuy nhién, hau hét cac dinh nghia dugc
dé xuét trude day thudng bi anh huong boi quan
diém ca nhén va céc diéu kién khac nhau vé moi
truong song, tinh hudng, dong thot bi g101 han
trong mdi quan tim cu thé ciia hoc gia 4y™. Do
do, khong c6 mot dinh nghia chung cho thuat
ngilt nay.

Mot trong nhitng dinh nghia dugc dé xuét phd
bién nhét v& UX la dinh nghia cua ISO. Theo
ISO, trai nghiém nguoi dung chinh la [mhan thirc
va phan hoi ciia mot ngudi xuét phat tir viée sir
dung (hodc c6 y dinh str dung) mét he¢ théng, mot
san pham, hodc dich vu nao d6[®. Trong khai
ni¢m nay, ISO da néi dén ba khia canh tac dong
dén UX, bao gdbm: ban than nguoi ding thyuc hién
tuong tac, h¢ théng thuc hi¢n tuong tac, va ndi
dung duoc tuong tac. Bén canh do, theo Hassen-
zahl va Trackinsky, UX con chiu tdc dong boi
nhiéu yéu t6 khac, bao gdbm: trang thai va trai
nghiém trude doé cua nguoi dung, thude tinh hé
thong, ciing nhur bdi canh hodc hoan canh cua
nguoi dung®.

M&i ngay, mot doanh nghiép co thé tiép can
duoc t6i rat nhiéu khach hang va 13 rang 13, néu
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nhur ¢6 bat ky tiép xuc, tro chuyén nao khong
thuan loi thi s& anh hudng rat nhanh téi hiéu qua
truyén thong, téi danh tiéng ciia doanh nghiép.
Ciing vi thé, néu nhin tir goc d6 nguoi tiéu ding,
mdi ngdy, mdi ngudi ciing da va dang twong tac
voi rat nhiéu théng diép truyén thong va nd luc
giao tiép dén tir doanh nghiép, to chirc. Do vay,
trai nghiém thuc té trén truc tuyén 1a diéu ma
nguoi tiéu dung s€ luu lai va chia sé trong tuong
lai. Thau hiéu ho chinh 13 thau hiéu trai nghiém,
nhu ciu vé trai nghiém cua ho. Thong thudng,
mat trai nghiém dugc ca nhan hod, khac biét, va
dem lai gia tri thuc cho nguoi tiéu dung 1a mong
doi ma doanh nghiép can dap tmg.

Nhu vy, cho di ngudi tiéu ding truc tuyén
khong ¢ qua nhiéu diém khac biét véi ngudi
tiéu dung thong thuong, tham chi co thé 1a mot,
nhung ho van cé nhiing dic trung hanh vi bi
thay doi do chiu tac dong cta cac yéu td cong
nghé, k¥ thuat sb. Tom tat lai, dudi day 1a mot
s6 dic diém dang luu y khac ciia ngudi tiéu dung
truc tuyén:

Mt Ia, ngudi tiéu ding truc tuyén dang ngdy
cang thoai mai va thich nghi tot hon véi cac cong
cu trén nén tang k¥ thuat s6. Pén thoi diém hién
tai thi nhiéu ngudi tiéu dung truc tuyén da sir
dung Internet thuan thuc - va, trong khi thanh
phan nhan khau hoc ctia nguoi ding tryc tuyén
van hay dugc nhan dinh nghiéng vé nhiing ngudi
tré tudi thi gio ddy, ngay ca nhitng ngudi ding
16n tudi ciing di va dang sir dung mang Internet
nhiéu hon.

[Viée str dung cac cong cu truc tuyén ciing
gan gibng nhu viéc mdt ngudi s& choi piano
nhanh hon khi ma ho cang hiéu va biét vé nhac
cu d6. Ban dau, ho c6 thé dan rat cham va can
than, nhung sau d6, ho s& chuyén sang choi cac
ban giao huong phtc tap, choi nhanh, va choi
thoai mai hon(J- chuyén gia Jakob Nielsen bay
to trong mot cudc phong van voi BBC niam
200619, C6 thé hiéu rang, khi moi ngudi trd nén
thoai mai voi cac phuong tién k¥ thuat s, ho s&

str dung chung nhiéu hon, hiéu quéa hon, va vi thé
s& tiép xtic véi nhiéu ludng thong tin hon. Diéu
niy ciing c6 nghia 13, néu mudn dua mot thong
dlep vao gitta hang ngan thong diép trén mang
nham tiép can nguoi tiéu dung tryc tuyén - nhiing
ngudi ¢ thé dugc coi 14 thuan thuc voi cac cong
cu nay, nguoi lam truyén thong can thiét ké thong
diép that an tuong, doc déo, dang dé nguoi dung
dung lai, nhé, va mong mudn tim hiéu thém.

Hai la, nhu cau cua nguoi tiéu dung truc
tuyén 13 vo han va ho thu(mg mong muon phal
duoc dap Gmg ngay yéu cau ay. Mot vi du dién
hinh chinh 1a & nhu cau vé [dinh dang thong tin
Trong thé gi61 k¥ thuat s6, noi moi tht dién ra
v6i toe do chong mat, nguoi tiéu dung hién da
quen voi viée nhan thong tin tir nhidu nguén ciing
mot luc. Bén canh do, thoi gian ctia ho khong co
nhiéu, vi vay, ho mudn thong tin & dinh dang ma
ho ¢6 thé luét nhanh va xac dinh duge mutc do
quan trong true khi dau tu thoi gian vao viée
doc va tim hiéu sau hon'). Do d6, ngudi lam
truyén thong can dap tmg nhu cau vé kha ning
thong tin c6 thé tim kiém nhanh! va sy hai long
ngay 1ap tirc khi xay dung san pham truc tuyén
cta ho.

Ba la, ngudi tiéu dung trye tuyén nim quyen
kiém soat. Sy that [a ngu0‘1 ding tryc tuyén quyét
dinh toan bd viéc dén cling nhu 101 di, chi trong
tich tic, vay nén, co thé hiéu ho chinh 14 ngudi
nim quyén kiém soat cudc hoi thoai?. Dbi
twong muc tiéu truc tuyén s& khong nhitng khong
tuong tac voi chiing ta ma con chu dong roi bo
néu nhu chiing ta khong that nhanh chong gay
an tugng voi ho trong vai gidy tiép xuc dau tién.
Doanh nghiép can diéu chinh hoat dong tiép thi
ctia minh theo huéng 1y nguoi ding 1am trung
tam, dya trén quyén tu chon hodc su cho phép va
dua ra dé xuét gia tri thuc sy cho ho dé thu dugc
két qua tich cuc.

Bén la, ngudi tidu dung truc tuyén da dang va
thuong xuyén thay doi. Tinh tirc thoi ciia Internet
khong x6a bo khai niém vé long trung thanh véi
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thuwong hiéu, nhung lai c¢6 thé 1am thay d6i nd
nhanh chong®. Nguoi tiéu dung ngay nay co
kha ning so sanh va ddi chiéu cac thuong hiéu
theo diing nghia bai ho c6 thong tin khap noi trén
mang. Gi¢ day, gia tri hay nhiing dac trung khac
biét cia mot thuong hi€u s€ dugc dem so sanh
v6i toan cau, boi hiéu biét ctia nguoi tiéu ding 1a
v6 han trén cac nén tang k¥ thudt s679. Nhan dién
thuong hiéu cua doanh nghiép c6 thé dugc tiép
can, nhung néu gia tri thyc té doanh nghi¢p mang
dén cho nguoi tiéu ding khong cao thi ho s& thay
d6i y dinh rat nhanh, boi ho da tim dwoc san
pham khac thay thé ngay trén mang Internet r01

Nam la, nguoi ti€u dung truc tuyen c6 thé sén
sang chia sé va bay t6 quan diém bt cir luc
na0(9). Thye té 1a ngudi tiéu dung truc tuyén ndi
chuyén va trao d6i voi nhau rat thuong xuyén do
su thuan tién hon bao gio hét clia cac nén tang.
Thong qua cac danh gia, phan hoi, blog, mang
xa hoi, dién dan va cong dong truc tuyén, nguoi
tiéu dung chia sé vdi nhau vé nhiing trai nghiém
tich cuc, va tat nhién, ca nhirng trai nghiém tiéu
cuc. Tir goc do truyén thong, day gidng nhu mot
con dao hai ludi. Khai thac nhitng khia canh tich
cuc va danh tiéng ctia doanh nghiép sé& c6 tiém
ning lan truyén nhanh chéng, nhung 15 néu ¢
nhitng hiéu 1am, sai sot, thi doanh nghiép s& dé
dang phai himg chiu nhimg phan tmg trai chiéu
tir cong ddng tryc tuyén.

Xét tir goc do ctia ngudi 1am truyén théng noi
riéng va doanh nghiép/to chirc ndi chung, phac
hoa dugc chan dung ngudi tiéu ding truc tuyén
14 mdt bude quan trong trong hanh trinh thiu hiéu
ho. Tuy vy, hoc gia Kingsnorth di chi rd, dé
thanh cong trong viéc két nbi véi nguoi ding,
thau hiéu 14 chua di ma con can lay ho 1am trung
tim cho moi hoat dong truyén thong -
marketing®.

Két ludn

Ngudi tiéu ding cho du 1a truc tuyén hay
khong thi ho déu c¢6 nhimg dic trung, tinh cach,
hanh vi dam chat con ngudi. Tuy véy, trén moi

truong truc myén, noi ma thong tin, san phém,
hang hoa khong kho dé tim kiém, thi trai nghiém
thuc t& ctia nguoi ding khi ho tiép can véi san
pham, dich vu trd nén quan trong hon. Bén canh
do, voi tinh an danh va sy thuan thuc trong cac
cong cu ki thuat sd, nguoi tiéu ding dan nam
quyén quyét dinh trong cac cudc hdi thoai, trong
tac, trao doi truc tuyén. Nhu vay, cau chuyén gio
day 16 rang hon rat nhiéu khi thau hiéu ngudi tiéu
diing truc tuyén chinh 13 tra 10i duoc cau hoi: lam
thé nao dé hoat dong tiép thi co thé nang cao trai
nghiém, dap tmg dugc nhu cau khét khe va gitp
nguoi tiéu dung dura ra quyét dinh sang sudt./.
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