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MUA SAM BOC PONG TREN NEN TANG PHAT TRUC TIEP:
UNG DUNG MO HINH XEM XET KY LUONG

Pham Dbirc Dang

Tom tit
M@ hinh xem xét ky luong (Elaboration Likelihood Model — ELM) duwroc phét trién boi Petty va Cacioppo
(1986), gidi thich qud trinh thay déi thdi @3, quan diém cua cd nhan vé mét sw vdt, Sw viéc sau qué trinh
xem xét cua ho. Nghién cizu ng dung md hinh ELM nham tim hiéu hanh vi mua hang cua khéach hang
trong viéc tham gia mua sam trén nén tang phat treec tiép (livestream). Nghién cizu thyc hién khao sat 368
quan sat tzz nhizng khach hang mua sém trén nén tang phat truc tiép. Va thuc hién xit ly, phan tich diz liéu
bang bang cdng cu SPSS va SmartPLS nham kiém tra méi quan hé giira cac bién theo md hinh nghién
cieu. Két qua nghién cizu cho thay ba yéu té trung tam theo hirémg tiép cdn truc tiép (chdt lwong théng tin
san pham, chat lirong twong tdc ciia nguoi dan va uy tin cia nguwoi dan); va mét yéu té theo huéng tiép
can gian tiép (sw nhdt quan ciia cdc danh gid) dong vai tro quan trong trong viéc thiic day sir tham gia va
xu hwéng mua sam boce dong cia khach hang trén thy truong thwong mai dién tir. Tir két qua nghién ciru,
tac gia dé xudat mgt sé ham y dé hoat dong thuwong mai phét truc tiép cia doanh nghiép hiéu qua hon.
Tir khoa: Phat tryec tiep; ELM; Si tham gia cia khach hang; Mua sdm béc dong.
IMPULSIVE BUYING ON LIVE STREAMING PLATFORMS:
APPLYING THE ELABORATION LIKELIHOOD MODEL (ELM)
Abstract
The Elaboration Likelihood Model (ELM) was developed by Petty and Cacioppo (1986), explaining the
process of changing individuals' attitudes and opinions about an object or event after their consideration
process. This study applies the ELM model to understand customers' purchasing behavior when
participating in shopping on livestreaming platforms. The study conducted a survey of 368 observations
from customers shopping on livestreaming platforms. The study performs data processing and analysis
using SPSS and SmartPLS tools to test the relationship between variables according to the research
model. The research results indicate that three central factors in the direct approach (quality of product
information, quality of host interaction, and host credibility); and one factor in the indirect approach
(consistency of evaluations) play significant roles in enhancing customer engagement and impulse buying
tendencies in the e-commerce market. From the research results, the author proposes some implications
to make livestreaming commercial activities of businesses more effective.
Keywords: Livestream; ELM; Customer engagement; Impulse buying.
JEL classification:L8, L81, L86.

1. Pit van dé

Vi nhitng tién bo cong nghé khdng nging,
linh vuc thuong mai dién tir dang ching kién l1an
s6ng phat trién d6i mai nhanh chéng. Nhiing doi
mai ndy bao gom tir md ta san pham bing vin ban
hodc d6 hoa thong thuong cho dén viéc tich hop
video thoi gian thyc va trai nghiém phat tryc tiép.
Bing cach cung cap cho khéch hang céc video
tryc tiép (Wongkitrungrueng va Assarut, 2020),
phét truc tiép nhin manh vao trai nghiém tiéu
dung (Sun va cong su, 2019). Do d6, “Live

commerce” hay thuong mai phét truc tiép
(TMPTT) da dugc xac dinh la mang lai trai
nghiém hap dan hon, 14y nguoi dung lam trung
tdm (Ming va cong su, 2021).

Trong nhitng nam gan day, TMPTT di tr&
nén pho bién trén toan cau. Theo Statista (2022),
thi truong TMPTT cta Hoa Ky duoc du doan sé
tao ra doanh thu 35 ty USD vao nam 2024. Tai
Trung Qudc, 526 trieu khach hang s dung
TMPTT, tinh dén thang 6 nam 2023, chiém 48,8%
s6 nguoi dung Internet.
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Tuy nhién, Theo bao cao, cd khoang 1,23 triéu
ngudi dan phat tryc tuyén dang phai ddi mat voi
lwong truy cap kém va ty 1é chuyén d6i thap (Vién
Do ludong Quéc gia Trung Quéc, 2022). Hon nita,
theo Chen (2020), thdng tin ctia nguoi phat truc
tiép c6 thé tac dong dén hanh vi mua hang bdc
dong cua ngudi tiéu dung. Cu thé, hon 60% ngudi
mua sam tham gia mua sam boc dong sau khi nghe
dé xuat san pham cua nguoi truyén phat. Va hanh
vi mua sam bdéc dong anh huoéng tich cuc dén
quyét dinh mua hang.

Do d6, nhirng ngudi phét tric tiép phai dbi
mit vai thach thiee [6n, d6 1a phai hiéu céc cach
thuc dé thuyét phuc va tac dong dén viéc ra
quyét dinh mua hang ngau hing cua khach hang
trong TMPTT.

Bat chap nhiing tién bo cua cdng nghé
TMPTT, cé4c nghién cau thuc nghiém dé cap dén
cach thuyét phuc khach hang dé dua ra quyét dinh
mua hang ngau hing trén cac nén tang phat truc
tiép van con rat it (Lo va cong su, 2022).

Do tinh chit trai nghiém va hip dan cua
TMPTT, diéu nay duoc ky vong s& dic biét co loi
cho viéc mua sam bdc ddng cua khéch hang. Theo
Richard Petty va John Cacioppo (1980), qua trinh
tac dong cua thdng tin trong hoat dong truyén thong
c6 thé tac dong dén thai do, hanh vi cua khach hang
theo hai con dudng: truc tiép va gian tiép.

Cu thé trong md hinh xem xét ky ludng
(ELM) duoc phét trién bai Richard Petty va John
Cacioppo nam 1980, cic nha nghién ciru diéu tra
hanh vi cta khach hang khi xir ly céc tin hiéu
thong tin trén nén tang phat truc tiép dé thuc hién
cac quyét dinh mua hang ngoai ké hoach.

Mac du nghién ctru trude day da dé cap dén
viéc sir dung tinh ning phat truc tiép cua khach
hang bi anh huong nhu thé nao bai cac yéu td bén
trong khach hang, nhu dong luc noi tai (Guo va
cong su, 2021; Ma, 2021), hoac gia tri cam nhan
(Wongkitrungrueng va Assarut 2020; Chen va
cong su, 2021), hoic lién quan dén cac yéu té cia
nén tang phét truc tiép, nhu kha ning chi tra cho
CNTT (Sun va cong su, 2019; Ming va cong su,
2021) hoac dac tinh kg thuat (Li et al., 2021b).
Tuy nhién, van con it thdng tin vé vai tro cua cach
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thire xur ly thong tin tir cac noi dung phat truc tiép
va tac dong twong (ng cua chung ddi véi thai do
va hanh vi cua khach hang.

Bén canh d6, theo Cuc Thuong Mai Bién Tt
va Kinh Té Sb (2022) cac website va san thuong
mai dién tir tai Viét Nam c6 ty Ié mua sam cao
nhét trong cac kénh mua sam truc tuyén véi 74%.
Khoéng chi thé, trén 70% nguoi tiéu ding Viét
Nam mua sam truc tuyén ma khong c6 duy tinh
trudc. Ho ¢6 xu hudng kham phé va tim cam hing
trén mang va c0 téi 47% don hang dugc thanh
toan sau cac hoat dong nay (Facebook, 2020; Bain
va cong su, 2020).

Ngoai ra, gan 80% ngudi mua sim qua nén
tang phét truc tiép 1a thuoc nhém Millennials
(McKinsey, 2023). Ho ¢6 xu huéng tham gia
nhiéu vao cac nén tang k¥ thuat s va cd cac hanh
vi tiéu dung doc dao (Lim va cong su 2021).

Do d6, bang céch sir dung md hinh xem xét
ky ludng (ELM), nghién ciu nay tim hiéu viéc
khéch hang xtr ly cac tin hiéu thong tin cu thé trén
nén tang phét truc tiép dé dua ra quyét dinh mua
hang ngoai ké hoach trong béi canh thuong mai
dién tr Viét Nam hién nay.

2. Co s ly thuyét
2.1. Md hinh Xem xét ky lwong (Elaboration
Likelihood Model — ELM)

ELM la quan diém ly thuyét hai con duong
giai thich viéc tiép nhan va xur ly théng tin cua
céc ca nhan qua cac phuong tién truyén thang,
tir d6 anh huong dén thai do, hanh vi cua ho
(Petty va Cacioppo, 1986). ELM goi y su ton tai
cua hai con duong truc tiép va gian tiép vé xu
hudng cua khéach hang.

2.2. Con dwong truc tiép ciia ELM

Con duong truc tiép duoc &p dung khi cac
ca nhan c¢6 dong luc va cé kha nang xur ly ciing
nhu phan tich thong diép. L6 trinh nay dwoc thuc
hién khi nguoi nhan théng tin danh nd luc nhan
thirc dang ké dé danh gia bén trong trudc khi dua
ra quyét dinh (Bhattacherjee va Sanford, 2006). O
day, strc thuyét phuc cua mot lap luan phu thudc
vao chét luong cam nhan cia thong tin dugc dua
ra (Kang va Namkung, 2019). Do d6, nghién ctru
sir dung chit lugng thong tin san phiam 1am yéu té
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trung tam trong viéc hd tro khach hang dua ra
quyét dinh duwa trén TMPTT.

Véi cac dau hiéu doc dao cuia TMPTT (vi
du: tuong tac thoi gian thuc), nguoi dung dugc
y&u cau chu dong nhan ra nhu ciu mua hang cua
minh va xac dinh théng tin san pham phu hop.
Tuong tu, chat luong tuong tac clia ngudi truyén
truc tiép dong maot vai trd quan trong trong hoat
dong truyén thong kich hoat con duong trung tm
dé thuyét phuc (Cao va cong su, 2017; Chen va
cong su, 2018), dua trén dong luc ctia ngudi tiéu
dung lién quan dé danh gia cac dic diém cua
ngudi truyén phat.

Hon nira, thdng qua ndi dung cua ho, nhitng
ngudi phét tryc tuyén co thé tac dong dén md
hinh gia dinh dua trén d6 tin cay cua ho theo thoi
gian (Park va Lin, 2020; Gong va Li, 2017).
Tuong tng, do tin cay cua ngudi phét truc tuyén
duoc cho 1a dong vai tro nhu mot vin dé lién
quan dén van dé&, chu yéu duoc kich hoat trong
cac didu kién phuc tap (Kapitan va Silvera, 2016;
El Hedhli va cong sy, 2021).

Viéc ghép ndi thdng tin san pham véi hinh
anh cta nguoi truyén phat co thé gitp khéach hang
xur ly thong tin d& dang hon, thuc day ho kiém tra
noi dung mot cach can than, tir &6 thic day nhing
thay ddi vé thai do va hanh vi lau dai hon (Kang
va Namkung, 2019; Ma, 2021). Do d6, nghién ctru
&p dung chat lugng thong tin san pham, chat lugng
tuong tac cua ngudi truyén phat va do tin cay cua
ngudi truyén phat lam cac yéu té dinh tuyén trong
tam dua trén ELM.

2.3. Con dwong gian tiép ciia ELM

Khi khach hang tiép can théng tin theo con
duong gién tiép, ho khong co dong luc hoic thiéu
kha nang xu ly thdng tin mot cach ky ludng. Khi
xir 1y thong tin qua con duong gian tiép, moi
nguoi tudn theo cac phan doan dua trén goi y, thay
vi tich cuc xem xét cac 1ap luan lién quan dén van
dé, tir 46 dua ra quyét dinh bdc déng hon so voi
viéc xem xét can than thong tin san pham (Geng
va cong su, 2021; Zhao va cong su, 2023).

Ngoai ra, trong TMPTT, khéch hang cling c¢6
thé gay anh huong va bi anh huong boi trai
nghiém cua nguai khac, tir d6 anh huong dén quan

diém cua ho (vi du: théng qua nhitng binh luan
trén phién ban hang truc tiép), (Hu va cong su,
2017; Zeng va cong su, 2022). Nhiing binh luan
trén man hinh c6 nhip d6 nhanh, cd kha ning
mang tinh cam xdc nay gép phan thu hit sy trong
tac vé mat cam xuc va hanh vi boc déng caa nguoi
tiéu dung (Zeng va cong su, 2022).

Do d6, tac gia kham phé cac tin hiéu gian tiép
dugc cung cap boi cac nhan xét, binh luan trén
man hinh, bao gom cac danh gia lap di lap lai
(Zhou va cong su, 2019) va su lan truyén cong
huong do nhirng nguoi cung xem tao ra (Hu va
cong s, 2017), dong vai tro 1a tin hiéu gian tiép
khoi day cam xUc cua nguoi tiéu dung. Dua trén
co s& ly luan nay, nghién ctu 4p dung tinh nhat
quan cua danh gia va kha ning lan truyén cong
huéng lam tin hiéu ngoai vi chinh dya trén ELM.
2.4. Sw tham gia cia khach hang

Su tham gia cua khach hang thuong duoc
xem nhu mot khai niém ba chiéu bao gom céc khia
canh nhan thac, cam xdc va hanh vi (Brodie va
cong su, 2011; Hollebeek, 2011).

Trong khi su tham gia vé mit nhan thtc biéu
thi quéa trinh xr Iy nhan thic caa khach hang va
hinh thanh trong dau cac thong tin lién quan dén
thuong hiéu, thi sy tham gia vé mat cam xdc phan
anh mirc @6 anh huong cua khach hang khi tham
gia vao cac tuong tac lién quan dén thuong hiéu.
Sy tham gia trong hanh vi thé hién mutc do thoi
gian, cong strc va ngudn luc ma khach hang bo ra
dé tuong tac thwong hiéu cua ho ( Hollebeek va
cong su, 2014) va su gan két xa hoi néu bat muc
d6 dau tu cua khach hang vao TMPTT x4 hoi -
dong luc lién quan (vi du: bang cach chia sé kinh
nghiém lién quan dén san pham; Vivek va cong
su, 2014; Hollebeek va cong su, 2019).

Su tham gia ctia khach hang di duoc ching
minh 1 c6 vai tro trung gian cho mét loat cac méi
quan hé vé mat ly thuyét trong mdi trudng truc
tuyén (Hollebeek va cong su, 2014). Vi du: nghién
ctru trudc day cho thay méi quan hé tich cuc gitra
c4c tin hiéu méi trudng truc tuyén, mic do tuong
tac va quyét dinh mua hang (McClure va Seock,
2020; Ou va cong su, 2020).
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Khi khach hang twong tac vai nguoi phat truc
tiép va xem danh gia ctia nhitng nguoi clng xem,
thong tin thu dugc s€ c6 xu hudng kich thich y
thirc cong ddng va su tham gia caa ho, tir 46 nang

cao xu huéng mua hang béc ddng cua ho (Gulfraz
va cong su, 2022).
2.5. M6 hinh nghién ciu

Dua trén co so ly thuyét da phan tich, tac gia
dé xuat mé hinh nghién ctu.

Con dwomg truec tiép

__________________

__________________

Chat lrong thong
tin san pham

Chat lwong
tuong tac cia
ngudi dan

,,,,,,,,,,,,,,,,,,

Uy tin cua
nguoi dan

Thoa thuan
o wu dai

H7a-e
L Swr tham gia Hanh vi mua
cuia khach hang sam boc dong

Con dwong gian tiép

Tinh nhat quan
cua danh gia

Cong huong tir
cac thanh vién

Hinh 1: M hinh nghién citu dé xudt

HI: Chét luong thong tin san pham (CLTT)
tac dong cung chiéu dén Sy tham gia cua khach
hang (STG).

H2: Chét lugng tuong tic cua nguoi dan
(CLND) tac dong cing chiéu dén Sy tham gia
cua khach hang.

H3: Uy tin ciia nguoi dan (UTND) tac dong
cung chiéu dén Sy tham gia ctia khach hang.

H4: Tinh nhét quan cia cic danh gid, binh
luan (DGNQ) tac dong cung chidu dén Sy tham
gia cta khach hang.

H5: Sy cong hudng, lay lan tir cac thanh vién
tham gia TMPTT (SCH) tac dong cung chiéu dén
Su tham gia cua khach hang.

H6: Su tham gia cua khach hang tac dong
cing chiéu dén Hanh vi mua sim bdc dong
(MSBD).

H7a-e: Sy tham gia cua khach hang 1an luot
la trung gian cia mdi quan hé: tir Chat luong
thong tin san pham, Chat lugng twong tac ciia
nguoi dan, Uy tin ciia nguoi dan, Tinh nhét quan
cua cac danh gia, binh luan va Su cdng hudng, lay
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lan tir cac thanh vién tham gia TMPTT dén Hanh
vi mua sim bdc déng ctia khach hang.

H8: Khi c6 cac Uu dai (UD) khach hang dé
chap nhan xu huéng giao dich hon thi Sy tham gia
cua khach hang va Hanh vi mua sam béc dong s&
c6 méi quan hé manh hon.

3. Phwong phap nghién ciru

Theo Hair (2009), ty 1& sb bién quan sat
(BQS) trén mot bién phan tich 1a 5:1 hozc 10:1.
Do vdy mau tbi thiéu trong nghién ctru nay 1a 60
BQS x 5 céu tra loi dya trén Thang do Likert.
Vay 60 x 5 = 300 ngudi. Mau duoc chon thuan
tién va ngau nhién; va la nhitng nguoi da ting
tham gia TMPTT.

Nghién ciru duoc tién hanh khao sat 368 mau
gom nhiéu nhom dé tudi khac nhau bang hinh thirc
khao sat truc tiép, va truc tuyén nhimg nguoi da
ting st dung nén tang phat truc tuyén dé mua sam
tai Viét Nam.

Vi chi phi va thoi gian han ché, rat kho dé
phong van timg ngudi. Cho nén, cac phiéu khao
sat duoc guri qua hinh thirc tryc tiép. Voi hinh thic
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nay, tac gia thiét ké bang cau hoi dua trén thang
do di xay dung. Phiéu khao sat duoc guri ¢én ngau
nhién cac dbi tuong thuc hién khao sat. Nghién
ctru nhdm dén cac dbi tugng gidi tré, nhan vién
van phong vi nhitng ngudi ndy phd hop véi boi
canh nghién cuu, ho c6 kha nang mua hang tryc
tuyén cao vi it thoi gian, hoac khdng thuan tién khi
mua hang truc tiép tai cira hang. Do d6, nghién
ctru thuc hién viéc phat bang cau hoi tai cac giang
duong dai hoc ¢ Viét Nam, sau céc budi hoc cua
cac hoc vién cao hoc, hoac sinh vién, va thu lai
trong ngay dé dam bao sb luong, ciing nhu chat
lwong dix liéu.

Ngoai ra, nghién ctru tim hiéu vé hanh vi cia
khach hang trén nén tang truc tuyén, ho 1a nhiing
ngudi hiéu biét phan nao vé céc ki ning sir dung
dién thoai dé mua sim. Cho nén, nghién ciru ciing
thuc hién thu thap dir liéu truc tuyén dé tang tinh
da dang cho mau. Véi hinh thic khao sat nay, tc
gia thiét ké ban cau hoi c6 noi dung Tiéng Viét,
tuong tu ban cau hoi truc tiép thong qua biéu mau
Google. Phiéu khao sét truc tuyén nay duoc dang
tai trén c&c nhom Facebook cia nguoi Viét Nam.

Dix liéu da thu thap duoc phan tich bang cach
sir dung SPSS dé danh gia dir liéu nhan khau hoc
clia ngudi tra loi va dé kiém tra phuong sai chung
tiém 4n cua phuong phap.

Tiép theo, tac gia tién hanh lap mo hinh
phuong trinh c4u tric binh phuong nho nhit ting
phan (PLS-SEM) bang SmartPLS dé kiém tra cac
mbi quan hé dugc dua ra gia thuyét (Ringle va
cong su, 2022).

4. Két qua nghién ciru

M0 ta mau:

Phan I6n sb nguoi dugc hoi la nir (54,15%),
da két hon (86,80%), c6 bing Cur nhan (40,82%),
nhan vién vin phong (45,03%), kiém duoc thu
nhap hang thang tir 6 dén 9 triéu dong (39,46%)
va da thuc hién mét 1an mua hang trén TMPTT
trong muoi hai thang qua (32,79%). Hau hét cho
biét sir dung nén tang TMPTT dé mua quan 4o
(57,82%). Nén tang mua sim phét truc tiép ua
thich cua ho 1a Tiktok (26,12%), ngudi dan khi

phat tryc tiép ma ho ua thich duoc mé ta 1a nguoi
chuyén nghiép (28,16%).
4.1. Danh gia phwong sai chung

Pau tién, thir nghiém don yéu té cuia Harman
cho thiy phuong sai do yéu t6 dau tién chiém toi
25,598% (<50%), cho thdy common method
variance - Phuong sai phuong phap chung khong
phai 1a van dé quan trong cia nghién cau nay
(Podsakoff va cong su, 2012).

Common Method Variance - Phuong sai
phuong phép chung (CMV) nham giai thich sy
bién thién trong dit liéu nghién ciru 1a do phwong
phap do luong chung, thay vi l1a do céac bién ma
phuong phap d6 nham do luong.

Tha hai, kiém tra CMV véi md hinh phic
tap, chi s6 VIFs dao dong tir 1,035 dén 1,392
(<3,33) (Kock, 2015), chuang thuc raing CMV
khong phai 1a mi lo ngai trong dit liéu nay.

4.2. Kiém dinh thang do

Tat ca cac thudc do Do tin cidy Cronbach’s
Alpha va D¢ tin cdy téng hop (Composite
Reliability - CR) déu > 0,70, x4c nhan d¢ tin cay
cua thang do (Hair, 2022).

Hé s6 tai > 0,708 va c6 mirc ¥ nghia p < 0,01
(Hair, 2022), phuong sai trich AVE > 0,5, cho
thay gia tri hoi tu.

Chi sb chi s6 tuong quan Heterotrait-
Monotrait viét tit HTMT < 0.85, cho nén gia tri
phén biét duwgc dam bao (Kline, 2015)

Tiép theo, tac gia da trién khai cach tiép can
hai giai doan roi rac dé kiém tra bon ciu tric bac
cao hon (HOC) (Becker va cong su, 2023;
Sarstedt va cong su, 2019) . Gia tri hdi tu cua cac
bién bac cao hon CLTT, CLND, UTND va STG
lan luot 1a 0,704, 0,768, 0,738 va 0,886, cho thiy
rang cac cau trac bac thap hon LOC dé giai thich
hon 50% phwong sai cta cau trdc bién.

Hon nita, gia tri VIF cia LOC trong khoang tr
1,063 dén 1,215 <3,33 (Becker, 2015). Vi vdy, cong
tuyén khdng phai 1a mot van dé quan trong trong dir
liéu. Cudi cing, LOC c6 ¥ nghia thong k&, vai gié tri
trong sé nam trong khoang tir 0,180 dén 0,692.
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Bdng 1: Ddanh gid cdu tric bdc cao

Cau trac bac cao

Céu tric béc thap

VIF T 6  T-val Gia tri hoi t
hon (HOCs) hon (LOCs) rong so values - Gid trihot tu

Tinh hitu ich 1.110 0.500 9.039%* 0.704
CLTT PO tin ciy 1.215 0.353 6.203%*
Tinh truc quan 1.204 0.513 9.196%*

Thoi gian thuc 1.101 0.351 6.968%* 0.768
CLND Su phan hdi 1.150 0.355 6.228%*
Su ddng cim 1.165 0.651 12.457%*

UTND Su déng tin 1.063 0572 10.809%* 0.738
Chuyén mén 1.063 0.692 14.280%*

Mt tinh cam 1.131 0.480 11.901%* 0.886
sTe Mt hanh vi 1.119 0.528 13.138**
Mat nhan thirc 1.072 0.180 4.461%*
Mt xa hoi 1.157 0.306 7.861%*

4.3. Kiém dinh gia thuyét

VIF c6 gia tri 1,096 dén 1,749 (< 3,33), da
cong tuyén khdng phai 14 mot van dé trong dir
ligu (Hair, 2022).

Dua vao bang 5, ta thy gia tri p caa H1, H2,
H3, H4, H6 lan luot 1a 0,222; 0,312; 0,120;
0,231; 0,579 va tit ca p < 0.01. Cho nén chéap
nhan H1, H2, H3, H4, H6 (Hair, 2019b). Nguoc
lai, mdi quan hé gitra sy lay lan cong huong tir

cac thanh vién khac va su tham gia cua khach
hang 14 khong dang ké (B= 0,031; p= 0,170 >
0,05), cho nén bac bo H5.

Theo Cohen (1988), gia thuyét caa H5 c6 2
= 0,449 > 0,35 nén co tac dong l6n. Gia thuyét H1,
H2, H4 ¢6 0,02 < f2 < 0.15, cho thiy day 1a nhiing
tac dong nho nhung c6 y nghia.

Bdng 2: Pdnh gid cau trdc md hinh nghién citu

Std

Gia thuyét Std beta t-value VIF f R? Q? v Két luan

H1 CLTT>STG 0.222 0.039 5.740** 1.679 0.059 Chip nhan H1
H2 CLND->STG 0.312 0.042 7.517** 1.749 0.112 Ché.p nhan H2
H3 UTND->STG 0.120 0.038 3.174** 1.688 0.017 0.497 0.487 Chép nhan H3
H4 DGNQ->STG 0.231 0.036 6.428** 1.306 0.085 Chip nhén H4
H5 SCH->STG 0.031 0.032 0.956 1.273 0.001 Bac bo H5
H6 STG>MSBD 0.579 0.043 13.383** 1.096 0.449 0.316 0.253 Chip nhan H6
H7a CLTT>STG>MSBD 0.129 0.026 4.981** 0.017 Chép nhan H7a
H7b CLND->STG>MSBD  0.181 0.026 6.912** 0.032  Chép nhén H7b
H7c UTND->STG>MSBD  0.069 0.023 2.993** 0.005 Chip nhén H7c
H7d DGNQ->STG>MSBD  0.134 0.024 5.697** 0.018 Ch?;.p nhan H7d
H7e SCH->STG>MSBD 0.018 0.019 0.955 0.000 Béac bo H7e
H8 STG*UD->MSBD 0.107 0.049 2.184** 0.021 Chép nhan H8
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Déi voi cac gia thuyét co cac bién trung
gian, dwa vao bang 2, ta thiy gié tri p cua H7a,
H7b, H7c, H7d va H8 lan luot 1a 0,129; 0,181;
0,069; 0,134; va 0,107; va tat ca p <0.05. Cho
nén chap nhan céc gia thuyét nay (Hair, 2022).
Nguoc lai, gia thuyét H7e (B= 0,031; p > 0,05),
cho nén bi bac bo.

5. Thao luan va ham y quan tri

Két qua nghién cau 1a bang chung thuc
nghiém, gép phan lam sang to méi quan hé
gitta cac nhan té chat luong théng tin san
pham, chit luong tuong tac ciia ngudi dan, uy
tin cua ngudi phét séng, va su nhit quéan cua
danh gia ddi véi sy tham gia cua khach hang
va hanh vi mua sim béc dong.

Tur két qua nghién ctu, cac doanh nghiép,
hay nguoi dan trén nén ting TMPTT can ting
cuong mue d6 tuong tac, cai thién nhan thirc cta
khéach hang vé chat luong twong tac khi ban hang
trén nén tang phat truc tiép. Dé dat dugc muc tiéu
nay, nhitng nguoi phat truc tiép nén tich cuc phan
hdi cac cau hoi lién quan dén san pham cua khéach
hang, tir d6 nang cao trai nghiém nguoi dung.

Ngoai ra, c& nhan héa noi dung va phan hoi
c6 thé thiic ddy mirc do tham gia cua khéach hang
va ngudi din co thé xay dung cong dong ngudi
ham mo hoac moi nguoi dung tham gia cac nhom
s& thich ¢6 lién quan, tir d6 ting s6 luong ngudi
ham ma tich cuc va 1am siu sic su twong tac giita
khach hang va nguoi dan (Hu va Chaudhry,
2020). Chét lugng thdng tin san pham va db tin
cay cua nguoi phat truc tiép ciing dong vai trd
quyét dinh chinh dén mirc d6 tuong tac cua khéach
hang. Khach hang thuong lién két hinh anh cua
ngudi truyén phat voi chat luong thong tin duoc
cung cip. Do d6, nhitng nguoi phat tryc tiép nén
van dung kién thic chuyén mén cua ho dé cung
cap cho khéach hang nhitng théng tin hitu ich,
chinh xac va théa man vé mat cam xuc lién quan
dén san pham. Hon nita, nhitng ngudi phat truc
tiép c6 thé can nhic viéc danh gia cac thong sé
hoac thudc tinh cua san pham va sir dung san
pham trude khi gisi thi¢u san pham dé trong cac

phién phét tryuc tiép, tir d6 nang cao uy tin cua
minh va cing ¢ mdi quan hé véi khach hang
(Cheah va cong su, 2020).

Ngoai ra, tinh nhat quén trong danh gia dva
trén con duong gian tiép ciing duoc cho 1a dong
mét vai trd quan trong trong viéc thuc day sy tham
gia cua khach hang va xu huéng mua hang boc
dong. Mic di nhitng nguoi dan khong thé kiém
soat c&c binh luan cta khach hang, nhung ho cd
thé phat trién cac hoat dong mang tinh trai
nghiém, giai tri (vi du: bang céch sir dung cac yéu
t6 tro choi) dé thu hiit nguoi theo déi méi va nang
cao nhirng loi truyén miéng tich cyc.

Nhirng nguoi phét truc tiép ciing nén theo dai
cam xUc cua khach hang, diéu nay anh huong truc
tiép dén hanh vi mua hang cua ngudi dung. Hon
nita, ngudi dan cé thé nhic nha khach hang thu
thap cac phiéu giam gi c6 gigi han hoic kiém tra
céc lién két san pham, tir d6 thuc day mirc d tham
gia ciia khach hang (vi du: bang cach thich/chia sé
lien két quang cdo hoic san pham). Bé nang cao
hon nita mirc do tuong tac trén mang xa hoi cua
khach hang, nguoi phat truc tiép c6 thé khuyén
khich ngudi ding phét tryc tiép bay to suy nghi va
cam xuc cua ho trong phan binh luan (vi du: bang
cach yéu cau nguoi ding gui biéu tuong cam xc
hoac bay to su tan thanh cua ho).

Cubi cung, tac dong diéu tiét tich cuc cua xu
huéng giao dich cho thay rang nhitng khach hang
thich cac chuong trinh vu dai co nhiéu kha ning
thé hién y dinh mua hang béc dong hon
(Iranmanesh va céng su, 2017; Flacandji va
Vlad, 2022). Do d6, nhitng ngudi truyén phat
hodc ngudi ban c6 thé mudn dua ra cic chuong
trinh khuyén mai doc quyén trong phong phat
song dé thu hat nhitng khach hang nay. Hon nita,
nhitng ngudi phat tryc tiép cd thé phan phédi qua
ting hodc rat thim may man dé thu hat khach
hang dang ky kénh cua ho hoac tham gia vao
nhom ngudi hdm mo cua ho, tir d6 xay dung moi
quan hé khach hang chat ché hon va tang doanh
s6 ban hang.
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