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ANH HUONG CUA GIA TRI CAM NHAN TU BAN HANG LIVESTREAM
TREN FACEBOOK PEN LONG TIN VA Y PINH TIEP TUC MUA HANG
CUA NGUOI TIEU DUNG TRONG NGANH THOI TRANG
Tran Thi Khanh Hién', Dwong Thi My Hoang?
Tom tat
Nghién ciru nay tim hiéu cach ban hang qua livestream trén Facebook anh hwéng dén long tin va y dinh mua lai cia
khdch hang trong nganh thoi trang. Muc tiéu chinh la phan tich tac déng ciia ba gid tri cam nhdn tir livestream, gom
tinh tién ich, tinh giai tri va gid tri xa hoi, dén mike dé tin twong ciia nguwoi tiéu dung, tie do anh huwong dén hanh vi
mua sam tiép theo. Nghién citu dap dung ca phwong phdp dinh tinh (phong van triec tzep va online) va dinh lwong
(khdo sat khach hang tir 18-25 tuoz da tumg mua hang qua livestream). Két qua cho thdy, cdc gia tri cam nhan, dac
biét la yéu té gidi tri va sw két noi xa héi, ¢6 anh hwong ré rét dén long tin ciia khach hang doi voi san phédm va
nguoi livestream. Khi long tin dwoc xdy dung, khdach hang c¢é xu hiedng quay lai va tiép tuc mua sam. Ham y nhan
manh tam quan trong ciia viéc ndng cao chat lwong livestream, cdi thién ky ndng ciia ngieoi livestream, va xdy dung
mét moi triwong tuwong tdc tich cwe, nham gia tang suw trung thanh va cdi thién doanh thu tir khdch hang.
Tw khéa: Bdn hdng livestream, sy tin tuong, y dinh mua, thoi trang.
THE IMPACT OF PERCEIVED VALUE FROM FACEBOOK LIVESTREAM SELLING ON
CONSUMER TRUST AND CONTINUED PURCHASE INTENTION IN THE FASHION INDUSTRY
Abstract

This study examines how Facebook livestream selling influences consumer trust and continued purchase intention
in the fashion industry. Specifically, the research aims to analyze the effects of three dimensions of perceived value
derived from livestream shopping including utilitarian value, entertainment value, and social value on consumer
trust, which subsequently affects their intention to continue purchasing. The study adopts a mixed-methods approach,
combining qualitative methods (including both face-to-face and online interviews) and quantitative methods (a
survey of consumers aged 18-25 who have previously purchased fashion products through Facebook livestreams).
The findings indicate that perceived values, particularly entertainment value and social connectedness, significantly
influence consumer trust in both the products and livestream sellers. Once trust is established, consumers are more
likely to repurchase and maintain ongoing purchasing behavior. Based on these findings, the study highlights the
importance of improving livestream quality, enhancing livestream sellers’ communication and presentation skills,
and fostering a positive interactive environment to strengthen customer loyalty and improve sales performance.
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1. Pat vin dé

Trong nhirng ndm gan day, thuwong mai dién tur tai
Viét Nam da bung nd, the hién qua su chuyen dich
manh mé tr mua sam truyen thong sang mua sam truc
tuyen. O Viét Nam, sy pho bién cta hinh thire nay dugc
thé hién 13 qua ty 18 77% ngudi dung Internet ting theo
doi cac phién livestream ban hang, mét minh chung
cho mirc d6 tiép can sdu rong va strc hut ngay cang 1on
ctia phuong thirc nay (Bao Pau Tu, 2023). Trong s6
cac nganh hang, thoi trang ndi bat 1a linh vire dan du,
dong gop khoang 60% vao tong doanh thu ban hang
qua livestream tai thi truong Viét Nam, cho théy muc
d6 phu hop va kha ning tan dung tbi da dic thu cua
hinh thirc nay (Brands Vietnam, 2023). Diéu nay cho
thiy livestream khong chi 1a trao luu nhét thoi ma da
tr& thanh mot phin quan trong trong chién lugc kinh
doanh ctia nhiéu doanh nghiép.

Ly giai cho sirc hut cia livestream, nhiéu ¥ kién
cho rang hinh thirc nay mang dén trai nghiém mua sim
sdng dong va twong tac tirc thoi. Theo s6 liéu théng ke,
co toi 74% nguoi ding cho biét viéc theo doi
livestream gitp ho hinh dung rd rang hon ve san pham,
dong thoi tao co hoi twong tac tryc tiép vOi nguoi
ban, diéu ma cac hinh thirc mua sim tryc tuyén thong
thuong kho dap tmg. Trong méi truong livestream,
khach hang c6 thé dit cau hoi va nhan phan hdi ngay
lap tirc, qua d6 ho khong chi hiéu r6 v& san phAm ma
con dan hinh thanh 10ng tin dbi v&i ngudi ban ciing nhur

thwong hiéu. Long tin, dugc bdi dédp théng qua mirc do
minh bach va sy twong tac chan thyc trong qua trinh
trai nghiém, dong vai trd then chdt trong viée kich thich
hanh vi mua hang cting nhu duy tri y dinh tdi mua cua
nguoi tiéu dung. Trude tam quan trong cua nhing yéu
t6 nay, gidi nghién ctru trén thé gisi da tich cuc khai
thac va lam rd hanh vi ti€u dung trong moi trudong
livestream thuong mai.

Mot vai nghién ctru trude day cho thay mbi quan
hé gitra nhiig dic diém cua livestream va hanh vi
nguoi dung, nhitng yéu td trung gian nhu ngudi ban, sy
uy tin ctia streamer. .. c6 thé tac dong t6i viée 1am giam
hay ting trai nghiém mua sdm chua duoc thé hién rd.
Ngoai ra ¢ Viét Nam, ddc biét trong nganh thoi trang,
van thiéu véng nhirng nghién ctru chuyén siu vé anh
huéng cua gia tri cam nhdn tir livestream dén long tin
va hanh vi nguoi tiéu dung. Nganh thoi trang chua
dugc xem xét nghién ciru nhiéu tir cac qubc gia Chau
A tiém can va nhiéu nghién ctru dang phan tich & goc
d6 con rong trén nhiéu nganh cong nghiép khac nhau,
didu nay tao sy kho khin dé dua ra cac giai phap r1eng
cho nganh. Nén tang dugc khai thac trudc day chii yéu
1a san thuong mai dién tir, con cac thi truong khac s€
¢6 sy khic nhau vé trai nghiém ngudi ding qua
livestream ciing can dugc xem xét.

Trude yéu cu cip thiét tir thuc tién va su thiéu
hut trong co s¢ 1y luan hién c6, nhém nghién ctru da
trién khai thyuc hién dé tai “Nghién ctru anh huong cua
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gia tri cdm nhén tu ban hang livestream trén Facebook
dén long tin va y dinh tiép tuc mua hang cta khach
hang trong nganh thoi trang”. Nghién ciru nay ky vong
s& dong gép vé mit 1y luan khi bd sung bing chung
thuc nghiém trong boi canh thi trudng Viét Nam, dong
thoi mang lai y nghia thyc tién thong qua viée dé xuét
cac giai phap gitip doanh nghiép thoi trang tdi wru hoa
hoat dong livestream nham nang cao trai nghiém, cing
¢d 1ong tin va thuc day hanh vi mua sim bén viing tir
phia khéch hang.

2. Tong quan tai li¢u nghién ciru

Nghién ctru “Anh hudng ciia gi tri nhan thirc dén
¥ dinh tiép tuc mua hang ctia khach hang trong thuong
mai dién tir phat tryc tiép qua trung gian boi long tin
ctia khach hang” da ap dung Iy thuyét SOR dé xay dung
mb hinh vé ¥ dinh mua hang lién tuc trong thuong mai
dién tir phat truc tiép (LS), v6i vai trd trung gian cta
hai loai 1ong tin: 10ng tin vao san pham va 1ong tin vao
streamer (Yanyan Wu va Hongqing Huang, 2023). Két
qué cho thay gia tri tién ich, giai tri va xa hoi ciia khach
hang c6 anh huong khéc biét dén 10ng tin vao streamer
va san pham. Trong d6, gi4 tri xa hoi dong vai trd quan
trong nhat trong viéc xay dung 1ong tin vao streamer,
con gia tri tién ich va xa hoi 1a cac yéu td chinh thiic
déy long tin vao san phdm. Pang chu ¥, long tin vao
streamer c6 anh huong manh m& dén 1ong tin vao san
phim va ¥ dinh mua hang lién tuc. Day ciing két qua
phi hop véi 1 s6 bai bao lién quan.

Nghién ctru “Ban hang truc tiép c6 anh hudng dén
muc d§ tuong tac va y dinh mua hang cta khach hang
khong? Nghién ciru dién hinh vé Nén tang Shopee
Live” (Arisman Arisman va Imam Salehuddin, 2022)
da phan tich cac co ché gia tri mua sim trong moi
truong phat truc tiép va cach chung anh hudong den
hanh vi cta khach hang. Két qua nghién clru cung cap
goc nhin sau sic vé moi lién hé giira cac yéu t6 gia tri
va sy tham gia cling nhu y dinh mua hang cua khach
hang. Bédc biét, nghién ctru chi ra ring gid tri xa hoi 1a
yéu t6 ndi bat nhat, c6 tac dong truc tiép va gian tiép
dén sy tham gia ctia khach hang va y dinh mua hang
thong qua viéc gia ting 1ong tin vao san pham.

Nghién ctru “Tuong tac xa hoi va long tin vao
streamer phat tryc tiép” (Thoai Diem Phuong Mai, Anh
Tho To, Thi Hong Mlnh Trinh Thi Thoa Nguyen, Thi
Thanh Trang Le, 2023) da gop phan kham pha tac dong
clia tuong tac xa hoi dén 1ong tin vao streamer phat truc
tiép, gitp lam séng t6 vai tro ciia yéu t6 xa hoi trong
thuong mai qua livestream. Cac phat hién nhin manh
rang viéc tang cuong tuong tac qua cac hoat dong hép
dan, kich thich binh luin va két ndi truc tiép véi nguoi
xem c6 thé ndng cao mirc do tin twdng ciia khach hang.

Nghién ctu “Vai trd cua ngudi anh hudng trong
thuwong mai dién tir livestream: 1ong tin, s gin bo va y
dinh mua hang cua khach hang” (Nan Chen va Yunpeng
Yang, 2023) da tép trung vao viéc lam rd vai tro cla
streamer trong bdi canh thuong mai dién tir livestream,
dic biét 1a co ché anh huong dén hanh vi tiéu dung.

Nghién ctru “Anh hudng cta nhimg streamer dén
¥ dinh mua san phim cia thuong hi¢u my pham
Something trén TikTok Shop, thong qua yéu t6 long tin
ctia khach hang” (Liza Diana Manzil va Amelindha
Vania, 2023) d chi ra ring nhimg streamer co tac dong
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tich cuc va dang ké dén ¥ dinh mua hang, théng qua vai
tro trung gian la long tin cua khach hang. Tinh chuyén
nghiép, kha ning tuong tac va cach cung cap wu dai ciia
livestreamer dong vai tro quan trong trong viéc xay dung
10ng tin, tir d6 nang cao mong mudn mua san pham.

Nghién ctru “Anh hudng cta chat lugng livestream
dén y dinh mua hang théng qua trai nghiém nhap vai,
long tin cua khach hang va gia trj cam nhan” (Rosana
Oktaviani, F. Danardana Murwani va Agus Hernawan,
2024) cho théy chit lugng livestream c6 anh hudng tich
cuc vadang ké dén y dinh mua hang cta khach hang trén
TikTok thong qua cac yéu td trung gian nhu trai nghiém
nhap vai, long tin va gia tri cam nhan.

Céc bai bao chirng minh dugc yéu t6 xa hoi cua cac
cugc live c6 tac dong rod rét dén sy tin tuong cua nguoi
mua va gia ting y dinh mua hang tir nguoi dung. Hau hét
cac bai bao co tap trung vao vai tro cua streamer tuy
nhién théng tin cta san pham va chinh sich nha nuéc
cling 13 yéu té trung gian anh huong dén thai do cua
nguoi mua, dic biét trong xu hudng tiéu ding online day
thir thach hién nay. Trong khuén kho vé thoi gian va
khong gian c6 han, tac gia van thiy nhimng sy pht hop
va ké thira cac yeu t6 tir nhitng bai ¢ tru6e nhu trén.
Day ciing 14 1y do dé chung t6i thyc hién tiép nghién ciru
nay dya trén co s& cac nghién ctru ¢ lién quan.

3. Dir liéu va phwong phap nghién ciru
3.1. Dit li¢u

Dbi v6i phan tich nhan t6 kham pha EFA: Theo
Hair, Anderson, Tatham va Black (1998) cho rang kich
thude mau tbi thidu 1a gép 5 1an téng s6 bién quan sat.
Dbi v6i phan tich hdi quy da bién: Theo Tabachnick va
Fidell (1996) ¢& mau tdi thiéu can dat dugc tinh theo
cong thie 13 50 + 8*m (m: s6 bién doc lap). Trong dé
tai nay, c6 khoang 29 bién quan sat can dé phan tich
nhan t6 do d6 kich thuéc mau t6i thiéu can thiét 1a 29
* 5 =145. Vi vin d& nghién ctru tvong d6i rong, do d6
nhom tac gia du kién diéu tra 400 phiéu dé dam bao do
tin cdy ctia mau nghién ctru. Nghién ciru cua dé tai nay
duoc trién khai trén nén tang Facebook — noi cac hoat
dong ban hang qua livestream dién ra thuong xuyén va
khé phé bién. Thoi gian nghién ctru ctia dé tai duoc tién
hanh tir thang 12 ndm 2025 dén hét thang 2 nam 2026.

Nghién ctru ndy tap trung vio viéc tim hiéu tac
dong cua gia tri cam nhén tir hoat dong ban hang qua
hinh thirc livestream trén nén tang Facebook d01 voi
muc d¢ tin tudng va xu hudng tlep tuc mua sim cac
san pham thoi trang ciia ngudi tidu ding. DOI tuong
khao sat 1a nhitng khach hang thudc nhom tudi tir 18
dén 25, c6 théi quen va xu hudéng lwa chon mua sim
thoi trang thong qua mang xa hdi nay. Theo bdo cdo
clia Statista (2023), nguoi tiéu ding trong do tudi 18—
25 chiém ty trong cao nhit trong doanh s nganh thoi
trang toan cﬁu, dac biét & cac dong san phém thoi trang
hang ngay, hoat dong thé thao. Nhom tudi niy c6 xu
huéng quan tim nhiéu hon &n tinh xu huéng, tinh
mdi, mua hang theo dam dong va dé bi cam xuc lam
anh hudng hanh vi.

Theo Jung va cong su (2020) va Jia va cong su
(2023), hinh anh thuong hi¢u va long trung thanh cua
nhom khach hang tré chiu anh hudéng manh tr cac gia
tri xa hoi va dao duc, dac biét la cac hoat ddng
marketing online. Do do, viéc nghién cuu déi tuong
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nay gitp danh gia rd hon co ché tac dong cua marketing
online dén nhan thirc va hanh vi mua sim thoi trang.
Nhém nay bat dau hinh thanh théi quen chim soc ca
nhan, ting chi tiéu cho san phiam lam dep va c6 xu
hudng trung thanh véi thwong hi¢u khi trai nghiém tot
(Euromonitor, 2022).
3.2. Phuwong phdp nghién cuu
3.2.1. Nghién ciru dinh tinh

M5 hinh dé xuit da duoc ké thira tir mé hinh bai
bao Yanyan Wu va Hongqing Huang (2023), tac gia
can xac dinh d9 tin cdy va tinh phu hop cua cac gia
thuyét voi mau nghién ciru nén tac gia da thuc hién
phong vén sau 5 chuyén gia trong nganh dé xac dinh su
phit hop cua cac thang do duoc ké thira tir cac nghién
ctlru ¢6 trude. Sau d6 chung t6i tién hanh phong van thir
20 khach hang dé diéu chinh vé ngdn tir, ngit canh phu
hop. Budc tiép theo 1a tién hanh cac khao sat dong loat
thong qua Google form va phat phiéu truc tiép lfiy
thdng tin ddi véi nhimg khach hang timg mua san phim
tir livestream nham thu thap thong tin vé cam nhan cua
ho dbi v&i nguoi ban, chat luong san pham ciing nhu
mong mudn tiép tuc mua hang. Nhom tac gia thu duoc
350 ban tra 161, sau khi lam sach dit liéu thi thu dugc
332 ban hop 1¢. Ngoai ra chung t6i cling thu thap cac
dir liéu thir cép, ¢6 san tur cac két qua, quan diém thudc
céc bai bao c6 trude dé gia ting thém do lién quan.
3.2.2. Nghién cvru dinh lugng

Dbi voi nghién ctru dinh lugng, nhom tac gia da
tién hanh thu thap dir liéu bang bang cau hoi khao sat
v6i hai hinh thire tryc tiép va truc tuyén t6i 400 ngudi
dd co trai nghiém mua sim san pham thoi trang qua
hinh thirc livestream trén Facebook. Muc tiéu la danh
gia mic d¢ anh hudng cua gid tri cam nhan tur hoat
ddng ban hang dén niém tin va y dinh tiép tuc mua sam
cua khach hang trong nganh hang thoi trang. Toan bd
dir liéu thu thap s€ dugc xtr 1y va phan tich thong qua
SMARTPLS 3.0 nhim kiém dinh cac gia thuyét dugc
d8é xudt trong nghién ctru.
3.3. M6 hinh dé xudt va gid thuyét nghién ciru
3.3.1. M6 hinh d@é xudt

Tir cac md hinh tham khao trén, tac gia ké thia
mo hinh cua nghién ctru "Anh hudng cia gia tri cam
nhan dén ¥ dinh mua hang lién tuc ctia khach hang trén
nén tang thuong mai dién tir livestream - vai tr trung

Giatritién ich .
Gia tri gidi tri

h
w Long tin vao sin

gian cua 10ng tin khach hang." (Yanyan Wu va Imam
Hongging Huang, 2023) dé xay dyng mé hinh nghién
ctru. BGi mot s6 1y do nhu sau:

Thir nhét, tinh thoi diém hoan hdo ctia mé hinh
dam béo tinh lién quan va cap thiét trong bdi canh hién
tai. Nghién ctru ciia Yanyan Wu va Imam Hongging
Huang dugc thuc hién trong bdi canh ban hang
livestream tai Trung Qudc dang phat trién manh mé
khi ¢6 hon 15 triéu nguodi lam céng viée livestream
chuyén nghiép, tirc khoang 1% dan s6 Trung Qudc
(Shanghai Daily, 2023). Tuong tw, tai Viét Nam,
livestream ciing da tré thanh xu hudng chu dao trén
céc nén tang nhu Facebook, dic biét trong nganh thoi
trang. Piéu nay chimg minh rang bbi canh nghién ciru
clia nhom tac gia c6 su twong dong manh mé véi bbi
canh ma mo hinh cua Yanyan Wu va Imam Hongqing
Huang duoc phat trién, dam bao tinh timg dung cao va
két qua thuc té.

Thir hai, sy twong dong van hoa gitta Viét Nam
va Trung Quoc tao ra mot nén tang viing chic dé ap
dung mé hinh. Ca hai qudc gia déu thudc nhém vin
hoa cong dong cao, noi khach hang thuong bi anh
hudng manh bdi cac xu hudng xa hdi va su tuong tac
trong cong dong. Pic biét, cac trao luu tir Trung Qudc
— cai noi cua livestream thuong mai dd c6 stc anh
hudng manh mé dén hanh vi tiéu dung tai Viét Nam.
Chang han, xu huéng s dung KOLs (nguoi anh
hudng) trong cac bubi livestream va két hop yéu to giai
tri d4 tro thanh chuin muyc cua ban hang truc tuyén tai
Viét Nam. Ngoai ra, khach hang Viét Nam va Trung
Qudc thé hién nhiéu diém twong dong trong hanh vi
mua sam thoi trang. Tai Viét Nam, thé hé Millennials
va Gen Z, chiém ty 18 16n trong déan sd, c6 xu hudng
cap nhat xu hudng thoi trang toan ciu va ua chudng su
mdi la. Ho thuong so sanh gia ca va chat luong san
pham trude khi quyet dinh mua hang, dong thoi ngay
cang quan tdm den cac thuong hiéu c6 uy tin, bao gobm
ca thuong hidu qudc té va ndi dia. Tuong tu, tai Trung
Qudc, khach hang tré ciing bi anh huéng manh mé boi
cac xu hudng thoi trang qudc té va chu trong dén cong
dung va gia tri cia hang hoa, ddng thoi sin sang chi tra
nhiéu hon cho san pham cé chat lugng cao néu cam
thiy gi4 ca twong xting véi chét luong.

Long tin vao
streamer

Hsaq

Y dinh tiép tuc
mua hang

I

w0
phim

Hinh 1: Mé hinh nghién ciru dé xudt
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3.3.2. Gid thuyét nghién ciu

Gia tri tién ich

Nghién ciru gan day da lam sang to vai tro ctia gia
tri tién ich trong viéc dinh hinh long tin cua khach hang
d6i v6i hinh thirc ban hang qua livestream. Theo Minh-
Tri Ha va cong sy da chi ra rang long tin cua khach
hang bi anh huong tich cyc boi cac gia tri tién ich, voi
dir liéu duoc thu thap tir 331 ngudi tham gia tai Viét
Nam (Minh, Tri, Ha va cong su, 2023). Gia tri ti¢n ich
dugc hiéu 1a nhiing “lot ich chirc nang va cong cy” nhu
su tién loi, kha ning tiét kiém thoi gian va chi phi (Gan
va Wang, 2017). Trong bdi canh ctia ban hang
livestream, gia tri ti¢n ich dugc thé hién rd rang qua su
tuong tac thoi gian thuc gilra khach hang va streamer,
noi khach hang c6 thé nhan dugc hd tro ngay 1ap tic
va giai quyét cac thic mic mot cach nhanh chong.

Bén canh do, gia tri tién ich trong ban hang
livestream con dugc phan tich sdu hon qua nghién ctru
(Wongkitrungrueng va Assarut, 2020), trong d6 nhan
manh cac khia canh nhu tinh xac thuc, kha nang dap
g va kha nang hinh dung san pham. Do d6 ta c6 dugc
gia thuyét sau

Hla: Gia tri tién ich cua ban hang livestream anh
huong tich cue dén 1ong tin ctia khach hang d6i véi streamer.

H1b: Gia tri tién ich ctia ban hang livestream anh hudng
tich cuc dén 1ong tin ctia khach hang di v6i san pham.

Gia tri gidi tri

Ban hang livestream khong chi tap trung vao cac
khia canh chirc nang ma con mang lai gia tri giai tri dang
ké, tao nén trai nghiém doc dao cho khach hang. Trong
bdi canh livestream, gié tri nay duoc ting cuong thong
qua cac yéu to nhu trinh dién san phim sang tao, tro choi
twong tac, va qua ting hap dén, gitp khach hang cam thay
himg thii va ddm chim trong méi trudng mua sim day
niang dong (Wongkitrungrueng va Assarut, 2020).

Gia tri giai tri con gan lién véi cam giac vui vé va
su hai long ma khach hang trai nghiém khi tuong tac voi
cac livestream ban hang (Llach va cong sy, 2013). Déi
v6i khach hang thoi trang, nhitng budi livestream trinh
bay san phim trén ma-no-canh hogc ngudi mau khong
chi cung cdp thong tin ma con mang lai niém vui va sy
mdi la, giup giam b6t sy nham chan trong cudc sdng
thuong ngay (Wongkitrungrueng va Assarut, 2020). Do
do, gia thuyét sau day da duoc dé xuit:

H2a: Gia tri giai tri cia ban hang livestream anh
hudng tich cuc dén 1ong tin ctia khach hang dbi véi streamer

H2b: Gia tri giai tri ciia ban hang livestream anh hudng
tich cuc dén long tin ctia khach hang d6i véi san pham.

Gia tri xa hoi

Gié tri xa hdi 1a mot khai niém quan trong trong
nghién ctru hanh vi tiéu dung, dé cap dén loi ich ma ca
nhan nhan duogc tir sy két nbi xa hoi, cam gidc thude
ve, nang cao hinh anh ca nhan va dia vi xa hgi. Trong
bbi canh mua sdm tryc tuyén va ban hang livestream,
gia tri xd hoi dugc thé hién théng qua tuong tac thoi
gian thyc gitra khach hang véi streamer va cong dong
ngudi xem, tao nén sy déng cam va long tin
(Wongkitrungrueng va Assarut, 2020).

Livestream ban hang tao ra mgt moi truong tuwong
tac xa héi cao, noi khach hang cé thé danh gia muc do
phd bié_n clia san pham thong qua cac phan héi truc
tiép, cha’ing han nhu binh luan, luot thich, va danh gia
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tir nguoi xem khac (Xu va cong sy, 2020). Nhimg phan
hoi nay khong chi cung cap thong tin htru ich ma con
tao ra cam giac cong dong, diéu nay cé thé lam ting
gia tri xa hoi nhan thuc cua khach hang (Chen va cong
s, 2023). Do d6 c6 giai thuyét:

H3a: Gia tri xa hdi ctia ban hang livestream anh hudng
tich cyc dén long tin ctia khach hang vao céc streamer.

H3b: Gia tri xa hdi ciia ban hang livestream anh
hudng dén 10ng tin ctia khach hang vao san pham.

Long tin ctia khach hang

Long tin ciia khach hang 1a yéu t6 then chdt trong
thuong mai dién tir, ddc biét trong bdi canh ban hang
livestream trén Facebook. Long tin nay c6 thé duoc
chia thanh hai khia canh chinh: long tin vao streamer
(streamer) va 1ong tin vao san phadm. Trong moi truong
tryc tuyén, noi khach hang khong thé tryuc tiép kiém tra
hodc trai nghiém san phém, long tin vao streamer tro
thanh yéu t6 quyét dinh sy thanh céng cia cac giao
dich (Iisnawati va cong sy, 2021).

Su trung thuc, chuyén nghiép va kha nang tuong
tac thoi gian thuc cua streamer dnh hudng manh mé
dén long tin ciia khach hang. Khach hang c6 xu hudng
tin tuong san pham néu ho cam thay streamer dang tin
cdy va c6 kha ning cung cap thong tin chinh xac, trung
thuc vé san pham (Amyra va Gita Gayatri, 2020). Do
do6, chung toi dé xuét gia thuyét:

H4: Long tin cia khach hang vao streamer c6 anh
huéng tich cuc dén 1ong tin cua ho vao san pham.

Nghién ctru ctia Liu va cong su cho thiy long tin
Vao CAc trang web livestream uy tin ¢6 tac dong tich cuc
dén quyét dinh mua hang cta khach hang (Liu va cong
su, 2020). Tuong ty, Tsai va Hung chi ra rang khach
hang v6i mire 6 tin twong cao san sang gan b6 vai cac
nén tang tryc tuyén ma ho cam thay hai 1ong, tir d6 anh
huodng tich cyc dén ¥ dinh mua hang lién tuc (Tsai va
Hung, 2019). Zhou va cong su cling chi ra rang long tin
ctia khach hang vao san phdm bt ngudn tir chit luong
san phim va ché d6 bao hanh sau ban hang (Zhou va
cong su, 2021). Do d6 c6 giai thuyét sau:

H5a: Long tin vao streamer c6 tac dong tich cuc
dén y dinh mua hang lién tuc cta khach hang.

H5b: Long tin vao san pham c6 tic dong tich cuc
dén y dinh mua hang lién tuc cua khach hang.

4. Két qua nghién ciru
4.1. M6 ti mdu nghién ciru

Nghién ctru sy anh huong cia gia tri cdm nhan tu
ban hang livestream trén Facebook dén long tin va y
dinh tiép tuc mua hang cua ngudi tiéu dung trong
nganh thoi trang. Dit liéu phan tich ¢& mau N = 332.
Sau déy la cac thong tin vé mau nghién ciru ma nhom
da thu thap duoc qua qua trinh khao sat.

Phin 16n nguoi tham gia khao sat 1a nir (61,1%) va
¢6 muc thu nhap dudi 5 triéu dong mdi thang (75%),
diéu nay cho thay rang yéu td gia ca va cac chuwong trinh
uu dii dong vai tro quan trong trong quyét dinh mua
sim. Ngoai ra, c6 dén 84% nguoi tham gia cho biét da
tung xem livestream ban hang, trong d6 78% chon theo
doi qua Facebook ca nhéan, phan anh rd nét vai tro cua
thuong hi€u ca nhan trong hoat dong ban hang.

Khi theo ddi cac budi livestream, co 38% nguoi
tham gia khao sat cho biét ho thuong tham khao thong tin
san phim va danh gid muc do uy tin cua streamer, xem
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day 1a yéu t6 quan trong hang dau trong viéc hinh thanh
long tin. Bén canh d6, chat luong san phim (46,2%) va
gia ca (21,1%) 1a yéu t6 thu hit chinh, tuy nhién chi 7,9%
mua ngay, phan 16n can thoi gian quyét dinh.

Khi mua, 36% chu trong chét luong va 31% vao
gi4 ca, cho thdy cin can bang gitra hai yéu t6 nay. Hon
74% ngudi tham gia khao sat cho biét da ting gap phai
sai sot trong don hang hodc roi vao tinh hudng bi lira
dao, didu nay cang lam noi bat tam quan trong ctia viéc
dam bao tinh minh bach trong ban hang cling nhu sy
can thiét ctia cac chinh sach doi tra ro rang va linh hoat.

Tém lai, khach hang ngay cang quan tim dén chat
luong san pham, mirc do uy tin cta nguoi ban va sy 6
rang trong thong tin cung cap. Do do, cac doanh nghiép
can chu dong cung cip thong tin mot cach minh bach,
duy tri uy tin thuong hiéu va diy manh hoat dong cham
soc khach hang nhim ning cao hiéu qua ban hang
thong qua hinh thirc livestream.

4.2. Danh gia mé hinh do luong
4.2.1. Chdt lwong bién quan sdt

Tt ca cac hé sb tai ngoai cua cac bién quan sat déu
nam trong khoang tir 0,7 d&én 0,84, cho thay cac thang do
trong mo hinh c6 d¢ tin cdy cao va kha nang giai thich
t6t (Hair va cong su, 2017). Cac yéu t6 "Gia tri tién ich",
"Gia tri giai tri", "Gia tri x&8 hoi", "Long tin vao

streamer", "Long tin vao san phém" va"Y dinh tiép tuc
mua hang" déu c6 murc d6 lién két manh mé véi cac bién
quan sat. M6 hinh nay c6 thé sir dung trong nghién ctru
tiép theo voi két qua dang tin cay.
4.2.2. D¢ tin cqy thang do

Theo Hock va Ringle (2010) thi céc bién quan sat
ding dé do luong cing mot khai ni¢m thi phai hoi tu
lai v&i nhau va do cai gidng nhau. Bang s liéu vé gia
tri AVE cho thdy tit ca cac yeu t trong mo hinh déu
c6 gia tri AVE tr 0,543 dén 0,597, déu vuot qua
ngudng 0,5, cho thdy muc do hoi tu t6t cua cac thang
do (Hock va Ringle, 2010). Diéu nay cho thay cac bién
quan sat c6 kha ning giai thich it nhat 50% su bién
thién cta cac yéu té tuong ng, dam bao tinh hop 1y va
su dang tin cay cia mo hinh trong viéc do luong céac
yéu t6 nghién ctru.

Bang s6 liéu vé VIF cho thdy cac gia trj VIF cua
cac mé hinh do luong trong khoang tir 1,787 dén 2,400,
déu thip hon ngudng 5, cho thiy khong c6 hién tuong
da cong tuyén nghiém trong (Hair et al, 2019). Piéu
nay dam bao cac bién doc 1ap trong md hinh khong bi
twong quan manh véi nhau, gitip duy tri tinh chinh xac
va dd tin cdy cua cac udc lugng. Voi cac gia tri VIF
nhu vdy, md hinh ciia ban c6 thé tiép tuc phan tich ma
khong gap phai van d& vé da cong tuyén.

Bdng 1: Gida tri phdn biét sir dung tiéu chi Fornell-Larcker

1 2 3 4 5 6
Y dinh tiép tuc mua hang 0,737
Gia trj giai tri 0,521 0,768
Gia tri x3 hoi 0,564 0,695 0,754
Niém tin vao san pham 0,617 0,567 0,63 0,765
Niém tin vao Streamer 0,712 0,586 0,655 0,734 0,794
Gia tri tién ich 0,615 0,62 0,601 0,645 0,662 0,764

Dir liéu vé murc d6 phan biét theo ti€u chi cua Fornell
va Larcker chi ra ring cac chi s AVE ciia céc yeu t6 trong
md hinh déu dat ngudng cao, voi gid tri cua yeu t6 giai tri
(0,768) va gia tri yéu t6 xa hoi (0,754) déu c6 AVE vuot

chuan. Piéu nay cho thdy mé hinh dat duoc kha ning
phan biét rd rang, cac khai niém nghién ctru khong c6 su
giao thoa, gop phan cai thién do chinh xac cta két qua
phén tich (Henseler va cong su, 2015).

Bdng 2: Gia tri phan biét su dung tiéu chi HTMT
1 2 3 4 5 6

CPI - Y dinh tiép tuc mua hang
HV - Giai tri 0,644
SV - Xa hoi 0,733 0,887
TP - San phim 0,765 0,688 0,803
TS - Streamer 0,865 0,696 0,819 0,874
UV - Tién ich 0,762 0,747 0,764 0,781 0,787

Dua trén két qua trong bang, toan bd cac chi sb
HTMT déu thap hon mirc gii han 0,85 pht hop khi
cac bién tiém an c6 su khac biét rd vé mat khai niém
(Kline, 2015; Clark va Watson, 1995). Diéu nay ham y

rang cac khai niém do luong khong bi chdng 14n va thé
hién su tach biét rd rét, phu hop vdi tiéu chi danh gia
ve d6 phan biét trong phan tich mo hinh.

Bing 3: Pdnh gid cdc moi quan hé tic dong (Bootstrap)

. . Hé sb hdi quy Hé_}sf; tac dong bj léch Gi4 tri kiém .
Gia thuyeét Moi quan hé chuin hoa chuan hoa trung chuan dinh T P values Két luan
()] binh (M) (STDEV) :
Hla Uv->TS 0,388 0,39 0,067 5,829 0 Chap nhén
H1lb uv -> TP 0,209 0,212 0,062 3,354 0,001 Chap nhén
H2a HV ->TS 0,1 0,1 0,083 1,205 0,229 Béc bo
H2b HV-> TP 0,054 0,051 0,068 0,802 0,423 Bac bo
H3a SV ->TS 0,353 0,353 0,079 4,456 0 Chép nhan
H3b SV -> TP 0,17 0,173 0,072 2,352 0,019 Chap nhan
H4 TS -> TP 0,453 0,452 0,068 6,659 0 Chap nhén
Hb5a TS-> CPI 0,563 0,568 0,08 7,017 0 Chap nhan
H5b TP -> CPI 0,204 0,2 0,082 2,503 0,013 Chap nhén
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Hinh 2: So dé ciia két qua mé hinh cdu triic

Nghién ctru sir dung phuong phap Bootstrap véi 5.000 mziuu
lap dé danh gia y nghia thong ké cua cac hé s6 duong dan
trong mod hinh cau trac PLS-SEM. Viéc ki€m dinh gia thuyét
duogc thuc hién theo phuong phéap kiém dinh hai phia (two-
tailed test) voi mirc y nghia 5% va khoang tin cdy 95%. Mot
gia thuyet duge tng ho khi hé so tic dong c6 chiéu phu hop
v6iky vong 1y thuyet, gia tri P-value nho hon 0,05 va khoang
tin cay khong chira gia tri 0. Nguoc lai, gia t}luyét khéng duoc
ung ho khi gié tri P-value 16n hon hodc bang 0,05. Két qua
cho thay cac gia thuyét Hla, H1b, H3a, H3b, H4, H5a va H5b
duoc ung hd, trong khi H2a va H2b khong duogc ung ho &
mirc ¥ nghia 5%. Duya trén két qua phan tich, c6 mot gia
thuyét duoc xac nhan trong khi hai gia thuyét con lai
khéong dugc tng hd. Cac mdi quan hé co gid tri p nhod
hon 0.05 dugc xem 1a ¢6 ¥ nghia thong ké, cho thay sy
tac dong dang ké giita cac bién, tiéu biéu nhu UV —
TP, SV — TP, TS — TP va TS — CPI — phan anh vai
tro ndi bat clia cac bién nay trong viéc tac dong dén chi
sO gia tiéu dung. Nguoc lai, cic gia thuyét lién quan
dén HV — TS va HV — TP khong dat duoc ¥ nghia
thdng ké (p > 0.05), cho thay khong ton tai mdi lién hé
¢6 ¥ nghia théng ké giita cac bién trong tinh huong nay.
Nhin chung, m6 hinh phéan tich da cung cap bang ching
hd tro cho phén 16n cac gia thuyét duogc dé xuat, trong
d6 TS va TP dwoc xem la nhirng nhan t6 ¢6 anh hudng
dang ké dén bién phu thudc CPI.
5. Két luan va ham y chinh sach

Két qua nghién ctru cho thdy cac yéu té nhur gi tri
tién ich va gia tri xa hoi c6 anh huong dang ké dén mirc
d6 tin tuong ctia ngudi tiéu dung dbi voi cac streamer va
tir d6 tac dong dén quyét dinh tham gia mua sim thong
qua hinh thirc livestream. Cu thé, trong qua trinh lya
chon, nguoi tiéu dung thuong dé cao nhimng san pham
mang lai su tién loi, dé sur dung, dong thoi dam bao dugc
chit luong. Bén canh do, yéu té vé - gid tri xa hoi thé hién
thong qua sy cong nhén tir cong ddng va cam giac duoc
gin két voi cong ddng nguoi tiéu dung ciing dong vai trd
dang ké trong viéc xay dung 1ong tin. Nhing gia tri nay
gop phin thic day nguoi tiéu dung san sang tiép nhan
thong diép tiép thi va chip nhan thir nghiém san phdm
hodc quay lai mua hang trong tuong lai, diéu nay ciing
turong dong véi két qua ciia bai nghién ciru Yanyan Wu
va Hongging Huang (2023) va Arisman Arisman va
Imam Salehuddin (2022). Bén canh d6 gia tri giai tri
duong nhu khong anh huong dén viée xay dung long tin
trong long khach hang khi mua sim trén san thurong mai
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dién tir. O day c6 thé giai thich ring tai Viét Nam, hoat
dong giai tri c6 thé gia ting twong tac va thuc day y dinh
mua hang nhung né chua phai yéu t6 1am gia ting long
trung thanh, quay lai mua sam cua khach hang. Doanh
nghiép can tap tung vao céc gié tri tién ich va xa hi nhu
da phan tich.

Nhom khach hang ctia bai bao tir 18 dén 25 tudi
1a nhém co ty 1¢ tham gia livestream cao nhat, dong
thoi ciing 1a nhém ¢ anh hudéng manh dén xu huéng
tiéu dung trén thi truong. Viéc nghién ctru hanh vi tiéu
dung trong linh vyc thoi trang thong qua hinh thic
livestream cho thdy c¢6 nhitng diém twong ddng nhung
cling tdn tai su khac biét rd rét so véi cac linh vue khac
nhu my pham hay dién tir, dic biét trong cach thic ra
quyét dinh va dong co hanh vi mua hang. Nhu vy bai
bdo dang tip trung mau nghién ctru va nén tang
Facebook. Trong tuwong lai 1 s0 bai nghién ctru khac co
thé khai thiac nhom khach hang da dang, co tinh phan
biét gilra cac nhom tudi dé théy su khac biét vé sy anh
hudng vé livestream trong qué trinh mua hang. Ngoai
ra c6 thé nghién ctru tai nén tang khac nhu San TMDT,
bd sung thém cac yéu tb cua livestream c¢6 anh hudng
dén ngudi mua nhu yéu té thong tin. Mé rong thém
hudng nghién clru & cac nganh hang khac nhu nganh
dinh dudng, surc khoe.

Viéc thiic ddy mua sam thoi trang truc tuyén dat
ra thach thirc do nguoi tiéu ding kho truc tiép cham va
thir san pham. Mot thach thirc cho cac doanh nghiép
trong nganh cin nang cao chat luong mdi cude live va
gia tang uy tin thuong hiéu nhiéu hon. Dic biét khi ho
d6i mat voi chinh sach phap ly cua thoi trang toan cau
dang trong giai doan kiém tra khat khe. Nha nu6c yéu
cau cung cap cac ching chi, bang cap ching minh kién
thirc vé san pham, vé nganh cua streamer 6 Trung Qubc
nhim dam bao quyén loi cho ngudi dung. Dé ning cao
¥ dinh tiép tuc mua hang cta ngudi tidu ding thong qua
livestream, cac streamer can chi trong xdy dung hinh
anh minh bach, d4ng tin cay, dong thoi cung cip thong
tin 1 rang va dap ung tot cac gia trj tién ich ciing nhu
gia tri xd hoi ma khach hang mong mudn. Ngoai ra,
viéc cang ngay cang nang cao trai nghiém mua sim
thong qua nhiéu hinh thirc tuong tac truc tiép va cham
soc khach hang cang hi¢u qua s¢€ thiic day su quay tro lai
cua khach hang trong tuong lai.
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