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Tém tit:

Mua sdm trén mang xd hdi truec tuyén la mot khuynh hwéng mua sam méi, mang dén mét moi
trieong kinh doanh dang quan tam dé kham pha cdc vin dé tam 1y nguoi tiéu ding nhw dong
co, hanh vi va két qua. Nghién citu ndy nham xem xét mot cich hé thong cdc logi dong co (tién
ich, tiéu khién va xd héi) va cdc hinh thdi cia sw hdi long (vé mdt nhén thirc va tinh cam) ciing
nhuw moi quan hé déng co — hanh vi — hai long trong béi canh mua sam xa héi triee tuyén. Két
qud chinh ciia nghién ciru cho thdy, dong co xa hgi c6 tac dong Ion nhat téi hanh vi mua sim
xd hoi truc tuyén, sau do la dong co tién ich, va cuoi cung la dong co tiéu khién. Hanh vi mua
sam xd héi truc tuyén dan t6i ca sw hai long vé mdt nhan thirc va tinh cam, trong do két qud
hai long vé mdt nhdn thirc cao hon. Vi vdy, nghién cieu ndy déng gop vdo kién thirc chung bang
viéc mé réng hiéu biét trude day vé moi quan hé déng co — hanh vi — hai long ciia nguwoi tiéu
diing trong boi canh mua sam xa héi triee tuyén. Pong thoi, nghién civu cung cap mot sé6 ham
¥ cho nha quan tri dé phat trién chién heoc marketing hiéu qua.

Tir khéa: Mua sdm xa hoi truc tuyén; dong co tién ich, ti€u khién va xi hoi; hanh vi; hai long
nhan thic va tinh cam.

Ma JEL: M31, 033

Motivations and outcomes of online social shopping in Vietnam

Abstract:

Online social shopping, a new shopping trend, provides an interesting business setting to
investigate consumers’ psychological issues such as motivations, behavior, and outcomes.
This research aims to investigate three kinds of motivations (utilitarian, hedonic and social)
and two types of satisfaction (cognitive and affective) as well as the motivations — behavior
— satisfaction linkages in online social shopping context. The results indicate that social
motivation has the strongest effect on online social shopping behavior, followed by utilitarian
and then hedonic motivation. Online social shopping behavior brings more cognitive, rather
than affective, satisfaction to social shopping consumers. Therefore, the current research
contributes to the literature by extending previous understanding of consumer motivation —
behavior — satisfaction linkage in the context of online social shopping. Also, the findings
provide managers with suggestions for developing effective marketing strategies.

Keywords: Online social shopping; utilitarian, hedonic and social motivation; cognitive and
affective satisfaction.
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1. Giéi thiéu

Mua sdm x3 hoi truc tuyén (MSXHTT) la hoat
dong tuong tac voi nhitng nguoi tiéu dung khac trong
qué trinh mua sdm trén mang xa hoi (Dennis & cong
su, 2010). Mua sdm x3 hoi truc tuyén duoc xem la
su két hop giira truyén thong x3 hoi va mua sdm
tryc tuyén nhim mang lai cho nguoi tidu ding su
giao tiép xa hoi, nhirng kénh lién lac phong phu, kha
nang hop tac nham 1am cho hoat dong mua sdm truc
tiép tro' nén hiéu qua (Kang & Johnson, 2013; Shin,
2013). Pong thoi, mua sam xa hoi tryc tuyén cho
phép nguoi ti€u dung chia sé thong tin, trdi nghiém
va quan diém hinh thanh nhitng cong dong mua sim
trg gitip viée ra quyét dinh (Wang & cong sy, 2007;
Wolfinbarger & Gilly, 2001). Nhu vay, mua sam xa
hoi tryc tuyén bao g@)m cac hoat dong trao ddi thong
tin, danh gia va xép hang, khuyén nghi va gidi thiéu
(Dennis & cong su, 2010). Céc hoat dong xa hoi nay
clia ngudi tiéu ding va sy dap tmg nhu cau xi hoi
¢6 lién quan mat thiét &én két qua ciia hoat dong ban
1& (vi dy, hai long cua khéach hang) (Babin & cong
su, 1994). Vi viy, viéc kham pha dong co thic déy
nguoi tiéu dung tham gia mua sim xa hoi truc tuyén
va viéc tham gia mua sdm xa hoi truc tuyén cO tac
dong nhu thé nao dén sy hai long c6 y nghia quan
trong voi doanh nghiép.

Mot trong nhiing yéu té quan trong tac dong dén
hoat dong mua sam 1a dong co bén trong hay mong
mubn théa min cac nhu cau bén trong ciia mdi nguoi
tiéu dung (Babin & cong su, 1994; Childers & cong
sw, 2002). Cac nghién ctru trudc ddy hau nhu chi
quan tam dén dong co tién ich va dong co tiéu khién
(Babin & cdng su, 1994; To & cong su, 2007) trong
khi ddng co xa hdi, mot dong co quan trong trong
bdi canh twong tac xa hoi (Dennis & cong su, 2010;
Shin, 2013; Westbrook & Black, 1985), van con it
dugc kham pha (Wu & cong sy, 2018; Yang & cong
su, 2016). Theo Arnold & Reynolds (2003), mua
sdm truc tuyén la mdt cong cu xa hdi quan trong.
Do d6, dong co xi hoi ¢ thé dong gop vao viée giai
thich hanh vi ngudi tiéu dung trong bdi canh mua
sim x3 hoi tryc tuyén. Tac dong ddng thoi cua ba
loai dong co dén hanh vi nguoi tiéu dung trong bdi
canh mua sim x4 hoi truc tuyén chua duoc xem xét.
Vi vdy, nghién ctru nay thyc hién nhiam dién vao
khoéang trong trong viéc kham pha tic dong cia ba

loai dong co dén hanh vi tham gia mua sdm xa hoi
truc tuyén. Viéc bo sung dong co xa hdi vao mé hinh
nghién cuu c6 thé mang lai mot su hiéu biét toan
dién hon vé dong co ngudi tiéu dung trong bdi canh
mua sdm x3 hoi truc tuyén.

Hai long cua nguoi tiéu dung 1a mot trong nhiing
bién s quan trong hang dau trong marketing vi su
hai long s& dan dén viéc tiép tuc st dung dich vu
(Christodoulides & Michaelidou, 2010; Szymanski
& Hise, 2000). Trong bdi canh mua sim xd hoi
tryc tuyén, sy hai long ctia nguoi tiéu dung 1a co
s& dé doanh nghiép danh gia chét lwong hoat dong
kinh doanh truc tuyén (Childers & cong su, 2002;
Christodoulides & Michaelidou, 2010). Trong cac
nghién ctu trudc day, hai long thuong dugc xem
bién s6 don hudng va 1a két qua ciia phan hoi nhan
thirc va tinh cam gan lién v&i hanh vi mua hang (Caro
& Garcia, 2007; Christodoulides & Michaelidou,
2010; Szymanski & Hise, 2000). Theo Childers &
cong su (2002), mua sdm duoc xem 1a phuong tién
théa man ca vé mit tién ich va tiéu khién cua nguoi
tiéu dung, vi vy nghién ciru nay gia thuyét ring
hanh vi tham gia mua sdm x3 hoi truc tuyén tao ra
hai loai hai long bén trong ngudi tiéu dung bao gdm
hai 1ong v& mit nhan thirc va hai long vé mit tinh
cam. Viéc xem xét hai khia canh ctia sy hai long mét
cach doc 1ap va dong thoi mang lai co y nghia quan
trong vi diéu nay tao ra sy hiéu biét sau sic hon vé
su hai long trong bdi canh truyén thong xa hoi.

Tyu trung lai, nghién ctru nay kham pha mébi quan
hé giita ba loai dong co bén trong nguoi ti€u dung
(dong co tién ich, tiéu khién va xa hoi), hanh vi va
hai loai hai 10ng (hai 1ong vé nhan thirc va hai long
vé tinh cam) gin lién v&i hoat dong mua sam xa
hoi truc tuyén. Bén canh nhitng d6 gop vé mit hoc
thuét, nghién ctru nay ciing dua ra nhiing ham y thuc
tién trong viéc khuyén khich nha quan 1y s dung
dong co mua sam nhu 1 mot cong cu gia tang sy hai
long ctia ngudi ti€u dung.

2. Co s& 1y thuyét va mé hinh nghién ctru

2.1. Pjng co ciia nguwoi tiéu ding trong béi cinh
mua sam xa hi truc tuyén

Pong co tién ich duoc dinh nghia 1a nhén manh
tam quan trong ctia nhiém vy, mang tinh Iy tri, quyét
dinh hiéu qua va hudéng muc tiéu (To & cdng su,
2007). Nhu vay, dong co tién ich cho théy viéc mua
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sam bat dau tir viée thuc hién mot nhiém vu, va loi
ich dat dugc phu thugc vao viéc nhi€ém vu c6 hoan
thanh mét cach hiéu qua hay khong. Pong co ti€u
khién ham ¥ cac hanh vi tiéu dung gan lién véi viéc
tim kiém niém vui, hanh phuc, su thire tinh, sy tan
huéng va moi la (To & cong sy, 2007). Trong bdi
canh thuong mai dién tr truyén thong (TMPT),
dong co tién ich va dong co tiéu khién dugc chung
minh 1 c6 tac dong dén y dinh va hanh vi nguoi tiéu
dung (Childers & cong su, 2002). Tuy nhién, mua
sam x3 hoi truc tuyén khac voi thuong mai dién tir
truyén thdng & viéc tich hop hoat dong xa hoi bao
gdm kham pha san pham, thu thap va chia sé thong
tin va hop téc ra quyét dinh mua hang (Shen & Eder,
2012). Khia canh xa héi cia hoat dong mua sdm xa
hoi tryc tuyén thiic day viéc kham pha vai tro cua
dong co x4 hoi trong viéc hinh thanh nhing két qua
ctia mua sim x4 hoi truc tuyén nhu hai long. Mic
di mdi quan hé giita dong co, hanh vi, va hai long
dugc xem xét trong mot sb nghién ciru trong bdi
canh thwong mai dién tir truyén théng (Anderson &
Srinivasan, 2003; Ha & Stoel, 2012), bdi canh mua
sam xa hoi truc tuyén van thiéu ving cac nghién ciru
thyc nghiém cho cac mdi quan hé nay.

Céc hoc gia ddng ¥ rang dong co xd hoi c6 lién
quan chat ché dén hanh vi ngudi tiéu va cac két
qua (vi du, hai long) (Arnold & Reynolds, 2003;
Westbrook & Black, 1985), tuy nhién, so sanh véi
hai loai dong co phia trén, dong co xa hoi it khi duoc
xem xét. Ly do 12 vi cac hoc gia cho rang méi truong
truc tuyén lam mét di su twong tac xa hoi va do do,
dong co xa hoi chi dong vai tro thir yéu ddi véi viée
chap nhén dich vu tryc tuyén (Srinivasan & cong
su, 2002). Tuy nhién, sy phat trién cta truyén thong
x4 hoi va mua sim x3 hi truc tuyén da tai hién cac
tuong tac xi hoi trong bdi canh truc tuyén twong
tw nhu trong bdi canh ngoai tuyén (Shen & Eder,
2012). Vi vay, dong co xa hoi ¢6 thé co vai trd quan
trong d6i v6i hanh vi ngudi tiéu ding. Thuc nghiém
cho thiy dong co xa hoi co lién quan mét thiét v6i
hanh vi mua sim, ham y rang sy quan trong ngay
cang gia ting cia dong co xa hoi trong bdi canh truc
tuyén (Childers & cong sy, 2002; Christodoulides
& Michaelidou, 2010; Shin, 2013; Wolfinbarger &
Gilly, 2001).

2.2. Sw hai long trong boi canh truc tuyén

Su hai 1ong 12 mét trong nhitng muyc tiéu hang dau
cua hoat dong kinh doanh vi hai long c6 tac dong
quan trong dén y dinh mua hang, mua hang lap lai,
trung thanh, truyén miéng tich cuc (Christodoulides
& Michaelidou, 2010). Trong thuong mai dién tir
truyén théng, hai long ham y sy théa méan ctia nguoi
tiéu dung ddi véi cac trai nghiém nua sim véi mot
doanh nghiép hoat dong thuong mai dién tir truyén
thong (Anderson & Srinivasan, 2003).

Hai long thuong duoc xem la sy toan b sy hiéu
qué vé chi phi vé thoi gian, tién bac va nd lyc va cam
xuc hay cam giac dugc tao ra boi qua trinh ti€u dung
va trai nghiém mua sdm (Anderson & Srinivasan,
2003; Mano & Oliver, 1993). Theo To & cong su
(2007) dong co mua sim dan dét hanh vi ngudi tiéu
ding nham thoa man nhu cdu bén trong. Vi vay,
nghién ctru ndy dé xuit rang hoat dong mua sim
xa hoi truc tuyén s€ tao ra hai loai hai long la hai
1ong vé mit nhan thirc va hai 1ong vé mat tinh cam
(Oliver, 1993). Hai 1ong vé& mit nhan thirc duoc dinh
nghia 14 dénh gia vé mit nhan thirc vé chirc ning,
hoat dong va chét luong cua dich vy mua sdm x3 hoi
truc tuyén (Babin & cong su, 1994), trong khi hai
1ong vé mit tinh cam ham ¥ mirc d6 vui vé va thich
tht dwoc hinh thanh béi mua sim xa hoi truc tuyén
(Caro & Garcia, 2007; Kang & Park-Poaps, 2011;
Russell, 1980).

Ly thuyét dong co chi ra rang ca dong co nhan
thirc (tién ich) va dong co tinh cam (tiéu khién)
déu co vai tro quan trong trong viéc giai thich 1y do
nguoi tiéu dung mua sam. Trong bdi cianh mua sim
x3 hoi truc tuyén, gia tri tién ich hinh thanh tir viéc
kham pha hang hoéa, thu thap va chia sé thong tin va
hop tac ra quyét dinh mua hang. Gia trj tiéu khién
xuét phat tir ddc diém cta san pham va céc cira hang
truc tuyén (Childers & cdng su, 2002). Nhiing san
phim mang tinh trai nghiém va tiéu khién kha kho
dé danh gia san pham trong qua trinh mua hang. Bén
canh do, dic diém tiéu khién cua cac cua hang truc
tuyén s& gan két voi gia tri tién ich dé thic ddy nguoi
tiéu dung c6 nhitng phan tng tich cuc (Ha & Stoel,
2012; Mano & Oliver, 1993). Bong co tién ich va
tiéu khién dwgc ching minh 1a co tic dong dén ¥
dinh st dung dich vy thuong mai dién tu truyén
thng (Childers & cong s, 2002). Vi viy, hai loai
dong co nay duoc ki vong s& c6 tac dong dén hanh
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vi str dung mua siam x4 hi truc tuyén.

H1: Dong co tién ich tac dong tich cuc dén hanh
vi stk dung mua sam xa hoi truc tuyén.

H2: Dong co tiéu khién tac dong tich cuc dén
hanh vi sir dung mua sam xd hoi truc tuyén.

Céc nghién ctru trudc day cho thay rang viéc thiét
lap cac mbi quan h¢ va théa man nhu cau x3 hoi 1a
mdt trong nhiing dong co chinh cua nguoi tiu dung
khi tham gia mua sdm (Arnold & Reynolds, 2003).
Trong moi truong truc tuyén, cac nghién ciru chi ra
rang ngudi tiéu dung sir dung mua sam tryc tuyén dé
tuong tac va xa hdi hoéa voi nhiing ngudi ti€u dung
khac cling nhu tham gia cac nhom so thich (Wang
& cong su, 2007) dé trao ddi trai nghiém c4 nhan
va cai thién kinh nghiém mua sim (Wolfinbarger &
Gilly, 2001) va thay d6i cudc séng clia ngudi tiéu
dung (Dennis & cong su, 2010) bang viéc mang
nhirng két ndi xa hoi vao trong mdi trudng ao (Shen
& Eder, 2012).

H3: Pong co xa hoi co tac dong truc tié}) dén
hanh vi sit dung mua sam xd hoi truc tuyén.

Mua sdm xa hoi truc tuyén tao ra su thoa man vé
nhan thirc bang viéc mang dén cho ngudi tiéu ding
su hd tro trong qua trinh ra quyét dinh mua hang,
lam giam rai ro khi mua hang ciling nhu giam thoi
gian va nd luc cho viéc ra quyét dinh. Pong thoi,
mua sdm x3 hoi truc tuyén mang lai cho nguoi ti€u

dung cam gidc tich cuc va niém vui théng qua viée
dap mg nhu cau tim kiém va mua hang ngau hung,
tir 46 hinh thanh sy hai long vé mit tinh cam véi trai
nghiém mua sim (Huang & Benyoucef, 2013). Bén
canh do, trai nghiém gén két vai nhitng nguoi tham
chiéu trong méi truong mua sam xa hoi tryc tuyén
mang lai cho ngudi tiéu dung cam giac than thude
va su vui vé.

H4: Hanh vi s dung mua sam xa hoi truc tuyén
o tac dong tich cuc dén hai long vé mdt nhén thirc.

H5: Hanh vi s dung mua sam xa hoi truc tuyén
o tac dong tich cuc dén hai long vé mat tinh cam.

Téng quan cic nghién ciru cho thiy dong co
mua sim 14 tién dé cho su hai long (Caro & Garcia,
2007; Kang & Park-Poaps, 2011). Pong co mua
sam dugc cho 14 s& din dat hanh vi nguoi tiéu ding
nham thoa man nhu cau bén trong (Christodoulides
& Michaelidou, 2010; Kang & Park-Poaps, 2011)
c6 lién hé vé6i nhirg két qua cua hanh vi mua sim
nhu sy hai long va trung thanh (Babin & cdng su,
1994). Hai long ciling la chi bao suc manh dong
co cua ngudi tiéu ding, ddng nghia rang dong co
c6 lién hé véi sy hai long. Nghién ciru trudc day
cho thdy sy hai long cta nguoi tiéu dung gia ting
khi viéc mua sdm duogc gén voi muc tiéu tién ich
(tiét kiém thoi gian va nd luc) (Christodoulides &
Michaelidou, 2010; Kang & Park-Poaps, 2011). Vi
vay, nguoi tiéu dung c6 dong co tién ich cao s€ co

Hinh 1: M hinh va gia thuyét nghién ciru

Pong co tién ich

I~

H6(+)
\ Hai long nhan thirc
HI1(+)
H4(+)
. HS8(+)
Dong co xa hoi H3(+)
H5(+)
H2(+) \/Q| Hai long tinh cim
/ H7(+)

Pong co tidu khién
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Béng 1: D§ tin ciy va do gia tri thang do

HE so

t-

Cronbach’s

Ciu tric khai niém tai value Alpha CR AVE
Béng co tién ich (PCTI) 0,95 0.95 0.83
MSXHTT hang thoi trang hi€u qua 0.83 14.79

MSXHTT hang thoi trang hitu ich 0.95 18.57

MSXHTT hang thoi trang thiét thuc 0.96 18.62

MSXHTT hang thoi trang can thiét 0.89 16.42

MSXHTT hang thoi trang thiét thyc (RI)

DPéng co tiéu khién (PCTK) 0,88 0.88 0,65
MSXHTT hang thoi trang vui vé 0.83  14.25

MSXHTT hang thoi trang hao hiing 0.78  12.96

MSXHTT hang thoi trang thich thu 0.82 13.94

MSXHTT hang thoi trang tha vi 0.80  13.53

MSXHTT hang thoi trang kich thich (RI)

Béng co xd héi (DCXH) 0,87 0.87 0.70
MSXHTT hang thoi trang gitp ti gan két v6i ban bé/gia dinh 0.83  14.09

MSXHTT hang thoi trang gitp toi giao thiép voi nhitng nguoi khac  0.87  15.12

MSXHTT hang thoi trang gitp t6i trai nghiém sy gan két 0.80  13.44

Hai long nhdn thirc (HLNT): M0t cach tong thé, ban dénh gid nhu 092 0.92 0.85
thé nao vé chirc nang va hoat dong cia MSXHTT hang thoi trang. ’

Rét khong hai long (=1); rat hai long (=7) 092 15.68

Rét khé chiu (=1); rat thoai méi (=7) 0.92 1547

Hai long tinh cam (HLTC): Mot céch tong thé, ban dénh gid nhu

thé nao vé muc do vui vé va cam giac kich thich cia MSXHTT 0,80 0.79 0.65
hang thoi trang.

RAt khong hai 1ong (=1); rat hai long (=7) 0.74 11.13

Rét khé chiu (=1); rat thoai méi (=7) 091 1391

Hanh vi (HV): Trung binh ban sir dung MSXHTT hang thoi trang

bao nhiéu lan trong 01 tuan? 1,00 (fixed) - - -

(1) 0-2; (2) 3-5; (3) 6-8; (4) 9-11; (5) nhiéu hon 12

Ghi chii: Cdc hé 56 tai déu cé ¥ nghia véi p < 0,001, RI: bi logi do c6 hé s6 tai nhdn t6 < 0,5; CR: d tin cdy tong

hop, AVE: phwong sai trich.

su hai 1ong cao hon vé nhan thirc. Tuong tu, nghién
ctru nay ky vong nguoi ti€u dung c6 dong co ti€u
khién cao s& c6 su hai long cao hon v& mit tinh cam.

H6: Bong co tién ich co tac dong tich cuc dén hai
long vé mdt nhén thirc.

H7: Pdng co tiéu khién cé tac dong tich cuc dén
hai long vé mdt tinh cam.

Trong bdi canh mua sam x hdi truc tuyén, ngudi
tiéu dung s& xir Iy thong tin nham hinh thanh nhiing
niém tin va danh gia, tr d6 hinh thanh sy hai 1ong
vé mit nhan thirc. Mat khac, sy hai 1ong vé mat tinh
cam duya trén gia dinh ring cam giac 1 mot thanh
phin quan trong cua trai nghiém vi mua sim x3 hoi

truc tuyén bao gdm sy vui vé, thich tha va ngiu himg

(Caro & Garcia, 2007; Kang & Park-Poaps, 2011;
Russell, 1980). Sy hai long vé nhan thirc c¢6 lién
quan tich cuc dén hai 10ng vé mit tinh cam vi nguoi
tiéu dung c6 khuynh hudéng hinh thanh tinh cam tich
cuc v6i nhimg hoat dong mang dén nhiing loi ich
cho ho. Hon nita, 1y thuyét vé danh gia (theories of
appraisal) chi ra rang tinh cam chiu tac dong cua su
danh gia va hiéu biét vé mot hién tuong. Cam xuc la
Kkét qua cua viéc danh gia vé mat nhan thirc cta ca
nhan trong mot moi trudng cu thé. Trong bdi canh
tiéu dung, tinh cam c6 thé chiu tac dong ciia niém
tin va d4nh gia cta nguoi tidu dung déi véi dich vu
(Oliver & Westbrook, 1993).

HS8: Hai long vé mat nhdn thiec tac dong tich cuc
dén hai long vé mat tinh cam.
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3. Phwong phap nghién ctru

3.1. Médu nghién ciiu

Dbi twong khao sat miu duoc lwa chon 1a sinh
vién, do dédy 1a d6i tugng phu hop khi nghién ctru
vé chép nhan cong nghé, thanh thao st dung may
tinh va Internet. Bén canh do, sinh vién la phan khuc
khach hang muc tiéu ctia hoat dong thuong mai
dién tir truyén théng (Joines & cong su, 2003). Hon
nira, sinh vién cling 1a nhitng nguoi dung tich cuc
cuia mang xa hdi va dugc xem la nguoi tiéu dung
cua tuong lai (Dennis & cdng su, 2010; Kang &
Johnson, 2013).

Trong bdi canh mua sim truc tuyén, mat thoi trang
ham chtra hang loai hanh vi mang tinh xa hdi nhu
theo doi, chia s€ trai nghiém (Arnold & Reynolds,
2003). Vi vay nghién ctu nay tap trung vao mua
sam xa hoi truc tuyén hang thoi trang (quan 4o, d6
trang stc, giay dép, tii xach va cac phu kién lién
quan), nguoi tidu ding tham gia mua sim xa hoi
tryc tuyén hang thoi trang khong chi dé thoa mén
nhu ciu tién ich va tiéu khién ma con dé thoa man
nhu cau xi hdi cua ho. Do d6, mua sim x3 hoi truc
tuyén hang thoi trang 1a mot bbi canh dang quan tim
dé khao sat dong co va két qua cua hanh vi. Khi thuc
hién khao sat, cac img ctr vién duogc sang loc dua
trén sy thong thao vao murc d6 tham gia cac hoat
dong mua sdm x3 hoi truc tuyén nhu mua hang, trao
d6i thong tin, danh gia va binh luan, khuyén nghi
va gi6i thiéu trong thang vira rdi. Cac bang cau hoi
duogc dua tryuc tiép cho dap vién.

3.2. Thang do luong

Céc thang do ludong dugc ké thira tir cic nghién
clru trwde day. Cu thé hon, thang do dong co tién ich

va dong co tiéu khién duoc ké thira tir nghién ctru
cua To & cong su (2007). Thang do E-satisfaction
ciia Szymanski & Hise (2000) dugc hiéu chinh dé
do luong hai long vé miat nhan thirc va hai long vé
mit tinh cam. Cuy thé hon, Caro & Garcia (2007) sir
dung thang do ludong tinh cam cua Russell (1980)
gém hai khia canh la sy vui vé va cam giac kich
thich. Do d0, thang do E-satisfaction tong quét dugc
hiéu chinh d& do ludng hai 1ong tinh cam s& hoi vé
cam nhan ciia nguoi tiéu dung vé hai khia canh nay.
Tuwong tu, nhan thirc (hay tién ich) sé nhén manh
vao hai khia canh 1a chirc nang va hoat dong (Babin
& cong su, 1994) va do d6, thang do hai 1ong nhéan
thirc s€ dugc hiéu chinh tir thang do E-satisfaction
chung dé do luong hai khia canh nay. Cac thang do
luong dugc trinh bay trong bang 1.

3.3. Thii tuc phén tich

Nghién ciru kiém dinh cac thang do ludng dam
bao vé& do tin cdy, do hiéu luc hoi tu, va do hiéu
luc phéan biét bang phuwong phéap phén tich nhan t6
khing dinh. Tiép theo, m6 hinh céu triuc tuyén tinh
s& dugc sir dung dé kiém dinh gia thuyét.

4. Két qua phén tich

4.1. Dé tin cdy va do gia tri cia cdc do lwong

Két qua CFA lan dau cho thdy can loai bo mot
muc hoi trong thang do ddng co ti€n ich va mot muc
hoi trong thang do dong co tiéu khién vi c6 hé so tai
nhan t6 < 0,5. Sau khi loai bo, két qua phan tich CFA
(Bang 1) cac thang do dat d9 tin cay, hdi tu va phan
biét: CMIN/df = 1,31; RMSEA = 0,04; GFI = 0,94;
IFI = 0,99; NFI = 0,96; CFI = 0,99 déu 16n hon 0.9
(Hair & cong su, 2014). Cac gia tri do tin cdy tong
hop déu > 0,6 va phuong sai trich déu > 0,5. Bén

Bang 2: Trung binh, ) 1éch chuin va twong quan

Khainiém Trung binh  P§ léch chuin Tuong quan
2 3 4 5 6
1. bCTI 4,29 1,55 0.91
2. bCTK 4,75 1,23 0.67%** 0.81
3. bPCXH 3,35 1,42 0.59%**  (.52%** 0.83
4. HLNT 4,94 1,54 0.45%*%  (0.40%**  (.28%** 0.92
5. HLTC 4,49 1,15 0.60%***  (Q.51%** (.43%*%* (.53%** 0.81
6. HV 3,76 0,87 0.67***  0.60%**  0.66%** (0.43%** ().44%** -

Ghi chii: *** p<0.001; Can bdc hai ciia gid tri AVE nam trén dwong chéo chinh; - khéng cé gid tri.
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Biang 3: Két qua kiém dinh gia thuyét

_ . M6 hinh 1 Mo hinh nghién ciru .
Pwong dan Gia thuyét Keét luan
Std. S t-value Std. g t-value

DCTI = HV Hi 0,49 6,39%%* 0,33 4,41 %% Ung ho
PCTK - HV H2 0,27 3,55%%% 0,19 2,58%%* Ung ho
DCXH — HV H3 - - 0,36 5,35% % Ung ho
HV — HLNT H4 0,21 2,40% 0,21 2,4% Ung ho
HV - HLTC H5 0,21 2,52% 0,21 2,52% Ung ho
DCTI = HLNT H6 0,32 3,55% %% 0,32 3,54%%x* Ung ho
DCTK — HLTC H7 0,26 3,03%* 0,26 3,05%* Ung ho
HLNT = HLTC HS 0,36 4,90%%* 0,36 4,90%%** Ung ho
GFI 0,95 0,93

CFI 0,99 0,99

NFI 0,96 0,95

IFI 0,99 0,99

R’ny 0,49 0,58

Do 16n tac dong (ES) (%) - 17,6

Kiém dinh sy khac biét (Chi-square 47.7436)"

difference test) (A (AdHP)

Ghi chii : 'p<0,1;*p<0,05;**p <0,01;***p<0,001.

canh do, cac gia tri Cronbach’s Alpha déu>0,70. Hé
s tai nhan t6 déu co ¥ nghia (p < 0,001; t-value > 6)
cho thiy d6 hoi tu cta thang do 1 chip nhéan dugc.

Bang 2 cho thdy cac hé s6 twong quan déu bé hon
0,7 v6i gia tri nho nhét 1a 0,31 va 16n nhit 13 0,67.
Tat ca cac gia tri twong quan déu thip hon cin bac
hai ciia gia tri AVE cta khai niém tuong ung (thap
nhét 13 0,81) cho thiy cac thang do dat gia tri phan
biét (Fornell & Larcker, 1981)

4.2. Két qud kiém dinh gid thiét

Nham 1am rd dong gop cia dong co xa hoi dbi
v6i hanh vi ngudi tiéu dung, nghién ctru nay kiém
dinh hai mé hinh. M6 hinh 1 chi xem xét tdc dong
cua dong co tién ich va dong co tiéu khién dén hanh
vi mua sdm x3 hoi truc tuyén trong khi nghién ctru
kiém dinh tac dong cua dong co tién ich, tiéu khién
va xd hoi. Két qua phan tich SEM véi phin mém
AMOS cho thay sy phii hop ctia hai mé hinh véi dir
liéu thi truong: CMIN/df = 1,40 - 1,37; GFI = 0,95
- 0,93; CF1 = 0,99 - 0,99; NFI = 0,96 - 0,95; IF1 =
0,99 - 0,99 déu 16n hon 0,9 (Hair & cong su, 2014).
Mic du két qua kiém dinh ctia hai m6 hinh 14 tuong
tu, viéc bd sung dong co xa hoi lam gia tang muc d6

giai thich ctia hanh vi. Dong thoi, két qua kiém dinh
cho thiy sy khéc biét cua hai mé hinh. Do d9, két
qua trinh bay sau day dua trén mo hinh nghién ctru.

Nhu ky vong, dong co tién ich, tiéu khién va xa
hoi déu co tac dong dén hanh vi tham gia mua sdm
x4 hoi truc tuyén cua nguoi tiéu dung. Tac dong
cua dong co tién ich (H1: B = 0,33; t = 4,41; p <
0,001) manh gan gap doi tac dong ciia dong co tiéu
khién (H2: =10,19; t=2,58; p <0,01). bang quan
tam, dong co xa hdi co6 tac dong manh mé nhat dén
hanh vi nguoi ti€u dung (H3: B = 0,36; t = 5,35; p
< 0,001). Két qua nghién ctru ciing cho thdy hanh
vi tham gia mua sim x4 hoi truc tuyén c6 tac dong
manh dén hai long bao gdm hai long vé nhén thirc
(H4: B=0,21; t=2,41; p < 0,05) va hai 10ng vé mat
tinh cam (H5: 8=0,21; t=2,52; p <0,05). Bong co
tién ich va dong co tiéu khién duoc chuing minh c6
vai trd quan trong voi su hai 10ng twong Gmg. Cu thé,
dong co tién ich co6 tac dong manh dén hai long vé
mat nhan thie (H6: B=0,32; t=3,54; p <0,001) va
dong co tiéu khién co tac dong manh dén hai 1ong vé
mat tinh cam (H7: 6=0,26; t=3,05; p<0.01). Cudi
cung, hai long vé mit nhan thirc co tac dong manh
va tich cuc dén hai long vé mit tinh cam (HS: B =
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0,36; t=4,90; p <0,001).

Két qua kiém dinh ciing cho thay sy b6 sung dong
co xa hoi giup gia tang muc do giai thich cua hanh
vi mua sdm x3 hoi truc tuyén thém 17,6%. Hon nira,
két qua kiém dinh Chi square difference test cho
thy sy khac biét gitra mo hinh 1 va mé hinh nghién
ctru. Do d6, 6 thé két luan ré'lng dong co xa hdi co
tac dong dén hanh vi va tac dong nay lam gia ting
murc do giai thich ctia hanh vi mua sam x4 hoi truc
tuyén.

5. Thio luin két qua nghién ctru

Nghién ctru nham muc dich kiém dinh mdi quan
hé gilra dong co, hanh vi va sy hai long trong bdi
canh mua sdm x3 hoi truc tuyén. So v6i cac nghién
cuu trudc day (vi duy, Srinivasan & cdng su, 2002),
nghién ctru khong chi xem xét tac dong cua dong co
tién ich va dong co tiéu khién ma con bd sung tac
dong cua dong co xd hoi nham xem xét dong thoi
tac dong cua ba loai dong co dén hanh vi ngudi tiéu
dung, didu ma cac nghién ciru trude dy chua thuc
hién. Két qua cho thiy, khi déng co tién ich, tiéu
khién va x4 hoi cang ting, tan suit sir dung mua sim
x& hoi truc tuyén va hai 1ong v6i dich vu mua sdm xa
hoi true tuyén cang gia ting. Trong do, tic dong cia
dong co xa hoi dugc ching minh 1a gop phan quan
trong dan dén cac két qua trén.

Dong co tién ich ¢6 tac dong dén y dinh hanh vi
manh hon dong co tiéu khién twong ddng véi cac
nghién ctru trude day. Cu thé hon, cac nghién ctru
trong qua khir ciing chi ra rang phan 16n nguoi tiéu
dung str dung kénh mua hang tryc tuyén dé hoan
thanh cong viéc (Bhatnagar & Ghose, 2004). Hon
nira, cic nghién ciru cling ¢6 thay ngudi tiéu ding
v6i ky nang st dung cong cu truc tuyén chuyén
nghiép (sinh vién) thuong st dung cac kénh truc
tuyén cho cac hoat dong huéng nhiém vu (Eastlick
& Feinberg, 1999). Mot vai nghién ctru goi ¥ rang
nguoi tiéu ding mua sim truc tuyén dé twong tac va
x4 hoi hoa voi nguodi khac (Wang & cong su, 2007),
cho phép ho trao d6i kinh nghiém c4 nhan, nang cao
trai nghiém mua sam (Wolfinbarger & Gilly, 2001),
tr d6 nang cao mic d§ hai long va trung thanh
(Srinivasan & cong sy, 2002). Tuy nhién, vai tro cta
dong co xa hoi trong bdi canh mua sim xa hoi truc
tuyén hiém khi dugc kiém dinh thuc nghiém (Wu
& cong su, 2018; Yang & cong su, 2016). Vi vay,

nghién ciru nay dién vao khoang trdng noi trén bang
viéc bod sung tac dong cia dong co xa hdi dén hanh
vi bén canh dong co tién ich va ti€u Kkhién, trong bdi
canh mua sim xa hoi truc tuyén. Két qua nghién ciru
cho théy ddng co xa hdi c6 tac dong manh nhét dén
hanh vi mua sdm xa hi truc tuyén, khéng dinh tAm
quan trong ctia dong co nay trong bdi canh truyén
thong xa hoi noi chung ciing nhu mua sim xa hoi
true tuyén ndi riéng. Vi viée xem dong co xi hoi
1a mot thanh phan doc 1ap bao gom céc trao doi va
hoat dong ca nhan c6 tac dong dén hanh vi ngudi
tiéu dung, nghién ctru nay dong gép vao kién thirc
chung bang viéc khing dinh vai trd quan trong cua
dong co xa hoi khong chi trong bdi canh ngoai tuyén
va con trong bdi canh tryc tuyén. Nhu vay, nguoi
tiéu dung tham gia vao hoat dong xa hdi cang co
khuynh hudng tham gia vao hoat dong mua sim xa
hoi truc tuyén.

Hanh vi mua sim x3 hoi truc tuyén c6 tac dong
tich cuc manh mé dén hai long nhan thirc va tinh cam
cho thay rang ngudi tiéu ding thyc hién hai so sanh
riéng biét so véi ki vong ban dau khi st dung mua
sdm x4 hoi truc tuyén: mot 1a so sanh chirc nang,
hoat dong va chét luong cua dich vu mua sdm x4 hoi
truc tuyén va hai l1a so sanh cam nhan su vui vé thoai
mai (Babin & cdng su, 1994; Caro & Garcia, 2007;
Kang & Park-Poaps, 2011; Oliver, 1993; Russell,
1980). Hon nita, dong co c6 tac dong dén hai long
cho thdy rang hai long 13 thudc do sitc manh gian
tiép ctia dong co va cho thiy dong co dan dit hanh
vi nham thoa man nhu cau bén trong clia ngudi tiéu
dung (To & cong su, 2007). Két qua thuc nghiém
cling cho thiy ngudi tidu dung voi dong co tién ich
(tiéu khién) manh s& hai 1ong hon véi cac muc tiéu
mua sim tién ich (tiéu khién) (Christodoulides &
Michaelidou, 2010; To & cong sy, 2007). Vi vay,
suc manh dong co c¢6 lién quan dén sy wva thich va
hai 1ong trong mua sam. No6i cach khac, khach hang
c6 dong co cang 16n thi hai long cang cao. Cudi
cung, hai long nhan thtc c6 tdc dong manh dén hai
long tinh cam cho thay nguoi tiéu ding quan trong
chic nang va hoat dong cua mua sdm x4 hoi truc
tuyén nhiéu hon so véi viée dat duge cam giac vui
vé, thoai mai. Két qua ciing cho thiy hai long vé
nhan thirc quan trong hon hai 1ong vé tinh cam. Piéu
nay cho thiy nguoi tiéu ding tham gia vao mua sim
x4 hoi truc tuyén vi nhitng loi ich ho nhan dugc nhu
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tién kiém thoi gian va chi phi cling nhu tang muc d6
hiéu qua ctia quyét dinh mua sim. RS rang, két qua
nghién ctru mé rong sy hiéu biét trudc dy vé sy hai
1ong trong bdi canh truc tuyén (Christodoulides &
Michaelidou, 2010; Szymanski & Hise, 2000), khi
khong chi xem hai 1ong 12 mét ciu trac don hudng,
ma 1a mdt cdu trac nhiéu thanh phan co lién quan
chat ché véi nhau.

Nghién ctru ndy c6 mot s ham y quan tri. Trudc
tién, nghién ctru chung minh dong co c6 tac dong
dén hanh vi va hai long, tir d6 c6 thé mang lai két
qua tich cuc nhu trung thanh, mua hang lap lai. Vi
vély, nha marketing c6 thé dua vao day dé hoach dinh
chinh sach marketing hiéu qua nhim d4p tmg nhiing
dong co ciia ngudi tiéu dung bao gdm dong co tién
ich, tiéu khién va x4 hoi. Tiép theo, dong co tién ich
¢6 lién quan mat thiét véi tiéu dung bat budc 1a hanh
vi mua hang nhim hoan thanh cac nhiém vu tién
ich, vi vay, cac nha kinh doanh dich vu tryc tuyén
nén tich hop cac gia tri tién ich vao website nham
gia ting doanh s va sy hai long. Nguoc lai, dong
co tiéu khién c6 lién quan dén mua hang ngiu htng
(Babin & cong sy, 1994). Vi vay nha kinh doanh
dich vu tryc tuyén can tac dong dén nguoi tiéu ding
tim kiém trai nghiém tiéu khién bang quang céo
vi ho khong cé nhitng muc tiéu nhan thuc cu thé
khi tham gia mua sim xa hoi tryc tuyén. Nha kinh

doanh ciing can tap trung vao khia canh trai nghiém
clia moi trudng mua sam nhu bién viéc mua sim
tro thanh mot cude phiéu luu (Arnold & Reynolds,
2003). Vi vay, viéc thiét ké cac giao dién cira hang
mua sim x4 hoi truc tuyén can dugc quan tdm dac
biét dé c6 thé chuyén sy viéng tham thanh hanh vi va
hai 1ong. Nghién ctru nay ciing cho thdy sy hai long
gan lién voi cac hoat dong xa hoi va ca nhan. Vi vay,
céc ctra hang truc tuyén can tich hop trai nghiém x4
hoi bao gém cac hoat dong gin lién véi mua sim
cling nhu cac hoat dong khac.

6. Két luan

Nghién ctru ndy dé xuét va kiém dinh méi quan
hé gitta dong co, hanh vi va hai long trong bdi canh
mua sdm x4 hoi truc tuyén. Trong d6, dong co dugc
m6 hinh hoéa thanh tién ich, tiéu khién va xd hoi
trong khi hai long gdm hai long nhan thirc va hai
long tinh cam. Két qua cho thay cac thang do dat do
tin cdy va do gia tri va mo hinh phu hop véi dit liéu
thu thap. Nhu ky vong, gia tri tién ich, tiéu khién
va x4 hoi giai thich phan 16n bién thién ctia hanh
vi (58%), cho théy su hi€u qua cua ba loai dong co
trong viéc giai thich hanh vi. Hon nita, nghién ctu
cling cho thay dong co va hanh vi tham gia mua sim
xa hoi truc tuyén tao ra sy hai long vé& mit nhan thirc
va tinh cam.

Loi thira nhin/cam on: Nghién ctu nay dwoc tai trg boi Quy phat trién khoa hoc va cong nghé Qubc gia
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