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Su phat trién ctia chuyén déi s6 cung v8i mang xa héi da gop phan lam
gia tang hanh vi mua sdm theo s déng, nhat la tai nhdém ngudi tiéu
dung tré sinh sau ndm 1995. Trén co s& khung Kich thich-Ch thé-Phan
Ung (S-0-R), nghién ctu danh gia vai tro cta truyén miéng tryc tuyén,
uy tin clla ngudi phat ngdn, va ndi dung do ngudi ding tao ra dén
hanh vi bay dan cta ngudi tiéu dung nhu la nhiing kich thich tU méi
trudng, ti d6 dan dén phan tng la y dinh mua hang truc tuyén. Nghién
cu 4p dung phuang phap chon mau thuén tién nhadm khao sat 310 ca
nhan ding mang xa héi, ddng thdi phan tich bang mé hinh ciu tric
dé xac thuc cac gia thuyét. Nhitng phat hién cho thay truyén miéng
truc tuyén cling vai uy tin clia ngudi phat ngdn ¢ anh hudng dang ké
dén hanh vi bay dan trong tiéu dung. Bong thdi, n6éi dung do ngudi
dung tao ra con gilf vai tro diéu tiét trong maéi quan hé gilta cac bién
lién quan. Trén nén tang do, nghién cltu nay cing c¢d tinh Uing dung
cla S-O-R trong béi canh thuong mai dién td, cling nhu kién nghi mét
s8 ham y thuc tién nham hé trg doanh nghiép trong viéc t6i uu hoa
chién lugc ti€p can thé hé ngudi tiéu dung tré.

Abstract

The development of digital transformation alongside social media has
contributed to a rise in herd buying behaviour, particularly among
young consumers born after 1995. Rooted in the Stimulus-Organism-
Response (S-O-R) framework, this study evaluates the roles of
electronic word-of-mouth, spokesman credibility, and user-generated
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Online purchase content as environmental stimuli influencing consumer herd behavior,

intention. which in turn leads to a response in online purchase intention. The
study employed a convenience sampling method to survey 310 social
media users and applied structural equation modeling to validate the
proposed hypotheses. Empirical findings suggest that electronic word-
of-mouth and spokesman credibility have a significant impact on
consumer herd behavior. Furthermore, user-generated content not
only exerts a direct impact but also plays a moderating role in the
relationships among the related variables. Based on these findings, the
study reinforces the applicability of the S-O-R framework in the context
of e-commerce. It proposes several practical implications to assist
businesses in optimizing their strategies for approaching this younger
generation of consumers.

1. Gidi thiéu

Trong ky nguyén k¥ thuét s6, mua sam tryc tuyén da tré thanh hanh vi tiéu dung phd bién nho su
trdi day manh mé cua thuong mai dién tir va mang xa hoi. Khach hang ngay nay khong con don thuan
dua vao thong tin chinh théng tir doanh nghiép, ma thudng xuyén tham khao danh gia, nhan xét tir
cong dong tryc tuyén trude khi dua ra y dinh mua hang tryc tuyén (YDMHTT) (Muda & Hamzah,
2021). Trong mdi trudng nay, hanh vi bay dan (HVBD), tirc viéc ca nhan bi anh hudng boi Iyra chon
ctia ngudi khac ma khong ty phan tich, ngay cang phd bién (Liu va cong su, 2019) nham giam rui ro
khi khong thé kiém ching truc tiép san pham.

Mic do HVBD di dugc nghién cru nhidu trong hanh vi tiéu dung, nhung mdi quan hé giira
YDMHTT va HVBD trong moi truong s6 van con bo ngo, dac biét khi cé sy hién dién clia ndi dung
do ngudi dung tao ra (NDDNDTR). Cac nghién ciru hién tai méi chi ra ring NDDNDTR anh huéng
dén YDMHTT (Su va cong sy, 2023), song vai tro diéu tiét cia NDDNDTR trong mbi quan hé nay
chua duoc 1am r8. Day 1a huéng nghién ctru tiém nang nham hiéu rd co ché twong tac gitra cac yéu
t6 tam 1y - xa hoi trong YDMHTT.

Bén canh d6, uy tin ctia ngudi phat ngén (UTCNPN) 1a bién s6 chi phdi manh mé dén nhan thirc
va sy tin nhi¢ém cta ngudi mua (Muda & Hamzah, 2021). Khi NTD tin nhiém cao uy tin ciia nguoi
chia sé, ho d& chép nhén thong tin va bi cudn theo hanh vi cua sb dong, dan dén hanh vi bﬁy dan. Loi
truyén miéng dién to (TMDT) va NDDNDTR chiém vai trd chu dao trong vi¢c tao ra YDPMHTT
(Betton va cong su, 2018), trong d6 NDDNDTR vira 14 tur liéu tham khao, vira dong vai tro didu tiét
tac dong cia HVBD dén YDMHTT tiy theo d¢ tin cdy va tinh twong tic (Su va cong su, 2023).

Dua trén khung 1y thuyét kich thich - chii thé - phan tmg (S-O-R), nghién ctru xem céc yéu té bén
ngoai nhu TMDT va UTCNPN la kich thich tac dong dén trang thai tdm 1y ctia NTD, hinh thanh
HVBD va dan dén phan ting qua YDMHTT. Cong trinh nay gop phan mé rong khung 1y thuyét hién
¢6 bang cach 1am 13 vai trd cia NDDNDTR trong hanh vi mua hang cua thé hé Z, cung cap bing
chimg thyuc nghiém vé sy anh hudng cia NDDNDTR trong méi truong sd Viét Nam.

Tir myc tiéu va co so 1y thuyét néu trén, nghién ciru dit ra ba cau hoi nghién ciru chinh: (1) Cac
thanh phan xa hoi nhu TMBT va UTCNPN c¢6 anh huéng ra sao dén HVBD ciia thé hé Z trén MXH?
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(2) NDDNDTR c¢6 anh hudng truc tiép dén HVBD hay khong? (3) NDDNDTR 14 yéu t6 then chét
trong diéu tiét nhu thé nao trong su tac dong qua lai giita cac nhan t xa hoi két hop véi HVBD cua
ngudi tiéu dung Gen Z? Viéc tra 10i ba cau hoi nay s& gop phan cung cap mot goc nhin toan dién hon
vé HVBD trong thoi dai s, dong thoi mé ra goi v gia tri tng dung cho doanh nghiép khi thiét ké noi
dung truyén thong phu hop véi dic diém tim 1y va hanh vi ctia gidi tré.

2. Ca sé ly thuyét va mé hinh nghién ciru

2.1.  Kich thich-Chii thé-Phdn iing

Ly thuyét nay cho rang viéc thuc day cac van dé moi truong chi phdi trang thai cam xac va nhan
thirc ndi tai ciia c4 nhan, qua d6 dinh hinh hanh vi phan g (Mehrabian & Russell, 1974). Trong bbi
canh thuong mai dién tr, sy tuong tac, tinh xac thuc va mirc do hién thi cua nodi dung livestream dong
vai tro 1a cac kich thich, giap NTD hinh thanh nhén thirc dugc gia tri va su tin tudng, qua d6 tac dong
dén YDMHTT (Song va cong sy, 2022). Hanh vi bay dan, thé hién qua sé luot mua cao hay binh luan
tich cuc, 1a mot dang kich thich xa hoi giup NTD giam cam giac thiéu niém tin va gia ting dong luc
hanh dong theo dam dong. Sy hién dién cua tin hi¢u xa hdi nhu vay cé kha nang nang cao nhan thuc
vé gia tri va ciing ¢ niém tin ciia NTD va tinh giai tri trong trai nghiém mua sam, tir d6 thuc day hanh
vi tiéu dung phu hop véi mo hinh S-O-R (Yang va cong su, 2024; Song va cong su, 2022).

2.2, Y dinh mua hdng triec tuyén

YDMHTT la xu huéng dy dinh cuia NTD hudng dén viéc Iya chon va chi tra cho mot san phém
hay dich vu cu thé trong thoi gian sap t6i. N6 thuong duge sir dung dé du doan nhu cau va lap ké
hoach tiép thi hiéu qua (Morwitz va cong su, 2007). Giita xu thé s6 hoa nhanh chong trong linh vuc
thuong mai, YDMHTT tr¢ thanh mét tham s6 then chdt trong viéc do luong mic do thanh céng cla
céc chién luge marketing truc tuyén. Cac yéu t6 nhu thai d6 déi véi mua true tuyén, sy tién loi, mirc
tin cdy ciia trang mang va cam giac tin vao ban than khi tuong tic véi cong nghé déu chi phdi dén
YDMHTT trén méi trudng sé (Pefia-Garcia va cong sw, 2020). Hiéu 16 YDMHTT giap doanh nghiép
t6i rru trai nghiém mua sam, tir d6 tiang ty 1& chuyén ddi va xdy dung 1ong trung thanh ctia khach hang
trong ky nguyén k¥ thuat sd.

2.3, Hanh vi bay dan

Su phat trién manh mé& ciia thuong mai dién tir da lam thay ddi thoi quen tiéu dung, khi nhiéu
ngudi chuyén sang mua truc tuyén vi tinh tién dung, rit ngan thoi gian va giup d& dang dbi chiéu
thong tin san pham (Ali & Amir, 2024). Trong bdi canh nay, NTD thuong giap kho khan khi phai ra
quyét dinh ma thiéu trai nghiém thuc té, tir d6 din dén hién trong ho hanh dong dua trén hanh vi cia
s6 dong hay con goi 1a hanh vi bay dan (Raafat va cong sur, 2009). Hanh vi nay xuat hién manh mé&
khi NTD ban khoan hoic c6 hiéu biét han ché vé san pham, tir d6 ho c¢6 xu hudng dwa vao danh gia,
luot mua, hodc binh luén tir nguoi dung khéac trong qua trinh mua hang (Pham va cong su, 2023).

Viéc quan sat va bat chudc nguoi khac giap NTD giam cam giac rui ro va tang sy tin tudng vao
san phim, dic biét 1a khi co sy xac nhan xa hoi tir cac yéu t6 nhu danh gia cao hay sb luong mua 16n
(Su va cong sy, 2023). Dudi lang kinh S-O-R, nhiing tin hi¢u xa hdi nhu danh gia, lugt mua hay binh
luan tir nguoi dung khac duge xem 1a kich thich tdc dong dén NTD, qua d6 hinh thanh tam ly béy dan
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phan anh trang thai nhan thirc va cam xitic ctia ho, va cudi ciing dan dén phan tg 1a viéc hinh thanh
y dinh mua sdm truc tuyén. Chinh vi vay, hi¢u tng dam dong dang la méot co ché tam 1y then chét
gitip NTD vuot qua sy s¢ hdi tai méi truong mua sam tryc tuyén day rii ro, ma con minh chimg rd
cho vai trd cta chu thé trong S-O-R, khi trang thai béy dan duoc kich hoat tir cac kich thich xa hoi.
Dong thoi, né ciing trd thanh cong cu hiéu qua dé cac nha lam marketing thuc ddy YDMHTT duya
trén tan dung hi¢u g dam dong nhim tao ra niém tin va sy c?ip bach trong hanh vi tiéu dung. Do do,
nghién ctru gia dinh rang:
Gid thuyét Hy: Hanh vi bdy dan cé lién hé thudn chiéu véi y dinh mua hang triec tuyén.

2.4.  Truyén miéng truc tuyén

Theo thuyét anh huong xa hoi, hanh vi ¢4 nhan co thé chiu sy chi phdi boi ba thudc do chinh: tuan
thi, ddng thudn, va ndi tim hoa (Kelman, 1958). Trong bdi canh marketing k¥ thuat s6, TMDT trg
thanh mét dang anh hudng thong tin manh mé, khi NTD truyén dat trai nghiém thuc té v&i nhau trén
mang xa hdi va cac nén tang k¥ thuat ) (Vrain va cong sy, 2022). Cu thé, nhitng phan hdi thuan chiéu
va xéc thyc tir nguoi da trai nghiém gép phéan ciing ¢ uy tin va tinh thuyét phuc ciia san pham, tir 46
thiic ddy nguoi khac ndi tim hoa thong tin va thay d6i hanh vi theo (Lee & Choeh, 2020). Pdng thoi,
trong cac cong dong tiéu dung san pham, viéc tuan thu theo khuyén nghi tir ngudi ¢6 anh hudng hodc
da sb c4 nhan tiéu dung ciing c¢6 thé dan dén thay dbi phan ting (Zhang va cong sy, 2021). Nhu vay,
TMBDT c6 thé tao ra ca anh hudng thong tin va chuan muyc dbi voi hanh vi sir dung san pham, va khi
dit trong khung 1y thuyét S-O-R, né dong vai trd nhu mét kich thich xa hoi tac dong dén chu thé
thong qua viéc hinh thanh nhéan thuc gia tri, niém tin va cam xac tich cuc, tir d6 dan dén phan ung la
su thay dbi trong ¥ dinh hodc hanh vi tiéu ding. Tir d6, gia thuyét duoc duwa ra la:

Gid thuyét Hy: Truyén miéng triec tuyén co lién hé thudn chiéu véi hanh vi bay dan.

2.5. Uy tin cua nguwoi phat ngon

Mua sam tryc tuyén dang trd thanh xu huéng cha dao nhd tinh tién loi, toc d6 va kha nang tiép
can da dang san phém. Theo théng ké, 90% NTD tham khao binh luén truc tuyén trude khi mua va
71% san sang mua san pham sau khi dugc gidi thigu trén mang xa hoi (Beyari & Garamoun, 2024).
Trong mdi trudng k¥ thuat s§, ca nhan d& bi chi phbi bai quyét dinh cua sé déng, nhat 1a khi d6i mat
v6i su bat on dinh trong thong tin vé cong dung cua san pham. Hanh vi bay dan nay dugc xem 1a mot
co ché giup giam thiéu rui ro khi ra quyét dinh mua sdm (Sun va cong sy, 2006).

Cung lic d6, nguoi ndi tiéng voi vai tro 1a cac 1anh dao y kién truc tuyén, yéu tb then chét dinh
hudng thuong hi¢u va ti€u dung. D9 tin cdy ma ho xay dung tao nén mot dang béng chung xa hoi
manh m&, khién NTD d& bi thuyét phuc hon khi thdy nguoi ni tiéng dong hanh véi mot san pham.
Khi duoc két hop, d¢ tin cdy clia nguoi ndi tiéng va hanh vi bay dan tao thanh don bay hiéu qua trong
cac chién lwge marketing hién dai. Xét theo md hinh S-O-R, UTCNPN chinh 14 yéu t6 kich thich tir
moi truong bén ngoai, khoi goi trang thai nhén thirc va cam xic bén trong cuia nguoi tiéu dung, nhu
su tin tuéng hay cam nhén gia tri gia ting, va cudi ciing dan téi phan tng 13 hinh thanh ¥ dinh hoic
hanh vi mua sdm. Vi thé, gia thuyét hinh thanh:

Gia thuyét Hs: Uy tin ciia nguoi phat ngén cé lién hé thudn chiéu véi hanh vi bay dan.
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2.6. Noi dung do nguoi dung tao ra

NDDNDTR ngiy cang dugc nhin nhan nhu mét yéu té diéu tiét giira TMDT, HVBD va
YPMHTT. Khi NTD tiép xtic véi NDDNDTR tich cyc bao gdm danh gia san pham, chia s¢ bai viét
vé trai nghiém that hay noi dung tir ngudi anh hudng, ho c6 xu hudng tin tuong va bi anh huong nhidu
hon boi TMDT (Panopoulos va cong sy, 2023). NDDNDTR lam tang tinh xac thyc va cam giac gan
gili, tir ¢ khién hanh vi bay dan trd nén hop 1y hon trong mét NTD, dic biét trong méi truong thiéu
thong tin rd rang (Sun va cong su, 2006). Theo khung S-O-R, NDDNDTR c¢é thé dugc xem la kich
thich khoi goi cam xtc tin cay va nhan thtc tich cuc, tir 6 dinh hinh trang thai ndi tai nhu sy xac
thuc va gia tri cam nhan. Chinh nhimg yéu té nay thuc day phan mg & NTD thong qua viéc chp
nhan TMPT, tham gia hanh vi biy dan va gia ting y dinh mua tryc tuyén. Diéu nay ting cuong dong
lyc thuc hién hanh vi mua hang, khi ho cam thdy hanh vi ciia nguoi khac phan anh lya chon hop 1y
va an toan (Beyari & Garamoun, 2024). Nhu vdy, NDDNDTR khong chi hd tro lan truyén thong tin,
ma con khuéch dai tac dong cia TMDT va hanh vi bay dan 1én quyét dinh mua hang trong méi truong
s6 ngay nay. Dua vao lap luan trén, gia thuyét dwoc gia dinh:

Gid thuyét H;: NDDNDTR diéu tiét tac dong ciia truyén miéng trwc tuyén lén hanh vi bdy dan va
¥ dinh mua hang tric tuyén.

Trong bbi canh tiéu ding sb hién nay, NDDNDTR dugc xem 1a nhan t6 ngay cang quan trong, nd
g6p phan cung ¢b uy tin va tac dong 16 rét dén YDMHTT cua khach hang. Khac v6i ndi dung quang
bé truyén théng, NDDNDTR dugc xem 1a ngudn thong tin c6 do tin cdy va tinh chan thyc, tir 6 trd
thanh cau nbi quan trong trong viéc diéu tiét mdi quan hé giita uy tin nguoi phat ngdn véi hanh vi bay
dan (Yamagishi va cong su, 2023). Néu nhan thirc cua khach hang cho thdy duogc sy phu hop gitta
nguoi phat ngén va san pham, NDDNDTR ciing c6 théng diép thuong hiéu va ting cuong hidu tmg
lan toa tir cong dong.

Hanh vi bay dan, v6i vai tro 1a co ché tam 1y pho bién trong méi truong s6, thuong duge kich hoat
khi NTD gip phai sy bt dinh thong tin. Trong bdi canh do, cac tin hiéu xa hoi nhu lugt danh gia cao,
lugng tiéu thu 16n hodc binh luan tich cyc trt NDDNDTR tr¢ thanh co s6 tham chiéu quan trong cho
quyét dinh mua hang (Ali & Amir, 2024; Chen va cong su, 2021). Du6i goc nhin S-O-R, NDDNDTR
dong vai tro nhu mot dang kich thich khoi goi niém tin va sy dong thuén, nhiing tic dong nay dinh
hinh trang thai ndi tai vé nhan thirc gi4 tri va sy an toan, tir d6 dan dén phan tng 1 viéc NTD chip
nhan hanh vi biy dan va gia ting YDMHTT. Khi NTD nhén thdy nhiéu nguoi khac dang lya chon
cung mot san phém, ho c6 xu hudéng déng thuén, tao nén su dich chuyén tir nhan thirc ca nhan sang
hanh dong tap thé. Chinh sy két hop giita uy tin ngudi phat ngon va anh huong cong dong thong qua
NDDNDTR la don by chién lugc gitip doanh nghiép thirc ddy YDMHTT mét cach tdi wu va co co
s& hon. Vi thé, gia thuyét dé ra:

Gia thuyét Hs: NDDNDTR diéu tiét tac dong ciia uy tin nguoi phdt ngén lén hanh vi bay dan va y
dinh mua hang truec tuyén.

Mb hinh dé xuét dugc trinh bay trong Hinh 1.
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No6i dung do nguoi
——— e = = = " dung tao ra

Kich thich (S)

Truyén miéng
truc tuyén

Phéan ung (R)

1

1

Y dinh mua hang |
tryc tuyén |
1

J

Uy tin cua nguoi
phét ngén

Hinh 1. M6 hinh nghién ctru

3. Phuong phap nghién ciru

3.1.  Quy trinh thu thdp dir liéu

Nghién ciru 4p dung k¥ thuat chon mau thuén tién dé tién hanh thu thap y kién trén nén tang sd
thong qua Google Biéu mau, tip trung vao bd phan khach hang tré nim trong nhom thé hé sinh sau
nam 1995, chu thé s¢ hitu mirc do tiép can cao voi moi truong s6 va mang xa hoi. Puong dan khao
sat dugc cung cap dén cac d6i tuong trong do tudi thudc thé hé Gen Z thong qua nhiéu kénh khac
nhau nhu mang xa hdi Facebook, Messenger, Instagram, va mot s6 dién dan sinh vién, nhém cong
ddng truc tuyén thao luan vé& mua sdm va tiéu dung. Bang hoi dwoc phan phdi kém theo thu gi6i thidu
cong trinh, muc tiéu va bbi canh nghién ciru nham dam bao ho hiéu rd cac cau hoi va tra 16i trung
thuc theo trai nghi€m cua ban than.

Bén canh do, qua trinh tiép can dugc thyc hién trén co s¢ tu nguyén, nguoi tham gia dugc cam
doan giir bi mat dir liéu ca nhan, diéu nay gop phan khuyén khich ho hop tac va dua ra cau tra 1o
chan thuc nhit (Chen va cong su, 2025). Dé xac dinh chinh x4c, bang hoi c¢6 phan théng tin nhan khau
hoc vé nam sinh, tir d6 loc ra nhitng ngudi sinh sau nam 1995. Ngoai ra, thong tin vé gidi tinh, thu
nhap ciing duoc khai thac nhim dam bao tinh khach quan trong viéc phan tich mau. Viéc ngudi tham
gia ddng y tra 10i bang hoi xut phat tir sy to mo va quan tam dén chii dé hanh vi tiéu ding tryc tuyén,
von gén lién voi trai nghiém hang ngay cua Gen Z. Tong cong 310 phan hdi hop 1& duoc ghi nhan
trong thoi gian thuc hién thu thap thong tin. Mau dit liéu c6 sy hién dién cua ca nam va nit Gen Z,
nhom dugc xem la dai dién tiéu biéu cho hanh vi tiéu dung ) hién nay (Ngo va cong su, 2024). Céac
thong ké nhan khau hoc dugc trinh bay ¢ Bang 1.
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Béang 1.

Thdng ké mau

Pic diém Tén suét Ty 18 (%)
Gidi tinh

Nam 92 29,70
Nir 218 70,30

Thu nhap (hang thang)

Duéi 5 triéu VND 127 40,97

Tu 5-10 triéu VND 121 39,03

Trén 10-20 tricu VND 42 13,55

Trén 20 triéu VND 20 6,45

Téng 310 100
3.2. Thang do

Bang cau hoi khao sat hinh thanh nho vao cac cong cy do Iuong da dwoc xac minh tir cac cong
trinh trong qua khir, cting voi ¢ duge chuan hoa cho tuong thich theo méi truong van héa va xu
huéng mua sam & Viét Nam. Thang do HVBD tap hop 6 cau hoi, duoc tham chiéu tir dé tai ciia Pham
va cong su (2023), tng dung cho viéc kiém tra strc anh huong tir hanh vi bay dan dén viéc ra quyét
dinh chon mua cta khach hang. Thang do YPDMHTT phan thanh 4 myc do luong, cling duwoc thira
hudng tir cing bai bao ctia Pham va cong sy (2023), nham danh gia xu hudéng thuc thi hanh dong mua
sim vé sau cta cong dong. Thang do TMPT chira dung 4 tiéu chi danh gi4, dugc cin cir vao khao
clru cua Su va cong su (2023), dung dé do muc do chia sé va tiép nhan thong tin gitra NTD qua nén
tang truc tuyén. Bén canh d6, thang do UTCNPN gdm 8 bién quan sat nhim do ludong kién thic
chuyén siu, tinh xac thyc va sy thu hat ctia ngudi truyén dat thong tin (Su va cong su, 2023). Cubi
cung, thang do NDDNDTR gdm 6 bién quan sat, ké thira tir Panopoulos va cong su (2023), nhim
danh gia mtc d6 tham gia va chia sé dir li€u tur phia nguoi dung. Cac muc khéo sat dugc phan tich
bang khung khai niém Likert 5 mirc do, tir "rat khong dong tinh" dén "rat ddng tinh". Bén canh do,
nhitng myc hoi vé thong tin ¢4 nhan nhu tudi, trinh d9, kha ning tai chinh va mirc do truy cap cac
trang thuong mai dién tir cling dwoc dua vao bang ciu hoéi nhim kham phé su lién hé gitra hanh vi
NTD va cac yéu td tic dong nhu twong tac xa hoi, do tin cdy thong tin hay anh huong cong dong (Ali
& Amir, 2024; Zhang va cOng su, 2024).

3.3, Phwong phdp phdn tich s6 liéu

Quy trinh x1r ly dir liéu gém ba budc chinh: 1am sach va ma héa dir liéu b.':flng SPSS 20, thim dinh
d6 xac thue va chi sb cia thang do thong qua céc chi sé phan du binh phuong trung binh chuin héa
(SRMR), Cronbach’s Alpha (), d6 tin cay tong hop (CR), tai ngoai (X) va su phan biét giita cac yéu
t6 dua vao phuong sai trich trung binh (AVE). Sau d6 1a kiém dinh mé hinh cu tric nhim kiém tra
chc gia dinh tir hé s6 phong dai phuong sai (VIF), chi sb R?, Q? va theo phuong phap Bootstrap dugc
ap dung véi 5.000 mau lap.
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4. Két qua nghién ciru

4.1.  Kiém dinh mé hinh do luong

Trong kiém dinh mé hinh do luong, chi s6 SRMR ding dé xac dinh murc twong thich. Dash va
Paul (2021) nhan dinh SRMR cho thiy sai 1éch ma tran hiép phuong sai giita quan sat va u6c luong,
v6i chi s6 dudi 0,08 dugce coi 1a dat chuan. Két qua tir Bang 2 khang dinh ring mé hinh wéc luong
hoan toan di diéu kién va dugc ing dung cho céc phan tich ké tiép.

Béng 2.

Su thich hgp ciia m6 hinh
Chi s6 M hinh béo hoa
SRMR 0,070

Trong budc tiép theo, do tin ciy cua cac thang do duoc danh gia dua trén o, CR va AVE. Theo
Béng 3, tat ca déu dap (mg yéu cau vé do xac thuc ndi tai khi o bién thién trong khoang 0,712-0,872,
vuot khuyén nghi 0,7 theo chuén ciia Hair va cong su (2019). Pong thoi, d6 dang tin cdy tong hop
cling duge xac dinh & ngudng cao, véi CR nam trong khoang tir 0,820 dén 0,899. Theo Pavlovié-
Hock (2022), CR trén 0,7 1a chi bao tdt vé do tin cdy tong hop, chimg t6 ring cc cAu hoi dong gop
nhét quan vao bién 4n. Ngoai ra, AVE déu vuot qua 0,5, tir 0,52 dén 0,56 va cac A vuot mirc khuyén
nghi 0.7. Vi vay dam bao gia tri hoi tu.

Bang 3.
Sy hop 1€ cua dit liéu
Thang do a A CR AVE HVBDP TMDPT YDMHTT UTCNPN  NDDNDTR
HVBD 0,815 0,704- 0,867 0,520 0,721
0,778
TMDT 0,720  0,702- 0,826 0,543 0,608 0,737
0,809
YDMHTT 0,712 0,709- 0,820 0,533 0,654 0,616 0,730
0,762
UTCNPN 0,872 0,702- 0,899 0,527 0,693 0,669 0,580 0,726
0,758
NDDNDTR 0,843 0,719- 0,884 0,560 0,362 0,284 0,314 0,335 0,748
0,799

Nghién ctru tiép tuc véi viéc danh gia sy phan biét giita cac khai niém 1a mot budc thiét yéu dé
chic chin rﬁng mdi khai niém thue su do luong mot cAu triic doc 1ap. Theo Fornell va Larcker (1981),
mot k¥ thuat thim dinh thuong dugc dung 1a so sanh phuong sai trich trung binh véi binh phuong hé
s6 twong quan giita cac cap khai niém. Bang 3 cho thdy tinh tach biét tbt.
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4.2.  Kiém dinh mé hinh cdu triic

Trong giai doan nay, hién tuong da cong tuyén duoc xem nhu mot trd ngai vi n6 lam sai léch ude
tinh cac thong s6 va giam do chinh xac cia mo hinh. Nhdm 1am 13 strc anh hudng cua van dé trén,
VIF dugc str dung v6i ngudng chip nhan 1a 5 vi né cho thdy van dé da cong tuyén khong déng ké
(Ahn va cong s, 2024). Nhiéu bai bao con khuyén nghi mirc chit ch& hon 1a bé hon 3,3 (Pakaja,
2025), nham duy tri tinh tach biét tvong dbi giita cac bién trong mé hinh. Dya vao Bang 4, VIF dao
dong tr 1,206 dén 2,133, nén van dé da cong tuyén khong dang ké va cac bién doc 1ap co thé duoc
dua vao md hinh dé xac minh cac lién két cau trac mot cach hop 1¢.

Bang 4.

Chi tiéu danh gia mo hinh cau triic
Khai niém VIF R? Q?
HVBD (1,450;1,765) 0,554 0,512
TMDT (1,318;1,482) - -
YDMHTT (1,206;1,482) 0,440 0,373
UTCNPN (1,631;1,820) - -
NDDNDTR (1,570;2,133) - -

Trong PLS-SEM, gia tri R? biéu thi mirc d¢ dugc giai thich ctia mot ciu trac, theo thir ty tir 0,25
(thap); 0,50 (trung binh); va 0,75 (cao) (Hair va cong su, 2019). Pdng thoi, Q* duoc ding dé xem xét
kha ning du bao ctiia mé hinh, véi gia tri 16n hon 0 nghia 13 c¢6 kha ning dy bao. Dya vao bang sé
lidu, ca R2 va Q2 cia HVBD va YDMHTT déu dat muc trung binh, cho théy mo hinh cé sirc manh
giai thich va du bao chép nhéan duogc.

Bang S.

Danh gia mdi quan hé

Gia Quan hé B T P Quyét
thuyét dinh

Hi HVBD—YDMHTT 0,603 10,500 0,000  Unghd
Hz TMBT—HVBD 0,234 3,341 0,001 Ung hd
H3 UTCNPN—HVBD 0,474 6,323 0,000 Ung ho
Ha NDDNDTR*(TMDT—-HVBD—YDMHTT)  -0,070 1,330 0,183 Bac bo
Hs NDDNDTR*(UTCNPN—HVBD—YDMHTT) 0,107 2,065 0,039 Ung hd

Dir liéu ngu ¥ phan 16n cac mdi trong quan cé ¥ nghia théng ké, biéu thi qua gia tri p déu thap
hon 0,05. Vi viéc cac p déu duong, ngoai trir mot truong hop 4m, cho thay xu huéng anh hudng tich
cuc gitra cac bién. Tuy nhién, van ton tai mot mébi quan hé khong dat ngudng y nghia khi p 16n hon
0,05, d6 1 khong thé chip nhan gia thuyét vé tac dong diéu tiét caa NDDNDTR dbi voi mdi quan hé
gitta TMDT, HVBD va YDMHTT.
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5. Thao luan két qua

Thong qua bang chimng tir dif lidu, cac yéu t6 nhu ndi dung do ngudi ding tao, uy tin tir nguoi phat
ngdn, truyén miéng truc tuyén va hanh vi bay dan co tac dong tich cuc dén YDMHTT. N6 gitip ciing
¢d thém vai trd nong ¢t ctia cac tin hiéu x4 hoi trong qua trinh dinh hinh hanh vi tiéu ding trong
khong gian sd, noi ma ngudi ding thudng dwa vao nhan xét, lugt mua va dénh gia tir cong dong dé
ra quyét dinh (Rahaman va cdng su, 2022; Zhang va cong su, 2024). Gid tri R? cua bién YDMHTT
dat 0,44, phan anh kha nang giai thich twong ddi t6t d6i voi YDMHTT trong nhém NTD thé h¢ Z,
dbi twgng c6 twong tac cao vai cic nén tang sé va nhay cam véi cac tin hiéu xa hoi nhu muce do phod
bién, luot binh luan hay uy tin cong ddng (Chen va cong su, 2025; Ngo va cong sy, 2024; Ali & Amir,
2024). Pay ciing 1a minh chimg cho sy dich chuyén hanh vi mua sam tir cac nhan t& ¢ dién sang cac
hinh thitc méi, ching han nhu nhan xét tir nguoi la trén mang hodc danh gia tir cong ddng ngudi theo
doi (Panopoulos va cong su, 2023).

Mot phat hién thi vi khac 1a khong c6 vai tro diéu tiét cia NDDNDTR ddi véi mbi quan hé tir
TMDT dén YDMHTT thong qua HVBD. Két qua kiém dinh cho thiy gia thuyét Hs khéng dwoc chip
nhan vi gié tri p = 0,183. C6 thé noi rang mirc d tham gia tao ndi dung ciia NTD khong lam thay dbi
dang ké tic dong lan truyén tir thong tin x4 hoi dén HVBD va YDMHTT. Phat hién nay phan nao di
nguoc lai so voi nhitng mong doi vé vai trd cong hudng giitra NDDNDTR va HVBD, dong thoi cho
thdy khong phai moi yéu t6 tuong tac déu mang lai tac dong dang ké trong y dinh chi tiéu trén moi
truong sd (Zhang va cong su, 2024; Vedadi va cong su, 2021). Trong moi trudng ky thuat sé phirc
tap, NTD thé hé Z c6 thé wu tién cac tiéu chi nhu d6 tin cay hodc gia tri cam nhén, hon 1a bi chi phdi
bai HVBD két hop v6i NDDNDTR (Ali & Amir, 2024; Rahaman va cdng sy, 2022).

6. Két luan

6.1. Dong gop cua nghién ciru

Bai bao hién tai mong mudn kham pha tac dong gian tiép cuia HVBD trong viée diéu tiét mbi
trong quan gitta TMDT, UTCNPN, NDDNDTR va YDMHTT ciia nhém ngudi tré thudc thé hé Z
trong hé sinh thai mang xa hoi tai Viét Nam. Déng gop 1y thuyét chu dao cua dé tai nam & viée lam
13 vai trd trung gian manh mé& cua hanh vi bay dan trong mé hinh hanh vi NTD hién dai (B = 0,603; p
< 0,001), tir 6 b6 sung vao cac mo hinh 1y thuyét hién hanh vbn con thiéu sy tich hop yéu t6 xa hoi
va tap thé trong quyét dinh c4 nhan.

Nghién ctru ndy mang tinh méi & chd tiép can hién trong hanh vi bay dan trong bdi canh mua sim
tryc tuyén ctia Gen Z tir mot goc nhin tong thé, thay vi chi xem xét riéng 1¢ timg yéu t6 tac dong. Cac
nghién ciru trude day chi yéu tap trung vao mdi quan hé truc tiép gitta cac yéu t xa hoi voi YDMHTT
(Chen, 2008; Chen va cong su, 2021). Pong thoi, nhiéu cong trinh ciing chi ra vai tro clia cac yéu to
tam 1y nhu mirc d6 phirc tap nhan thirc hay sy né tranh rui ro trong viéc hinh thanh xu huéng bay dan
(Rejikumar va cong sy, 2022), song it cht y dén cach cac yéu t6 d6 twong tac dong thoi va duge dicu
tiét thong qua NDDNDTR. Viéc két hop ba yéu t6 then chét gdm TMDT, UTCNPN va NDDNDTR
dé danh gia su chi phdi dén HVBD, tir d6 tac dong dén y dinh mua hang truc tuyén, gitip nghién ctru
mé rong cach hiéu vé vai tro cia NDDNDTR trong méi truong s6. Dong thoi, nghién ciru nay nhan
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manh tdm quan trong cla viéc ddnh gia tong thé cac mdi quan hé thay vi chia nho thanh timg bién,
qua d6 tao nén mot goc nhin khai quat hon vé co ché anh huéng cia NDDNDTR dén hanh vi bay dan
va y dinh mua hang truc tuyén cua Gen Z tai Viét Nam.

Vé mat 1y thuyét, nghién ctru nay ké thira va mo rong 1y thuyét S-O-R bang cach tich hop hanh vi
bay dan vao mbi quan hé giira kich thich bén ngoai va phan g hanh vi. Shen va cong sy (2016) nhén
manh rang bén canh chit lugng thong tin va d6 tin cay ngudn, yéu td bay dan nhu bat chudce hanh vi
nguoi khac ¢6 tac dong manh dén viée chap nhan danh gia tryc tuyén. Diéu nay phi hop khi TMPT,
UTCNPN duoc xem nhu nhiing kich thich xa hoi anh huong dén nhén thirc va y dinh mua hang truc
tuyén ctia NTD. Theo Teangsompong va Sawangproh (2024) chimg minh trong mé hinh S-O-R ring
niém tin thuong hiéu va anh huong xa hoi c¢6 thé dan dén phan tmg hanh vi. Két hop cac luan diém
nay, nghién ctru hién tai dong gop & chd 1y giai hanh vi bay dan nhu mét co ché trung gian quan trong
gitip 1am rd cach céc kich thich tr TMDT va UTCNPN, duéi sy diéu tiét cia NDDNDTR tac dong
dén phan mg 13 y dinh mua hang truc tuyén cia Gen Z.

Dbi chiéu véi Ahmad va Wu (2022), vén nhan manh tac dong tiéu cuc ciia hanh vi bay dan dén
hiéu qua thi truong va hiéu suat dau tu, két qua nghién cuu hién tai lai ing hd chiéu hudng tich cuc
khi HVBD d6ng vai trd nhu mot mét xich két ndi giita khia canh xa hoi va hanh vi tiéu dung c6 chi
dich. Diéu nay chimg té ring HVBP trong méi trudng mang xa hoi va tiéu dung khong nhét thiét 1a
phi 1y hay gay hai, ma c¢6 thé phan nh sy hoc hoi x4 hoi mang tinh thich nghi. Day 1a diém khac biét
ndi bét so véi cac nghién ciru trude.

Pong thoi, nghién ctru nay ciing dong godp thuc tién dang ké khi dua ra minh ching vé tic dong
han ché cia NDDNDTR trong viéc diéu tiét gian tiép tic dong cia truyén miéng truc tuyén dén y
dinh mua hang tryc tuyén thong qua hanh vi bay dan (NDDNDTR*(TMPT—HVBD—YDMHTT),
B =-0,070; p = 0,183). N6 goi ¥ cho doanh nghiép nén can nhéc k¥ ludng khi tich hop NDDNDTR
vao chién lugc truyén thong, can phéan biét rd cac loai ndi dung NDDNDTR dé tang tinh hiéu qua
thay vi &p dung NDDNDTR mét cach dai tra.

Cudi cling, nghién ciru chi ra vai tro diéu tiét cia NDDNDTR nhu mét yéu té khuéch dai thay vi
1a yéu t6 ¢t 161, gop phan mé rong md hinh S-O-R khi tich hop hanh vi bay dan nhu mét co ché trung
gian trong bdi canh mang xa hoi, noi cac quyét dinh tiéu dung chiu su chi phéi manh m& béi cong
ddng truc tuyén. Cong trinh nay bd sung thém chimg ctr thyc nghiém ¢ thi trudng Viét Nam, nén kinh
té dang ting truéng va co sy gia ting thuong mai dién tir, noi ma cac thoi quen mua sim chiu sy chi
phdi rd rét tir cong dong trén khong gian sb.

6.2. Hamy quan tri

Khi hanh vi tiéu dung dang chiu thao ting béi thong tin truc tuyén, Cac t6 chirc kinh doanh nén
wu tién xay dung va duy tri NDDNDTR. Nhitng danh gia, nhan xét hay chia sé thuc té tir khach hang,
viéc nay vira ting do tin cdy cho san pham, vira gia ting kha ning thuyét phuc khach hang c6 kha
nang diéu tiét cach ma TMDT va hanh vi by dan tac dong t6i su lwa chon mua cta ngudi khac (Yu
va cong su, 2024). Do vay, viéc chi dong khuyén khich nguoi dung dé lai binh luén, hién thi luot
mua va danh gié sao 1a rat can thiét dé tao hi¢u tng lan toa tich cuc.

Ddng thoi, nha quan tri nén luu ¥ rang hiéu img dam dong khong phai luc ndo ciing manh mé nhu
nhau véi moi nhom khach hang. Nhiing ngudi c6 kién thirc san pham cao thudng it bi tac dong boi
danh gia sb dong, trong khi nhimg ngudi con thiéu thong tin lai d& bi cudn theo xu hudng chung (Ali
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& Amir, 2024). Vi vay, chién lugc marketing can dugc ca nhan hoa phit hop véi timg nhoém ddi tuong:
¢6 thé nhdn manh vao chat luong va thong tin chuyén sau v6i nhom hiéu biét cao, va tap trung vao
tin hiéu xa hoi nhu luong ban, xép hang sao hodc noi dung tir cong dong voi nhém khach hang con
phan van (Chen va cong sy, 2025).

6.3. Han ché

Mic dut hanh vi mua sam bay dan da duoc nghién ctru trong bdi canh tiéu dung tryc tuyén, nhung
nghién ctru hién tai van tdn tai mot sb han ché. Pau tién, pham vi khao sat hau nhu tap trung tai
TP.HCM. Diéu nay s& anh huong dén tinh dai dién va sy khai quat cua két qua. Thir hai, d6i tugng
nghién ciru cht yéu 1a nguoi tré (13-27 tudi), do d6, chua phan anh chinh xac hanh vi tiéu ding cua
céc nhom tudi khac. Trong twong lai, cac khao sat vé sau s& cin mé rong pham vi va da dang hoa dbi
tuong mau nham co6 cai nhin toan dién hon vé hanh vi mua sim truc tuyén trong cac nhom khach
hang khac nhau.
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