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LOI CAM POAN

T6i xin cam doan luan vin thac si “TAC PONG CUA TIEP THI TRUYEN
THONG XA HOQI PEN Y PINH MUA HANG CUA KHACH HANG, TRUONG
HQP CONG TY JOLLIBEE VIET NAM” 13 cong trinh nghién ctru doc 1ap va duogc
thuc hi¢n theo quy dinh mdt cach nghiém tac. Céac thong tin trong luan van dugc trich
dan tir tai liéu thao c6 ngudn gbe dang tin ciy va két qua nghién ctru dugc xir 1y trung
thuc va khach quan. T6i xin chiu trach nhiém trudc Hoi dong nha truong néu phat hién

bat cir su sai pham hay sao chép trong dé tai nay!

Tac gia

Pham Phuong Linh
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TOM TAT NGHIEN CUU

Nghién ctru ndy duoc thue hién nhim muc tiéu danh gia mirc do tic dong cua viée
tiép thi truyén thong xa hoi dén ¥ dinh mua hang ciia nguoi tiéu dung dbi véi thuong
hiéu Jollibee Viét Nam. Pé tai duogc tac gia ké thira tir cac nghién ctru khac nhau xoay
quanh chu dé tiép thi truyén thong xa hoi va y dinh mua hang, trong d6 tac gia dé cap
thém hai bién trung gian 1a Sy hai long cua khach hang va Méi quan hé véi khach hang.
Pé kiém dinh mé hinh, tac gia da ap dung 2 phuong phap nghién ctru thao luan nhém
tap trung va nghién ctru dinh luong voi d6i twong 1a 350 khach hang biét dén cac trang
mang x3 hoi cua Jollibee va c6 mua hang ciia thwong hiéu ndy trong 3 thang gan day tai
TP. H6 Chi Minh. Két qua nghién ctru dugc thuc hién thong qua vigce kiém dinh
Cronbach’s Alpha, AVE, SEM véi 350 mau khao sat hop 1&. Qua phan tich va danh gia
két qua cho thiy: viéc truyén thong tiép thi trén mang xa hoi co tac dong dén su hai long
ctia khach hang vé cac thong tin duoc tiép thi va mbi quan hé cuia khach trén céc trang
mang x3 hoi, tir d6 tac dong dén y dinh mua hang ctia khach hang. Do céc sd liéu trong
dé tai nghién ctru c6 d6 tin cdy cao va thé hién su tuong quan nhét dinh ma dé tai nghién
ctru ndy hoan toan ¢ gid tri tham khao. Ham ¥ quén tri cua dé tai nay cho ring, cic nha
quan trj Marketing néi chung va cta Jollibee Viét Nam noi riéng can tap trung vao cic
thong tin duoc truyén théng dén cho khach hang, bao gdm viée cung cp du, dung théng
tin va thong tin phai gay su chil y dén khach, mit khac con nén chi y hon cac hoat dong
quan tri trén cac trang mang xi hoi dé gitt mdi quan hé véi khach hang, tir d6 tac dong

dén y dinh mua hang ctua khach hang, nang cao co hdi ban hang cua minh.

Tir khoa: tiép thi truyén thong xa hoi, su hai long ctia khach hang, mdi quan hé voi khach

hang, y dinh mua hang



ABSTRACT

This study is conducted to evaluate the influence of social media marketing on
the purchase intention of Jollibee Vietnam consumers. The topic is inherited by the
author from different studies revolving around the topic of social media marketing and
purchase intention, in which the author mentions two more mediating variables
respectively Customer Satisfaction and Customer Relationship. In order to examine the
model framework, the author has applied two research methods, Focus Group Discussion
and Quantitative research with 350 customers who know about Jollibee's social media
and make a purchase on Jollibee foods in Ho Chi Minh City. Research results are carried
out through testing Cronbach's Alpha, AVE, SEM with 350 valid survey samples.
Through analysis and evaluation of the results, it is shown that: social media marketing
has a strong influence on customer satisfaction about exposed information and customer
relationships on social media, thereby affecting the purchase intention of customers. Due
to high reliability and significant data, this research topic completely stands for as a
reference. The managerial implication of this study is that Marketing managers in
general and Jollibee Vietnam in particular need to focus on the information
communicated to customers, including providing enough and correct information. and
information must attract customers' attention, on the other hand, should pay more
attention to administrative activities on social networking sites to maintain relationships
with customers, thereby affecting customers' purchase intentions, as well as improving

your sales pushing opportunities.

Key words: social media marketing, customer satisfaction, customer relationship,

purchase intention



CHUONG 1: TONG QUAN VE BE TAl
1.1. it van dé

Theo Hootsuite (2021), ti 1& nguoi dung phuong tién truyén thong xa hoi so véi
tong dan sb 1a 73.7%, ti 1é ting hang ndm 13 10.8%, diéu nay cho thiy su ngay cang phd
bién cua cac dich vu truyén thong xa hoi. Theo Statista (2022), nhiing 1y do khién ngudi
tiéu dung str dung céac dich vu nay 1a ho can giir lién lac v6i ban bé va gia dinh, 14p day
thoi gian ranh rdi, tim kiém noi dung, tim kiém nhiing san pham ho mudn mua hodc tim
kiém thong tin vé thuong hiéu ma ho yéu thich.,... Hiéu duoc mong muébn cta ngudi tiéu
dung, dimg dudi goc d6 doanh nghiép, ho tin dung cic phuong tién truyén thong xa hoi
dé ting nhan thirc vé thuong hiéu, xay dung mdi quan hé va kéo luong truy cip cia
khach dén cac trang dich ban hang. Nhan thtc vé thuong hiéu tét hon c6 nghia 1a két qua
t6t hon v6i tat ca cac chién dich khac cua thuong hiéu. Song song d6, cac nén tang nay
mo ra ca dudng lién lac truc tiép va gian tiép voi nhitng ngudi theo ddi doanh nghiép,
qua d6 doanh nghiép c6 thé két ndi, thu thiap phan hoi, to chirc thao luan va két ndi truc
tiép voi cac ca nhan. Doanh nghiép c6 thé gin nhimg dudng din quang cdo trén phuong
tién truyén thong xa hoi, tir d6 chuyén ddi ngudi sir dung mang x hoi thanh khach hang
muc tiéu ctia minh. N6i cho cung, viéc doanh nghiép & cac nganh nghé khac nhau tiép
thi san phém, dich vu cua minh trén truyén thong xa hoi déu mudn di dén muc tiéu cudi
cung la taing y dinh mua hang cta khach hang, tir 46 tang doanh thu.

Theo nghién ctru cua AJ Marketing vé& “Tiép thi truyén thong x hoi Viét Nam:
Nhitng van dé sau sac nam 2023”, khi phén tich vé chi phi danh ra cho viéc quang co
truyén thong xa hoi trong nam, murc chi phi trung binh khoang 366.4 triéu d6, muc ting
hang nam cho kénh quang cdo trén mang xa hdi la +16.9% (tuc tang +53 tri¢u do/nam).
Piéu nay cho thiy cac doanh nghiép dang quan tdm va c6 sy dau tu nhat dinh vao kénh
nay, mac du viéc tiép thi truyén thong xa hoi cé thé co vai tro két ndi véi khach hang,
cung cip cac thong tin can thiét hodc 13 kénh kinh doanh ctia doanh nghiép. Tuy nhién,

khong phai cac sy dau tu déu mang lai hiéu qua, dic biét trong thoi diém hién tai khi nhu
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cau ctia ngudi dung Internet ngdy mot ting va sy canh tranh khéc liét trén nén tang xa
hoi dé cac ndi dung quang cao ciia doanh nghiép tiép can dén nguoi tiéu dung. Vay viéc
tim hiéu vé mdi quan hé gitta viéc tiép thi truyén thong xa hoi va y dinh hanh vi cta
ngudi tidu dung 1a mot didu rat can thiét, Khi doanh nghiép hiéu ré duoc van dé chinh
kénh truyén thong ctia minh, hiéu rd mong mudn cta ngudi dung thi doanh nghiép sé& co
chién lugc hoat dong va phan bd ngudn ngan sach cho viéce tiép thi truyén thong xa hoi
sao cho phu hop.

Trong hién trang canh tranh gitta cidc thuong hi¢u thuc an nhanh, Jollibee Viét
Nam ciing st dung truyén théng x3 hoi nhu mot phuong thirc tiép can dén khach hang
muc tiéu. Dé xem xét cac yéu td ndo cua tiép thi truyén théng xa hoi anh hudng manh
mé& dén y dinh mua hang cua khach trong nganh thtc in nhanh, trong bdi canh tai A Rép,
Hanaysha va J. R. (2022) da chi ra rang tinh twong tac, tinh thong tin, tinh giai tri va
nhan thirc lién quan dén thuong hiéu cua viée tiép thi truyén thong tac dong truc tiép dén
¥ dinh mua hang hodc gian tiép thong qua niém tin vé thuong hiéu. C4u hoi dit ra néu
bdi canh & thi trudng Viét Nam thi yéu t6 nao thude tiép thi truyén thong xa hoi tac dong
dén y dinh mua hang cua khach. Do d6, muc dich cua bai viét nay 1 diéu tra mdi quan
hé giira cac dic tinh tiép thi truyén thong x3 hoi va ¥ dinh mua cua khach hang.

Vé6i dé tai “Tac dong cua tiép thi truyén thong x3 hoi dén ¥ dinh mua hang cua
khéach hang, truong hop cong ty Jollibee Viét Nam” tac gia hi vong day sé 1a co so giap
cho cac nha quan tri Marketing cta Jollibee Viét Nam quan tdm chu trong dén viéc dau
tu tiép thi trén cac trang truyén thong xa hoi dé khuyén khich dugc ¥ dinh mua hang cua
khach hang dé c6 thé phat trién kénh kinh doanh méi trén trang mang x4 hoi. Bén canh
d6, con gitip thuong hiéu hiéu dugc nhitng ndi lo ctia khach hang dé biét thong tin truyén
thong hoac cach thuc gitr mbi quan hé nao phu hop voi khach hang, tir d6 cai thién san

pham va dich vu cta chinh minh.
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1.2. Muc tiéu nghién ciru

Nghién ctru dugc thyc hién dé hién tuong hoa mbi quan h¢ gifra viéc tiép thi truyén
thong xa hodi va y dinh mua cua khach hang.

Pé thyc hién muc tiéu tong quat ndy, tac gia thuc hién nhitng muc tiéu cy thé nhu
sau: xac dinh cac yéu td anh hudng tryc tiép va yéu to trung gian anh huong dén y dinh
mua hang cua khach hang; néu cac ddi tuong nghién ctru c6 mbi quan hé tic dong, do
ludng muc do tac dong cta cac yéu to dén y dinh mua hang ctia khach hang; dé xuét cac
ham y quan tri cho doanh nghiép nham ning cao y dinh mua hang cta khach hang.

1.3. Pdi twong va pham vi nghién ciru
1.3.1. Péi twong nghién ciu

Déi twong nghién ctru 1a viée tiép thi truyén thong xa hoi, su hai long cua khach
hang vé cac thong tin duogc tiép thi, mdi quan hé khach hang trén nén tang mang xa hoi
va y dinh mua hang ctia khach hang.

1.3.2. Pham vi nghién cau

Pham vi nghién ctru: nganh thirc an nhanh tai Viét Nam, cu thé hon la truong hop
cua Cong ty Jollibee Vi¢t Nam.

Pham vi thoi gian: dé tai nghién ctru duge thue hién tir 01/03/2023 dén 01/05/2023

Déi tugng khao sat: khach hang biét dén thuong hiéu Jollibee Viét Nam, biét dén
cac trang truyén thong xd hoi cua thuong hiéu Jollibee Viét Nam va c6 sir dung san
pham/dich vu cta thuong hiéu nay trong vong 3 thang
1.4. Cau hoei nghién cau

V61 muc ti€u nghién ctru nhu trén, cau hoi nghién ctru sé€ 1a co xuat hién mdi
quan hé, chiéu tac dong cua cac ddi tugng nghién ctiru hay khong va tir két qua
nghién ctru ¢6 duoc thi ham ¥ quéan tri dugc dua ra nhu thé nao. Dudi day 1a cac

cau hdi nhé cia mod hinh nghién ctru:
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- Tiép thi truyén thong xa hoi tic dong dén ¥ dinh mua hang cua khach hang nhu
thé nao?

- Tiép thi truyén thong xa hoi tac dong dén sy hai long cua khach hang vé cac thong
tin duoc tiép thi nhu thé nao?

- Tiép thi truyén thong xa hoi tic dong dén mbi quan hé ctia khach hang trén cac
trang truyén thong thuong mai nhu thé nao?

- Sy hai long vé cac thong tin duoc tiép thi trén cac trang truyén théng x3 hoi tac
dong dén y dinh mua hang cta khach hang nhu thé nao?

- Mbdi quan hé cua khach hang trén céc trang truyén thong xi hoi tic dong dén y
dinh mua hang cia khach hang nhu thé nao?

1.5. Phwong phap nghién ciru

Phuong phap phong van sau: thu thap théng tin, co s& 1y thuyét tir nhidu ngudn
khac nhau nhu cac bai bao cdo, cac dé tai nghién ctru, gido trinh va cac tai liéu khac c6
lién quan. Sau khi c6 dugc cac thang do gbc, tac gia hoi nhitng chuyén gia trong linh vuc
Marketing va khach hang cta Jollibee va diéu chinh lai cac cau hoi khao sat c6 tinh logic
va pht hop vé6i bdi canh thi trudng Viét Nam.

Phuong phap dinh lugng: phong van thong qua bang cau héi duoc tao tir Google
Form dé thu thap thong tin, dir liéu. Dt li€u sau khi thu thap s€ duoc tién hanh kiém tra
thong ké mé ta, danh gia mé hinh do ludong va kiém dinh mé hinh ciu trac bing SEM
Smart PLS loai bé cac bién quan sat khong phu hop.

1.6. Y nghia

Pé tai dong gdp y nghia vé phuong dién 1y thuyét va tmg dung thuc tién vao viéc
quan tri kénh truyén thong xa hoi cta Jollibee Viét Nam. Vé 1y thuyét, dé tai ké thira hai
1y thuyét Thir bac cua tac dong (HOE) chirng minh rang cic hoat dong cua viéc tiép thi
trén nén tang truyén thong xa hdi co6 tac dong tuan tu qua cac giai doan tir giai doan nhan
thirc, giai doan ¥ thich dén giai doan hanh vi mua hang. V& mit thyc tién, nghién ctu

dua ra két qua danh gia cac muc do tac dong dén y dinh mua hang cia khach hang, tu
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d6 dua ra ham y quan tri lién quan dén viéc cai thién hodc nang cao viéc tiép thi truyén
thong xa hoi cua doanh nghiép.
1.7. Két cAu cia dé tai

Chuong 1: Tong quan vé dé tai

Chuong 2: M6 hinh va két qua nghién ctru

Chuong 3: Thiét ké nghién ctru

Chuong 4: Két qua nghién ctru

Chuong 5: Két luan va ham y



14

CHUONG 2: COSO LY THUYET
2.1. Ly thuyét nén

Ly thuyét thtr bac cua tac dong (Hierarchy of Effects Theory) 1a mot mé hinh vé
cach quang céo anh huong dén quyét dinh mua hay khong mua san pham hodc dich vu
ctia nguoi tiéu dung. Hé thong phan cip thé hién sy tién trién cua trai nghiém nguoi tiéu
dung trong qua trinh hoc tap va ra quyét dinh nho quang cdo. Trong mé hinh nay, hanh
vi nguoi tiéu dung khong chi bi anh huong bai cac quan diém khac nhau & vao giai doan
trude khi mua va giai doan mua hang, ma con bi anh hudng béi mdi quan hé giira quang
c4o va ban hang c4 nhan & mdi giai doan. Muc tiéu cia cac nha quang céo 1a hudng dan
mot khach hang tiém nang trai qua tit ca 3 giai doan ctia hé thong thir bac: Nhan thirc va
kién thirc (cognitive), Y thich va s thich (affective), 1ong tin chic chin va ¥ dinh mua
hang (conative). Ly thuyét thir bic cua tic dong ctia Robert J. Lavidge va Gary A. Steiner
(1961), sau ndy dugc Laksamana, P. (2018) ké thira trong nghién ctru ctia minh.

Dit trong bdi canh nghién ctru, 1y thuyét thi bac tic dong 1a 1y thuyét nén mé ta
cach mot thong tin quang cao tiép thi tac dong dén khach hang nhu thé nao. Khi cac
thong tin vé san phém, dich vu duoc tiép thi trén nén tang mang xa hoi Jollibee tiép can
dén khach hang muc tiéu da nhiéu, khach hang s& chi ¥ va nhan thic vé thuong hiéu
nay. Tiép theo bang cac tuwong tic trén trang mang xi hoi, doanh nghiép s& hiéu duoc
hon vé& nhu cdu cua khach hang 13 gi dé phuc vu khach, tir d6 1am ting y thich, su hai
1ong cua khach hang va cung ¢ mdi quan hé dbi bén. Cudi cung khi c6 duoc long tin
virng chiac va nhu cau vé san pham, khach hang lya chon Jollibee thay vi mot thuong
hi¢u thirc an nhanh khac.

Hinh 2.1. Ly thuyét M hinh thir bac cua tac dong
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Nh&:ll’l thirc Nhan thtc
Kién thue (Cognitive)
Y thich l
Su wa thich Y thich
Niém tin (Affective)
Mua l
hang Hanh vi
(Conative)

Nguon: Robert J Lavidge va Gary A Steiner, 1961

2.2. Céac khai niém lién quan
2.2.1. Tiép thi truyén thong xa hai (Social media marketing)

Trong cac nghién ctru dau tién vé viée sir dung mang xa hoi dé quang cdo va tiép
thi ciia cac thuong hiéu thoi trang xa xi, Kim va cong sy (2010) di dong tinh rang phuong
tién truyén thong xa hoi duoc 13 “cac tng dung, nén tang va phuong tién truc tuyén nhim
tao diéu kién thuan loi cho cac tuong tac, cong tac va chia sé noi dung McCann, U.
(2008). Phuong tién truyén thong xa hoi da gitp thuc hién hoat dong tiép thi tich hop
v6i nd lyc va chi phi it hon nhiéu so véi trude ddy, song song do, tiép thi 1a mot qua trinh
da chiéu dugc hinh thanh tir nhiéu chién lugc khac nhau; tuy nhién, mot trong nhiing
muc tiéu chinh cta bt ky chién luoc tiép thi nao 1a ting doanh thu va lgi nhuan, tir 6
khai niém mdi duge thanh 1ap 1a: tiép thi truyén thong xa hoi.

Theo Dewing (2012), phuong tién truyén thong xa hdi dugc st dung trong cac dich

vu dua trén internet va cac thiét bi dién ttr gitip nguoi dung tham gia trao doi tryc tuyén
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Va tao cac ndi dung tham gia vao cong dong truc tuyén nhu vi du: Tumblr, Wikipedia
hodc céc trang mang xa ho1 (vi du: Facebook, Twitter, LinkedIn) va trang chia sé phuong
tién (vi du: YouTube, Instagram). Cac doanh nghiép xem phuong tién truyén thong xa
hoi 1a mdt cong cu hitu ich dé ho tiép thi vé& san phém, dich vu cua ho. Viéc tiép thi
truyén thong xa hoi khuyén khich thoi gian va khong gian trong twong tac kinh doanh
v6i ngudi tidu dung tiém ning va tao cam giac gan giii (Mersey va cong sy, 2010).

V6i su ké thira gan day cua Patria Laksamana (2020), nha nghién ctu ciing cho
r@ing Phuong tién truyén thong xa hoi dugc dinh nghia la “modt nhém cac tng dung trén
internet duoc xay dung trén nén tang tu tudng va céng nghé cta web 2.0, dong thoi cho
phép ngudi dung tao va trao d6i ndi dung véi nhau” (Kaplan va Haenlein, 2010). Do do,
v6i phuong tién truyén thong xi hoi, ngudi tiéu dung cé thé giao tiép voi nhau, tao va
chia sé ndi dung va tham chi xay dung mdi quan hé v&i nhimg ngudi khac (Libai va cong
su, 2010).

Nhu vy, tiép thi truyén thong xi hoi trong bdi canh nghién ctru ciia d8 tai 1a cac
trang mang xa hoi cta Jollibee Viét Nam bao gém trang Facebook, Zalo, Tiktok, va
Youtube. Pay ciing 14 cac kénh truyén thong x3 hoi chinh thire dé doanh nghiép nay tiép
thi cac thong tin vé& san pham va dich vu ctia minh bing cach quan tri théng tin trén cac
kénh truyén thong xa hoi, sang tao ndi dung hodc tao cac twong tac trén khong gian mang
v6i muc tiéu két ndi khach hang tiém ning cta doanh nghiép. Trong mé hinh Ly thuyét
thr bac cua tac dong (HOE), tiép thi truyén thong x4 hoi s& nam trong giai doan dau tién
- giai doan nhan thuc (cognitive), nghia 1a khi khach hang bi tac dong bdi cac quang céo,
ndi dung cung cap théng tin vé san pham, dich vu hoic cac tuong tac moi chao tir phia
doanh nghié¢p, ho moi bat dau y thic dugc nhu cau cua ban than va nhan thirc thuong
hiéu c6 thé dap ung nhu cau ctia minh 13 thuong hiéu nao.

2.2.2. Sw hai long cia khach hang (Customer satisfaction)
Oliver (1997) coi su hai long 1a phan ung théa man cia nguoi ti€éu dung va dinh

nghia né 1a “trang thai tdm 1y tom tat xay ra khi cam xuc xung quanh nhiing ky vong
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khong dugc xac nhan két hop véi cam xic trude d6 clia nguoi tidu dung vé trai nghiém
cua nguoi tiéu dung. Theo Kotler, P. (2003), su hai long dugc cho 1a cam giac thdéa man
hoic khong thoa min cua mot ngudi, 1a két qua cua viée so sanh hiéu suit cam nhan
duoc cua san phém v6i ky vong cuia hg. Do do, su hai long cua khéach hang co thé duoc
dinh nghia la két qua cua danh gia nhan thic va tinh cam, trong d6 mot s6 so sanh dugc
thuc hién gitra ti€u chuan duoc so sanh thuc té va hiéu suit cam nhan dugc. Néu hiéu
sudt thap hon ngoai 1¢, khach hang s& khong hai 1ong nhung néu hiéu suit cao hon mtrc
chap nhan, khach hang s& hai 1ong. Khach hang s& ¢ trang thai trung lap néu ky vong
nhan thire dép tng hiéu suat.

Trong mot nghién ctru khac, Anderson va Srinivasan (2003) cho rang “su hai 1ong
6 thé duoc hiéu tot nhat 13 sy danh gia lién tuc vé su bat ngo von ¢o trong trai nghiém
mua va/hodc tiéu ding san pham”. Vay nén khi dat dudi mbi quan hé giira sy hai long
ctia khach hang va doanh nghiép, cac san pham va dich vu dang duoc cic doanh nghiép
phat trién va ho vach ra cac chién luoc phu hop trong viée cung cip cac san pham va
dich vu cho khach hang muc tiéu. Cac khach hang muc tiéu bi thuyét phuc va mua hang
dé str dung va théa man nhu cau cua ho. Khi khach hang muc tiéu hai 1ong v6i san phim
va dich vu, ho tiép tuc mua hang.

Trong dé tai cua tac gia, su hai long dugc phan tich dudi khia canh thai do hoac
tam trang ctia khach hang nhu thé ndo ddi v6i cac théng tin san pham, dich vu cta doanh
nghiép duoc tiép thi trén nén tang truyén thong xa hoi, hodc cac twong tac hai chiéu giita
khach hang va doanh nghiép trén nén tang mang xa hoi. Su hai 10ng ctia khach hang nam
trong giai doan thir hai ciia mé hinh Ly thuyét thir bac cua tac dong (HOE), nghia 14 ho
s& hinh thanh thai d9, quan diém ctia minh (c6 thé hai 1ong hodc khong hai 1ong) sau khi
dugc tiép thi cac thong tin lién quan dén san pham va dich vu, tir ¥ thich ban dau, phat
trién thanh sy va thich va cubi cung la niém tin vé thuong hi¢u, san phém va dich vu cua

thuong hiéu.
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2.2.3. Quan h¢é khach hang (Customer relationship)

Quan hé khach hang 13 c4c hoat dong cta cong ty v6i dbi tac hay khach hang nhim
thue hién cac giao dich qua lai. Thong qua qua trinh tuong tic ndy s& gitip bén ban hiéu
cac yéu cau cua khach hang, danh gia duoc khach hang tiém ning.

Dé cac doanh nghiép doi méi va canh tranh, can phai phat trién tiép thi truyén thong
x4 hdi chién lugc dé quang ba san phém va dich vu; va dé xay dung mbi quan h¢ lau dai
v6i khach hang (Bruce va cong su, 2022; Tajvidi va Karami, 2021). Theo Gati va cong
su (2018), cac nén tang truyén thong xa hoi anh hudng dén dich vu khach hang va 1ong
trung thanh trong bbi canh B2B. Hon nira, Ogilvie va cong sy (2018) cho biét thém ring
cac doanh nghiép st dung cac nén tang tiép thi truyén thong xa hoi nhu Twitter va
Facebook dé x4y dung va nang cao mdi quan hé v6i khach hang théng qua viée thu hut
tryc tuyén. Gan day, khach hang c6 quyén truy cap vao thong tin san pham, giao tiép véi
doanh nghiép va chia sé y kién ctia ho vé san pham hozc dich vu trén cac nén tang truyén
thong xa hdi. Mot nghién ctru dugc thyc hién boi Tajudeen va cong su, (2018) da xac
dinh rang tiép thi truyén théng xa hoi giup khach hang d& dang truy cdp thong tin san
pham va danh gia truée khi mua.

Trong khi khach hang chia sé y kién ctia ho v& mét san phim trén cac nén tang
truyén théng xi hoi, doanh nghiép ciing nhan duoc y kién tir khach hang (Bailey va cong
su, 2018), tir d6 hudng dén xay dung mdi quan hé khach hang lanh manh. Do d6, tiép
thi truyén thong x3 hoi hiéu qua mang lai trai nghiém sang tao va sy twong tac cua khach
hang (Algharabat va cong sy, 2020). Trong viéc xdy dung méi quan hé voi khach hang,
Hsiao va cong su (2020) xac nhan rang cac cong ty st dung tiép thi truyén thong xa hoi
dé theo ddi md hinh chi tiéu ctia nguoi tiéu ding, ¥ dinh mua hang va mic do hai long.

Moi quan hé ctia khach hang dugc nghién ciru trong dé tai nay 1a méi quan hé
giita khach hang va doanh nghiép trén nén tang tiép thi truyén thong xa hoi. Hai khia
canh phan tich mdi quan hé trén cac trang mang xa hoi chinh bao gdm: dimg dudi goc

dd khach hang, ho co6 thoai mai khi twong tac trén trang mang xa hoi Jollibee hay khong,
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hoic thong qua cac thong tin dugc cung cap trén nén tang ndy, ho c6 hiéu biét thém nhiéu
vé Jollibee hay khong; dimg dudi goc do doanh nghiép, doanh nghiép c6 hiéu duoc nhu
cau cua khach hang khong khi khach twong tac trén trang mang xa hoi va doanh nghiép
c6 dap umg duoc ky vong ciia khach hang hay khong khi ho phat sinh yéu cau gi trén
trang mang xa hoi hay khong. Mdi quan hé voi khach hang nam trong giai doan thi hai
ctia mo hinh Ly thuyét thir bac cua tac dong (HOE).

2.2.4. Y dinh mua hang (Purchase intention)

Véi cac quyét dinh mua lién tuc mdi ngdy va vo sb lira chon trén thi truong, ngudi
tiéu dung phai ddi phoé véi tinh trang qua tai thong tin. Y dinh mua duogc khai niém hoa
1a kha ning cta ngudi tiéu dung trong viéc mua san phim hodc dich vu trong tuong lai
gan (Ajzen va Fishbein, 1980). Theo Kotler (2000), ¥ dinh mua hang 1a su két hop giira
s& thich ciia ngudi tiéu dung va kha ning mua mot san phdm. Y dinh mua hang 1a mot
khia canh quan trong trong cac nghién ctru vé sy tiép thi va da dugc cac cong ty sir dung
nhu mot bién sd dé du doan doanh sd ban san phém maoi hodc mua 1dp lai cac san phém
hién c6 (Diallo, 2012). Dbi véi Wu va cong su (2011), ¥ dinh mua hang thé hién kha
nang nguoi ti€u dung lap ké hoach hodc sén sang mua mot san phém, dich vu cu thé
trong tuong lai.

Primanto va Dharmmesta (2019) giai thich ring ¥ dinh mua hang c6 thé dat duoc
khi ngudi tiéu dung tim thiy cac tiéu chi dugce can nhic theo mong mudn cua ho. Nha
nghién ctru cho rang y dinh mua hang 13 mdt huéng din bén trong ngudi tiéu dung dé
thuc hién Iya chon mét thuong hiéu hodc thuc hién cac hanh dong li€n quan dén viéc
mua hang va giai thich rang nhiing y dinh mua hang d6 c6 thé duoc sir dung nhu mét chi
b4o hang dau trong phan tng ctia khach hang d6i véi cong ty.

Tac gia dong tinh v&i khai niém Y dinh mua hang cta Kotler (2000) vi y dinh mua
hang phai dugc bat nguodn tir viéc khach hang nhan biét va yéu thich san pham. Vay cau
hoi dit ra 1 viéc tiép thi truyén thong xa hoi co gitup khach hang ¢ thém thong tin dé

quyét dinh mua hang hay khong, hoac cac ndi dung tiép thi trén cac trang mang xa hoi
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ctia Jollibee c6 di thu hut va gay himg thia cho khach hang dé ho c¢6 y dinh mua hang khi
c6 nhu cau hay khong. Trong Ly thuyét M6 hinh thir bac cua tic dong (HOE), v dinh
mua hang s& ndm & bac cudi cing trong giai doan Hanh vi (Conative).

C6 nhiéu Iy thuyét phan tich cac yéu t6 anh huong dén ¥ dinh mua hang cta khach
hang, trong ¢ c6 thé ké dén 12 Thuyét ra quyét dinh ctia ngudi tiéu ding dua trén niém
tin cua Kim, D. J. (2008), Thuyét hanh dong hop 1y va Thuyét hanh vi c6 ké hoach cta
Martin Fishbein va Icek Ajzen (1975), Ly thuyét thir bic cua tac dong ciia Robert J.
Lavidge va Gary A. Steiner (1961).
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2.3.1. Tong hep cac nghién citu di tham khdo

Bang 2.1. Tong hop cac nghién ciru da tham khao
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2.3.2. Cac bai nghién ciru tham khdao chinh

Muc dich ctia nghién ctru cia Dwivedi va cong sy (2021) vi dé tai Sy chip nhén,
str dung va tac dong cuia phuong tién truyén thong xa hoi trong bdi canh tir doanh nghiép
dén doanh nghiép (B2B): Mot danh gia tai li¢u hién dai” 1a cung cép mot danh gia toan
dién c6 hé thong vé céc tai liéu vé phuong tién truyén thong xa hoi trong bdi canh cua
cac cong ty B2B trong nganh cong nghiép 6 t6 va dé xuat khuon kho phac thao vai tro
clia phuong tién truyén thong x3 hoi trong qua trinh chuyén ddi ki thuat sé cua cac cong
ty B2B. Nghién ctru hién tai tap trung vao mat s6 khia canh cta truyén thong xa hoi nhu
tac dong cua truyén théng xa hoi, cong cu truyén thong xa hoi, st dung truyén thong xa
hoi, chép nhan st dung truyén thong xa hdi va cac rao can cua no, chién luoc truyén
thong xa hoi va do ludng hiéu qua cia viée st dung truyén thong x3 hoi. Trong bai
nghién ctru, tac gia st dung Mo hinh chip nhén cong nghé (Technology Acceptance
Model) nhim muc tiéu do luong tinh hiéu qua cua viée sir dung phuong tién truyén théng
x3 hoi. Tat ca gia thuyét ctua nghién ctru c6 mdi quan hé tich cuc giira bién doc 1ap va
bién phu thudc.

Hinh 2.2. M6 hinh nghién ctru cua Dwivedi va cong su (2021)

Moi quan hé vai
khach hang
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_ Thai do doi vaoi
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su hiru ich co dong

_ Tuoi cua nguoi
Nhan thire vé kha ban hang
ning su dung

Su hai long cia
khach hang

Mot trong nhitng phat hién cta nghién ctru Prasad va cong su (2019) voi dé tai
“Quyét dinh mua hang cua thé hé Y trén méi truong truc tuyén” 13 viée sir dung phuong

tién truyén thong xa hoi c6 tac dong dang ké truc tiép dén y dinh mua hang. M6 hinh cta
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dé tai nay khac v6i cac dé tai khac vi day 1a nghién ctru thém thuc nghiém tac dong cua
phuong tién truyén thong xa hoi va truyén miéng thong qua Internet d6i voi quyét dinh
mua hang cta khach hang véi viéc giéi thiéu khai niém niém tin va vai trd trung gian
quan trong cua n6. N6 dé xuat khai niém niém tin va xac nhan réng chién lugc truc tuyén
thong qua phuong tién truyén thong xa hoi hodc truyén thong dién tir s& hiéu qua hon
néu co sy phét trién niém tin gitta moi ngudi trong bdi canh nay va ca khi nhan thirc cta
moi nguoi vé cong ty tich cuc hon. Cac td chtre thue hién céc chién luge tiép thi truyén
thong xa hoi sau khi xem xét cac mbi quan tim va ¥ tudng ctia khach hang c6 thé tro
thanh to chirc chién thing. Ly thuyét to chirc duoc ap dung trong nghién ctru. Tat ca gia
thuyét ctia nghién ctru nay déu duoc tng ho.

Hinh 2.3. M6 hinh nghién ctru cua Prasad va cong su (2019)

Viéc st
dung
TTXH

H7

\ Y dinh
mua hang
H8
Danh tiéng
thuong hiéu

Nghién ctru cia Tajudeen va cong su (2018) véi dé tai “Hiéu tac dong cua vige st

dung phuong tién truyén thong xa hoi giira cac to chirc” diéu tra cac yéu td khac nhau dé
nghién ctru mdi lién hé cua tac gia viéc sir dung phuong tién truyén thong xa hoi. Cac
nghién ctru trude day sir dung khung Ly thuyét Cong nghé - T6 chirc - Mbi truong kinh

doanh chu yéu st dung céc yé€u td cong nghé¢ chung dé nghién ctru viéc ap dung cong
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nghé. Nghién ctru nay di st dung cac bién sd danh riéng cho phuong tién truyén thong
x4 hoi, chang han nhu tinh tuong tic ctia phuong tién truyén thong xa hoi va hiéu qua
chi phi, dé nghién ctru mdi lién hé cua ching vé6i viée sir dung phuong tién truyén thong
xa hoi. Két qua chinh cua nghién ciru chi ra rang Viéc st dung phuong tién truyén thong
x3 hoi c6 mdi quan hé tich cuc dén Mbi quan hé voi khach hang.

Hinh 2.4. M6 hinh nghién ctru cua Tajudeen va cong sy (2018)

Béi cinh céng nghé

Loi thé quan hé
\

" . \
‘ Kha ning twong thich
AN
N

\

\ HI A o T4c déng dén té chire
Chiphi T\ Vige sir dyng e
. N\ TTXH
’ - AN}
Su dam bao cau tric 3 O\ -
- N \\ Su dung cho Téc dong den vige
H-l\\\\\ Marketing giam chi phi
Tinh twrong tac R _ H9
5
Su dung cho Quan Tac dong dén moi quan
us /7 h¢ khach hang hé voi khach hang
Béi canh t6 chire / / i - i
Sur dung cho Viée Tac dgng den viéc truy
Sy hd trg tir ban // / tim kiém théng tin cap thong tin

lanh dao /

. i 2 A /
Dinh huéng to chire /

Béi canh méi trwomg |

/
Ap hee thé ché

Nghién ctru cia Wibowo va cong su (2020) xem xét hoat dong tiép thi truyén thong
xa hoi (Social media marketing activity) va Trai nghiém khach hang (Customer
experience) dé do ludng chat lugng mbi quan hé cia khach hang, c6 thé tac dong dén
két qua hanh vi cua khach hang, d6 13 y dinh mua hang, y dinh trung thanh va y dinh
tham gia. 413 cudc khao sat bang cau héi truc tuyén duoc do luong va phan tich bang
SmartPLS 3. Két qua cho thdy hoat dong tiép thi truyén thong xa hoi va trai nghiém
khach hang c6 anh huong dang ké dén chat luong quan hé khach hang, diéu nay ciing
dan dén tic dong tich cuc dén két qua hanh vi cta khach hang. Nghién ciru ndy dinh

hudng cho cac doanh nghiép rang ndi dung tiép thi phai tuan theo cac hoat dong truyén
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thong xa hoi va trai nghiém khach hang dé dat duwoc muc tiéu tiép thi va tao ra hiéu qua
bén vimng cho doanh nghiép. Két qua ciia nghién ctru nay cho thdy Hoat dong tiép thi
truyén thong xa hoi tac dong tich cuc dén Chét lugng mbi quan hé (bién nay dugc do
ludng bang Sy hai 10ng va su tin tuong), tir d6 Chat lugng mbi quan hé tac dong tich cuc
dén Y dinh mua hang ciia khach hang.

Hinh 2.5. M6 hinh nghién ctru cua Wibowo va cong su (2020)
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Nghién ctru ctia Laksamana, P. (2020) v6i dé tai “Toi s& ludn theo ddi ban: kham
pha vai trd ctia mdi quan hé khach hang trong tiép thi truyén théng xa hoi”, pham vi
nghién ctru trong nganh ngan hang. Muc dich cua nghién ctru 1a kiém tra vai tro trung
gian ctia mdi quan hé khach hang trong tiép thi truyén thong xd hoi. Tac dong cla nd
dén y dinh mua hang va long trung thanh thuong hiéu ciing dugc phan tich. M6 hinh
khai niém da duoc thir nghiém trong bdi canh ngan hang ban 1¢. Dir liéu duoc thu thap
bang cudc khao sat tu quan 1y v6i 286 nguoi tra 10i. Két qua ciia nghién ciru ndy gop
phan hiéu rd hon tim quan trong ctia mbi quan hé khach hang trong tiép thi truyén thong
xa hoi. Trong khi d6i voi goc dd quan 1y, nd xac dinh chién luoc tiép thi truyén thong x4
hoi dé cai thién ¥ dinh mua hang va 10ng trung thanh véi thuong hiéu. Tt ca cac gia

thuyét ctia nghién ciru nay déu duoc tung ho.
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Hinh 2.6. M6 hinh nghién ctru cua Laksamana, P. (2020)

H2 Y e :
N Y dinh mua hang

Mbi quan hé
khach hang H4

, HI ol
Tiep thi TTXH » > thin mat_.-

........

“._tin tuong_.-~’ H5

Su trung thanh
H3 vai thuong hiéu

Nhu vdy, tit ca cac bai nghién ctru tham khao déu chi ra c6 mdi quan hé tich cuc
gitta tiép thi truyén thong xa hoi va y dinh mua hang cta khach hang, nhung chua c6 dé
tai nghién ctru cac ddi twong nay trong nganh thic an nhanh. O mét khia canh khac, mot
s6 dé tai déu lya chon mot trong hai bién trung gian la Sy hai long ctia thuong hi¢u hodc
M&i quan hé véi khach hang trong mdi quan hé tac dong dén Y dinh mua hang nhu
nghién ctru cua Prasad va cdng sy (2019), Tajudeen va cong su (2018), Laksamana P.
(2020), mot sd dé tai khac nhu nghién ctru cia Dwivedi va cong su (2021), Wibowo va
cong su (2020) va nghién ctru dinh tinh cia Emmanuel va cong sy (2022) cho rang c6
su tham gia ctia c4 hai bién Sy hai long va Méi quan hé véi khach hang trong qua trinh
tac dong cua Tiép thi truyén thong xa hoi dén Y dinh mua hang, tuy nhién gia thuyét vé
S hai 1ong khong duoc thé hién rd rang. Vay cho nén, tac gia dé xuit mé hinh nghién
ctru ké thira tir cac nghién ctru ndy véi 4 doi tugng nghién ctru chinh bao gom: Tiép thi
truyén thong xa hoi, Sy hai 1ong ciia khach hang, Mé6i quan hé khach hang va Y dinh
mua hang trong pham vi nghién ctru 12 nganh thirc an nhanh, truong hop cu thé 1a Cong
ty Jollibee Vi¢t Nam.

2.4. M6 hinh nghién ciru dé xuat
2.4.1. M6 hinh nghién ciru dé xudt
Céc nghién ciru tham khao ciia cac tac gia truéc day da phan lua chon bién trung

gian 1a mot trong hai bién Sy hai long ctia khach hang (Customer satisfaction) hodc Mdi
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quan hé cta khach hang (Customer relationship) khi do ludng sy tac dong giira bién doc
1ap (Social media marketing) va bién phu thudc (Purchase intention). Vay nén dé tai cia
tac gia ké thira va cai tién thém cac bai tham khao trudc day, dat ca 2 bién Ay vao mot
bbi canh cu thé hon 1a Su hai 1ong khach hang va Mdi quan hé khach hang dé do luong
ca 2 yéu td nay trong giai doan khach hang c6 cam tinh v6i thuong hiéu (affective). Ca
md hinh déu dit trong bdi canh khach hang 13 nhimng nguoi tiéu dung san pham thirc dn
nhanh, ho biét dén thuong hiéu va biét dén céac trang truyén thong xa hoi cua thuong
higu.

Hinh 2.7. M6 hinh nghién ctru cua tac gia

Su hai long S:ﬂlil
H2 khach hang vé cac
trang TTXH

HI Y dinh

mua hang

Tiép thi
truyén thong
x4 hoi

H4 Mbi quan hé H5
khach hang trén

cic trang TTXH

Cognitive Affective Conative
Trong d6 1y thuyét nén dua trén Ly thuyét tht bac cia tac dong (Hierarchy of
effects), bao gom 3 giai doan Nhan thirc va kién thirc (cognitive), Y thich va s& thich
(affective), 1ong tin chic chan va ¥ dinh mua hang (conative).
2.4.2. Gid thuyét cho mé hinh dé xudt
Dong chay cuia cong nghé di duoc kich hoat sy phat trién va str dung cac phuong
tién truyén thong xa hoi. Tiép thi truyén thong xa hoi dong mot vai trd quan trong trong

hoat dong kinh doanh. Cac hoat dong kinh doanh da thay ddi do su hién dién cua mang
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x4 hoi duge thuc dy boi cac cong nghé tién tién (Olanrewaju va cong sy 2020). Andzulis
va cong su. (2012) dinh nghia tiép thi truyén thong xa hoi 1a “thanh phan cong nghé cia
chtrc ning giao tiép, giao dich va xay dung mdi quan hé cia mot doanh nghiép thuc day
mang lu6i khach hang va khach hang tiém ning dé thic day dong sang tao gia tri”. Vi
du bao g6m Facebook, Twitter, YouTube, LinkedIn, Snapchat, Tik Tok, Wechat va
Instagram. Nhitng thap ky qua da chimg kién viéc cac doanh nghiép sir dung tiép thi
truyén thong xa hoi nhu mot kénh dé tiép can khach hang tiém nang va khach hang trung
thanh, ddng thoi gan két v6i cac bén lién quan (Chatterjee va Kumar Kar, 2020). Khach
hang hién duoc cung cap nhiéu thong tin hon nho kha ning s6 hoa cao va tim kiém nhiéu
loai thong tin trén nén tang truyén thong xa hoi bao gdm thong tin vé gia ca, san pham
va thuong hiéu. Cac doanh nghiép chia sé va truyén dat thong tin theo thoi gian thuc
cling nhu thue hién giao dich truc tuyén bang truyén thong xa hoi (Afful-Dadzie va cong
su, 2023). Theo nghia ndy, cac nén tang truyén thong xa hoi cung cap cac kénh giao tiép
hiéu quéa cho doanh nghiép va cung cap thong tin trong tac cho khach hang (Najafizadeh
va cong su, 2021).

La mot cong cu cung cp thong tin lién lac, ban hang va mdi quan hé véi khach
hang cua ho, cac thuong hiéu hién dang bit dau chuyén sang phuong tién truyén théng
xd hoi. Nén tang giao tiép hai chidu nay 13 hoan hao dé chia sé thong tin va ¥ kién.
Phuong tién truyén théng xa hoi duge coi 1a trung thuc hon véi ngudi tiéu dung vi né
truyén dat thuong hiéu 1 gi thay vi c¢b ging kiém soat hinh anh cua né. Loai tuong tac
nay lam ting thai do tich cuc d6i v6i thuong hiéu, anh hudng dén cam két va y dinh mua
hang manh m& hon (Hutter va cong su, 2013). Ngoai ra, Kim va cdng sy (2010) cling
tiét 10 rang Y dinh mua hang bi tic dong gian tiép boi hoat dong tiép thi truyén thong X4
hoi. Yadav va Rahman (2017) d tién hanh nghién ctru vé tic dong cua hoat dong tiép
thi trén mang xa hoi ddi v6i Y dinh mua hang trén tap chi Po luong nhan thic cia nguoi
tiéu dung vé cac hoat dong tiép thi trén mang xa hoi trong nganh thuong mai dién tu:

Phat trién quy mo & xac nhan noi két qua Hoat dong tiép thi trén mang xa hdi anh huong
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tich cuc dén viéc mua hang chu dich. Cac két qua nghién ctru nay duoc ké thira boi Aji,
P. va cong su (2020) va day 1a cong trinh nghién ctru méi nhit va c6 thang do phu hop
bdi canh nghién ctru trong dé tai ndy. Va xét theo bdi canh khao sat cua dé tai, tiép thi
truyén thong xa hoi dugc tac gid nghién ctru s& 1a cac trang mang x4 hoi hién c6 cia
Jollibee Viét Nam. Nghién ctru do ludng cac yéu td ndo cua trang mang xi hoi cia
thuong hiéu nay tic dong dén y dinh mua hang cua khach hang, do d6 dua ra:

Gid thuyét H1: Cé moi quan hé tich cuwc giita viéc tiép thi truyén théng xa héi va y

dinh mua hang cua khach hang.

Agnihotri va cong su. (2016) da diéu tra viéc nhan vién ban hang B2B trién khai
phuong tién truyén thong xa hoi anh huong nhu thé nao dén sy hai 10ng ctia nguoi tiéu
ding. Viéc stir dung phuong tién truyén thong xa hoi cia nhan vién ban hang dugc dinh
nghia 13 “viéc nhan vién ban hang st dung va tich hop céng nghé truyén thong xa hoi dé
thuc hién cong viéc ciia minh”. Nghién ctru da st dung dit li¢u tir 111 chuyén gia ban
hang tham gia ban hang cong nghiép B2B dé kiém tra cac gia thuyét duoc dé xuat. Nguoi
ta thay rang viéc nhan vién ban hang st dung phuong tién truyén théng xa hoi s& co tac
dong tich cuc dén viée truyén dat thong tin, diéu nay s& dan dén su hai long cua khach
hang d6i véi nhan vién ban hang duoc cai thién. Ngoai ra, nguoi ta di diéu tra rang
truyén thong thong tin s& co lién quan tich cuc dén kha ning dap ung, diéu nay anh
huéng dén sy hai 1ong cia khach hang. Mot nghién ctru khac ciia Rossmann va Stei
(2015) da xem xét tién dé cua viéc sir dung phuong tién truyén thong xa hoi. Viéc tiép
thi truyén thong xa hoi cua dai dién ban hang cé tac dong tich cuc dén sy hai long cua
khach hang. Tudi tac c6 anh huong tiéu cuc dén viéc tao ndi dung. Cé vé nhu nhing
nguoi ban hang 16n tudi st dung mang x3 hoi theo cach thy dong hodc tuong tac voi
khach hang hon 12 tao ndi dung cia riéng ho. Nguoi ta thay rang chat lugng ciia chién
luge truyén thong x4 hoi ctia cong ty co tac dong tich cuc dén viée st dung phuong tién

truyén thong xa hdi vé mat tiéu thu thong tin, tao ndi dung va tuong tac tich cuc voi
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khach hang. Ngoai ra, chuyén mén ctia nhan vién ban hang trong linh vuc truyén thong
xa hoi co tac dong tich cuc dén viéc str dung phuong tién truyén thong xa hoi. Cac nghién
ctru nay duogc ké thira bai Dwivedi va cong sy (2021).

Trong mot nghién ctiru khac ctia Webster va cong su di dé cap trong nghién ctru
ctia ho rang dong cam nhan 1a mét tinh hudng tdm 1y dao dong theo cac bdi canh tinh
huéng khac nhau va bi anh hudng boi su twong tac ctia mot ngudi véi cac hoan canh
khac nhau. Do d6, nghién ctru d6 cho rang tinh hitu ich, tinh kha thi va kha nang chap
nhan cta md phan hoéi nhanh (Quick Response Code) 1a yéu t6 kich thich, diéu nay s&
anh huong tich cuc dén dong nhén thirc cua khach hang va sau d6 s& anh huong dén y
dinh mua hang va su hai long cua khach hang trong bbi canh mua sim truc tuyén (phan
héi). Gia thuyét vé su hai long cua khach hang dugc két thira boi Hossain va cong su.
(2018). Trong bdi canh va pham vi nghién ciru, sy hai 1ong ctia khach hang ¢ day dugc
do luong dua trén viéc tuong tac voi cac trang mang xa hoi cua Jollibee, do do:

Gid thuyét H2: C6 méi quan hé tich cuc giita tiép thi truyén thong xa héi va sw hdi

long ciia khdch hang vé cdc théng tin trén tiép thi truyén thong xa hoi.

Theo nghién ctru cua Dash va cong su (2021), néu gia tri cam nhén vuot qua chi
phi mua hang, ngudi tiéu dung hai 10ng va c6 xu hudéng mua hang. Mit khac, néu gia tri
cam nhan khong dap ing hoac vuot qua chi phi ciia nguoi ti€u dung, thi nguoi ti€u dung
khéng hai 10ng va s& quyét dinh khong mua hang. Do d6, nghién ctru nay cho thiy ring
mdi quan hé giita sy hai long cua khach hang va y dinh mua hang. Theo Hossain va cong
su (2018), su hai long cua khach hang phu thudc truc tiép vao trai nghiém cua khach
hang trong cac giai doan tiép xuc véi dich vu. Su hai long cé thé duoc mo ta nhu mot
trang thai cam xuc c6 thé dugc ude tinh dya trén trai nghiém quan hé duogc chia sé giira
khéach hang va nha tiép thi, va sy hai long nén duogc coi la muc ti€u chinh cua bat ky to
chtrc. Cac nghién ciru trude ddy da tim thay mdi lién hé tich cyc trén thi truong truc

myén gitta sy hai long va y dinh mua hang. Néu khach hang truc tuyén nhan duogc dich
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vu hai 10ng tir san phdm do mot nha tiép thi cung cip, diéu nay sé anh huong dén y dinh
mua hang ciia khach hang, thi khach hang hai 1ong sé& thé hién ¥ dinh lién quan dén hanh
vi tich cuc d6i v6i nha tiép thi d6. Yen va Gwinner cho thay su hai 1ong chung ctia khach
hang v6i cong nghé tu phuc vu c6 tac dong tich cuc vé ¥ dinh hanh vi, dic biét 1a vé sy
san sang tiép tuc mua cta khach hang tr cing mdt nha cung cap dich vu. Rosario
Raymundo d3 chi ra rang sy hai 10ng cua khach hang 1a mét trong nhimg yéu té trung
thanh quan trong va c6 thé anh hudng dén ¥ dinh mua hang. Nghién ctru cia Hossain va
cong su (2018) mic du khong méi, nhung c6 dugc két qua tac dong cia bién Hai long
va bién Y dinh mua hang rat rd rang, thém vao d6 13 bo thang do phu hop, cho nén:

Gid thuyét H3: Cé méi quan hé tich cuee gitka sw hai long ciia khdch hang va ¥ dinh

mua hang cua khach.

Nghién ctru cua Laksamana, P. (2020) d3 thir nghiém hiéu tmg tiép thi truyén thong
x4 hoi d6i v6i mdi quan hé khach hang, ¥ dinh mua hang va long trung thanh véi thuong
hiéu. Do d6, n6 ciing kiém tra tic dong ciia mbi quan hé khach hang dén y dinh mua
hang va long trung thanh thwong hiéu. Nguoi ta di 14p luan ring phuong tién truyén
thong x4 hoi tré thanh nén tang phuong tién k¥ thuat sb méi hang dau dé nguoi tiéu dung
danh gia san phadm bao gdm ca viéc mua hang (Qualman, 2013). Ngoai ra, phuong tién
truyén théng xa hoi anh hudng tich cuc dén chi tiéu va ti 16 mua chéo cia khach hang
(Kumar va cong su, 2016; Schweidel va Moe, 2014), tir d6 xac dinh lgi nhudn cua cong
ty va y dinh mua cua khach hang (Naylor, Lamberton, & West, 2012).

Tiép thi k¥ thuat s6 1a mot loai chu trinh hudng ndi nham tdng cuong su nhan manh
cua viéc quan tri mbi quan hé véi khach hang vao nhan thirc, hoc héi va chuyén ddi thi
truong bang cach kiém tra nhu cau va hanh vi cia khach hang bang phan hoi va danh gia
dugc ca nhan hoa (Gupta, 2019). Ngoai ra, tiép thi k§ thuat s va ca nhan hoa hé thong
quan tri mdi quan hé véi khach hang cung cap dich vy nhanh chéng va cac cudc thao

luan lién quan thudng xuyén (Merisavo, 2003). M6i quan hé v6i khach hang dugc kich
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thich bang cach theo doi hoat dong tiép thi k¥ thuat s6, thu thap danh gia cua ngudi tiéu
ding va ca nhan hoa cac chién luge tiép thi (Ramesh va Vidhya, 2019). Cac nghién ctru
nay duoc ké thira boi Nuseir va cong su (2022). Tuy nhién, nghién ciru ctia Laksamana,
P. (2020) 12 c6 thang do 1 rang va phu hop nhat, vy nén:

Gid thuyét H4: Cé méi quan hé tich cuc giita tiép thi truyén thong xa hdi va moi

quan hé khdch hang trén cdc truyén thong xd hji

Wibowo, A. va cong sy (2020) 1ap luan rang néu khach hang lién két ban than ho
v6i van hoa thuong hiéu cua doanh nghiép trén mang x3 hoi, ho c6 thé cai thién mbi
quan hé tich cyc cua ngudi dung véi thuong hiéu va tranh mua hang cua déi thu canh
tranh. Néi cach khéc, tinh hudng nay c6 thé niang cao ¥ dinh mua hang ctia khach hang
do ¢6 mdi lién hé t6t v6i doanh nghiép hodc thuong hi¢u. Hon nira, mbi quan hé tdt dep
giita khach hang va doanh nghiép c6 thé tao ra luong khach hang trung thanh ciing nhu
khach hang sin sang tham gia cac su kién, chuong trinh do doanh nghiép t6 chirc. Nghién
clru ctia Sharma va cong su (2020) din dén c6 anh hudng dang ké dén ca ba yéu t6 cua
mdi quan hé dbi véi viée gidi thiéu khach hang va khia canh cam két duy nhit duoc phat
hién 1a c6 tac dong dang ké dén sé lwong san phAm ma khach hang di mua. Trong tit ca
cac tai liéu tham khao nghién ctru vé bién Y dinh mua hang, nghién ctru Aji, P., Nadhila
va cOng su (2020) ké thira gan day nhét va c6 bd thang do phu hop nhét, vy nén:

Gid thuyét H5: Cé moi quan hé tich cuwc giita méi quan hé khdich hang trén cdc

truyén théng xa héi dén y dinh mua hang ciia khdch

Tém tit chwong 2:

Chuong 2 trinh bay co sd 1y thuyét vé “Thuyét thir bac cua tic dong (HOE)” va
cac khai niém nghién ctru: tiép thi truyén thong xa hoi, sy hai 1ong ctia khach hang, moi
quan hé cua khéach hang, ¥ dinh mua hang. Pa c6 nhiing nghién ctru trudc day ching to

c6 mdi lién hé gitra tiép thi truyén thong va y dinh mua hang cia khach hang véi tac
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dong truc tiép hodc gian tiép. Tir 40, tac gia xdy dung gia thuyét nghién ctru va dé xuét
md hinh nghién ciru mdi tim hiéu tac dong truc tiép cua tiép thi truyén thong xa hoi dén
¥ dinh mua hang cta khach hang va tac dong gian tiép thong qua bién trung gian 1a sy

hai long cua khach hang va moi quan h¢ cua khach hang.
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CHUONG 3: THIET KE NGHIEN CUU

3.1. Thiét ké nghién ciru

Nghién ctru nay duoc tién hanh thong qua 2 budc chinh 1a:
Budc 1: Thao luan nhoém tép trung:

Muc tiéu ctia nghién ctru Thao luan nhom tép trung 13 kiém tra su phu hop cua
cac d6i twong nghién ctru trong bdi canh cua thi trudng Viét Nam do c6 su khac biét vin
hoa, ngon ngtt,... Pac biét ddi tuong khéao sat 1a khach hang cua Jollibee tai TP. HCM
nén cac tir ngir can gan gili va dé hiéu. Thong qua két qua ctia nghién ctru dinh tinh nay,
thang do nhap dugc diéu chinh. Sau khi diéu chinh thang do nhép nay (thang do chinh)
s€ dugc dung cho nghién ctru dinh luong
Budc 2: Nghién ctru dinh lugng:

Thang do chinh thirc dugc dung cho nghién ctru dinh lugng chinh thirc. Nghién
ctru dinh luong dung dé kiém dinh thang do, mé hinh nghién ctru va gia thuyét nghién
ctru & Chuong 2 cua tac gia. Cac thang do ndy duoc kiém dinh bang hé sb tin cdy cia
thang do, hé sd tai ngoai, gia tri hoi tu, gia tri phan biét, da cong tuyén. Tiép theo, sau
khi kiém tra do tin cay cua thang do, cac bién quan sat con lai s€ dugc sir dung dé kiém
dinh m6 hinh nghién ctru bang phwong phap phan tich SEM bang phan mém Smart PLS.

Hinh 3. Thiét ké nghién ctru
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Muc tiéu nghién ctru

Co so 1y thuyét Thang do nhap
Thang do chinh Thao luan nhom

Kiém tra m hinh do ludong
(Kiém tra d¢ tin cdy, gia tri hoi
tu, gia tri phan biét)

Phén tich SEM bing Smart PLS
(Kiém dinh mé hinh, kiém tra
gia thuyét)

Viét bao cao

3.2. Phuwong phap nghién cuiu
3.2.1. Thdo lugn nhom tdp trung

Muc tiéu ctia phuong phap théao ludn nhém tip trung nham: danh gia cac thang
do sau khi diéu chinh tir thang do gdc ban dau c6 phu hop voi ddi teong khao sat va bdi
canh khao sat hay khong; kiém tra cach dung tir trong timg cau hoi cua timg bién quan
sat dé dam bao cac d6i twong khao sat hiéu dung va day du y nghia; cudi cung, thang do
nay tiép tuc dugc dung dé sir dung cho nghién ciru dinh luong tiép theo. D6i tugng phong
van nhoém tap trung géom 7 thanh vién (bao gom 3 nhan vién lam viéc tai bd phan
Marketing cta Jollibee Viét Nam va 4 khach hang thuong xuyén str dung san pham/dich

vu ctia Jollibee trong vong 3 thang gan ddy). Cac budc thyc hién:
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Budc 1: Tac gia dua ra mo hinh nghién ctru va Iy thuyét nghién cru nham muc
dich xem nhiing khai niém nghién ctru ndy c6 dugc céc thanh vién thdo luan nhom co
hiéu rd y nghia thang do hay khong? Tham do y kién ciia ho xem nhiing thanh phan nao
trong cac yéu té anh hudong dén ¥ dinh mua hang cua khach hang, qua d6 danh gia muc
d6 nhan thirc cta nhéan vién Jollibee va khach hang ddi timg thanh phan ciia moé hinh
nghién ctru nhu thé nao.

Budc 2: Théo luan vé ndi dung thang do nham muc dich diéu chinh lai tir ngir cho
pht hop véi bdi canh va vin hoa Viét Nam. Khao sat mirc d6 hiéu ding y nghia cta ting
bién quan sat trong bang cau hoi phong van va diéu chinh cho phu hop hon.

Bang 3.1. Bang mé hoa céc bién trong mé hinh nghién ctru

S6 Ma hoa Céc bién gbc Diéu chinh S6 luong
thu tu thanh vién
dong y
1 TT Tiép thi truyén Trang mang xa hoi 7

thong xa hoi

2 SD Su hai long cia | Sy hai Iong cua khach 7
khach hang hang vé thong tin
hodc cac tuong tac tir

trang mang xa hoi

3 QH Moi quan hé Moi quan hé 7
khach hang khach hang trén cac

trang mang xa hoi

4 YD Y dinh mua hang Gilr nguyén 7




46

Két qua thao luan nhom vé cic yéu t6 anh huong dén y dinh mua hang

C6 3 bién tac dong dén y dinh mua hang ctia khach hang. Sau khi thao luan, cac

thanh vién dong nhat diéu chinh “Tiép thi truyén thong xa hoi” thanh “trang mang xa

hoi” dé 1am rd nghia vi “trang mang xa hoi” gitp doi tugng khao sat hiéu ngay 1a cac

trang Facebook, Zalo, Tiktok, Instagram,... va thudt ngit nay cling mang du y nghia tugng

trung cho ddi twong nghién ctru. Cac khai niém con lai c6 thé giit nguyén. Budc ké tiép,

tac gia tién hanh thao luan thang do anh hudng dén y dinh mua hang ctia khach hang.

Sau khi thao luan nhom, tac gia tién hanh x4y dung bo thang do nhu sau:

Thang do gan loc:

Gi61 tinh: Nam/N@r

Tudi: dudi 24 tuodi, tir 24 tudi dén dudi 35 tudi, tir 35 dén dudi 44 tudi, tir 44 dén

dudi 54 tudi, tir 55 tudi trd 1én

Nhan thtrc thuong hiéu Jollibee: C6/Khong

Nhan thtc vé cac trang truyén thong x3 hoi cua Jollibee: C6/Khong

Trong 3 thang gin day co phat sinh mua hang cta thuong hiéu Jollibee: C6/Khong
Bang 3.2. Thang do chinh:

Tén

Thang do dich tir thang do gbc Diéu chinh

Trang mang xa hdi (TT)

TT1 Tuong tac véi tiép thi truyén thong | Toi thdy ndi dung tuong tac tir trang
xa hoi cua Jollibee thi vui mang xa hdi cua Jollibee vui

TT2 | Noi dung truyén thong xa hoi cua | Toi thdy ndi dung dang trén trang
Jollibee thu vi mang xa hdi cua Jollibee thu vi

TT3 | Truyén thong xi hoi cua Jollibee | Trang mang xa hoi cia Jollibee cho

cho phép thong tin dugc chia sé voi

phép toi1 chia sé thong tin vdi nguoi
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nguoi khac

khac

TT4

T6i dé dang truyén dat ¥ kién coa
minh trén truyén thong xa hoi cua

Jollibee

To1 dé dang dua ra y kién cia minh

trén trang mang xa hoi cua Jollibee

TTS

No6i dung dugc chia sé tur truyén
thong xa hoi cua Jollibee 1a thong

tin mo1 nhat

Noi dung trén trang mang xa hdi cuia

Jollibee 13 thong tin méi nhat

TT6

Tuong tac voi cac truyén thong xa

hoi cua Jollibee thi theo xu hudng

Trang mang xa hdi cua Jollibee
tuong tdc vé1 khach hang theo xu

hudng

TT7

Truyén théng xd hoi cua Jollibee
cung cdp nhitng thong tin ma toi

N
A

can

Trang mang xa hdi cua Jollibee cung

cap nhitng thong tin ma toi can

TT8

T6i ¢6 thé d& dang iy thong tin
minh c¢in nhd c6 chi din trén
truyén thong xi hoi cua Jollibee

nay

Tbi dé dang c6 dugc thong tin minh
mudn thong qua cac hudng dan trén

trang mang xa hoi cua Jollibee

TT9

T6i thich nhiing quang cdo trén

truyén thong xa hoi cia Jollibee

T6i thich nhiing quang céo trén

trang mang xa hdi cua Jollibee

TT10

Nhiing quang céo cua Jollibee thu
hat dugc sy chu y cua toéi theo

hudng tich cuc

Nhitng quang cdo cua Jollibee thu
hut duoc su cha y cia toi theo huong

tich cuc
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Su hai long cta khach hang (HL)

HL1 | Toi kha hai long khi st dung trang | To1 hai long khi twong tac voi trang
truyén thong xa hoi Jollibee mang xa hdi cua Jollibee

HL2 To61 cam théiy mot thai do tich cuc | To1 cam théy tich cuc khi tuong tac
khi sir dung trang phuong tién | v4i trang mang xa hoi Jollibee
truyén thong xa hoi Jollibee

HL3 |Su tuong tac cua to61 voi trang | Cac tuong tac cla trang mang xa hoi

truyén thong xa hoi Jollibee kha hai

long

Jollibee khién toi hai 1ong

Mdi quan hé khach hang (QH)

QH1

T6i cam thay thoai mai khi chia sé
thong tin c4 nhan chi tiét vé ban
than véi trang truyén thong xi hoi

Jollibee

T6i cam thiy thoai mai khi chia sé
thong tin cd nhan trén trang mang xa

hoi1 cua Jollibee

QH2

Jollibee that sy hiéu nhu ciu cuia toi

ve€ san pham hodc dich vu

Jollibee hiéu nhu cau cua toi vé san

phém hoac dich vu

QH3

T6i cam thay thoai mai khi mo ta
Jollibee cho mdt ngudi khong quen

thudc véi nd

T6i cam thdy thoai mai khi mo ta
Jollibee cho mot ngudi khong quen

thudc véi thuong hiéu nay

QH4

To1 quen thudc véi nhiéu loai san
pham va dich vu ma Jollibee cung

14
A

cap

Nho vao trang mang xa hoi, toi quen
thudc vdi nhi€u loai san pham va

dich vu ma Jollibee cung cap
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QH5

Toi da tréd nén rat hiéu biét vé

Jollibee

Nho vao trang mang xa hoi, t61 da

trd nén hiéu biét vé Jollibee

QHG6

Jollibee dap tmg duoc ky vong cia

A=

tol

Trang mang xa hoi cua Jollibee dap

ung dugc ky vong cua toi

QH7

To61 dua vao Jollibee

T61 phu thudc vao trang mang xa hdi

cua Jollibee khi c6 y dinh mua hang

QHS

Jollibee khong bao gior lam t6i that

vong

Cac trang mang xa hoi cua Jollibee

khong bao gio 1am t6i that vong

Y dinh mua hang (YD)

YD1

Tuong tac v6i trang truyén thong
x4 hoi Jollibee gitp t6i dua ra quyét
dinh sang sudt hon truéc khi mua

san pham va dich vy cua ho

Tuong tac voi trang mang xa hoi
Jollibee gitip t6i dua ra quyét dinh
sang sudt hon trudc khi mua san

pham va dich vu ctia ho

YD2

Tuong tic voi voi trang truyén
thong xa hdi Jollibee gitp to61 tang
htng tht mua san pham va dich vu

cua ho

Tuong tac voi véi trang mang xa hoi
Jollibee giup to1 tang hiing tha mua

san pham va dich vu cua ho

YD3

To61 chac chan s€ mua san pham
duogc tiép thi truyén thong xa hoi

cua Jollibee

To61 chac chan s€ mua san pham
duogc tiép thi trén mang xa hodi cua

Jollibee

YDA4

T6i rat mudn tro thanh khach hang

cua thuong hiéu Jollibee

Khi ¢ nhu cau, t6i mubn tré thanh

khach hang ctia thuong hiéu Jollibee
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Sau khi thao luan nhom, cac thang do duoc diéu chinh nhu sau:

Thang do gan loc: thang do thu thap cac thong tin vé d6 tudi, gidi tinh, sy nhan
biét dén thuong hiéu Jollibee va trang mang xa hoi cta thuong hiéu nay, cudi
cung 13 tin sudt mua hang. Muc dich cta thang do nhdm dao bao ddi tugng khao
sat chinh 1a khach hang thuong xuyén cua Jollibee va ho nhdn biét dugc trang
mang xa hdi cua Jollibee, tir d6 dam bao dugc sy hop 1y cua két qua khao sat.
Thang do Trang mang xa hoi: tac gia diéu chinh lai “tiép thi truyén thong xa hoi”
thanh “trang mang xa hd1” dé cac dbi tuong dé hinh dung, d6 co thé 1a Facebook,
Zalo, Tiktok, Instagram,.. O bién quan sat TT1 va TT2, tac giad thém chu ngit “To61
thdy” dé ngudi lam khao sat cam thay gan gili.

Thang do Sy hai long cua khach hang: tac gia diéu chinh lai “tiép thi truyén thong
x3 hoi” thanh “trang mang xa hoi” dé cac ddi tugng dé hinh dung, d6 c6 thé 1a
Facebook, Zalo, Tiktok, Instagram,.. Tac gia cling lugc bo than tir “kh4” dé khach
hang khong bi rbi va khé phan dinh quan diém ctia minh. Ngoai ra, tac gia cling
sap xép lai tir ngit ¢ thang do HL2 “Khi twong tac voi trang mang x4 hoi Jollibee,
to1 cam thfiy mot thai do tich cuc” dé 1o nghia.

Thang do Mi quan hé véi khach hang: tic gia diéu chinh lai “tiép thi truyén thong
xd ho6i” thanh “trang mang xa hoi” dé cac ddi twong dé hinh dung, d6 co thé 1a
Facebook, Zalo, Tiktok, Instagram,.. Tac gia cling lugc bo than tir “that su”, “rat”
dé khach hang khéng bi rdi va kho phan dinh quan diém cta minh. Tir thang do
QH4 dén thang do QHS, tac gia thém vao cau hoi khao sat thong tin “trang mang
xd hoi” dé khai thac thong tin vé viéc tiép thi truyén thong xa hoi tac dong nhu
thé nao dén mang xa hoi va nhan manh hon vé ddi tugng nghién ctru ¢ day 1a tiép
thi truyén thong xa hoi.

Thang do Y dinh mua hang: Thang do Mbi quan hé véi khach hang: tac gia diéu

chinh lai “tiép thi truyén thong xa hoi” thanh “trang mang xa hoi” dé cac doi
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tuong dé hinh dung, d6 co thé 1a Facebook, Zalo, Tiktok, Instagram,... O thang

do YD4, tac gia bo sung “Khi c6 nhu cau” dé cau hoi dugce chi tiét hon.
3.2.2. Nghién ciru dinh luong

Trong d¢ tai nay, phuong phap nghién ctru dinh luong dugce tién hanh véi cach
thirc chon mau phi xéc suét, hinh thirc chon mau ngﬁu nhién. Dt liéu cua dé tai duoc thu
thap trung thuc bang cach thanh 1ap bang cau hoi trén Google Forms va giri dén cac d6i
tugng muc tiéu.

Vé kich thudc mau, Hair va cong su, 1998 cho ré“tng ¢ mau dé kiém dinh d9 tin
cay hodc gia tri hoi tu, gid tri riéng biét phai toi thiéu gap gap 5 1an s bién quan sét trong
thang do, bang hoi ndy c6 20 bién nén can ¢& mau it nhat 1a 20 x 5= 100 mau.

Nhung thuc té dé dap tmg duoc yéu cau vé tinh dai dién cho khach hang ca nhan
1a ca nam va nit, cac chi tiéu vé thdng ké can dam bao quy mo téng thé va do tin cay
95% va sb mau t6t nhat nén gip 10 lan sb bién quan sat. Thang do c6 25 bién quan sat
tdt nhat nén chon ¢& mau tdi thiéu 1a 250, tac gia tién hanh khéo sat va thu thap duoc
350 miu khao sat hop 18, bang khao sat ghi chti & phu luc 01 dugc tién hanh bang cach
giri Google Form dén khach hang tiém ning qua cic nén tang truc tuyén va tht hai 1a
thuc hién khao sat ngay tai ctra hang Jollibee.

Tac gia st dung thang do Likert 5 diém 13 loai thang do thuong dugc st dung
trong cic khao sat truc tuyén, thang do ndy sir dung mot thang diém, ngudi duoc hoi
khong can phai dua ra ¥ kién thay vao d6 cho phép ngudi duge hoi c6 thé chon mirc
trung binh (giit y kién trung lap) cho van dé dua ra. Nam murc d6 cta thang do Likert thé
hién y nghia nhu sau: 1 - Rat khong dong ¥; 2 - Khong dong ¥; 3 - Binh thuong; 4 - Pong
y: 5 - Rat dong y. Sau do, tac gia tién hanh phan tich dit liéu bang cach danh gia cac chi
s6 sau day:
3.2.2.1. Théng ké mé ta cac mau nghién ctru

Thong qua phan mém SPSS, tac gia thong ké mo ta cac mau nghién ciu, két qua

thong ké mé ta giup danh gia duoc tong quat dic diém ciia mau nghién ciru va cho thay
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gia tri trung binh, d¢ léch chuén cta céc quan sat. Dya trén két qua théng ké mo ta, tac
gia xem x¢&t doi tuong nghién cru nhu vay c6 phu hop vé1 muc dich va ké hoach ban diu
hay khong.
3.2.2.2. Banh gid mo hinh do ludong
Panh gia hé s6 tin ciy Cronbach’s Alpha: Hé s Cronbach’s Alpha la thudc do
tinh nhat quéan bén trong, nghia la mic do lién quan chit ché ciia mét tap hop cac muc
v6i tu cach 13 mot nhom, chi sd nay dao dong tir 0 dén 1. V& 1y thuyét, hé sd nay cang
cao thang do cang c6 do tin cdy cao. Tuy nhién khi hé sé Cronbach’s Alpha qué 16n
(khoang tir 0.95 trg 18n) s& xuat hién hién tuong trung lap trong thang do (Nguyén Dinh
Tho, 2012). Khi dédnh gia dd tin cdy cua thang do, ta can xem xét cac tiéu chuén sau;
+ Néu mot bién do ludng c6 hé sé twong quan bién tong (Corrected Item —
Total Correlation) 16n hon hodc bang 0.3 thi bién d6 dat yéu cau (Nunnally
J.,1978)
+ Gia tri hé s6 Cronbach’s Alpha (Hoang Trong va Chu Nguyén Méng Ngoc,
2005): chi s tir 0.6 trd 1én chung t6 thang do ludng du diéu kién dé tién
hanh buéc tiép.
Danh gia D tin cdy tong hop CR (Composite Reliability): D tin cdy tong hop
(doi khi dugc goi 1a d6 tin cay cAu truc) 1a thude do tinh nhét quén ndi bd trong cac muc
ty 18, giéng nhu Cronbach’s alpha. Cac ngudng cho dd tin cdy tong hop dang duoc tranh
luan (ngudng hop 1y ¢ thé nam & bat ky dau tir 0.60 trd 1én), véi cac tac gia khac nhau
dua ra cac dé xuat ngudng khac nhau. Rat nhiéu phy thudc vao sé lugng mit hang ban
c6 trong quy md cta ban. S6 lugng myc quy md nhé hon ¢6 xu huéng din dén mirc do
tin cay thap hon, trong khi s6 lugng muc quy mé 16n hon ¢6 xu hudng c6 mirc do cao
hon (Netemeyer va cong su, 2003).
Danh gia Gia tri hoi tu (AVE, Outer loading)
Gia tri hoi tu chinh 1a viéc mdt do luong c6d twong quan thuan véi cac do luong

khac trong cting mot khai niém do luong. Dé thiét 1ap gia tri hoi ty, hé s tai ngoai cla
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bién quan sat, phuong sai trung binh duoc trich xuat (Average variance extracted - AVE)
phai duoc xem xét (Hair va cong su, 2014). Phuong sai trung binh trich xuit (AVE) 1a
gi4 tri trung binh tong cua cac tai binh phuong cta cac bién quan st lién quan dén bién
tiém an chinh. Hé sd tai ngoai thé hién muc d6 gin két giira bién quan sat v6i bién tim
an chinh. Cac chi sb phai dap ng yéu cdu cia y nghia thong ké va tai trong bén ngoai
duoc tiéu chudn hoa phai 16n hon 0.7. Bién tiém 4n nén cung cép hon 50% phuong sai
ctia mdi chi s6. Do d6, hé sd tai ngoai phai 16n hon 0.708 (Garson, 2016).

Tac gia can nhic rat ki anh huong ctia cac bién bj loai bo (effects of item removal)
1én d6 tin cdy tong hop ciing nhu tinh chinh xac vé gi tri ndi dung ctia khai niém nghién
ctru (Construct content validity) dé ra quyét dinh c6 nén bo hay giit lai bién trong trudng
hop hé sé tai ngoai nhé hon 0.7. Thong thuong, khi thiy hé s6 tai ngoai s& nim trong
khoang giita 0.4 — 0.7, chung ta s& loai bién quan sat khoi bién (khai niém nghién ctru)
néu viéc loai bo bién nay s& lam ting gia tri cua do tin ciy tong hop hay gia trj cta
phuong sai trich trung binh AVE nam trén ngudng gia tri dé nghi (suggested threshold
value). Ngoai ra, viéc loai bo bién thang do ciing ¢ cach tiép can khac khi xem xét anh
hudng cta viée loai bién tac dong t6i gia tri ndi dung. Nhitng bién quan sat nao c6 hé sd
tai yéu hon doi khi dugc giit lai néu né c6 dong gop vé gia tri ndi dung. Nhitng bién quan
sat co hé sb tai qua thip (nho hon 0.4), can phai loai khoi bién. Ciing theo Hair va cong
su (2014), hé s6 AVE sé& nam trong khoang [0,1], AVE 16n hon hodc bang 0.5, cac nhom
nhan t6 & mic trung binh, bién tiém an me giai thich hon 50% phuong sai cac bién quan

sat cia n6. AVE nho hon hoac béng 0.5 thi bién con ton tai nhiéu 16i trong muc hoi.

Panh gia gia tri phan biét (HTMT, Tiéu chuan Fornell-Larcker): Gia tri phan biét
1a dé cap dén murc do ma ciu tric thuc sy khac nhau theo kinh nghiém. N6 ciing do luong
mirc d6 khac biét giita cau trac chong chéo. Cac thudc do khac dé xac dinh gia tri phan
biét 14 ty 1é twong quan Heterotrait-monotrait (HTMT) dugc dé xuat vé hiéu suat vuot

tréi cia phuong phap nay bang phuong phap ciia Monte Carlo nghién ctru mo phong va



o4

phat hién ra raing HTMT c6 thé dat dugc ty 18 do dic hiéu va d6 nhay cao hon (97% dén
99%) so voi tiéu chi tai chéo (0.00%) va Fornell-Larcker (20.82%). Gia tri HTMT gan
bang 1 cho thay thiéu gia tri phan biét. Sir dung HTMT lam tiéu chi lién quan dén viéc
s0 sanh n6 dén mot ngudng dugc xac dinh trude. Néu gia tri cua HTMT cao hon ngudng
nay, ngudi ta co thé két luan rang thiéu gia tri phan biét (Henseler va cong su, 2015).
Mot cach ngan gon, HTMT 1a ty 18 ctia cac mbi twong quan giita cac dic diém vai cac
mdi tuong quan bén trong cac dic diém. HTMT la trung binh ciia tit ca cdc mdi tuong
quan cua cac bién quan sat cta ting khai niém véi khai niém khac (nghia 13 cac moi
twong quan dic diém di biét — phuong phap di biét/ heterotrait — heteromethod
correlations) trong su so sanh véi sd trung binh cua cac twong quan binh quin cia cac
bién quan sat do ludng trong mot khai niém (nghia 13, cac mbi twong quan dic diém di
biét — ddc diém don nhat dé xem dinh nghia hoan chinh vé thong ké cia HTMT).

Danh gia cac van dé vé cong tuyén ctia md hinh ciu tric: Pa cong tuyén duogc
dinh nghia 1a muc do trong quan giira cac bién doc lap (Hair va cong sy, 2010). Pa cong
tuyén 1am ting phuong sai ctia cac hé sd hoi quy va de doa dén tinh hop 16 ciia phuong
trinh hdi quy. Cac gia tri cua trong quan Pearson cho thdy mdi 39 quan hé giita cac bién
doc 1ap va 1a mot phuong phap dé chan doan da cong tuyén (Allison, 1999). Pa cong
tuyén gay ra cac uéc tinh khong 6n dinh va cac phuong sai khong chinh xac anh huong
dén khoang tin cdy va gia thuyét cua bai kiém tra. Tinh da cong tuyén dugc xac dinh
bing ma trin twrong quan, dung sai va cac gia tri VIF va dugc xac nhan boi diéu kién chi
sO va ty 1& phuong sai (Seneviratna va Cooray, 2018). Gia tri VIF cang cao, mirc d6 cong
tuyén cang 16m, gia tri VIF tir 5 tro 1én chi ra cac van dé vé tinh cong tuyén. Trong trudng
hop nay cac nha nghién ciru can c6 cc bién phap thich hop dé giam mitc do cong tuyén,
vi duy, bang cach loai bé bién hoic hop nhét cac chi s6 hodc thiét 1ap mot cu tric bac
cao hon (Hair va cong su, 2022). Tuy nhién, viéc loai bo bién doi hoi bién con lai nim

du ndi dung ctia khai niém nghién ciru tir quan diém 1y thuyét.
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3.2.2.3. Panh gia mo hinh ciu trac SEM thong qua Bootstrapping:

Kiém dinh Bootstrapping: Kiém dinh Bootstrapping 1a mot phuong phap 1y mau
lap lai, ¢ thay thé trong d6 mau ban dau dong vai trd 1a quan thé. Pay duoc xem 1a
phuong phép phu hop dé thay thé cho hai cach 1am trén trong viéc danh gia do tin cay
cua cac udc luong (Schumacher va Lomax, 2010). Khoang chénh 1éch gitra gi4 tri trung
binh wéc luong bang Bootstrap va udc luong mo hinh véi miu ban dau cang nhé cho
phép két luan cac ude lugng mo hinh co thé tin cay dugc. Pé du doan do chinh xac cua
cac mdi quan hé trong PLS, Bootstrapping theo cach tiép can dua trén quan hé twong tac
giita cac bién hay cac nhén t6. V&i phuong phap Bootstrapping, mau thu hdi dugc duoc
xem nhu mot tong thé, phuong phap 14y miu véi su thay doi clia cac gia tri quan sat
trong ¢& mAu ban dau tao thanh N mau con trong tong thé. Tiép dén, mdi mau méi duoc
tao ra boi su du doan cua cac mdi lién hé. Dé tinh p-value, Bootstrapping phan phdi cac
du doan tir N mau. Trong nghién ciru nay Bootstrapping duoc xac dinh & 5.000.

bénh gid muc do R?,

Chét luong ctia mo hinh nghién ctru dé xuit dugc danh gia thong qua gia trj R?
clia cac bién phy thudc. Gia tri R? dugc tinh bang twong quan binh phuong gitra gia tri
duoc du bdo va gia tri ciia bién nghién ctru phu thudc cu thé. Gia tri cua R? nam trong
khoang tir 0 dén 1, chi sb cang cao cho thdy muc d6 du bao cang chinh xac. Theo
Henseler va cong su (2009), cac gia tri R? = 0.75; 0,50 hodc 0.25 ddi véi cac bién phu
thudc thé hién murc dd chinh xac cia dy bao 1a manh, trung binh hoac yéu.

Ngoai h¢ s6 R? @é danh gia tat ca cac bién phu thudc, su thay ddi cua gia tri 2 khi
mot bién doc 1ap cu thé bi loai bo, co thé dugce dung dé danh gia bién bi loai bo d6 c6
mot tic dong dang ké 1én bién doc 1ap hay khong. Chi sé nay goi 1a hé so tac dong 2.
Céc gia tri f2 1an luot tng voi 0.02; 0.15 va 0.35 tuong tng v4i cac gia tri tac dong nho,
trung binh va 16n (Cohen, 1988) cua bién doc 1ap. Néu 2 < 0.02 thi xem nhu khong co

tac dong.
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Tém tat chwong 3:

Chuong 3 mé ta cach tac gia thiét ké nghién ctru dé danh gia thang do cac khai
niém nghién ctru va kiém dinh cac gia thuyét da dugc dé ra. Phuong phap nghién ctru
dugc nghién ctru dugc thuc hién thong qua 2 budc chinh: thao ludn nhém tip trung va
nghién ctru dinh lugng. Phuong phap thao ludn nhom duoc tién hanh véi 7 dbi tugng
khao sat nhdm muc tiéu danh gia sy phu hop cac thang do sau khi diéu chinh. Két qua
ctia phuong phap nay 1a cac bién quan sat pht hop voi bdi canh va ddi twong khao sat
nhiing nguoi biét dén trang mang xa hoi cua Jollibee Viét Nam.

Chuong 3 ciling trinh bay o cach xay dung cac thang do cho nghién clru dinh
lwong va cach thire chon mau. Két qua mau 1a 350 va két qua nghién ctru s& duogc trinh
bay cu thé trong chuong tiép theo, trong d6 tip trung vao phan tich do tin ciy cua thang
do thong qua hé s6 Cronbach’s Alpha, phan tich hé sb tai ngoai, do tin cdy tong hop,
phuong sai trung binh duoc trich xuit AVE, gia tri phan biét, sau 6 phéan tich SEM trén
Smart PLS dé danh gia tac dong ctia bién doc 1ap 1én bién phu thudc va tic dong c6 thong

qua céc bién trung gian.
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CHUONG 4: KET QUA NGHIEN CUU
4.1. Théng ké mo ta bién

Dit liéu thu thap trong nghién ctru ndy gdm 350 mau khao sat hop 18, thoa man
diéu kién ddi tuong khao sat thudc khu vuc TP. HCM, c6 nhan biét thwong hiéu Jollibee
Viét Nam, c6 nhan biét trang mang xa hoi cua Jollibee va c6 phat sinh mua san phém
ctia thuong hiéu nay trong vong 03 thang gan ddy. Ti 1& dap vién 1a nit cao hon nhiéu so
v6éi nam, chiém 65% trong téng sb lugng mau, con lai b ti 18 dap vién la nam chiém
35%. Xét vé do tudi, dbi twong khao sat roi vao do tudi tir 24 dén dudi 35 chiém ti 16
nhiéu nhat 1a 64%, dap vién dudi 24 tudi chiém ti 16 21%, dap vién tir 35 dén dudi 44
tudi chiém ti 18 14% va tir 44 dén dudi 54 tudi chiém ti 1¢ khao sat 1a 1%. Nhimng khach
hang c6 do tudi tir 54 tudi tré 1én tir chdi khao sat. Viée thu thap dit lidu duoc thuc hién
dwra trén hai hinh thtrc: giri bang cAu hoi qua Google Form truc tuyén va khao sat tai cira
hang bang tablet. Vi s mau nghién ctru 1a 350 miu, tac gia str dung thang do Likert
v6i 5 mirc d6 danh gia tir 1 (rat khong dong ¥) — 5 (R4t dong ¥).

Bang 4.1: Thong ké mé ta

N Gia tri Gia tri Gia tri b6 le:ech
nho l6n trung binh chuan
nhat nhat

TT1 350 1 5 3.71 1.062
TT2 350 1 5 3.62 1.105
TT3 350 1 5 3.66 1.131
TT4 350 1 5 3.65 1.109
TT5 350 1 5 3.74 1.043
TT6 350 1 5 3.77 1.032
TT7 350 1 5 3.77 1.014
TT8 350 1 5 3.73 1.044




58

TT9 350 1 5 3.68 1.055
TT10 350 1 5 3.80 945
HL1 350 1 5 3.70 930
HL2 350 1 5 3.71 .899
HL3 350 1 5 3.69 935
QH1 350 1 5 3.58 1.031
QH2 350 1 5 3.67 957
QH3 350 1 5 3.68 .964
QH4 350 1 5 3.50 1.075
QH5 350 1 5 3.63 953
QH6 350 1 5 3.66 946
QH7 350 1 5 3.72 905
QHS8 350 1 5 3.75 .882
YD1 350 1 5 3.68 877
YD2 350 1 5 3.51 .960
YD3 350 1 5 3.62 .820
YD4 350 1 5 3.58 891
s

mau 350

hop 1¢

Bang thong ké mé ta thé hién gia tri nho nhat, gia tri 1on nht va gid tri trung binh
ctia két qua khao sat. Co thé thiy trung binh cta cac bién dén 16n hon 3 ¢6 nghia 1a moi
ngudi c6 mic d6 ddng ¥ véi cac cau hoi dé & hon muc trung binh cho thay d6 phu hop
ctia cAu hoi voi bai nghién ctiru 1a phu hop. Tuy nhién, do dir liéu cho cac bién dugc thu

thap c6 kha ning sai léch do phuong phap (Common method bias). Dé giai quyét van dé
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nay, ca quy trinh tha tuc va quy trinh thong ké da dugc sir dung trong phan tich dir liéu
nghién ciru nay déu phai dugc kiém tra chit ché. Thir nhat, v& mat thu tuc, c6 su dam
bao rang danh tinh ctia ngudi tra 161 duge an danh va cac cau tra 10i s& khong duoc danh
gi4 12 dung hay sai, do d6 ho chi can tra 10i thang than cho tat ca cac cdu hoi. Thir hai,
vé mit théng ké, hé sé twong quan cua cc bién nho hon 0.90 cho thdy khong c6 van dé
vé kha ning sai 1éch do phuong phap (Lai va Hitchcock, 2017). Do d6, anh huéng khong

dang ké cua kha ning sai 1éch do phuong phap ddi voi két qua da thuce su duoc xac minh.

4.2. Panh gia moé hinh do lwd'ng

Viéc danh gia mo6 hinh do ludng can duoc kiém dinh trude khi kiém dinh cac gia
thuyét & m6 hinh bén trong (mé hinh ciu tric). Dé kiém tra d6 tin cdy ctia mé hinh do
ludng, chung ta can kiém tra cac chi s bao gdm chi sd hé tai nhan t& (Outer Loading)
dé danh gia chit luong va do tin cdy clia quan sat, hé s6 nay phai 16n hon hoic bang 0.7
thi phu hop giit lai mo hinh. O két qua kiém tra chi sb hé tai nhan t6 c6 cac bién TT1 =
0.69, TT2 = 0.653, TT3 = 0.67, TT9 = 0.677 va QH1 = 0.694 déu nho hon 0.7 (Hair Jr
va cong su, 2016), diéu nay ching t6 chat lvgng cua bién quan sat nay khong cao va
ching nén dugc loai ra khéi mé hinh. Sau khi kiém tra lai chi sd hé tai nhan t6 1an hai
thi tic gia phat hién tit ca ca bién déu da hop 16.

Bang 4.2: Két qua chay Hé sb tai ngoai ban dau

HL QH TT YD
HL1 |0.911
HL2 |0.895
HL3 |0.881
QH1 0.694
QH2 0.768
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QH3 0.801

QH4 0.706

QH5 0.843

QH6 0.835

QH7 0.846

QHB8 0.858

TT10 0.757

TT2 0.653

TT3 0.67

TT4 0.715

TT5 0.767

TT6 0.793

TT7 0.789

TT8 0.73

TT9 0.677

YD1 0.766
YD2 0.818
YD3 0.893
YD4 0.835
TT1 0.69

Kiém tra d6 tin cdy Cronbach’s Alpha va d¢ tin cdy tong hop (Composite

Reliability) ciing 1a mdt phan trong qué trinh danh gia mo hinh do luong. Doi voi do tin
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ciy nhat quan bén tron, bang 4.3 mé ta rang cac gia tri Cronbach's Alpha déu cao hon
gia tri ngudng khuyén nghi 1a 0.70 (Hair Jr va cong sy, 2016). Mit khac, két qua trong
cing modt bang ciing chimg minh rang cac gia tri do tin cdy tong hop (Composite
Reliability) cao hon gia tri yéu cau 0.70. Do d6, d6 tin cdy nhit quan bén trong vé
Cronbach's Alpha va d6 tin ciy téng hop duoc kiém dinh va tit ca cac cau trac déu c6
do tin cdy dang ké. Theo Hair va cong su (2016), Gia tri hoi tu (Convergent validity)
chinh 1a viéc cac bién quan sat ctia mot bién tiém 4n c6 tuong quan thuan v6i nhau khong
va su tuong quan thuan d6 manh t&i mic 4o nao. Tac gia do luong tinh hop 1€ cua gia
tri hoi tu bang chi sé phuong sai trung binh dwgc trich xuit (AVE), trong d6 gia tri clia
AVE phai 16n hon 0.50 trude khi nd dugce khrfmg dinh 1a hop I¢. That vay, bang 4.3 cho
thdy rang tit ca cac AVE déu dang ké va 16n hon 0.50. O khia canh khéc, (Hair Jr va
cong su, 2016) cling dé xuit ré“mg gia tr1 hoi tu co thé duoc xac nhan bﬁng chi sb hé tai
nhén td. Theo d6, néu chi sd hé tai nhan t6 cao hon 0.70, hiéu luc hdi tu s& dugc xac
minh. R3 rang, cac két qua trong Bang 4.3 chi ra ring tat ca cic gia trj déu 16n hon 0.70.
Do dé, gia tri hdi tu cua nghién ctru nay da dugc xac nhan.

Bang 4.3: Két qua danh gia mé hinh do ludong

Khéai niém | Bién quan Hé s tai Cronbach’s Qé tin cdy | Phuong sai
nghién ctru | sat ngoai Alpha tong hop trung binh
dugc trich
xuat
TT TT4 0.734 0.873 0.877 0.612
TT5 0.805
TT6 0.837
TT7 0.812
TT8 0.74
TT10 0.76
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HL HL1 0.911 0.877 0.878 0.802
HL2 0.893
HL3 0.882
QH QH2 0.76 0.914 0.921 0.662
QHS3 0.796
QH4 0.72
QH5 0.852
QH6 0.846
QH7 0.851
QHS8 0.861
YD YD1 0.766 0.848 0.854 0.688
YD2 0.818
YD3 0.893
YD4 0.835

Tac gia kiém tra gia tri phan biét thang do vi mé hinh c6 thé xay ra hién tuong
muc c6 lién quan tai cao trén ciu trac dugc xem xét trong khi tai kém trén cac ciu trac
khac. Do d6, nhitng vat thé nay d& dang dugc phan biét véi nhitng vat thé cua cac cong
trinh khac. Dé danh gia tinh hop 1€ cua phan biét, mot sb cach tiép can da duoc su dung,
cu thé 1a tiéu chi ciia Fornell-Larcker (Fornell va Larcker, 1981), tai trong chéo (Cross-
Loading) va ty 1¢ "Di tinh - Pon tinh" (HTMT) (Henseler va cong su, 2014). Dé bat dau,
theo két qua trong Bang 4.4, tiéu chi Fornell-Larcker thong thuong da dugc trién khai va
thdy rang cin bac hai ctia AVE 16n hon cac hé sd tuong quan. Ngoai ra, cic tai trong
chéo ciing duoc kiém tra va két qua trong bang 4.5 chtiing minh rang tat ca cac tai trong
déu co tai trong manh d6i voi cac cau triic tuong tng, trong khi ¢o tai trong yéu ddi véi

cac cau tric khong lién quan. Cudi cung, tiéu chi HTMT duoc gidi thiéu gan day ciing
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dugc kiém tra, trong d6 ty 16 HTMT duogc dé xuat 1a thap hon ngudng 0,90 (Henseler va
cong su, 2014). Trén thuc té, Bang 5 cho théy tat ca cac gia tri déu dap ung ti€u chi thép
hon 0,90. Vi nhitng két qua ndy, gia tri phan biét dugc xac dinh.

Dé kiém tra da cong tuyén, hé s6 phong dai phuong sai (VIF) ciing nén duoc kiém
tra trong qua trinh kiém tra mé hinh do luong, vi da cong tuyén tao ra phuong sai giira
cac bién, do d6 lam giam kha ning du doan sé do phu thudc ciing nhu xac dinh vai tro
turong ddi cua timg bién doc 1ap. Khi da cong tuyén ting, tong luong bién thién duoc giai
thich 1a sé giam. Theo Hair Jr va cong su (2016), cac bién quan sat co chi s6 VIF dudi
ngudng muc 5 14 c¢6 thé duge chip nhan trong nghién ciru. Theo nhu két qua & bang 4.6,

chi s6 VIF déu dudi 5 1a déu duge chip nhan.

Bang 4.4. Tiéu chi Fornell-Larcker

HL QH 1T YD
HL 0.896
QH 0.512 0.814
TT 0.488 0.59 0.782
YD 0.572 0.535 0.431 0.829

Bang 4.5. Hé s6 tai chéo

HL QH TT YD
HL1 |0.911 0.451 0.438 0.53
HL2 |0.893 0.494 0.449 0.524

HL3 |0.882 0.431 0.423 0.481
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QH2 |0.373 0.76 0.448 0.393
QH3 |0.414 0.796 0.471 0.434
QH4 |0.328 0.72 0.385 0.328
QHS5 |0.428 0.852 0.518 0.43

QH6 |0.478 0.846 0.485 0.448
QH7 | 0.477 0.851 0.501 0.523
QH8 |0.403 0.861 0.534 0.465
TT10 |0.366 0.532 0.76 0.334
TT4 |0.353 0.363 0.734 0.312
TT5 |0.362 0.461 0.805 0.298
TT6 |0.431 0.49 0.837 0.434
TT7 |0.382 0.477 0.812 0.324
TT8 |0.39 0.426 0.74 0.306
YD1 |0.493 0.495 0.344 0.766
YD2 |0.421 0.373 0.303 0.818
YD3 |0.519 0.489 0.421 0.893
YD4 |0.45 0.397 0.349 0.835
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Bang 4.6. HTMT

HL QH 1T YD
HL
QH 0.569
TT 0.556 0.653
YD 0.658 0.596 0.493
Béng 4.7. Kiém tra da cong tuyén
VIF
HL1 2.665
HL?2 2.323
HL3 2.278
QH2 1.973
QH3 2.161
QH4 2.323
QH5 3.423
QHG6 2.661
QH7 2.749
QH8 3.24
TT10 1.76
TT4 1.711
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TTS 2.164
TT6 2.268
TT7 2.049
TT8 1.69

YD1 1.553
YD2 2.076
YD3 2.577
YDA4 2.302

4.3. Panh gia md hinh phwong trinh ciu tric

Budc tiép theo sau khi xac nhan mé hinh do luong 13 danh gia mé hinh cu truc.
Diéu nay bao gdm phép do hé sé xac dinh (R?) va hé sb hudng ctia 5000 miu 14y lai bang
quy trinh bootstrapping. Dé tinh p-value ctia cac mdi quan hé, Bootstrapping phan phéi
cac du doan tir N mau. Trong nghién ctru ndy Bootstrapping duoc xac dinh ¢ 5,000 nhu
mic dinh. Nhu trinh bay trong Bang 4.7, viéc danh gia mé hinh cdu tric dua ra ddu hiéu
kiém dinh cac gia thuyét. Két qua cho thiy tiép thi truyén thong xi hoi khong tac dong
tryc tiép ma c6 tac dong gian tiép dén ¥ dinh mua hang cua khach hang. Két qua 13, H1
khong duoc tng ho (p = 0.264 > 0.000). Bang két qua ciing chi ra ring c6 mbi quan hé
tich cuc giira tiép thi truyén thong xa hoi dén su hai 10ng cta khach hang, do d6, H2
duogc ung ho (B = 0.488, p = 0). Sau do, sy hai long cua khach hang c6 su tdc dong truc
tiép dén y dinh mua hang cua khach hang (B = 0.388, p = 0), do d6, H3 dugc ung ho.
Hon nita, két qua cho thay rang tiép thi truyén thong ciing tac dong tich cuc dén quan hé
khach hang (B = 0.59, p = 0), do d6, H4 dugc ing hd. Va cudi ciing quan hé khach hang
c6 tac dong dén y dinh mua hang ciia khach hang (B = 0,297, p = 0,000), do d6 H5 dugc
ung ho.

Két qua kiém dinh muc do R2 cia bang 4.8 ciing cho thay hé sé xac dinh cia mo
hinh ndm & mtrc trung binh yéu do chi sé dudi 0.5 (Hair va cong su, 2013), tuy nhién
cac chi sb ndy van ¢ murc chép nhén duge. Cu thé 1a chi s6 R? diéu chinh ctia HL = 0,236;
QH = 0.346; YD = 0.404, diéu nay cho thiy bién tiép thi truyén thong xa hoi (TT) giai
thich 23.6% sy thay d6i cia bién HL; 34.6% sy thay doi cua bién QH va ca 2 bién HL
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va QH cung giai thich 40,4% su thay doi ctia bién YD. Nhu vay, mirc do giai thich cta
bién doc 1ap 1én cac bién phy thudc 13 trung binh yéu. Sau khi danh gia hé sb xac dinh
(gia tr1 R?) cua céac khai ni€ém ndi sinh thi hé sO tac dong f* dugc sir dung dé do luong
xem khai niém ngoai sinh cu thé bi bo qua khéi mo hinh c6 tdc dong dang ké nao lén
khéi niém noi sinh hay khong. Trong cac gia thuyét, bién H4 co chi sb 2 tac dong 16m
v6i f2 = 0.533, tiép theo sau d6 1a H2 c6 chi sb f2 tic dong trung binh véi 2 = 0.312, H3
c6 chi s6 £2=0.174 va H4 c6 2= 0.088 va hai gia thuyét c6 chi s6 f2 thap nhat, do dé tac
dong cua bién ngoai sinh 1én noi sinh 13 yéu.

Béng 4.8. Kiém dinh Bootstrapping

Gia Mobi Hé s tac P léch P Két qua
thuyét quan h¢ dong () chuén Values
H1 TT->YD |0.067 0.06 0.264 Khong ung hd
gia thuyét
H2 TT->HL |0.488 0.05 0 Ung ho
gia thuyét
H3 HL->YD |0.388 0.052 0 Ung ho
gia thuyét
H4 TT->QH |0.59 0.042 0 Ung ho
gia thuyét
H5 QH->YD |0.297 0.06 0 Ung ho
gia thuyét

Béang 4.9. Banh gia muc do R?
R2 R diéu chinh

HL 0.238 0.236
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QH 0.348 0.346

YD 0.41 0.404

Bang 4.10. Panh gia hé s tic dong 2

f2

HL -> YD 0.174

QH->YD |0.088

TT ->HL 0.312

TT ->QH 0.533

TT->YD 0.005

Hinh 4. Két qua danh gia mo hinh ciu trac

HL1 HL2 HL3
TT10 . P
o000 2000 4 gpo
0.000
HL
TTa 0.488 (0.000) 0.388 (0.000)
0.000
0.000
LICES . coo fn.noo*"
) 0.067 (0.264) q 040¢ NG
0.000 00005
e 0.000
0.000 :
YD
m/ g0 0.590 (0.000) 0.297 (0.000)
TTs

0.000 g.goo U.UOOQHU.UOO p.opp 0.000 0.000

\

QaH2 QH3 QH4 QH5 QHG QHT QHa
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YD2

=3

D3

YD4
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4.4. Két luan

Gia thuyét H1: Khong c6 méi quan hé giita viéc sir dung phuong tién truyén thong
xd hoi (TT) va ¥ dinh mua hang ctia khach hang (YD). Theo nhu két qua phén tich tir
bang 4.7, phan tich SEM véi két qua p-value = 0.264, tiép thi truyén thong xi hoi cua
thuong hiéu Jollibee khong tac dong truc tiép dén y dinh mua hang cua khach hang. Vay
nén, gia thuyét H1 khong duoc ung ho.

Gia thuyét H2: C6 mbi quan hé tich cuc gitta viéc st dung phuong tién truyén thong
xa hoi (TT) va Sy hai long cta khach hang (HL). Qua phan tich mé hinh cau trdc SEM
v6i két qua nghién ctru c6 dugc 1a B = 0.488, gia tri p-value < 0.001 diéu nay cho thiy
tiép thi truyén thong xa hoi c6 tac dong dén sy hai 10ng cua khach hang. Do d6, gia thuyét
H2 duogc ung ho.

Gia thuyét H3: C6 mdi quan hé tich cuc gitta Sy hai 1ong cua khach hang (HL) va
Y dinh mua hang cua khach hang (YD). Két qua tir viéc phan tich mé hinh cau trac cho
thdy rang 1a p = 0.388 va p-value < 0,001, diéu nay chimg minh Sw hai long c6 tac dong
tryc tiép dén y dinh mua hang cua khach. Do do, gia thuyét H3 dugc ung hd.

Gia thuyét H4: C6 mbi quan hé tich cuc giira viéc st dung phuong tién truyén théng
xd hoi (TT) va Quan hé khach hang (QH). Qua phan tich mé hinh céu trac véi két qua
c6 duoce 1a B = 0.59 va p-value < 0.001 diéu nay cho thiy tiép thi truyén thong xa hoi tac
dong truc tiép dén mdi quan hé voi khach hang. Do d6, gia thuyét H4 duoc ung ho.

Gia thuyét H5: C6 mbi quan hé tich cyc gitta Quan hé khach hang (QH) va Y dinh
mua hang cta khach hang (YD). Qua phan tich mé hinh cdu triic v&i két qua cé duoc la
B =0.297 va p-value < 0.001 diéu nay cho thdy méi quan hé khach hang c6 mdi quan hé
tich cyc dén ¥ dinh mua hang ciia khach. Do d6, gia thuyét H5 duoc ung ho.

4.5. Thao luan két qua nghién ciru

Két qua ciia gia thuyét H1 chinh 1a diém khéc biét 16n nhét cia dé tai nghién ciru

nay so vai cac dé tai nghién ctru trude ddy, trong bdi canh nude ngoai & cac nganh khac,

cac nha nghién ctru c6 chung minh rang 2 bién dé cé moi quan hé tich cuc, dién hinh
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trong nghién ctru cua Aji va cong su (2020) vé nganh tra hoac Sharma, S. va cong su
(2020) trong nganh hang may mic. Tuy nhién khi khao sat dugc thyc hién tai bdi canh
thi truong Viét Nam trong nganh thirc an nhanh thi khong c6 tac dong tir tiép thi truyén
thong xa hoi dén y dinh mua hang cta khach hang. Thir nhat, néu xét vé mat 1y thuyét
nén, 1y thuyét tic dong thtr bac (HOE) ciing chi ra rang cac hoat dong tiép thi ctia doanh
nghiép tac dong dén ngudi dung tudn ty qua ba giai doan nhan thic, ¥ thich s thich méi
dén hanh vi mua hang cudi cung, vi thuc té rang ngudi tiéu dung s& mat thoi gian dé dén
budc ¥ dinh mua hang tir mdt thuong hiéu. Thé nén, viéc tiép thi truyén thong xa hoi &
giai doan mot khong tac dong truc tiép dén ¥y dinh mua hang & giai doan ba trong md
hinh th&r bac dugc chip nhan boi 1y thuyét. Tht hai, trong nghién ciru cia Dong D va
cong su (2021) trong nganh dién tir (cu thé 1a dién thoai thong minh) va nghién ctru caa
Wibowo va cong su (2020) nghién ciru vé trang mang x3 hoi noi chung, d6i trong nghién
clru cuia cac tac gia ndy ciing 13 Tiép thi truyén thong xi hoi va Y dinh mua hang cia
khach hang, tuy nhién mé hinh nghién ctru cua céc tac gia khong 1ap luan rang hai d6i
tuong nay c6 sy tac dong truc tiép, ma mdi quan hé cua chung c6 bién trung gian. Thir
ba, trong nghién ctru ctia Kim va cong su (2010) trong nganh thoi trang cao cap, nghién
cliru cua Savitri va cong sy (2022) va nghién ctru cua Aggarwal va cong su (2022) trong
nganh dién tir (cu thé 13 dién thoai thong minh), gia thuyét cua cac tac gia 1a Tiép thi
truyén thong xa hoi c6 tac dong truc tiép va gian tiép dén Y dinh mua hang cua khach
hang, tuy nhién két qua nghién ctru thyc té chi ung ho gia thuyét c6 mdi quan hé gian
tiép va moi quan hé truc tiép giira hai ddi tugng do6 bi tir chdi. Vay nén trong dé tai nay,
gia thuyét H1 duoc bac bo.

Két qua kiém dinh H2 ciing twong dong v&i cac nghién ctru tham khao. Theo
Dwivedi va cong su (2021) ciing da khao sat moi quan hé cia bién tiép thi truyén thong
x3 hoi tac dong 1én sy hai long cta khach hang, va mdi quan hé nay 1a tich cuc. Ong cho
rang viéc str dung phuong tién truyén thong xa hoi 1a mot yéu to du doan day hira hen

deé co dugc khach hang méi, doanh s6 ban hang, su tham gia ctia cac bén lién quan va
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lam ting sy hai 10ng ctia khach hang. Tac gia ndy con dua ra hudng nghién ciru dé xuat
tiép theo sau nghién ciru ctia minh 13 cac cong ty B2B sir dung phuong tién truyén thong
xa hoi khong phut hgp c6 anh hudng tiéu cuc dén sy hai long cta khach hang va danh
tiéng cua cong ty.

Két qua kiém dinh H3 dong thuan viéc su hai 1ong ctia khach hang c6 mdi quan
hé tich cuc dén ¥ dinh mua hang cua khach hang. Hossain va cong su (2018) da ching
t6 khi nghién ctru vé viéc st dung M4 phan tng nhanh (Quick Response Code) trong
viéc kich thich khach hang dit hang truc tuyén nhidu hon, su hai 1ong cta khach hang
qua mi QR c6 mbi quan hé thuan chiéu v6i y dinh mua hang ctia nguoi tiéu dung. Dé tai
ctia Watanabe va cong su (2019) nghién ciru vé mbi quan hé giita ba bién hinh anh cta
hang, sy hai 10ng ctia khach hang va ¥ dinh mua hang cua khach, Két qua cho thay hinh
anh cira hang anh hudng dén sy hai 10ng cua ngudi tiéu dung (B =0.8); va nguoc lai, sy
hai 1ong co tac dong dén ¥ dinh mua hang (B= 0.73). Mbi quan hé giita hinh 4nh cira
hang va y dinh mua hang khong dugc xac nhin. Do do, tac gia da thir nghiém mbi quan
hé trung gian giita cac bién nay, trong d6 bién trung gian 13 sur hai 1ong. V& mit Iy thuyét,
bai kiém tra hoan toan c6 y nghia, vi cac nghién ctru cho thy sy hai long anh hudng tich
cuc dén ¥ dinh mua hang.

Két qua kiém dinh H4 twong ddng véi cac nghién ctru tham khao. Pién hinh 1a
nghién ctru Laksamana, P. (2020). chi ra ring tac dong cua tiép thi truyén théng xa hoi
dén mdi quan hé khach hang 1a rat 16n voi mie ¥ nghia gan nhu 100% (sig. =.000). Do
d6, H1 dugc ho trg. Tuy nhién, mbi twong quan yéu dugc biéu thi bang hé sé tuong quan
boi (R) 45% va chi 20% (R?) ciia mo6i quan hé khach hang c6 thé duoc giai thich bang
tiép thi truyén thong xa hoi. Wibowo va cong sy (2020) thir nghiém thanh cong va cho
thay tiép thi truyén thong xa hoi c6 anh huéng dang ké dén chat luong méi quan hé, do
do, doi voi nguoi quan ly tiép thi vdi tu cach 1a nguoi sang tao ndi dung, trudc tién, ho
phai tao ndi dung hoac thong diép, chéng han nhu két hop noi dung véi mot cau chuyén,

am nhac tha vi, thiét ké bd cuc hodc noi dung giai tri khac, véi muc dich chinh 14 khoi



72

go1 niém vui, su phén khich hoac giai tri ciia khach hang sau khi xem ndi dung tiép thi
cua cong ty. Trong cung nghién ctru khdo sat gitra cac doanh nghiép B2B, Dwivedi va
cong su (2021) ciing cho rang loi ich cua viée stir dung phuong tién truyén thong xa hoi
bao gdm nang cao nhan thirc va truyén dat thuong hiéu tryc tuyén. Cac cong ty B2B ¢
thé str dung phuong tién truyén thong xa hoi dé tao ra gia tri cho khach hang dudi hinh
thire tuong tic v6i khach hang, ciing nhu xay dung va thic ddy cac mbi quan hé voi
khach hang.

Nghién ctru Laksamana, P. (2020) chi ra anh hudng ctia méi quan hé khach hang
dén y dinh mua c6 ¥ nghia thng ké véi sig. =0.000. N6 két luan rang H4 duogc hd tro.
Do d6, mbi quan hé giita hai yéu t6 sau rat manh véi trong quan & muic 63% (R). R? ngu
v rﬁng 39% y dinh mua hang dugc dy doan boi mbi quan h¢ khach hang. Hon nira, nha
nghién ctru Sharma va cong su (2020) nghién ciru ciing do ludng anh hudng cia mbi
quan hé thuong hiéu va khach hang dbi voi y dinh mua hang, két qua cho thdy méi quan
hé c6 y nghia. Cach tac gia nay do luong mdi quan hé khach hang d6 1a cac khia canh da
dugce xem xét tir cac tai liéu, d6 13 niém tin, sy hai long va cam két. Va yéu té hai long

cling da duoc dua vao lam doi tugng nghién ctru cua dé tai nay.

Tém tit chwong 4:

Trong chuong 4, tac gia tién hanh kiém tra thong ké mé ta, danh gia mé hinh do
ludng va kiém dinh mé hinh cdu tric baing SEM Smart PLS dé ching minh cho cac gia
thuyét trong dé tai. Kiém tra danh gia mo hinh do ludng cho thay trong 25 bién quan sat,
chi c6 20 bién c6 hé sb tai ngoai phu hop. Sau khi kiém dinh gia thuyét bang SEM, két
qua cudi cung cho thay chi c6 cac gia thuyét H2, H3, H4, H5 dugc ing ho, gia thuyét H1
la “Cé méi quan hé tich cuc giita viéc tiép thi truyén théng xa héi va y dinh mua hang
ciia khach hang” khong dugc ung ho, do p-value = 0.264. Tir két qua nghién ctru cla
chuong 4, tic gia dua ra dong gop vé mat 1y thuyét cia nghién ctru, ham ¥ quan tri, han

ché va hudng nghién ciru tiép theo trong chuong 5.
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CHUONG 5: KET LUAN VA HAM Y

Chuong 5 ham ¥ cac két qua do ludng, cac két qua tir mo hinh nghién ciru, trén
co s do do, ham y quan tri Marketing ctia cong ty Jollibee Viét Nam noi riéng va céc
nha quan tri Marketing linh vic D4 an va thirc uéng (Food and Beverage) noi chung.
Tiép theo 1a nhitng han ché ctia nghién ctru ddng thoi goi mé cho cac hudng nghién ctiru

tiép theo. Sau cung 14 két ludn.

5.1. Tom tat két qua nghién ciru

Pé tai nghién ctru nay dugc thuc hién thong qua viéce ké thira cac bai nghién ctru
khoa hoc trudc do gitra tiép thi truyén thong xa hoi anh hudng truc tiép va gian tiép dén
¥ dinh mua hang trong nganh hang thirc an nhanh, cu thé pham vi nghién ctru 1a céng ty
Jollibee Viét Nam. Tuy viéc tiép thi vé san phém, dich vu cua doanh nghi¢p trén nén
tang truyén thong xa hoi cu thé nhu Facebook, Zalo, Tiktok, Youtube,... dién ra ngay
cang nhiéu trong thoi diém hién tai nhung riéng v6i nganh thirc in nhanh tai Viét Nam
thi chua c6 dé tai nghién ctru nao chinh thirc cho van dé nay, day chinh 1a Iy do thuc hién
nghién clru cua tac gia.

Dua trén co s& 1y thuyét Tac dong thir bac (HOE) va cac nghién ctru lién quan, tac
gia dé xuat mo hinh nghién ctru gdm bdn ddi tugng chinh: Tiép thi truyén théng xa hoi,
Sur hai 10ng cua khach hang, Méi quan hé khach hang, Y dinh mua hang. Ca gia thuyét
dugc 1ap luin dé dua dén hai ciu hoi nghién ctru chinh: tiép thi truyén thong xa hoi co
tac dong truc tiép hodc co tic dong gian tiép thong qua bién trung quan dén y dinh mua
hang cia khach hang khong.

O chuong 3, tac gia tap trung vao viéc thiét ké nghién ctru cac budc dé lam rd hon
vé dé tai ciia minh. Phuong phap nghién ctru cila dé tai nay 1a Thao luan nhom tap trung
va nghién ctru dinh lugng. V61 phuong phap thao ludn nhom tép trung, tac gia thu thap
y kién tir nhan vién va khach hang cua Jollibee Viét Nam dé hiéu chinh céc thang do cho
pht hop voi bdi canh thi truong Viét Nam. V&i phuong phap nghién ctru dinh luong, tac

gia thu thap va sang loc lai dugc 350 téng s6 mau hop I¢€. Vi¢c phan tich nghién ctru va
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danh gia dugc dya trén cac chi s6 Cronbach Alpha, d0 tin cay téng hop, hé s tai ngoali,
gia tri hoi ty, gia tri phan biét, da cong myén, kiém dinh R2 va f2 trong quy trinh kiém tra
Bootstrapping.

Khi kiém dinh mé hinh do ludng dé kiém tra d6 tin cay va chat luong cac bién quan
sat, hau hét cac nhan t6 déu duoc gitra lai, loai di 5 bién quan sat c6 do tin cay thép do
hé sb tai ngoai thap hon 0.7. Két qua phan tich SEM cho thay két qua ctia nhan t6 khong
tac dong truc tiép dén nhan t Y dinh mua hang (p = 0.264 > 0.000) ma sé& tac dong qua
cac nhan t Sy Hai 1ong ctia khach hang va Mdi quan hé khach hang. Va bang két qua
4.7 cling cho thiy tac dong cua tiép thi truyén thong xa hoi dén bién quan hé 13 nhiéu
nhat (B = 0.59, p = 0).

Tir két qua trén, tac gia ciing dua ra dong gop 1y thuyét nghién ciru, ham ¥ quan trj
va hudng nghién ctru tiép theo nhu thé nao cho dé tai nay.

5.2. Pong gop 1y thuyét caa nghién ciu
Nghién ctru cua tac gia c6 dong gop nhit dinh vé mit 1y thuyét trong nghién ctru
¥ dinh mua hang cua khach hang théng qua viée tiép can dén cac thong tin mang x3 hoi

trong linh vuc thirc an nhanh tai Viét Nam:

Tuong tu cac nghién ctru di trude nhu nghién ctru cia Dwivedi va cong sy (2021),
Wibowo va cong su (2020) va nghién ctru dinh tinh cia Emmanuel va cong su (2022)
cho ring c6 su tham gia ctia ca hai bién S hai long va Mbi quan hé v6i khach hang trong
qua trinh tac dong cta Tiép thi truyén thong x4 hoi dén Y dinh mua hang, két qua nghién
ctru dinh luong cua tac gia bo sung thém vai trd trung gian cia sy hai long trong qua
trinh tac dong dén ¥ dinh mua hang cta khach trong nghién ctru vé viéc tiép thi truyén
thong xa hoi trong nganh thirc an nhanh, truong hop cong ty Jollibee Viét Nam. Piéu
nay chtg minh rang trong giai doan tht hai ctia M6 hinh 1y thuyét thir bac cua tac dong,
y thich, su va thich va niém tin duoc do luong béng su hai long va mbi quan h¢ khach
hang. Pay dugc xem la dong gop mdi trong cac mo hinh tac dong dén y dinh mua hang

cua khéach hang n6i chung.
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Tuy nhién v6i két qua nghién ctru ciia tac gia, gia thuyét tiép thi truyén thong dén
¥ dinh mua hang cta khach khong duoc ung ho, va cac gia thuyét khac tuy duoc ung ho,
nhung hé sé R2 khong du cao dé néi cac mdi quan hé nay co sy tac dong 16n dén ¥ dinh
mua hang cua khach, cu thé 1a chi s6 R2 diéu chinh ciia HL = 0.236; QH = 0.346; YD =
0.404, diéu nay cho thiy bién tiép thi truyén thong xa hoi (TT) giai thich 23.6% sy thay
d6i ciia bién HL; 34.6% su thay ddi ctia bién QH va ca 2 bién HL va QH cung giai thich
40,4% sy thay ddi ctia bién YD, phan trim con lai duoc giai thich bai phan du gdm cac
bién doc 1ap ngoai mo hinh va sai s6 ngau nhién. Dbi vdi viée gia thuyét 1 khong duoc
ung ho co6 thé giai thich bang Iy thuyét thi bac tac dong (HOE). Khach hang duoc tiép
thi truyén thong xa hdi theo tung thir bac, tir viéc nhan thiuc vé thuong hi¢u, hinh thanh
y thich, s thich, niém tin r6i mdi dén ¥ dinh mua hang. Trong 1y thuyét ndy, & giai doan
Y thich va s& thich (Affective) 1a khi khach hang hinh thanh cam xuc vé thuong hiéu, vi
vay day khong phai 1a luc thuong hi¢u nén tap trung vao loi ich chltc nang (functional
benefit) ciia san pham hozc dich vu nhu vu diém cta san pham, céng dung ctia san pham,
thay vao d6, thuong hiéu nén ¢ ging tao ra sy hip din vé loi ich cam xuc (emotional
benefit) gdm nhitng gi tri, cam xuc, long tu trong hodc 16i sdng cua khach hang. Bén
canh d6, cac két qua R? thap kha ning cao bén canh tiép thi truyén théng, con nhiéu yéu
t6 khac anh huong dén y dinh mua hang ctia khach, dac biét thoi gian khao sat duoc thuc
hién gan day khi nén kinh té va bdi canh xa hoi Viét Nam dang c6 nhiéu bién doi, tinh
hinh tai chinh, chi tiéu cia nguoi dan ciing thay ddi theo. Két qua SEM tir nghién ciru
clia tic gia noi 1én rang sy hai 10ng ciia khach hang c6 thé ting 1én do cac thong tin gay
su vui vé, himg thu d6i voi khach hang, thuong hiéu cho phép khach hang tu do chia sé
cac thong tin dén nguoi than cia ho va dac biét cac tuong tac trén mang xa hoi cua
thuong hiéu phai rd rang va thiu hiéu nhu cau ctia khach. Dé tai da ching minh dugc Ly

thuyét thir bac cia tic dong ap dung vao thyc té nhu thé nao.
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5.3. Hamy quan tri

Trong bdi canh canh tranh ngay cang cao gitta cac thuong hiéu thirc an nhanh voi
nhau, va ca sy canh tranh vé thirc n nhanh va cac d6 an truyén théng Viét Nam, nha
quan tri Marketing Jollibee Viét Nam phai lam sao dé ning cao y dinh mua hang cua
khach hang, tir d6 nang cao doanh thu va loi nhuan ctia doanh nghiép. Vi két qua trinh
bay & chuong 4, tac gia xac dinh cac tac dong truc tiép va gian tiép dén vé6i ¥ dinh mua

hang cua khach. Duya trén co s¢ nay, cac ham y quan tri dugc dic két nhu sau:

- V& viéc tiép thi truyén théng xa hoi: Theo nhu két qua tac dong cua cac bién quan
sat, bién TT6 (T6i dé dang dwa ra ¥ kién cia minh trén trang mang xa héi ciia
Jollibee) va bién TT7 (Ngi dung trén trang mang xd héi ciia Jollibee la théng tin
mdi nhdt) c6 chi sb Mean 3.77 cao nhét trong tat ca cac bién quan sat Tiép thi
(TT), diéu nay chimng to trang mang xa hoi khong tao ra rao can cho khach hang
vé viéc dua ra ¥ kién c4 nhan ctia minh ma thiic dy cac tuong tac cang nhiéu giira
khéach hang va thuong hi¢u. Trang mang xa hoi cua Jollibee con dugc danh gia

tiép thi san pham va dich vu ctiia minh c¢¢ tinh xu hudng.

Nhu vy, giita vo van cac thong diép truyén thong ma khach hang tiép can mbi
ngdy, nha quan tri cdn chu y cc bai ding thong tin san phim va dich vu truyén
thong trén mang xd hoi can thu hut khach hang, c6 thé théng qua hinh anh thiét
ké bat mat thu hit va sang tao, ndi dung bai ding cé tinh kéu goi hanh dong va
phu hop véi dinh vi thuong hiéu, tiy vao mdi trang mang x3a hdi thi c¢6 ndi dung
hozc hinh thirc bai dang tiép thi phu hop. Tinh xu huéng & day chinh 1a thuong
hiéu c6 thé theo kip nhu cau hodc nhitng mbi quan tdm cia xa hoi, do dé dung
dudi goc d6 nha quan tri can tiép thi thong tin san pham dung thoi diém, loi dung
viéc cac van dé xa hoi d6 duoc day cao trao, vi du vao cic thoi diém thang 5 khi
cac phu huynh, hoc sinh quan tam van dé to chirc tiéc bé giang, nha quan tri

Marketing can tiép thi nhitng g6i dich vu Pon hang 16n hoic Mua cang dong,
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cang nhiéu vu dai,... hoic thoi diém hé thi c6 thé tap trung truyén thong cac moén
trang miéng, mon gidi khat. Bén canh do, su tuong tac va tiép thi c4 nhan hoa
cling can duoc cha trong, khi khach hang ho khong chu dong chia sé cac thong
tin c4 nhan cia minh, thi thwong hiéu can cha dong quan tim, twong tac dén khach
hang bang cach lién tuc goi nhd vé nhu ciu an bén ngoai, nhu cau an voi ban be
va gia dinh, nhu ciu giai tri v6i gid tién hop 1y. Trén nén tang Facebook, chi sd ti
1¢ phan hdi (responsive rate) do ludng xem nguoi quan 1y Trang cia thuong hiéu
phan hoi tin nhin va binh luan nhanh chéng va thudng xuyén dén mirc nao. Néu
thuong hiéu c6 ty 16 phan hdi cao va thoi gian phan hdi nhanh, nhitng nguoi truy
cap Trang cua thuong hiéu s& thiy huy hiéu rat nhiét tinh tra 10 tin nhan. Cudi
cung, nha quan tri cling phai rit quan tdm dén phuong thic chay quang céo nao
s€ tiép can dén khach hang muc ti€u trén mang xa hoi. Vi du muyc tiéu cua thuong
hiéu mudn tiép thi san pham méi ciia minh dén cang nhiéu khach hang cang tét,
thwong hiéu nén mua quang céo dudi phuong thirc Tiép can va tan suit (Reach
and Frequency), con néu muc tiéu cua bai dang tiép thi can nhiéu sy tuong tic
ctia khach hang, thuong hiéu c6 thé cin nhic mua quang céo phuong thirc Tuong
tac (Interaction). Muc tiéu ctia viéc tiép thi truyén thong xa hoi 1a lam ting su hai

1ong ciia khach hang va cai thién méi quan hé v6i khach hang.
V& Su hai long cua khach hang:

Theo két qua phan tich SEM, tiép thi truyén thong xa hoi tac dong tich cuc dén
su hai long cua khach hang (f = 0.488, p-value < 0,001) va sy hai long c6 tac
dong tich cuc dén y dinh mua hang cua khach hang (B = 0.388, p-value < 0,001),
c6 thé hiéu rang khi khach hang cang hai long vé cac thong tin duoc tiép thi va
hai 1ong vé cac tuong tac trén cac trang truyén thong xa hoi, kha nang ¥ dinh mua
hang cta ho s& ting thém. Chi s6 R2 diéu chinh cua bién TT giai thich duoc 23.6%

bién thién, do dé can quan sat thém con bién tiém an nao tac dong dén bién HL
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nita khong. Ping dudi géc d§ nha quan tri, viéc tim hiéu sy hai long cua khach
hang dén tir ddu va mirc d6 sy hai 1ong ctia khach hang nhu thé nao rat quan trong.
Pé tim hiéu vé sy hai 1ong ctia khach hang, nha quan tri c6 thé thuc hién cac khao
sat tai cura hang, hodc cac nghién ctru dinh tinh/dinh lugng dé biét duge khach
hang c6 dang hai 10ng vé san phdm cua minh khong, ho c¢6 hiéu gi vé cac thong

di€p quang céo cua minh va ho c6 hai long vé cac thong tin do khong.

Vé Méi quan hé cta khach hang trén nén tang truyén thong xa hoi, két qua cho
thdy rang tiép thi truyén thong xa hoi tic dong manh nhat dén mdi quan hé véi
khach hang (B = 0.59, p-value < 0,001), va tir mbi quan hé khach hang tac dong
tich cuc dén ¥ dinh mua hang cua khach hang (B = 0.297, p-value < 0.001). Chi
s6 R? diéu chinh cua bién QH 1a R2=0.346, nghia 1 bién TT giai thich duoc 34.6%
bién thién cua bién QH. Két qua Mean ndi bat & bién quan sat QH8 (CAc trang
mang xd hoi ciia Jollibee khong bao gio lam téi that vong) véi gia tri trung binh
cao nhit trong nhém nhén t6 QH 1a 3.75. Mbi quan hé véi khach hang con duoc
thé hién khia canh trang mang xa hoi Jollibee thau hiéu khach hang nhu thé nao,
va théng qua cac thong tin tiép thi, khach hang hiéu nhu thé nao vé cac thong tin
minh duoc tiép thi va ¢ twong tac nhu thé nao trén trang mang xa hoi Jollibee.
Nha quan tri cAn ndm bét thong tin ndy va dau tu nhiéu hon vio trang mang xa
hoi, bao gdm viéc cung cap cac thong tin chan thit vé san phdm dé ting do tin
tuong cia khach hang, chu dong tiép nhan cac phan hdi tich cuc va tiéu cuc dé
thé hién thanh ¥ va sy quan tim cta thuong hiéu dén khach hang, ting nhan su
Cham soc khach hang trén cac trang truyén thong xa hoi dé dam bao khong bo 16
cac tuong tac voi khach hang.

Vé ¥y dinh mua hang cua khach hang, tir bang két qua 4.8 cho thay Y dinh mua

hang bi tac dong truc tiép boi hai bién Sy hai 1ong cta khach hang (B = 0.388, p-
value < 0.001) va Mbi quan hé ciia khach hang (B = 0.297, p-value < 0.001). Chi
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sO R2 diéu chinh ctia bién YD R2 = 0.404, diéu nay cho thay ca 2 bién HL va QH
cung giai thich 40.4% su thay doi ctia bién YD. Trong tt ca cac quan sat cia bién
YD, bién YD1 (Twong tic véi trang mang xd hoi Jollibee gitip téi dwa ra quyét
dinh sdang suét hon trudc khi mua san phcfm va dich vu cua hg) c6 chi s6 Mean
cao nhat 3.68, diéu nay cho thiy khach hang dya vao cac thong tin tiép thi trén
mang dé can nhic c6 nén mua hang cta thuong hiéu nay hay khong. Pung dudi
goc d6 cua nha quan tri cAn xem xét va xay dung lai hanh trinh mua hang cua
khach hang tir Iic khach hang hai long dén khi khach hang c6 y dinh mua hang
bﬁng cach cung cép thém nhiéu “tién ich” trén céc trang mang xa hoi, vi du nhu
tinh nang danh muc mua hang trén Facebook (Facebook Shop), cac nat kéu goi
hanh dong (Call-to-action Button) trén Facebook, Zalo, bd sung cac diém tiép cin
(accessing point) v6i khach hang nhu cac dudng lién két dan dén trang mua hang

(website), trang tai tng dung doanh nghiép hoic sb hotline ctia doanh nghiép.

Nhin & goc do tdng quan tir mo hinh nghién ctru hinh 2.7 va mé hinh céu trac
hinh 4 ta thiy dugc viéc tiép thi truyén thong xi hoi trén trang Jollibee dang tac dong
manh dén Su hai 10ng cta khach hang va Mi quan hé cta khach hang (giai doan nhan
thirc - cognitive), tuy nhién tir giai doan S¢ thich va y thich (affective) tré di, su tac dong
tir bién Sy hai long va bién Mdi quan hé cua khach hang dang bi giam dan, chi sb beta
(B) ctia 2 bién nay tac dong 1én bién Y dinh kha yéu. Tur dy tac gia thdy dugc su nht
quan cua dé tai nghién ctru cia tac gia so véi nghién ctru doc 1ap ciia cong ty Jollibee
Viét Nam (2021). Nghién ctru ndy noi rang ti 1& chuyén doi tir khach hang nhan thirc
thuong hiéu sang khach hang mua hang va dung thir dang & murc thap, két qua duoc chi
ra trong bang 5. Ptng dudi goc do nha quan tri Jollibee Viét Nam, ta can phai cai thién
cac hoat dong 1am ting su hai long ctia khach hang va thiic day mbi quan hé vai khach
hang mot cach tt hon trén kénh tiép thi truyén thong xa hoi, tir d6 1am ting ¥ dinh mua

hang cia khach hang.
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Bang 5: Khao sat Strc khde thuong hi¢u Jollibee 2021
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5.4. Han ché cia dé tai va hwéng nghién cieu tiép theo

Phuong phdp chon mau cta nghién ctru la thuan tién phi xac suat, hon nita chi

duoc thuc hién trén dia ban TP. HCM véi sb mau khao sat 1a 350 nguoi. Mac du ti 1€

ngudi theo ddi trang Facebook cua Jollibee Viét Nam dén tir TP. HCM 14 cao nhit véi

xap xi 25% (s liéu tir trang fanpage chinh thirc cua Jollibee Viét Nam) nhung nghién

ctru van nén dugc tién hanh khao sat tai cac tinh thanh khac nhau dé nghién ctru mang

tinh dai dién cho toan quoc, cling nhu 1a nghién ctru nén dugc thyc hién rong hon cho ca

toan nganh thirc an nhanh hon 1a mét thuong hiéu.

Huéng nghién ctru tiép theo cua dé tai:

Dé tai nghién ctru tiép theo c6 thé kiém tra lai mdi quan hé giita hai bién Tiép thi
truyén théng x4 hoi va Y dinh mua hang c6 su tac dong truc tiép hay khong. Theo
nhu cac nghién ciru trude day cua Aji va cong su (2020) va Sharma va cdng su
(2020), hai bién nay c6 mdi quan hé véi nhau, mic du bdi canh, pham vi va nganh
hang cua hai nghién ctru nay khac voi bbi canh, pham vi va nganh hang tac gia
dang nghién ctru. Vay nén, huéng nghién ctru mdi c6 thé kiém ching lai mbi quan
hé cua tiép thi truyén thong xa hoi va y dinh mua hang trong nganh hang thirc an
nhanh tai Viét Nam.

DPutng dudi goc d6 tac dong dén y dinh mua hang ctia khach hang, thiét ké nghién
ctru voi mau 16n hon cho ca toan nganh thirc &n nhanh néi chung. Va trong mo

hinh nghién ctru cua tac gia, trong tuong lai c6 thé do ludng sy tic dong ciia yéu
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t6 Mbi quan hé ctia khach hang 1én sy hai 1ong ctia khach hang, gibng nhu nghién
ctru ma Wibowo va cong su (2020) da thyc hi¢n. Nguoi thyuc hién nghién ctru co
thé bd sung vao trong md hinh cic bién bac hai cua tiép thi truyén thong xa hoi
nhu tinh giai tri, tinh tuong tac, tinh xu hudng, tinh ca nhan héda va sy quang cao
dé thy rd hon cac yéu t6 nao anh hudéng dén ¥ dinh mua hang ctia khach hang
manh m¢ hon.

Pung dudi goc 6 doanh nghiép, nha nghién ciru c6 thé thyc hién nghién ctru tim
hiéu méi quan hé giira tiép thi truyén thong xa hoi dén hiéu suit doanh nghiép.
Dién hinh mot vai nghién ctru trude day da duogc thyuc hién boi Chatterjee va cong
su (2020), Tajudeen va cong su (2018) hay Tarsakoo va cong su (2020),... da
chirng minh c6 mot tac dong tich cuc gian tiép hoac truc tiép tur viéc tiép thi truyén
thong xa hoi dén hiéu suat doanh nghiép. V&i hudng nghién ctru nay, ddi tugng
nghién ctru 1a Hiéu sudt doanh nghiép, bao gdm céc yéu té vé thi phan, doanh thu
va loi nhuan doanh nghiép va dbi tuong khao sat chinh 1a cac nha quan tri. Véi
huéng nghién ctru ndy, vai tro cua viée tiép thi truyén thong x3 hoi s& ngay cang

dugc cac doanh nghiép chu trong.
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Hinh 2.2. M6 hinh nghién ctru cua Dwivedi va cong su (2021)
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Viéc st
dung
TTXH

Truyén
miéng
truc tuyén

Hinh 2.4. M6 hinh nghién ctru ctia Tajudeen va cong su (2018)

Béi canh céng nghé

Loi thé quan hé
\
AN

Kha ning twong thich \
\
Chi phi

Sy dam bao cdu tric I

\

HO9

Danh tiéng
thwong hiéu

Viée sir dung
TTXH

N

H
3
5

Sur dung cho
Marketing

93

HY

Sw trung
thanh cua
khach hang

Y dinh
mua hang

H7

Tac déng dén té chire

Str dung cho Quan
hé khach han;

B
AN
- - us ///
Boi canh to chire /
/]
< /)
Su hé tro tir ban /
lanh dao 7 /
/‘ H8
Dinh hudng t6 chirc _/"
/

B6i cinh méi truomg |

: /
Ap lyc thé ché

Hinh 2.5. M6 hinh nghién ctru cua Wibowo va cong su (2020)

Str dung cho Viée
tim kiém thong tin

‘ Tac dong dén viée
giam chi phi

Tac dong dén moi quan
hé véi khach han

‘ Téac dong dén viée truy
cép théng tin
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B

tiep thi

it
s >

Hanh dong

Chét lugng
moi quan hé

oy -~

\W Trai nghiém

/ khach han ‘
N - A g’ P2

= o =

A

S

mua hang

Y dinh

Hinh 2.6. M6 hinh nghién ctru cua Laksamana, P. (2020)

= Y dinh mua hang
Mébi quan hé
khach hang H4
= HI oS Ty
Tiep thi TTXH ~~.than mat_.-
- tin tuong. - HS
Su trung thanh
H3 vdi thuong hiéu

Hinh 2.7. M6 hinh nghién ctru cta tac gia
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\
\

S hai long cua
H2 khéch hang vé céc
trang TTXH

Tiép thi —
truyén thong Hi . Y dinh

H3

x4 hoi mua hang
R Moi quan hé s
khach hang trén
cac trang TTXH
Cognitive Affective Conative

Hinh 3.1. Thiét ké nghién ctru

Muc tiéu nghién ctru

Co s6 1y thuyét Thang do nhap
Thang do chinh Thao luan nhém

Danh gia so b thang do
(Cronback Alpha, phan tich
nhan t6 kham pha)

Phan tich SEM bing Amos
(Kiém dinh mo hinh, kiém tra
gia thuyeét)

Viét bao cao

Hinh 4. Két qua danh gia mé hinh cau trac
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HL1 HL2 HL3

0.000

0.000

0.488 (0.000) 0.388 (0.000)

14 YD1
v
: YD2
0.067 (0.264)
— YD3
s YD4
Tr7 0000 0.590 (0.000) 0.297 (0.000)

QH 0.000
0.000 0000 00 0.000 U-UDU\UTD\‘\‘
QH2 QH3 QH4 QHs QHé QH7 QHs

Bang 5: Khao sat Ste khoe thuong hiéu Jollibee 2021 (Ngudn: Jollibee Viét Nam)

FASTFOOD _
HCM Hanoi
BRAND HEALTH FUNNEL
N =100 N =100 Legend:
o BUMD in P3M ] 9% Bof i 100% #f Loyaly Rate
@ Usedin PIM - stnzr;as: | 100% ='n5r=!1 PIM Repeat Rate
Joliibee Used in P3H [ 1 | | 13% PaM Repeat Rate

: 8% p>)
Usedin PIY 9 o E : 16% PIY Trial Rate
TOM | Total Spon. | Total Aware 4|26 |78 115 |49
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PHU LUC 2: TONG HQP CAC BAI NGHIEN CUU TRUOC PAY
Bang 2.1. Tong hop cac nghién ctru da tham khao

Bién _, _ Bién
Bién trung gian
g doc lap phu thudc
0 14
. Bai bao (tam dich tir | Ti¢p thi Su hai , o .
thr Nguon _, . Moi quan hé| M0 hinh Ly thuyét
tén tiéng Anh) truyén | long cua Y dinh
tu R 3 ) cua .
thong xa | khach . |muahang
. khach hang
hoi hang
Anh huéng cua hoat
dong tiép thi truyén
N _[thong xa ho1 trén
Aji, P. wva . _ ,
Instagram do61 véi y Ly thuyét
1 |cong su,| . X X o
dinh mua hang: Bang tam ly
(2020)
ching tor nganh tra
ubng lién cua
Indonesia




Tajudeen va
cong s,

(2018)

Hiéu tic dong cua
viéc sit dung phuong
tién truyén thong xa

ho1 gitra cac to chuc
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M6  hinh

: Cong nghé

7l- To6 chtc -

Moi truong

Tarsakoo va
cong su,

(2020)

Cac khia canh cua kha
ning tiép thi truyén
thong xa hoi va dong
gop cua ching vao
hi€éu qua kinh doanh
cua cac cong ty ¢ Thai

Lan

Ly thuyét

Quan diém

dua trén

nguon luc

Dwivedi va
cong su,

(2021)

Su chép nhan, st dung
va tac dong cua
phuong tién truyén
thong x4 hoi trong bdi
canh tur doanh nghiép
dén doanh nghiép

. |tam ly

Ly thuyét

,

o tuong tac




(B2B): Mot dénh gia

tai liéu hién dai
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Hanh vi cua khach

hang nhu mot két qua Ly thuyét
) _|cua tiép thi truyén . khuéch tan
Wibowo va ) ) . 2. :
thong xa hdi: Vai tro : o do1 mo1 va
cong su, o | L
cua hoat dong ti¢p thi Md  hinh
(2020) ‘ | ,
truyén thong xa hdi va chap nhan
trai nghi¢m cua khach cong nghé
hang
Céc hoat dong truyén
thong xa hoi va anh Ly thuyét
_|hudng cua no dbi véi hanh dong
Sharma  va| _
moéi quan hé gitra hop ly va
cong su, .
khach hang va thuong Ly thuyét
(2020) ) ) X .
hiéu: Mot nghién ctru hanh vi co
thuc nghiém vé hoat ké hoach

dong cia cac nha ban




1¢ hang may mic ¢ An

bo
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Emmanuel,
va cOng su,

(2022)

Phuong tién truyén
thong x4 hoi va mbi
lién hé cua no6 vo1 hi¢u
qud kinh doanh -

Danh gia tai licu

Laksamana P.
(2018)

Tac dong cua tiép thi
truyén théng xa hoi
dbi voi ¥ dinh mua
hang va long trung
thanh  xay  dung
thvong hiéu: Bing
chirng tr nganh ngan

hang Indonesia

H1

oo |Ly  thuyét

thtr bac cua

= |tdc dong

Nwokah va
cong su,

(2018)

Quang cao truc tuyén
va su hai long cua

khach hang dbi voi

Ly thuyét
su hai long

tuc thi




cac cong ty ban 1¢ dién

tor & Nigeria
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Tac dong cua tiép thi

truyén thong xa hoi

10 Kim A. J. &|cua thuong hiéu thoi
Ko E., (2010) |trang cao cap dén mdi
quan hé khach hang
va y dinh mua hang
, (=) .
Prasad va|Quyét dinh mua hang \”\""/m (; Ly thuyét
11 |cOng su,|cta thé hé Y trén méi td chirc hoc
(2019) trudng truc tuyén tap
Tiép thi dén
Millennials: Tiép thi Khuén khé
Dash va cong ‘ )
12 4.0, sy hai long cua | Marketing
su, (2021) _ e, D
khach hang va y dinh 4.0

mua hang




Watanabe va

Anh hudéng cua van

hoa, danh gid hinh anh
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Ly thuyét

_|hanh v

13 |cong su,|cra hang va sy hai o
. _ nguoi tiéu
(2019) long dén y dinh mua i
ung
hang tai si€u thi
Do luong nhan thtc
cua nguoi tiéu dung
Yadav va|vé cac hoat dong tiép ,
_ . _ Ly thuyét
14 |cong su, |thi truyén thong xa hoi o
tam ly
(2017) trong nganh thuong
mai dién tir: Phat trién
va xac nhan quy mo
o |Quan ly quan hé
Krasniqi  va| . )
khach hang trong qua
15 |cong su, .
trinh quyét dinh mua
(2021)

hang




Cosgrave va

Cac tiéu chuan dao

duc va nhan thac vé
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16 |cong su,|Quan 1y quan hé
(2020) khach hang cua nguoi
tiéu dung thé hé Y
Anh huong cua kha
) _|nang tiép thi s6 dén Ly thuyét
Nuseir va _ .
nang cao hi¢u qua Quan diém
17 |cong su, | L
kinh doanh: Vai tro dua trén
(2022) | ‘
trung gian cuia quan ly nguon luc
quan hé¢ khach hang
Vai trd cua Tiép thi
truyén thong xa hai, o .
. Ly thuyét
Ketaren ~ va|Quan hé khach hang, _‘
18 _ hanh dong
cong sy Long trung thanh véi
hop 1y

thuong hiéu va truyén

miéng truc tuyén doi




v61 y dinh mua hang

cua nguoi tiéu dung
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19

Laksamana P.

(2020)

T61 s€ luon theo ban:
kham pha vai tro cua
mdi quan hé khach
hang trong tiép thi

truyén thong xa hoi

. |Ly thuyét

hanh dong

gt ho,p l}',

Emmanuel va

Phuong tién truyén

thong xa hoi, kha nang

20 |cong su,| .
kinh doanh va hiéu
(2022) , o
suat: Banh gia tai liéu
Vai trd cua tiép thi
Savitri va|truyén thong x3 hoi va N ’ '
21 |cong su,|hinh anh thuong hi¢u = “ i
(2022) ddi véi ¥ dinh mua R

dién thoai thong minh




22

23

Hakim
cong

(2017)

Hossain
cong

(2018)

va

Su,

va

Sy,

Anh huong cta quan
Iy quan h¢ khach
hang, gia tri thuong
hiéu, chat lugng san
phém cam nhan, gia
cam nhan déi véi gia
tr1 khach hang va y
dinh mua  hang
(Nghién ctru vé bong
den Philips ¢ Batam)

Xem x¢ét tdc dong cua
mi phan hdi nhanh
dén y dinh mua hang
va sy hai long cua
khach hang trén co s&

dong cdm nhan
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M6  hinh
Kich thich
— Chu thé -
Phén hoi




Aggarwal va

Tac dong cua céc hoat
dong tiép thi truyén
thong xa hoi ddi véi y
dinh mua hang thong

qua cac yéu to thuc

106

Ly thuyét

, . - |xa ho1 hoda
24 |cong su|day vOn chu s¢ hitu o
nguol tiéu
(2022) cua khach hang: Mot i
. ung
nghién ctru dién hinh
thuc nghi¢m vé céc
thuong hi€u dién thoai
théng minh
Dau tranh cho y dinh
mua hang tich cuc cua A .
. S M6 hinh
Dong D wvajnguoi tiéu  dung: ] ]
, . |Kich thich
25 |cong su|Nghién ctru so sanh I ,
. . s [— Chu theé -
(2021) gitta hai ky thuat tdm e .
Phan hoi

ly dé dat duoc thanh

cong va tinh bén viing
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cho doanh nghiép k¥

thuat sb
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PHU LUC 3: THANG PO GOC

Tén Thang do gbc Nguédn
Trang mang xa hoi (TT)
TT1 Interacting this brand’s Instagram is fun Aji, P., Nadhila, V., &
Sanny, L. (2020)
TT2 Content of this brand on Instagram is
Interesting
TT3 This brand’s Instagram enables information
sharing with others
TT4 It’s easy to deliver my opinion through this
brand’s Instagram
TT5 [ The content shared tin Instagram of this
brand is the newest information
TT6 Interacting with this brand’s Instagram is
trendy
TT7 This brand’s Instagram provide the
information that | needed
TT8 | can easily obtain information that | need
thanks to the directions on this brand’s
Instagram
TT9 | like the ads that this brand has published
on Instagram
TT10 | Instagram ads of this brand positively affect
my attention for the brand)
Su hai long ctua khach hang (HL)
HL1 | was very satisfied while using the QR
code
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HL2 | feel positive attitude while using QR | Hossain, M. S., Zhou, X.,
codes for shopping & Rahman, M. F. (2018).
HL3 My interaction with the QR code was very
satisfying
Mdi quan hé khach hang (QH)
QH1 |1 would feel comfortable sharing detailed | Laksamana, P. (2020)
personal info about myself with Bank X
QH2 | Bank X really understands my needs in the
banking services category
QH3 | I"d feel comfortable describing Bank X to
someone who was not familiar with it
QH4 | I am familiar with the range of products and
services Bank X offers
QH5 | I have become very knowledgeable about
Bank X
QH6 | Bank X meets my expectation
QH7 | Irely on Bank X
QH8 | Bank X never disappoints me
Y dinh mua hang (YD)
YD1 | Interacting with this brand’s Instagram help | Aji, P., Nadhila, V., &
me make decisions better before purchasing | Sanny, L. (2020)
their products and services
YD2 |Interacting with this brand’s Instagram
increase my interest in buying their
products and services
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YD3 || will definitely buy products as marketed
on this brand’s Instagram

YD4 | I have a high intention to become this brand
customers

PHU LUC 4: DAN BAI THAO LUAN NHOM

Céac doi tuong khao sat can gan loc da dugc thuc hién trude dé. Cac cau hoi tac gia dat
ra bao gdbm: Hién tai anh chi dang cong tac tai cong ty ndo va giit vi tri gi? Anh chi co
c6 biét dén thuong hiéu Jollibee khong? Anh chi c6 biét dén trang mang xi hoi cua
Jollibee khong (bao gdm cac trang Facebook, Zalo, Instagram,..)? Anh chj ¢ str dung

san pham/dich vu cua Jollibee trong 03 thang gan day khong?
Noi dung trao ddi chinh:
“Xin chao quy anh chi dang tham gia budi phong vAn nhém ngay hom nay,

T61 1a Pham Phuong Linh, hoc vién cao hoc khoa 31.1 trudong Pai hoc Kinh t& TP. HCM.
T6i dang thyc hién dé tai nghién ctru mang tén: Tac dong ciia viée tiép thi truyén thong

x4 hoi dén y dinh mua hang ciia khach hang, trueong hop cong ty Jollibee Viét Nam.

Hién tai, dé tai nghién ctru da budc vao giai doan phén tich dit liéu, do d6 toi rat mong
nhan duoc y kién ctia quy vi vé dé tai theo cic muc cua bang ciu hoi dudi day. Toi vo
cung trin trong va cam on quy vi da danh thoi gian cho budi thao luan nhom nay va xin
cam doan moi thong tin cia quy vi trong bang khao sat chi phuc vu cho qua trinh nghién

ctru. To6i s& chiu toan bo trach nhiém trong truong hop bi that thoat thong tin.

Cong viéc chinh ciia budi thao luan nhom tap trung: anh chi s& doc, nghe cac phat biéu
duogc t6i cung cap va danh gia xem céac phat biéu ndy cé gy kho hiéu hay nham lan gi

cho anh chi khong, néu c6, vui long stra lai cho hop 1y.



111

PHAN 1: CAC KHAI NIEM VA MO HINH NGHIEN CUU

Anh chi hiy doc k¥ cac dinh nghia dudi day va cho biét anh chi muén giit nguyén/diéu
chinh/loai bo cac dbi twong nghién ctru ndo khong phi hop hodc gy kho hiéu khi khao
sat tai thi truong Viét Nam. Déi tugng nghién ciru bao gom: tiép thi truyén thong xa hoi,
su hai 10ng cta khach hang, mdi quan hé khach hang, y dinh mua hang ctia khach hang,

1. Tiép thi truyén thong xa hoi: Theo Dewing (2012), tiép thi truyén théng xd hdi
dwoc st dung trong cac dich vu dua trén internet va dich vu di dong giup nguoi
diing tham gia trao doi truc tuyén, ngudi ding c6 thé tao cdc ndi dung tham gia
vdo céng dong truec tuyén nhw blog (vi du: Tumblr), wiki (vi du: Wikipedia), trang
mang xd hoi (vi du: Facebook, Twitter, LinkedIn) va trang chia sé phuong tién
(vi du: YouTube, Instagram). Tai bdi canh thi truong Viét Nam, cum tir “tiép thi
truyén thong xa hoi” theo anh chi dugc hiéu nhu thé nao? Trong mbi quan hé giira
tiép thi truyén thong xa hoi tic dong dén ¥ dinh mua hang cua khach hang, anh
chi thdy d6i tuong nghién ctiru ndy c6 phu hop hay khong? Anh chi mudn giir
nguyén/diéu chinh/loai bé dbi twong nay trong bang cau hoi hay khong?

2. Su hai long cua khach hang: Theo Kotler, P. (2003), su hai long duoc cho la cam
giac thoa man hodc that vong cua mot nguoi, la két qua cua viéc so sanh hiéu
sudt cam nhdn dwoc ciia san pham véi ky vong ciia ho. Tai bdi canh thi trudng
Viét Nam, cum tir “sy hai 1ong” theo anh chi duoc hiéu nhu thé nao? Trong mbi
quan hé gitra tiép thi truyén thong xa hoi tac dong dén ¥ dinh mua hang cua khach
hang, anh chi thiy dbi twong nghién ctru nay c6 phu hop hay khong? Anh chi
mudn gilt nguyén/diéu chinh/loai bé d6i tugng ndy trong bang cau hoi hay khong?

3. Moi quan hé khach hang: Theo Ogilvie va céng sw. (2018), cdc doanh nghiép sir
dung cdc nén tang tiép thi truyén théng xa héi nhw Twitter va Facebook dé xdy
dung va ndng cao moi quan hé véi khdach hang théng qua viéc thu hit truc tuyén.
Gan ddy, khach hang cé quyén truy cdp vao théng tin san pham, giao tiép véi

doanh nghiép va chia sé y kién cia ho vé san phcfm hodc dich vu trén cdc nén
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tang truyén thong xa hoi. Tai bdi canh thi truong Viét Nam, cum tur “mdi quan h¢
khach hang” theo anh chi duoc hiéu nhu thé nao? Trong mbi quan hé giira tiép thi
truyén thong xa hoi tic dong dén y dinh mua hang cta khach hang, anh chi thay
dbi twong nghién ciru ndy c6 phit hop hay khong? Anh chi mudn giit nguyén/diéu
chinh/loai bé ddi tugng nay trong bang cau hoi hay khong?

4. Y dinh mua hang cua khach hang: Theo Kotler (2000), ¥ dinh mua hang la sir két
hop giita s6 thich ciia nguwoi tiéu ding va kha ndng mua mot san pham. Tai bdi
canh thi truong Viét Nam, cum tur “y dinh mua hang” theo anh chi dugc hiéu nhu
thé nao? Trong mdi quan hé giira tiép thi truyén thong xa hoi tac dong dén y dinh
mua hang cua khach hang, anh chi thdy ddi twong nghién ctru nay c6 phu hop hay
khong? Anh chi mudn giit nguyén/diéu chinh/loai bé ddi twong nay trong bang
cau héi hay khong?

Moi anh chi xem qua mé hinh nghién ctru sau ddy. Vi nhitng nhan dinh ctia anh chij vé
cac dbi tuong nghién ciru, anh chi nhan thdy mo hinh cua tac gia c6 phu hop hay chwa?

Anh chi mudn giit nguyén/diéu chinh/loai bé méi quan hé nao trong mé hinh khong?

PHAN 2: CAU HOI DPANH GIA THANG PO
Moi anh chi xem qua timg cAu hoi dudi day va cho biét anh chi mudn giit nguyén/diéu
chinh/loai bo cac dbi twong nghién ctru ndo khong phi hop hodc gy kho hiéu khi khao
sat tai thi truong Viét Nam.
1. Tiép thi truyén thong xa hoi
- Tuong tac véi tiép thi truyén théng xa hoi cua Jollibee thi vui
- Noi dung truyén thong xa hoi ciia Jollibee thi vi
- Truyén théng xa hoi ctia Jollibee cho phép thong tin dugc chia sé véi ngudi
khac
- To6i dé dang truyén dat y kién ciia minh trén truyén thong xi hoi cia

Jollibee
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Noi dung dugc chia sé tir truyén thong xa hoi cua Jollibee 1a thong tin méi
nht

Tuong tic voi cac truyén thong xa hoi caa Jollibee thi theo xu hudng
Truyén thong xa hoi ctia Jollibee cung cap nhiing thong tin ma t6i can
T6i ¢ thé dé dang 1y thong tin minh cAn nho ¢6 chi dan trén truyén thong
xa hdi cua Jollibee nay

T6i thich nhimg quang cdo trén truyén thong xa hoi cua Jollibee

Nhitng quang cao cua Jollibee thu hut dugc su chu y cta t61 theo hudng

tich cuc

2. Su hai long cua khach hang

T6i kha hai 10ng khi sir dung trang truyén thong xa hoi Jollibee
To61 cam théy mot thai dd tich cuc khi sir dung trang phuong ti¢n truyén
thong xa hoi Jollibee

Su tuong tac cua téi voi trang truyén thong xa hoi Jollibee kha hai 1ong

3. Moi quan hé khach hang

T6i cam thiy thoai mai khi chia sé théng tin c4 nhan chi tiét vé ban than
v6i trang truyén thong xa hoi Jollibee

Jollibee that sy hiéu nhu ciu cta t6i vé san phém hoac dich vu

T6i cam thiy thoai mai khi mé ta Jollibee cho mot ngudi khong quen thude
v&i nod

T6i quen thudc v6i nhidu loai san pham va dich vu ma Jollibee cung cap
T6i da tro nén rat hicu biét vé Jollibee

Jollibee déap tng dugc ky vong cua toi

Toi1 dua vao Jollibee

Jollibee khong bao gio 1am toi that vong

4. Y dinh mua hang cta khach hang
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- Tuong tic v&i trang truyén thong xa hoi Jollibee gitp t6i dua ra quyét dinh
sang sudt hon truge khi mua san phém va dich vu cta ho

- Tuong tac voi v6i trang truyén thong x4 hoi Jollibee giup toi ting htng thi
mua san phﬁm va dich vu cua ho

- Téi chic chin s& mua san pham duoc tiép thi truyén thong xi hoi cia
Jollibee

- Téi rat mudn tré thanh khach hang cua thuong hiéu Jollibee”

Danh sach thanh vién tham gia thao luédn nhoém

S6 thir tu Ho Tén Gidi tinh Cong viéc
1 Nguyén Ngoc Tan Truong | Nam Nhan vién Jollibee
2 Pham Nguyén Tuyét My Nir Nhan vién Jollibee
3 Huynh Thi Ngoc Thuan N Nhan vién Jollibee
4 Cao Pham Hoang Dung Nir Khach hang
5 Tran Pang Mai Thy Nir Khach hang
6 Nguyén Thi Thanh Nguyét | Nit Khach hang
7 Lé Duy btrc Nam Khach hang
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PHU LUC 5: KHAI NIEM VA THANG PO PA PIEU CHINH

Bang 3.1. Bang ma hoa céc bién trong mé hinh nghién ctru

S6 | Ma hoa Céc bién gbc Diéu chinh S6 luong
thu thanh vién
tu dong y
1 TT Tiép thi truyén thong Trang mang xa hoi 7
xa hoi
2 HL Su hai long cua Su hai long cua khach 7
khach hang hang v¢€ thong tin hoac
cac tuong tac tu trang
mang xa hodi
3 QH Méi quan hé Méi quan hé 7
khach hang khach hang trén cac trang
mang xa hodi
4 YD Y dinh mua hang Gilt nguyén 7

Bang 3.2. Thang do chinh:

Tén Thang do dich tir thang do gbc Diéu chinh
Trang mang xa hdi (TT)

TT1 | Tuong tac véi tiép thi truyén thong | Toi thdy ndi dung twong tac tir trang
xa hoi cua Jollibee thi vui mang xa hdi cua Jollibee vui

TT2 |No6i dung truyén thong xa hoi cia | Toi thay noi dung dang trén trang
Jollibee thu vi mang xa hdi cua Jollibee thu vi

TT3 | Truyén thong xi hoi cia Jollibee | Trang mang xa hoi cua Jollibee cho
cho phép thong tin dugc chia sé voi | phép toi chia sé thong tin v&i nguoi
nguoi khac khac

TT4 | Toi dé dang truyén dat v kién cua | T6i dé dang dua ra ¥ kién ctia minh

minh trén truyén thong xa hoi cia
Jollibee

trén trang mang xa hoi cua Jollibee




116

TTS

NoOi dung dugc chia sé tu truyén
thong xa hoi cua Jollibee 1a thong
tin mo1 nhat

Noi dung trén trang mang xa hdi cuia
Jollibee 1a thong tin m&1 nhat

TT6

Tuong tac v6i cac truyén thong xa
hoi cua Jollibee thi theo xu hudng

Trang mang xa hdi cua Jollibee
twong tac vdi khach hang theo xu
hudng

TT7

Truyén thong xa hoi cua Jollibee
cung cap nhiing thong tin ma t61 can

Trang mang xa hdi cua Jollibee
cung cap nhiing thong tin ma t6i can

TT8

To6i co thé dé dang liy thong tin
minh can nho c6 chi dan trén truyén
thong xa hdi cia Jollibee nay

Tbi dé dang c6 duoc thong tin minh
muodn thong qua cac hudng dan trén
trang mang xa hdi cua Jollibee

TT9

To61 thich nhitng quang cao trén
truyen thong xa hoi cua Jollibee

To61 thich nhiing quang cdo trén
trang mang xa hdi cua Jollibee

TT10

Nhiing quang céo cua Jollibee thu
hat duoc sy chi y cua toi theo
hudng tich cuc

Nhiing quang céo cua Jollibee thu
hut dugc su chu y cua toéi theo
hudng tich cuc

Su hai long ctua khach hang (HL)

HL1 [ T6i kha hai long khi str dung trang | TOI hai long khi twong tac vdi trang
truyén thong xa hoi Jollibee mang xa hdi cua Jollibee

HL2 | To61 cam théy mot thai do tich cuc [ Toi cam théy tich cuc khi tuong tac
khi st dung trang phuong tién | vdi trang mang xa hoi Jollibee
truyén thong xa hoi Jollibee

HL3 | Su tuong tac ciia toi vdi trang truyén | Cac tuong tac cia trang mang x4 hoi

thong xa hoi Jollibee kha hai long

Jollibee khién toi hai long

Moi quan hé khach hang (QH)

QH1

To6i cam thay thoai mai khi chia sé
thong tin ca nhan chi tiét vé ban than
v6i trang truyén thong x3 hoi
Jollibee

T6i cam thay thoai mai khi chia sé
thong tin cd nhan trén trang mang xa
hoi cua Jollibee
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QH2

Jollibee that sur hiéu nhu cau cua to1
v€ san pham hodc dich vu

Jollibee hiéu nhu cau cua to1 vé san
pham hoac dich vu

QH3

T6i cam thiy thoai mai khi mo ta
Jollibee cho mét nguoi khong quen
thudc vo1 nod

T6i cam thiy thoai mai khi mo ta
Jollibee cho mgt ngudi khong quen
thude voi thuong hiéu nay

QH4

To1 quen thudc véi nhiéu loai san
phdm va dich vu ma Jollibee cung
cap

Nho vao trang mang xa hoi, toi quen
thudc voi1 nhiéu loai san pham va
dich vu ma Jollibee cung cap

QH5

T6i di tréd nén rat hidu biét vé
Jollibee

Nho vao trang mang xa hoi, to1 da
tré nén hi€u biét vé Jollibee

QH6

Jollibee dap ung dugc ky vong ctua
toi

Trang mang xa hoi cua Jollibee dap
ung dugc ky vong cua toi

QH7

To61 dua vao Jollibee

To1 phu thudc vao trang mang xa hoi
cua Jollibee khi ¢6 y dinh mua hang

QH8

Jollibee khong bao gir 1am toi thit
vong

Cac trang mang xa hoi cua Jollibee
khong bao gid lam t61 that vong

Y dinh mua hang (YD)

YD1

Tuong tac v6i trang truyén thong xa
hoi Jollibee giup toi dua ra quyét
dinh sang subt hon trudc khi mua
san phém va dich vu cua ho

Tuong tac voi trang mang xa hoi
Jollibee gitip t6i dua ra quyét dinh
sang sudt hon trudc khi mua san
phém va dich vu cia ho

YD2

Tuong tic v4i véi trang truyén
thong xa hoi Jollibee giup toi ting
htng thu mua san pham va dich vu
cua ho

Tuong tac voi voi trang mang xa hoi
Jollibee gitp t61 tang himg thil mua
san pham va dich vu cua ho

YD3

T6i chic chin s& mua san pham
duogc tiép thi truyén thong xa hdi cua
Jollibee

T6i chic chan s& mua san pham
duogc tiép thi trén mang xa hodi cua
Jollibee

YDA4

T6i rat mudn tré thanh khach hang
cua thuong hiéu Jollibee

Khi ¢4 nhu cau, t6i mubn tré thanh
khach hang ctia thuong hi¢u Jollibee
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PHU LUC 6: BANG KHAO SAT NGHIEN CU'U PINH LUQNG
TAC PONG CUA TIEP THI TRUYEN THONG XA HOI PEN Y PINH MUA HANG
CUA KHACH HANG, TRUONG HOP CONG TY JOLLIBEE VIET NAM

Xin chao quy anh chi dang tham gia khdo sat,

T61 1a Pham Phuong Linh, hoc vién cao hoc khoa 31.1 truong Pai hoc Kinh té TP. HCM.
T6i dang thyuc hién dé tai nghién ciru mang tén: Tac dong ciia viéc tiép thi truyén thong

x4 hoi dén y dinh mua hang ciia khach hang, trueong hop cong ty Jollibee Viét Nam.

Hién tai, dé tai nghién ctru d3 budc vao giai doan phan tich dit liéu, do d6 t6i rat mong
nhan duoc ¥ kién ctia quy vi vé& dé tai theo cac muc cua bang khao sat dudi day. Toi vo
clng tran trong va cam on quy vi d danh thoi gian dé hoan thanh khao sat va xin cam
doan moi thong tin cua quy vi trong bang khao sat chi phuc vu cho qué trinh nghién ctru.

To1 s€ chiu toan bd trach nhi¢m trong trudng hop bi that thoat thong tin.

PHAN 1: THONG TIN CHUNG

1. Vui long cho biét gi6i tinh cua anh chi:
e Nam
e nir

2. Vui 10ng cho biét tudi ciia anh chi
e Dudi 24 tudi
e Tur 24 tudi dén dudi 35 tudi
e Tiur 35 dén dudi 44 tudi
e T 44 dén dudi 54 tudi
e T 54 tudi tré 1én

3. Anh chi c¢6 biét dén thuong hiéu thirc dn nhanh Jollibee khong?
e C6 (Tiép tuc téi phan tiép theo)
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e Khong (G bicu miu)

4. Anh chi c6 biét dén cac trang truyén thong xa hoi cua Jollibee khong? (Cac trang
truyén thong xa hoi cua thwong hiéu bao gom nhung khong giéi han trang
Facebook, Zalo, Tiktok, Instagram,...)

e C6 (Tiép tuc téi phan tiép theo)
e Khong (Gui biéu miu)

5. Trong 3 thang gan day, anh chi c6 timg st dung san pham/dich vy cta thuong
hi¢u Jollibee khong?

e C6 (Tiép tuc téi phan tiép theo)

e Khong (G biéu miu)

PHAN 2: NOI DUNG CHINH

Sau day 1 cac cau hoi thé hién nhimg yéu t6 cla cac trang mang x3 hoi Jollibee anh
hudng dén ¥ dinh mua hang cua khach hang

Trén thang diém tir 1 dén 5, anh chi vui long danh gia cac phat biéu sau véi quy udc:

1 = R4t khong dong ¥

2 = Khong dong y

3 = Binh thuong

4 =Pdngy

5 = R4t dong ¥

Ciac phat biéu Mirc do
Cac trang mang x4 hdi ciia Jollibee (bao gom 1 2 3 4 5
cac trang Facebook, Zalo, Tiktok,

Instagram,...)

1. Toi thdy ndi dung twong tac tir trang mang xa
hoi cua Jollibee vui
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2. T6i thay noi dung dang trén trang mang xa hoi
cua Jollibee thu vi

3. Trang mang xa hoi cua Jollibee cho phép toi
chia s¢é thong tin vé1 nguoi khac

4. Toi d& dang dua ra ¥ kién ctia minh trén trang
mang xa hdi cua Jollibee

5. N0i dung trén trang mang xa hoi cua Jollibee l1a
thong tin m&1 nhat

6. Trang mang xa hdi cua Jollibee tuong tac véi
khéach hang theo xu hudng

7. Trang mang x4 hoi cua Jollibee cung cip nhimng
thong tin ma t6i can

8. T6i dé dang c6 duoc thong tin minh mudn thong
qua cac huong dan trén trang mang xa hdi cua
Jollibee

9. Toé1i thich nhitng quang cédo trén trang mang xa
hoi1 cua Jollibee

10. Nhitng quang cédo cua Jollibee thu hut dugc su
chu y cua t61 theo hudng tich cuc

Sw hai 1ong ciia khach hang vé trang mang xa
hoi cia Jollibee

1. Té61 hai long khi tuong tac voi trang mang xa
hoi cua Jollibee

2. T6i cam thay tich cuc khi tuong tac véi trang
mang xa hdi Jollibee

3. Céc tuong tac cua trang mang xa hdi Jollibee
khién t6i hai long

Méi quan hé khach hang trén cic trang mang
xa hoi Jollibee




121

1. T6i cam thay thoai mai khi chia sé thong tin c4
nhan trén trang mang xa hdi cua Jollibee

2. Jollibee hiéu nhu cau cua té1 vé san pham hoac
dich vu

3. T6i cam thdy thoai mai khi mé ta Jollibee cho
mdt nguoi khong quen thudc voi thuong hiéu nay

4. Nho vao trang mang xa hoi, to1 quen thudc voi
nhi€u loai san pham va dich vy ma Jollibee cung
cap

5. Nho vao trang mang xa hoi, to1 da tré nén hiéu
biéet vé Jollibee

6. Trang mang xa hoi cua Jollibee dap tng dugc
ky vong cua toi

7. Té6i phu thudoc vao trang mang xa hdi cua
Jollibee khi c6 y dinh mua hang

8. Cac trang mang xa hoi cua Jollibee khong bao
gi0 lam t61 that vong

Y dinh mua hang ciia khach hang

1. Tuong tac voi trang mang xa hoi Jollibee giup
t61 dua ra quyét dinh sang sudt hon trude khi mua
san pham va dich vu cua ho

2. Tuong tac véi voi trang mang xa hdi Jollibee
giup to1 tdng hing thu mua san pham va dich vu
cua ho

3. Toi chac chan s€ mua san pham duogc tiép thi
trén mang xa hoi cua Jollibee

4. Khi ¢6 nhu cau, t6i mudn tré thanh khach hang
cua thuong hiéu Jollibee

CAM ON ANH CHI RAT NHIEU!
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PHU LUC 7: KET QUA KIEM PINH MO HINH

Bang 4.1: Thong ké mo ta

N Giatri | Giatri Gia tri Do 1éch
nho 16n trung binh chuan
nhat nhat

TT1 350 1 5 3.71 1.062
TT2 350 1 5 3.62 1.105
TT3 350 1 5 3.66 1.131
TT4 350 1 5 3.65 1.109
TT5 350 1 5 3.74 1.043
TT6 350 1 5 3.77 1.032
TT7 350 1 5 3.77 1.014
TT8 350 1 5 3.73 1.044
TT9 350 1 5 3.68 1.055
TT10 350 1 5 3.80 945
HL1 350 1 5 3.70 930
HL2 350 1 5 3.71 .899
HL3 350 1 5 3.69 935
QH1 350 1 5 3.58 1.031
QH2 350 1 5 3.67 957
QH3 350 1 5 3.68 964
QH4 350 1 5 3.50 1.075
QH5 350 1 5 3.63 953
QH6 350 1 5 3.66 946
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QH7 350 1 5 3.72 905
QHS8 350 1 5 3.75 .882
YD1 350 1 5 3.68 877
YD2 350 1 5 3.51 .960
YD3 350 1 5 3.62 .820
YD4 350 1 5 3.58 891
s

mau 350

hop 1€

Bang 4.2: Két qua chay Outer Loading ban dau:
HL QH 1T YD

HL1 |0.911

HL2 |0.895

HL3 |0.881

QH1 0.694

QH2 0.768

QH3 0.801

QH4 0.706

QH5 0.843

QHG6 0.835

QH7 0.846

QH8 0.858
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TT10 0.757

TT2 0.653

TT3 0.67

TT4 0.715

TTS5 0.767

TT6 0.793

TT7 0.789

TT8 0.73

TT9 0.677

YD1 0.766

YD2 0.818

YD3 0.893

YDA4 0.835

TT1 0.69

Bang 4.3: Két qua danh gia mé hinh do ludong
Khai niém | Bién quan Hé sb tai Cronbach’s f?(} tin cdy | Phuong sai
sat ngoai Alpha tong hop trung binh
dugce trich
xuat
TT TT4 0.734 0.873 0.877 0.612

TTS 0.805
TT6 0.837
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TT7 0.812
TT8 0.74
TT10 0.76

HL HL1 0.911 0.877 0.878 0.802
HL2 0.893
HL3 0.882

QH QH2 0.76 0.914 0.921 0.662
QH3 0.796
QH4 0.72
QH5 0.852
QH6 0.846
QH7 0.851
QH8 0.861

YD YD1 0.766 0.848 0.854 0.688
YD2 0.818
YD3 0.893
YD4 0.835

Bang 4.4. Tiéu chi Fornell-Larcker
HL QH 1T YD
HL 0.896
QH 0.512 0.814
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TT |0.488 0.59 0.782
YD |0572 0.535 0.431 0.829
Bang 4.5. Hé s6 tai chéo

HL QH TT YD
HL1 |0.911 0.451 0.438 0.53
HL2 |0.893 0.494 0.449 0.524
HL3 |0.882 0.431 0.423 0.481
QH2 |0.373 0.76 0.448 0.393
QH3 |[0.414 0.796 0.471 0.434
QH4 |0.328 0.72 0.385 0.328
QH5 | 0.428 0.852 0.518 0.43
QH6 | 0.478 0.846 0.485 0.448
QH7 | 0.477 0.851 0.501 0.523
QHS8 | 0.403 0.861 0.534 0.465
TT10 |0.366 0.532 0.76 0.334
TT4 ]0.353 0.363 0.734 0.312
TT5 |0.362 0.461 0.805 0.298
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TT6 |0.431 0.49 0.837 0.434
TT7 |0.382 0.477 0.812 0.324
TT8 |0.39 0.426 0.74 0.306
YD1 |0.493 0.495 0.344 0.766
YD2 |0.421 0.373 0.303 0.818
YD3 |0.519 0.489 0.421 0.893
YD4 |0.45 0.397 0.349 0.835
Bang 4.6. HTMT

HL QH 1T YD
HL
QH 0.569
TT 0.556 0.653
YD 0.658 0.596 0.493

Bang 4.7. Kiém tra da cong tuyén

VIF
HL1 2.665
HL2 2.323




HL3 2.278
QH2 1.973
QHS3 2.161
QH4 2.323
QH5 3.423
QH6 2.661
QH7 2.749
QHS 3.24

TT10 |1.76

TT4 1.711
TT5 2.164
TT6 2.268
TT7 2.049
TT8 1.69

YD1 1.553
YD2 2.076
YD3 2.577
YD4 2.302

Bang 4.8. Kiém dinh Bootstrapping

128

Gid

Moi quan

H¢ so tac

Do léch

Két qua
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thuyé hé dong (B) chuin Values
t
H1 TT->YD 0.067 0.06 0.264 Khong ung ho
gia thuyét
H2 TT ->HL 0.488 0.05 0 Ung ho gia
thuyét
H3 HL->YD |0.388 0.052 0 Ung ho gid
thuyét
H4 TT->QH 0.59 0.042 0 Ung ho gia
thuyét
H5 QH->YD |0.297 0.06 0 Ung ho gia
thuyét
Bang 4.9. Banh gid muc do R?
R2 R2 diéu chinh
HL 0.238 0.236
QH 0.348 0.346
YD 0.41 0.404

Bang 4.10. Danh gia hé sb tac dong f2

f2

HL->YD |0.174
QH->YD |0.088
TT->HL 0.312




TT ->QH

0.533

TT->YD

0.005
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