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Nghién ctru ndy xem xét anh huéng cia chat luong
tuong tac dén ¥ dinh tiép tuc s dung thuong mai Livestreaming
(LS) thong qua céc bién sb gia tri cam nhan. Theo d6, mo hinh
nghién ctru dé xuat gdm bén thanh phan cia chét lugng twong
tac: tinh chuyén nghiép, tinh c4 nhan héa, kha ning cung cip
thong tin day du, va su phan hoi anh hudng dén gia tri tién ich
va gid tri tiéu khién, va cac gia tri ndy tac dong dén y dinh tiép
tuc s dung. Ky thuat PLS-SEM duoc sir dung trén mot mau
gdm 306 nguoi xem LS dé wéc lugng mo hinh nghién ciru. Két
qua phén tich cho thiy cac thanh phan chat lugng tuong tic gia
tang gia tri cam nhan, tr d6 thiic ddy y dinh hanh vi. Tinh ca
nhan hoéa c6 tac dong manh nhat dén gia tri tién ich (B = 0.28;
p < 0.001) trong khi sy phan hdi c¢6 anh huéng manh nhét dén
gia tri tiéu khién (B = 0.30; p < 0.001), va gia tri tiéu khién c6
anh huong dén ¥ dinh tiép tuc sir dung manh hon gié tri tién ich
(B=0.39va0.28; p<0. 001) Cudi cung, nghién ctru dua ra cac
ham y hoc thuat quan trong vé vai tro quan trong ctia chat luong
twong tac va co ché tac dong cia bién sd nay dén y dinh tiép tuc
sir dung ciing nhu dé xuét cac chién luoc thyc tién gitp nang
cao chat luong tuwong tac nham giir chan ngudi tiéu ding.

ABSTRACT

This study examines the impact of interaction quality on
the continuous usage intention to use Live-Streaming commerce
(LS) through perceived values. Accordingly, the proposed
research model includes four components of interaction quality:
professionalism,  personalization,  informativeness,  and
responsiveness, which influence utilitarian and hedonic values,
which in turn affect continuous usage intention. The PLS-SEM
technique was used on a sample of 306 LS viewers to estimate
the research model. The analysis results indicate that the four
components of interaction quality increase perceived values,
which  subsequently = promote  behavioral intention.
Personalization has the strongest impact on utilitarian value
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(B = 0.28; p < 0.001), while responsiveness has the most
significant effect on hedonic value (B = 0.30; p < 0.001).
Furthermore, hedonic value has a stronger influence on
continued usage intention compared to utilitarian value (f = 0.39
and 0.28; p < 0.001). Finally, the study proposes significant
academic implications regarding the critical role of interaction
quality and the mechanisms by which it influences continuous
usage intention as well as suggests practical strategies to
enhance interaction quality, subsequently retaining consumers.

1. Giéi thi¢u

Thuong mai Livestreaming (LS) dang tr¢ thanh mot trong nhitng hinh thirc thuong mai
dién tur phé bién, duoc lua chon boi nguoi tiéu dung & cac quéc gia khac nhau, bao gém ca Viét
Nam (Luo, Cheah, Hollebeek, & ctg., 2024; Nguyen & Le, 2023; Nguyen & ctg., 2023). Su phd
bién nhanh chéng ctia LS dugc cho 1 do hinh thirc thwong mai nay c6 nhiing dic diém riéng
biét, tao ra su khéc biét trong trai nghiém mua sam (Kang & ctg., 2021; Nguyen & Le, 2023), gia
tang kha ning gitr chan ngudi tiéu dung. Mot trong nhitng dic diém nhan duoc nhidu sy quan
tam la su twong tac theo thoi gian thuc gitta nguoi ban va nguoi tiéu dung (Kang & ctg., 2021;
Nguyen & Le, 2023). Thong qua qué trinh nay, ngudi ban cung cap thong tin vé san pham, giai
dap thic méc cua nguoi tiéu dung (Luo, Cheah, Hollebeek, & ctg., 2024; Luo, Cheah, Lim, &
ctg., 2024), mang lai cho nguoi tiéu dung nhing loi ich cu thé nhu hiéu biét rd hon vé san pham
(loi ich tién ich), hay niém vui va su thich tha (loi ich tiéu khién), thuc ddy hanh vi ngudi tiéu
dung. Theo d6, tuong tac gitra nguoi ti€u dung va nguodi ban duong nhu co6 vai trd quan trong
trong viéc giup nguoi dung cam nhan gia tri cua LS, thac déy y dinh tiép tuc su dung
(Continuous Usage Intention - INT) va do d6, hiéu biét vé mdi quan hé giita tinh tuong tac véi
INT la can thiét trong bdi canh nay.

Nghién ctru ndy dong gop bang viéc 1ap ludn rang trong qua trinh twong tac theo thoi gian
thuc, nguoi tiéu dung hinh thanh cam nhéan vé chat luong tuong tac cia nguoi ban (Li & ctg.,
2022). Vi vay, vai tro cua chét lugng tuong tac voi nguoi ban nén dugce xem xét va thdo luan.
Nghién ctru ndy thao luan ctia bon khia canh ctia chat luong twong tac gitra ngudi tiéu dung va
ngudi ban, gdm tinh chuyén nghiép (Professionalism - PRO), tinh ca nhan hoa (Personalization -
PER), kha ning cung cip thong tin diy du (Informativeness - INF), va sy phan hoi
(Responsiveness — RES; Li & ctg., 2022). Cac nghién ctru trudoc day (Kang & ctg., 2021; Li &
ctg., 2022; Luo, Cheah, Lim, & ctg., 2024; Nguyen & Le, 2023) cho théy cac khia canh cua chét
luong twong tac mang lai loi ich tién ich (vi du: cam nhan vé tinh hitu ich) va tiéu khién (vi du:
niém vui, su thich tht). Do do, nghién ctru nay ki vong céc khia canh cua chét luong, gém PRO,
PER, INF, va RES (Li & ctg., 2022) tao ra cam nhén vé gia trj tién ich (Utilitarian value - UTI)
va gia tri tiéu khién (Hedonic value - HED) (Babin & ctg., 1994; Sweeney & Soutar, 2001;
Zeithaml, 1988) khién nguoi tiéu dung tiép tuc gan b véi LS. Theo d6, mot md hinh tac dong tir
chat luong tuong tac dén gia tri cam nhéan (Perceived Value - PV) va cudi cung dén INT duoc
duoc thiét 1ap, ki vong mang lai dong gop co y nghia cho bdi canh LS. Vi véy, khac véi cac
nghién ctru khac nhu Kang va cong sy (2021) hay Luo, Cheah, Lim, va cong su (2024), nghién
clru ndy tap trung vao vai trd twong tac ci nhan héa va dép tmg thoi gian thyc trong bdi canh LS
tai Viét Nam.
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2. Co sé 1y thuyét
2.1. Chit lwong twong tic

Mot cach téng quat, chit lwong tuwong tac duoc dinh nghia 1a cam nhan vé ngudi cung
cép dich vu ma ho tuong tac, lién quan dén thai d6, hanh vi va ki nang cua ho (Brady & Cronin,
2001). Theo dé, trong bdi canh LS, chit lwong twrong tic duge xem 1a danh gia vé mit nhan thirc
ctia ngudi tiéu dung vé nhitng pham chit cia ngudi ban (Li & ctg., 2022). Ké thira tir cac nghién
ctru trong bdi canh ngoai tuyén (Brady & Cronin, 2001) va truc tuyén (Kang & ctg., 2021), Li va
cong su (2022) xem chit lugng tuong tac gitta nguoi tiéu dung va ngudi ban trong bdi canh LS
13 bién s6 gdbm bdn thanh phan: PRO, PER, INF, va RES. PRO phan anh mirc d6 ngudi ban co ki
ning giao tiép tot, co thé cung cap kién thirc va trai nghiém vé san pham mot cach chinh xéc
(Li & ctg., 2022; Liu & ctg., 2022). PER duoc hiéu 1a mirc d6 ngudi ban c6 thé cung cp thong
tin pht hop v6i nhu cau va sé thich cta nguoi tiéu ding (Kang & ctg., 2021; Nguyen & ctg.,
2023). INF phan anh mutc d6 ngudi ban cung cdp thong tin lién quan dén san pham mot cach
tron ven va hoan chinh (Li & ctg., 2022; Mathwick & ctg., 2008). Cudi cung, RES ham y mirc
d6 nhanh chong va hiéu qua ma nguoi ban phan hdi cho ngudi tiéu dung (Kang & ctg., 2021;
Nguyen & Le, 2023). Cac nghién ciru trudc day cho thay cac khia canh cta chat lugng tuong tac
c6 vai tro quan trong ddi voi nhan thirc hodc cam xuc, tir d6 anh huong dén hanh vi nguoi tiéu
dung (Kang & ctg., 2021; Li & ctg., 2022; Liu & ctg., 2022; Nguyen & Le, 2023).

2.2. Gid tri cam nhdn

PV 1a su khéc biét gitta lgi ich ma nguoi tiéu dung nhan dugc so voi chi phi ma ho bé ra
(Zeithaml, 1988). PV g@)m UT]I, phén anh céc lgi ich vé mat nhan thirc va HED, ham y céc loi ich
vé mat tinh cam cua san phém/dich vu (Babin & ctg., 1994; Sweeney & Soutar, 2001). Trong bdi
canh LS, anh huong ctia PV dén hanh vi ngudi tiéu dung dugce xem xét trong mot vai nghién ciru
(Fu & Hsu, 2023; Wongkitrungrueng & Assarut, 2020). UTI 1 tinh sdn c6 ctia thong tin va kha
ning truy xuat thong tin dé danh gia san pham/dich vu trong khi HED 1a cic cam xuc tich cuc
dugc hinh thanh trong qua trinh xem LS (Fu & Hsu, 2023; Wongkitrungrueng & Assarut, 2020).
Duya trén 1y thuyét vé gia tri, nghién ctru nay ki vong UTI va HED s& c6 anh huong dén y dinh
tiép tuc cua nguoi tiéu dung (Babin & ctg., 1994; Sweeney & Soutar, 2001; Zeithaml, 1988).

3. Gia thuyét nghién ciru

Trong bdi canh LS, PRO phan anh muc d6 ngudi ban co ki ning giao tiép tt voi ngudi
tiéu dung ciling nhu c6 thé cung cap kién thirc va trai nghiém vé san pham mot cach chinh xéac
(Li & ctg., 2022; Liu & ctg., 2022; Yu & ctg., 2022). Ngudi ban c¢6 PRO, véi ki ning giao tiép
t6t, co kha niang gidi thidu san pham mot cach sdng dong (Li & ctg., 2022; Nguyen & ctg.,
2023). Khi gia tang sy cht ¥, ngudi tiéu ding c6 kha ning cao hon trong viée tiép nhan duge cac
thong tin hitu ich vé loi ich va chitc ning ciia san pham (Bao & Zhu, 2022; Nguyen & ctg.,
2023). Bén canh d6, viéc nguoi ban c6 kha ning cung cap kién thirc va trai nghiém vé san pham
mot cach chinh xac cling giup nguoi tiéu dung gidm bdt cam nhan rui ro va gia tang sy tu tin
trong danh gia chat lwong san pham (Liu & ctg., 2023; Wongkitrungrueng & Assarut, 2020).
Nhu vay, PRO cua nguoi ban co thé mang lai loi ich tién ich, giup hinh thanh UTL Ngoai ra,
viéc tiép nhan dugc cac thong tin vé lgi ich va chtic ning cua san pham ciing nhu giam thleu cam
nhan rui ro va tinh khong chic chin tao ra trai nghiém mua sam pht hop véi mong mudn nguoi
tiéu dung (Liu & ctg., 2023; Wongkitrungrueng & Assarut, 2020). Dua trén 1y thuyét danh gia
nhan thuc (cognitive appraisal theory; Nguyen & Le, 2023; Nguyen & ctg., 2023), trai nghiém
mua sim phu hop giup hinh thanh cam xuc tich cuc nhu niém vui va su kich thich (Li & ctg.,
2022), mang lai HED cho nguoi tiéu dung. Do d6, nghién ctru nay gia thuyét:
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HI: PRO ¢6 dnh huéng tich cuc dén UTI
H2: PRO ¢6 anh hwong tich cue dén HED

PER phan anh mirc d6 ngudi ban co thé cung cap thong tin phi hop véi nhu cau va so
thich cua nguoi tiéu dung (Kang & ctg., 2021; Nguyen & ctg., 2023). Mutc do ca nhan hda cang
cao thi thong tin nguoi ban cung cip cang can thiét va hiru ich v6i ngudi tiéu dung. Do d6, ngudi
tiéu ding cang c6 khuynh hudng tap trung vao viéc tiép nhan va xtr 1y thong tin do ngudi ban
cung cap lién quan dén san phém (Bao & Zhu, 2022; Nguyen & ctg., 2023). Két qua la nguoi
tiéu dung gia ting hiéu biét vé chét lugng, tmh ndng cling nhu céch str dung san pham la nhiing
loi ich vé mit tién tich thiic diy cam nhén vé UTI. Bén canh d6, PER tao ra cam giac rang ngucn
tiéu dung duoc ngudi ban quan tdm va ling nghe (Nguyen & ctg., 2023; Sun & ctg., 2019). Diéu
nay lam giam khoang cach vé tdm 1y (psychological distance) gitta ngudi ban va nguoi tiéu dung
(Li & ctg., 2024; Zhang & ctg., 2022), hinh thanh cdm xtc tich cuc v&i nguoi ban va LS, gia
tang HED cho ngudi tiéu dung. Do d6, nghién ctru nay gia thuyét:

H3: PER c6 dnh huong tich cyc dén UTI
H4: PER ¢6 anh hwéng tich cwc dén HED

INF phan anh muc do tron ven va hoan chinh ctia thong tin san pham ma ngudi ban cung
cap nguoi tiéu dung (Li & ctg., 2022; Zafar & ctg., 2023). Do d6, dic diém nay cta ngudi ban
lam gia ting khuynh hudng tip trung nhiéu hon va c6 su quan tdm 16n hon véi san pham
(Mathwick & ctg., 2008), nhan dugc thong tin vé san phém mot cach dﬁy du, tir d6 o thé dua ra
nhitng danh gia chinh x4c vé san pham ciing nhu giam bot cam nhan rui ro va sy khong chéc
chin (Zafar & ctg., 2023). Do d6, INF hinh thanh UTL. INF ciing mang lai trai nghiém mua hang
ding ki vong cia nguoi ti€éu dung, va do do tao ra cac cam xuc tich cuc cho ho (Nguyen & Le,
2023; Nguyen & ctg., 2023). Vi vay, nghién ctru nay ki vong rang INF ciing mang lai HED cam
nhan va dé xuét gia thuyét nhu sau:

HS5: INF ¢6 anh hwéng tich cwe dén UTI
H6: INF c6 dnh huong tich cyc dén HED

RES thé hién mic do nhanh chong va hiéu qua ctia phan hdi ciia nguoi ban cho ngudi
tiéu ding (Kang & ctg., 2021; Nguyen & Le, 2023). Mic d6 phan hdi cang cao, cam nhén vé
tinh hiéu qua cta qué trinh trao doi thong tin cang 1on va ngudi tiéu dung c6 khuynh hudng tap
trung cao hon véo tiép nhan va xir 1y thong tin san pham (Kang & ctg., 2021). Nhu da lap luan,
gia téng su cha y va xur Iy thong tin lam gia ting viéc tiép nhan va kham pha cac thong tin hitu
ich vé lgi ich va churc ndng cua san pham (Bao & Zhu, 2022; Nguyen & ctg., 2023). Bén canh
d6, RES ciing tao ra cam giac dugc gan giii, quan tdm va lang nghe (Nguyen & ctg., 2023; Sun
& ctg., 2019), thu hep khoang céach tam 1y gitra nguoi ti€u dung va nguoi ban (Li & ctg., 2024;
Zhang & ctg., 2022), va hinh thanh cam xtc tich cuc. Dya trén cac 1ap luan trén, nghién ctru nay
cho rang RES lam gia ting UTI va HED va dua ra gia thuyét nhu sau:

H7: RES ¢6 anh hwdng tich cuc dén UTI

HS8: RES ¢6 anh hwéng tich cwc dén HED

PV la dong co quan trong thic day hanh vi ctia ngudi tiéu dung (Babin & ctg., 1994;
Sweeney & Soutar, 2001; Zeithaml, 1988) nhu INT. Khi nguoi tiéu dung cam nhan duoc gia tri

do‘ san phém/dich vu mang lai, ho c6 khuynh hudng tiép tuc st dung san phém/dich vu d6 dé co
thé nhan duoc thém gia tri. Trong bdi canh LS, PV, gém gia tri tién ich dugc ki vong anh hudng
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dén hanh vi ciia ngudi tiéu ding thong qua viéc hinh thanh su hai long va tin tuéng (Fu & Hsu,
2023; Wongkitrungrueng & Assarut, 2020). Ly thuyét vé gia tri (Babin & ctg., 1994; Sweeney &
Soutar, 2001; Zeithaml, 1988) va cac két qua vé vai trd ctiia PV trong bdi canh nghién ctru (Fu &
Hsu, 2023; Wongkitrungrueng & Assarut, 2020) goi ¥ rang khi nguoi tiéu ding cam nhén duoc
UTI va HED cua LS, ho s€ c6 khuynh hudng tiép tuc su dung LS dé c6 duge thém cac gia tri
nay. Vi vy, cac gia thuyét sau dugc dé xuét:

H9: UTI c6 anh hwong tich cuc dén INT

HI10: HED ¢6 anh hudng tich cwc dén INT

Hinh 1
Gid Thuyét Nghién Ciru va M6 Hinh

%Hl (+)

H2 (+)

H3 (+)
H9 (+)

Do

H10 (+)

H7 (+)

Ghi chii: PRO: tinh chuyén nghi¢p; PER: tinh ca nhan héa; INF: kha nang cung cép thong tin day du; RES: sy phan
hoi; PV: gia tri cém nl}én; INT: y dinh tiép tuc st dung
Nguon: Tac gia dé xuat

4. Phwong phap
4.1. Do lwong bién so

Thang do ludng cac khia canh ciia chét lugng tuong tac gdbm PRO (03 muc héi), PER (03
muc hoi), INF (03 muc héi), va RES (03 muc hdi) dugc str dung tir Li va cong sy (2022). UTI va
HED, mdi thang do 04 muc hoi, duoc ké thira tir Fu va Hsu (2023). INT gom 03 muc hoi duoc
sir dung tir Hou va cong su (2019). Chi tiét cac thang do luong & Bang 2.

4.2. Mdu nghién ciru

Nghién ciru str dung bang hoi dé thu thap dir liéu nghién ctru. Cac muc hoi bang tiéng
Anh duoc dich sang tiéng Vi¢t. Dt liéu tur 30 sinh vién dugc thu thap dé danh gia so bg. Dua
trén phan hoi, bang hoi dugc hi€u chinh va dugc st dung thu mau chinh thic. Phuong phép thu
mAu lan téa (snowball) dugc sir dung. K§ thuat thu mau phi xac suat dugc st dung rong rii trong
nghién ctru v& cam nhdn ngudi tiéu dung trong bdi canh LS (Luo, Cheah, Hollebeek, & ctg.,
2024; Luo, Cheah, Lim, & ctg., 2024; Nguyen & Le, 2023; Nguyen & ctg., 2023) vi thu mau X4c
suit hau nhu khong thé thuc hién duoc do khong thé co duoc khung mau (danh sach tat ca cac
ngudi xem LS cua tong thé). Nghién ciru dd st dung phan bd miu ddng déu vé gidi tinh (ti 16
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nam nit gan nhu nhau) va ving mién (mién Bic, mién Trung va mién Nam) dé giam sai 1énh cua
mAu va gia ting tinh dai dién so véi tong thé. Mau duogc thu trong thang 08 va 09 nim 2024. Khi
mot dap vién tra 16i xong bang héi, nguoi thu mau s& nhd dap vién giéi thiéu thém cac dap vién
tiém ning. Sau 02 thang thu miu, nghién ctru thu vé& 310 bang khao sat va loai bé 04 bang khao
sat do thiéu trén 5% thong tin. Do d6, sd phiéu con lai 12 306 véi ti 1¢ phan hoi 1a 98.7%. Khi so
sanh véi cac nghién ctru trude day vé LC trong bbi canh Viét Nam (Vi du: Nguyen & Le, 2023;
Nguyen & ctg., 2023), phuong phap thu mau (phi xac suit) va dic diém mau thé hién su twong
ddng. Bén canh do, cic dic diém mau ciing co sy twong thich véi dic diém ngu’orl tiéu dung su
dung LS nhu gidi tré c6 d6 d6 tudi tir 18 - 34 1a nhém ngudi dung tich cuc nhat (Duc Thien,
2023). Bang 1 thé hién dic diém mau nghién ciu.

Bang 1
Paic Piém Mdau Nghién Ciru

Gi6i tinh S6 lwong %

Nir 150 49.0

Nam 156 51.0

Tong 306 100

Tudi S6 lwong %

Dudi 25 130 42.5
25-34 75 24.5

35-45 50 16.3

Lén hon 45 51 16.7
Tong 306 100.0

Trinh d§ hoc vin S6 lwgng %
Pai hoc hodc thip hon 253 82.7
Thac si 51 16.7

Tién si 2 0.7

Tong 306 100

Tinh trang hon nhéan S6 lwgng %
Doc than 178 58.2

Két hon 128 41.8

Tong 306 100

Nghé nghigp S6 lwong %
Nhén vién cong ty 91 29.7
Noi tro 65 21.2

Gi4o vién 39 12.7

Kinh doanh 52 17.0

Bac si 15 49

Khac 44 14.4
Tong 306 100.0
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Gi6i tinh S6 lwong %
Thu nhép (triéu VND) S6 lwong %
<10 58 19.0
10-<15 109 35.6
15-<20 65 21.2
>=20 74 242
Téng 306 100
Tén suit xem LS S6 lwong %
Rét thap 55 18.0
Hoi thip 136 44.4
Vira phai 65 21.2
Hoi cao 36 11.8
Rét cao 14 4.6
Tong 306 100

Nguon: Két qua thong ké mau nghién clru ciia tac gia

4.2. Danh gia dp tin cdy va dj gia tri

Két qua qua trinh kiém dinh mo hinh do luong duoc trinh bay trong Bang 2 va 3. Bang 2
trinh bay két qua danh gia do tin cay va dg gia tri hoi tu. H¢ so tai, Cronbach’s Alpha va dd tin
cay tong hgp déu > 0.7, x4c nhan d¢ tin cdy cua cac thang do. Ngoai ra, gia tri phuong sai trich
trung binh > 0.5, cho thay céac khai ni¢m dat dugc do gia tri hoi tu (Hair & ctg., 2021).
Bang 2
Do Tin Cay va Giad Tri Hoi Tu

Khai niém va muc héi Hé s tai Alpha | CR | AVE
PRO: Khi xem LS, t6i thdy nguoi bdn ... 0.92 | 095 | 0.86
... ¢0 kién thirc chuyén vé san phdm 0.94
... ¢6 k¥ nang giao tiép tot 0.92
... ¢6 kha ning t6 chirc ban hang trén LS 0.93
PER: Khi xem LS, t6i thdy nguoi ban ... 0.87 | 092 | 0.79
... dap mg yéu cau cua toi 0.92
... dua ra cic goi y mua sdm phi hop v6i tinh hudng cua t6i 0.89
... dua ra céc giai phap riéng cho to1 0.87
INF: Théng qua gidi thiéu ciia nguoi ban trén LS, ti thdy ... 0.94 | 0.96 | 0.90
... ¢0 4n twong t6t hon v6i san pham 0.95
... ¢0 hiéu biét sdu hon vé san pham 0.95
... minh nhan dugc cac thong tin gia tri 0.95
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Khai niém va muc héi Hé so tai| Alpha | CR | AVE
RES: Khi xem LS, t6i thdy nguwoi ban ... 0.88 | 0.93 | 0.81
... san sang tra 16i cAu hoi cua toi 0.88
... nhanh choéng tra 161 cau hoi cua to6i 0.91
... phan hoi ciia nguoi ban c6 lién quan véi van dé t6i quan tim 0.91
UTI: Mua hang trén LS... 0.78 | 0.86 | 0.60

.. gitip t6i mua duogc san phim tot hon (gia, chat luong) 0.85

.. gitip t6i thu thap thong tin vé san phdm 0.80

.. gitp t6i so sanh san phiam & cac cira hang 0.74

.. mang lai cho t6i nhiéu gia tri nhat c6 thé 0.72
HED: Mua hang trén LS... 0.71 | 0.82 | 0.53
... gitip t6i cam thay thu gidn 0.73
... 1am t6i cam thay hung tha 0.73
... 1am t6i cam théy thich thu 0.72
... 1am t6i cam thay vui vé 0.73
INT 091 | 094 | 0.84
T6i sé tiép tuc xem LS trong tuwong lai 0.90
T6i s& ¢b gang xem LS mdi ngay 0.90
To1 dy dinh s& xem LS thuong xuyén 0.94

Nguon: Két qua tinh toan cua tac gia

Béang 3 trinh bay két qua ma tran ti 1¢ twong quan Heterotrait-monotrait (Heterotrait-
monotrait Ratio of Correlations - HTMT). Theo Hair va cong sy (2021), gia tri trong ma tran nay
can nhd hon 0.85 dé cac khai niém dat gia tri phan biét. Cac gia tri trong Bang 3 déu nhd hon

0.85 nén dd gid tri phan biét gifra cac khai niém dugc dam bao.

Bang 3
Ma Tran HTMT
1 2 3 4 5 6 7
PRO
PER 0.67
INF 0.08 0.06
RES 0.68 0.72 0.03
UTI 0.62 0.67 0.13 0.66
HED 0.60 0.63 0.26 0.69 0.38
INT 0.41 0.51 0.02 0.53 0.46 0.59

Nguon: Két qua tinh toan ciia tac gia
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4.2. Kiém dinh gid thuyét nghién ciru

Két qua kiém dinh cac gia thuyét nghién ctru dugc trinh bay trong Bang 4 cho thdy dir
lidu ting ho tat ca cac gia thuyét. Cy thé PRO c6 anh huéng dén UTI (H1: B =0.22; p <0.001) va
HED (H2: p = 0.20; p < 0.01). PER ciing tac dong cd y nghia dén UTI (H3: p = 0.28; p < 0.001)
va HED (H4: B = 0.20; p < 0.01). INF anh huong tich cuc dén UTI (H5: p=0.13; p < 0.01) va
HED (H6: B = 0.23; p < 0.001). Ngoai ra RES gop phan gia ting UTI (H7: p = 0.24; p < 0.001)
va HED (HS8: p = 0.30; p < 0.001). Cudi cing UTI (H9: B = 0.28; p < 0.001) va HED

(H10: B=0.39; p <0.001) co tac dong dén INT.
Hinh 2
Mé Hinh Uéc Lwong Puwong Dan

Pro1

-
0.000___

Pro2  4-0.000— Uti1 Uti2 Uti3 Uti4
0000

Pro3 Pro o318 0.000)0000 0000 0000 5005
Per1 \ /
"‘o.ooo\
Per2  €-0.000— —————— 0.282 (0.000) — P LIE]
hS
0000 0.198 (0.003) S~
nl . 0.281 (0.000) Rint1
Per3 Uti v
Per 0.132 (0.002) 0,000
Inf1 0.198 (0.002) (PEERS—0.000—  Rint2
- ~
0.000__ 0000
P 0 000—] I 0.240 (0.000) 0.394 (0.000) At —
0000 0.233 (0.000)
A

Inf3 Inf

Res1 0.297 (0.000)

- / Hed
0.000___ / 0000 gpgo 0000 0000
Res2  4-0.000—] / J \‘ \‘
=
42000 Hed1 Hed2 Hed3 Hed4

Res3

Res

Nguon: Két qua uéc lugng tir phan mém SmartPLS phién ban 4

Gia tri VIF <2 cho thay da cong tuyén khong nghiém trong. Thii tuc bootstrap véi 10,000
mau con cho thay khodng tin cay khong chira gia tri 0, dam bao dg tin cay cua cac udc lugng.

Bang 4
Két Qua Ubc Lwong M6 Hinh Cau Tric

Tac dong va gia thuyét VIF B Giatrit | Bootstrap | Kétluin
PRO - UTI Hl 1.83 | 0.22 | 3.59%** | [0.10; 0.34] Ung ho
PRO - HED H2 1.83 | 0.20 2.97%* [0.06; 0.33] Ung ho
PER - UTI H3 1.88 | 0.28 | 4.13*%** | [0.14;0.40] Ung ho
PER - HED H4 1.88 | 0.20 3.07%* [0.08; 0.32] Ung ho
INF-> UTI H5 1.00 | 0.13 3.19%* [0.05; 0.22] Ung ho
INF-> HED H6 1.00 | 0.23 5.9%* [0.15;0.31] Ung ho
RES-> UTI H7 1.94 | 0.24 3.6%** [0.11; 0.37] Ung ho
RES-> HED HS8 1.94 | 0.30 | 3.73%** | [0.14;0.45] Ung ho
UTI = INT H9 1.09 | 0.28 | 4.38*%** | [0.15;0.40] Ung ho
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Tac dong va gia thuyét VIF B Giatrit | Bootstrap | Kétluin
HED - INT H10 1.09 | 039 | 6.84*%* | [0.28;0.51] | Ungho
R’ INT: 0.298
Do 16n tac dong (F) f pro  uti = 0.05; £ pro , 1Ep = 0.04;

£ ver s un = 007 £ pex  rep = 0.04
fgINFeUTI 0.03; fgINFeHED 0.09;

f res vt = 0.05; £ res  1ep = 0.08;
f vty e = 0,105 £ 1ep |, vt = 0,20;

Nguén: Két qua tinh toan cua tac gia

Mo hinh giai thich duoc 29.8% bién INT (R* = 0.298); /2 dao dong tir 0.04 dén 0.20, cho
théy cac tac dong c6 do 16n nhd dén trung binh. Thu tuc PLSpyegict cho théy mo hinh cé strc manh
du bao manh.

Két qua phén tich da nhém cho cac tac dong cho thiy hau hét cac tac dong déu khong co su
khac biét gitra cac nhom tuoi, ngoai trur tac dong tir PRO = UTI c6 sy khac biét gitra nhoém tuoi
dudi 25 va trén 45 va tac dong tir INF = HED c6 su khac biét gitta nhom 25 - 34 va nhom trén 45.

Bang 5
Két Qua Kiém DBinh Sirc Manh Dy Bdo bc%ng Thu Tuc PLS)edict
Bién s6 Chi bao Q2 predict PLS-RMSE LM-RMSE
Intl 0.213 0.691 0.695
INT Int2 0.154 0.779 0.794
Int3 0.213 0.743 0.747

Nguon: Két qua tinh toan cua tac gia
5. Théo ludn va ham y
5.1. Thao ludn va ham y Iy thuyét

Nghién ctru ndy xem xét anh huong cta chat luong twong tac gdm céc khia canh PRO,
PER, INF, va RES (Kang & ctg., 2021; Li & ctg., 2022; Luo, Cheah, Lim, & ctg., 2024; Nguyen &
Le, 2023) dén INT thong qua PV, gdm UTI va HED (Babin & ctg., 1994; Sweeney & Soutar,
2001; Zeithaml, 1988). Két qua nghién ctru cho thay cac gia thuyét nghién ciru déu dugc ung ho
boi dit lidu: cac thanh phan cia chét lugng tuong tac ¢ anh huong cé y nghia dén PV, tir d6 gia
tang INT. Mot cach tong thé, nghién ctru nay dong gbp bang viéc hinh thanh hiéu biét vé vai tro
quan trong cta cht lwong tuong tic ngudi ban va nguoi tiéu ding (Li & ctg., 2022) trong viéc
mang lai PV cho nguoi tiéu dung, tir do gia tang hi¢u qua viéc duy tri nguoi tiéu dung ¢ lai voi LS.

Cu thé hon, cac khia canh cua chét luong tuong tac, gém PRO, PER, INF, va RES, co6
anh huong dén UTL Vé mit co ché, cac khia canh niy cia chat lugng tuong tic gitp gia ting
hiéu qua tiép nhan va xtr 1y thong tin clia ngudi tiéu dung, tir d6 hiéu rd hon vé loi ich va chirc
ning cua san pham (Bao & Zhu, 2022; Nguyen & ctg., 2023), giam bdt cam nhan rai ro va gia
tang sy tu tin trong danh gia chit lwong san pham (Liu & ctg., 2023; Wongkitrungrueng &
Assarut, 2020), hinh thanh cam nhan vé UTI (Babin & ctg., 1994; Sweeney & Soutar, 2001;
Zeithaml, 1988). Bén canh d6, cic khia canh cua chat luong tuong tac ciing thuc day hmh thanh
cam nhan gla tri tiéu khién. PRO, PER, INF, va RES thoa man ngudi tiéu dung vé mot trai
nghiém mua sim ma trong d6, ho duoc gan giii, chia sé, quan tdm (Nguyen & ctg., 2023; Sun &
ctg., 2019). Két qua 1a nguoi tiéu dung hinh thanh cam xtc tich cyc (Nguyen & Le, 2023;
Nguyen & ctg., 2023) nhu niém vui va su kich thich (Li & ctg., 2022), mang lai HED cho ngudi
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tiéu dl‘mg Do d6, mdi khia canh cta chit lvong c6 nhitng dong gop cu thé va riéng biét vao cam
nhan vé gla tri, thac day hanh vi nguoi tiéu dung. Mic du cic nghién ctu trudc day trong b01
canh LS hau nhu chua xem xét anh thO’ng ctia cac thanh phan nay, mot vai két qua ciing goi ¥ vé
anh huong cua timg thanh phan nay dén loi ich tién ich (Nguyen & Le, 2023; Nguyen & ctg.,
2023) va loi ich tiéu khién (Li & ctg., 2022; Yu & ctg., 2022). Bén canh d6, két qua nghién ctru
cling c6 su tuong ddng v6i khao sat cua Statista (2024) ring mot trong nguyén nhan cha yéu ma
nguoi tiéu dung Viét Nam tham gia LS vi tinh tuong tac theo thoi gian thuc, trong d6 ho c6 thé
héi va nhan hdi dap tire thi. Do d0, két qua vé tac dong cua cac thanh phan chat luong mbi tuong
tac dén PV c6 su tuwong thich véi cac két qua trude day. Pang luu y, PER ¢6 anh hudng manh
nhit dén UTI trong khi INF ¢ anh huong yéu nhat dén bién s nay. Trong khi do, RES lai 1a
bién sb tic dong manh nhat dén HED va PRO va PER c6 tac dong yéu nhat dén gia tri nay. Két
qua nghién ctru ciing cho thy cac thanh phan cua chat luong tuong tac c6 vai trd khic nhau
trong vi¢c hinh thanh céc gia tri cdm nhéan khac nhau.

UTI va HED c¢6 anh huéng dén y dinh hanh vi ciia ngudi tidu dung. Vai tro cua gia tri
trong viéc thic day hanh vi nguoi tiéu dung, bao gom ¥ dinh tiép tuc mua hang/str dung da dugc
khang dinh trong cac nghién ctru trude day (Babin & ctg., 1994; Sweeney & Soutar, 2001;
Zeithaml, 1988). Trong bdi canh Viét Nam, két qua khao sat cua Statista (2024) cho thay rang
ngudi tiéu dung tim kiém sy thuan tién va sy giai tri, 1a nhitng khia canh cta gia trj tién ich va
tiéu khién. Do do6, anh huong cua UTI va HED cam nhan dén INT c6 sy tuong dong véi cac
nghién ciru trong qué khir ca vé khia canh 1y thuyét va thuc tién. UTI va cam nhan thé hién
nhing loi ich ma ngudi tiéu ding nhan duoc khi sir dung LS, thic day ho tiép tuc sir dung LS dé
nhan thém cac loi ich trong tuong lai. Tuy nhién, két qua nghién ciru cho thdy HED c6 anh
huéng manh hon UTI dén INT cho thdy nguoi tiéu ding khong chi tim kiém loi ich tién ich va
dbi vé6i ho, loi tich tiéu khién co vai trd quan trong hon. Két qua nay khang dinh vai tro cua gia
tri tiéu khién, khac biét voi nghién ciru cia Wongkitrungrueng va Assarut (2020) trong linh vuc
thoi trang. Két qua nay ciing khac biét voi két qua nghién ciru ciia Fu va Hsu (2023) rang gia tri
tién ich dudng nhu c6 anh huéng 16n hon dén hanh vi ctia nguoi tiéu dung. Du véy, két qua cia
nghién ctru nay khang dinh tdm quan trong ctia PV véi vai tro 1a tién dé ctia hanh vi nguoi tiéu
ding trong bdi canh nghién ctru.

5.2. Ham y quan tri

Duya trén két qua kiém dinh gia thuyét dé xuat, nghién ctru nay dwa ra mot s6 ham y gia
ting cam nhan vé chit luong twong tac v4i nguoi ban trong bdi canh LS. Trude tién, khia canh
PRO @doi hoi nguoi ban héng can dugc dao tao bai ban vé k¥ ning tuong tac vdi nguoi tiéu dl‘mg
trong qua trinh phat truc tiép (Li & ctg., 2022) Cac ky nang nay bao gom kha nang glao tiép t6t
trong cach sur dung 161 néi va ngén ngir co thé dé c6 the gi6i thiéu san pham mot cach song dong
qua LS. Bén canh d6, nguoi ban ciing cn tim hiéu vé san phiam dé co nhiing hiéu biét thyc té
nham dwa ra nhitng tu van chinh xac va hop Iy trong qua trinh giéi thiéu san pham. Tiép theo, dé
gia ting PER trong qué trinh twong tic voi nguoi tiéu ding, ngudi ban can c6 sy hiéu biét nhit
dinh vé tap nguoi tiéu ding trén LS dé dua ra cac thong tin dap ing nhu cdu va mong mudn ctia
ho (Nguyen & Le, 2023). Trong qua trinh LS, ngudi ban ciing can thiét 1ap doi ngii hd tro nham
tong hop va giai dap cac cau hoi trong thoi gian ngin, gia ting cam nhan PER, cai thién cam
nhén INF cling nhu RES ctia nguoi ban.

Vi UTI va HED 1a céc bién sé anh hudng truc tiép dén INT, cac bién sb nay can duoc
theo doi trude, trong va sau cac phién LS. Do luong cac gid tri nay theo thoi gian thuc gitp
ngudi ban va doi ngii hd tro ¢6 thé danh gid duoc cam nhan cua ngudi tiéu ding vé chit lugng
twong tac, tir d6 c6 nhitng diéu chinh va thay ddi kip thoi nham gitr chan nguoi tiéu dung voi LS.
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5.3. Han ché cua nghién cvuru

Nghién ctru ndy c6 mot s6 han ché nhat dinh. Trude tién, cac nghién ciru trong twong lai
c6 thé sir dung phuong phap thu mau dinh mtrc nham gia ting tinh dai dién cia mau nghién ctu.
Tiép nita, cac gia tri khac nhu gia tri x3 hoi (social value) hodc gia trj méi la (novelty value) co
thé dugc sir dung dé mé rong khung gia tri trong nghién ctru ndy. Cudi cing, phan tich da nhom
c6 thé duoc st dung dé co duoc sy hiéu biét sdu sic hon vé& hanh vi ngudi tiéu dung trong timg
nhém nhan khau hoc.
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