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Tém tat: Hanh vi ngudi tiéu dung Viét Nam chiu tic dong manh mé tir méi truong sé.
Nghién ciru phan tich cac yéu t6 anh huéng dén hanh vi ngudi tiéu dung trong thoi ky
chuyén dbi s6 dwa trén mo hinh Stimulus - Black Box - Response cua Philip Kotler,
dugc didu chinh dé phi hgp voi bdi canh cong nghé s6. Dir lidu dugc tong hop tir cc
bao cdo uy tin nhu Digital 2024 Vietnam, Connected Consumer, Sach tring Thuong
mai dién tir va e-Conomy SEA. Két qua nghién ctru cho thdy ty 1& nguoi ding Internet
tai Viét Nam dat khoang 78,7% dan sd, v6i thoi gian sir dung trung binh trén 6 gio mi
ngay, tao diéu kién cho cac kich thich marketing s6 va yéu t6 xa hoi s6 tic dong dén
hanh vi tiéu dung. Dong thoi, mirc d phd bién ctia mua sim truc tuyén va vi dién tir
cho thiy xu hudng tiéu dung ngy cang gin véi hé sinh thai sd. Piém mai cua bai viét
14 viéc tich hop cac yéu td cong nghé nhu thuit toan goi ¥ va ¢4 nhin hoa vao md hinh
hanh vi truyén thong, qua d6 chi ra co ché tac dong ciia méi trudng sé va goi ¥ cdc ham
V quan tri.

Tir khoa: Chuyén doi so, hanh vi nguoi tiéu dung, kinh t€ s6, mua sam tryc tuyén.

FACTORS INFLUENCING CONSUMER BEHAVIOR IN THE DIGITAL
TRANSFORMATION ERA

Abstract: Vietnamese consumer behavior has been profoundly influenced by the
digital environment. This study analyzes the key factors affecting consumer behavior
during the digital transformation era based on Philip Kotler’s Stimulus-Black Box-
Response model, which is adapted to fit the digital technology context. The study
synthesizes secondary data from reputable sources, including Digital 2024 Vietnam,
Connected Consumer, the E-commerce White Paper and e-Conomy SEA. The findings
indicate that Vietnam’s Internet penetration rate has reached approximately 78.7% of

the population, with an average daily Internet usage of over six hours, creating
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favorable conditions for digital marketing stimuli and digital social factors to influence

consumer behavior. At the same time, the widespread adoption of online shopping and

e-wallets reflects a consumption trend increasingly embedded in the digital ecosystem.

The novelty of this paper lies in integrating technological factors such as

recommendation algorithms and personalization into the traditional behavioral model,

thereby clarifying the mechanisms through which the digital environment affects

consumer behavior and providing relevant managerial implications.

Keywords: Consumer behavior, digital economy, digital transformation, online shopping.

1. Mé dau

Trong bdi canh kinh té s phat trién
manh mé&, Viét Nam dang ching kién sy
thay d6i sdu sic trong hanh vi tidu ding,
khi nguoi dung Internet va mang xa hoi
dat mirc cao. Céc hinh thirc tiéu dung sd
nhu thuong mai dién tu, livestream
commerce (Thuong mai dién tor qua
livestream), social commerce (Thuong
mai x4 hdi), thanh toan dién tir va cac img
dung AI (Tri tué nhan tao) da tr¢ thanh
mot phin quan trong cta doi séng. Nhimg
thay d6i nay dit ra yéu cau can nghién ciru
lai hanh vi ngudi tiéu dung dudi goc nhin
Iy thuyét hién dai. Mic di mé hinh kich
thich phan ng cua Kotler dugc sir dung
phé bién trong marketing nhung chua
nhiéu nghién ctru 4p dung mo hinh nay dé
giai thich hanh vi tiéu ding trong moi
trudng sé noi cong nghé, thuat toan va
cong dong truc tuyén co vai trd ngdy cang
rd nét. Khoang tréng cua nghién ctru 1a
chua c6 nhiéu cong trinh tich hop dit liéu
thi treomg thye té véi khung 1y thuyét kinh
dién dé mo ta hanh vi nguoi tiéu dimg Viét
Nam trong bi canh sé hoa. Nghién ciru
hudng dén cac muc tiéu: (i) Xac dinh cac
yéu t6 anh huéng dén hanh vi ngudi tiéu
ding s6 tai Viét Nam; (ii) Hé thong hoa
cac yéu t6 nay dira trén mé hinh kich thich

phan trng cia Kotler; (iii) Phan tich sy phu
hop ctia mé hinh trong bdi canh sd; (iv)
Pé xudt mo hinh nghién ctru didu chinh
cho nguoi tiéu dung Vigt Nam thoi ky hau
chuyén déi so.

Phuong phap nghién ctru st dung
trong bai bao gdm hai nhom chinh: (1)
Phén tich dit liéu thir cAp tir cac ngudn bao
cao uy tin nhu Digital 2024 Vietnam,
Connected Consumer Vietnam, Sach
tring TMPT Viét Nam va e-Conomy
SEA 2024 va (2) Phan tich noi dung dé
ma héa va phan loai cac yéu t6 anh hudong
theo mdé hinh 1y thuyét cia Kotler.
Phuong phap mé hinh héa khai niém dugce
str dung dé xay dung mé hinh hanh vi tiéu
dung s6 phit hop véi bdi canh Vigt Nam.

Quy trinh phan tich cua bai bao dugc
thuc hién theo hudng nghién ciu tong
quan va phén tich Iy thuyét két hop véi
téng hop dir liéu thir cap. Nghién ciru tién
hanh thu thép, sang loc va hé théng hoa cac
tai liéu thir cip tir cac bao cio chuyén
nganh va cong trinh nghién ctru c6 d¢ tin
cdy cao, nhu Digital 2024 Vietnam,
Connected Consumer, Sach tring Thuong
mai dién tr va e-Conomy SEA, dua trén
cac tidu chi vé tinh cap nhat, mirc do lién
quan va kha ning phan dnh bdi canh tiéu
duing s6 tai Viét Nam; don vi phan tich chu
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yéu 1a cac chi sb thdng ké, két qua nghién
ctru va nhan dinh téng hop dugce trinh bay
trong cac tai li¢u nay. Trén co s khung ly
thuyét Stimulus - Black Box - Response
cua Philip Kotler, nghién ctru phan tich,
dbi chiéu va tong hop cac két qua nghién
ctru trude nham nhén dién cac nhom yéu th
chinh téc dong dén hanh vi ngudi tidu ding
trong moi truong s6. Tir do, thong qua lap
ludn 1y thuyét va bang chimg thyc tién ké
thira, bai bao xac dinh cac méi lién hé logic
gitta cac nhom yéu té va hanh vi tiéu ding,
qua d6 dé xudt mo hinh nghién ciru diéu
chinh phtt hgp véi bdi canh chuyén doi s6
tai Viét Nam, lam co s¢ cho viéc thao luan
két qua va d& xuat cac ham ¥ quan tri.

2. Co s¢ ly thuyét vai mé hinh
nghién ciru

2.1. Hanh vi ngudi tiéu dung va
mo hinh kich thich phan ing

Hanh vi nguoi tiéu dung 1a linh vuc
nghién ctru quan trong trong marketing va
duogc giai thich toan dién qua md hinh
kich thich - phan Ung (Stimulus-Black
Box-Response) cua Kotler & Keller
(2016). M6 hinh cho ring hai nhém kich
thich chinh la kich thich marketing (san
phdm, gia, phan phdi, xuc tién) va kich
thich méi truomg (van hoa, xa hoi, kinh té,
cong ngh¢) di vao “hdp den” cua nguoi
tiéu dung, bao gdom dic diém c4 nhin va
cac qua trinh tdm 1y nhu nhén thic, dong
co, hoc hoi, thai do va niém tin. Tir do,
ngudi tiéu dung tao ra cac phan ing hanh
vi nhu lwa chon thwong hidu, nén tang,
thoi diém mua va tin suit mua.

M6 hinh Stimulus Response co gia
tri trong vi€c giai thich hanh vi tiéu dung
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theo chudi nhan qua va duogc tmg dung
rong rai trong nghién citu marketing
truyén thong. Tuy nhién, qua trinh s6 hoa
dang 1am thay d6i manh mé& cach nguoi
tiéu ding tiép nhin thong tin, tim kiém
san pham va ra quyét dinh mua, khién mé
hinh truyén théng can dugc diéu chinh dé
phan anh céc tic nhan cong nghé mai xuét
hién (Liu va cong sy, 2022). Cac nghién
ctru gan ddy vé hanh vi nguoi tiéu dung sé
chi ra ring céc nén tang truc tuyén nhu
mang x3a hoi, thuong mai dién tir va nén
tang video di thay ddi cach ngudi tiéu
ding tim kiém, danh gia va ra quyét dinh.
Thuét toan goi ¥ va co ché ca nhan hoéa tré
thanh yéu t6 quan trong dan dat hanh vi
tiép nhan théng tin, khién hanh vi tidu
ding mang tinh phan ung theo thoi gian
thyc. NO1 dung tao boi nguoi dung
(UGC), danh gia truc tuyén, KOL/KOC
va cong dong s da thay thé mot phan vai
trd ctia yéu té vin hoa xa hdi trong mé
hinh truyén thong. Pong thoi, vidc sir
dung Al trong tim kiém thong tin, hd trg
ra quyét dinh, va c4 nhan hoa trai nghiém
tiéu dung da tré thanh mét kich thich cong
nghé mdi ma Kotler chura dé cap trong mo
hinh nguyén thuy.

2.2. Hanh vi nguwoi tiéu dung
trong mdi truong so

Trong bdi canh kinh té s6 bing nd,
hanh vi ngudi tiéu dung di thay doi cin
ban. Cic bdo cdo nhu Digital 2024
(DataReportal, 2024),
Connected Consumer Vietnam (Decision
Lab, 2024), Sach Tring TMDT Viét Nam
(VECOM, 2024), va e-Conomy SEA
(Google, Temasek & Bain, 2024) chi ra
rang ngudi tiéu dung Viét Nam ngay cang

Vietnam



phu thudc vao nén tang sd, ndi dung
video, mang xa hi va cong nghé Al

(i) Vai tro cua nén tang sb va thuat
todn: Thuat todn goi y va co ché ca nhan
hoa dang dinh hinh manh mé cach nguoi
ding tiép can thong tin. Ngudi tiéu ding
phan Ung theo thoi gian thyc véi video
ngén, livestream va ndi dung dugc dé xuét
tu dong (Chen va cong su, 2021).

(i1)) Noi dung tao boi nguodi dung
(UGC) va cong ddng tryc tuyén: UGC,
danh gia san pham, review (Panh gia
ngudi dung), cac xu huéng lan truyén va
vai tro cuia KOL/KOC tr¢ thanh nhom
tham khao mdi, co tic dong manh hon
nhém xi hoi truyén thong (Chu & Kim,
2018). Niém tin mua sim ngay cang dua
vao danh gia cong dong thay vi thong tin
doanh nghiép cung cip.

(iii) Anh hudng cta cong nghé Al
va tién ich nén tang: AThd trg nguoi dung
tim kiém théng tin, so sanh gia, danh gia
chat lwong san pham va ca nhian héa hanh
trinh tiéu dung (Lim va cdng sy, 2020).
UX/UL, thanh to4n s, toc do x1r Iy va bao
mét tré thanh cac yéu t6 quyét dinh trai
nghiém va sy gin bo ciia nguoi tiéu ding,

(iv) Hanh vi tiéu ding sé dic thu:
Cac hanh wvi
livestream

nhu social commerce,
based
shopping (Mua sim dua trén video) va

commerce, video
mua sim dua trén goi ¥ thuét toan dang
trd nén phd bién. Céc bio cdo thi trudng
cho thiy nguoi tiéu dung phan tmg nhanh
voi ndi dung ngin va thuong mua sim
trén nhiéu nén ting cing lic.

2.3. Khung Iy thuyét vé hanh vi
ngudi tiéu dung s6

Tir nén tang ly thuyét cia Kotler va
cac nghién ctru thuc nghiém, nghién ciru
dé xuét khung 1y thuyét gdm sau nhom
yéu tb chinh:

(i) Kich thich marketing sb (Digital
Marketing Stimuli): Bao gdm quang céo
Sé, video nge”in, livestream, influencer
marketing, wu dii truc tuyén va truyén
thong trén mang xa hdi (Decision Lab,
2024). Cac hinh thirc marketing nay ngay
cang dugc nguoi tiéu dung tiép nhan
thong qua cac dinh dang ti wu hoa bai
thuét toan, khién tic dong cua ching tro
nén truc tiép va mang tinh thoi gian thyc.

(i1) Kich thich cong nghé
(Technological Stimuli): Gom Al, thut
to4n goi ¥, ca nhan hoa, UX/UI, téc d6 xir
1y, thanh toan s va bao mat (Google et
al., 2024). Trong hanh vi tiéu ding sd,
cong nghé khong chi dong vai tro trung
gian ma con 14 yéu td dinh hinh truc tiép
hanh vi mua sdm va lga chon nén tang.

(iii) Yéu t6 vin hoa, x3 hoi sé
(Digital Social, Cultural Factors): Bao
gém cong dé)ng truc tuyén, review, UGC,
KOL/KOC va cac xu huéng lan truyén
(VECOM, 2024). Cac yéu té nay thay thé
mot phan vai tro cia nhém yéu t6 van hoa
- xa hodi trong mo hinh Kotler, dong vai tro
quan trong trong viéc hinh thanh niém tin,
giam rui ro cam nhan va tao dong luc tiéu
dung trén cac nén tang sd.

(iv) Pic diém ca nhn ciia ngudi tiéu
dung s0 (Digital Consumer
Characteristics): Gom d¢ tudi, thu nhép,
gioi tinh, digital literacy va thoéi quen
online. Gen Z, Gen Y va Gen X thé hién cac
hanh vi s6 khac nhau (Decision Lab, 2024).
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(v) Qua trinh xir 1y théng tin s6
(Digital Information Processing): dién ra
trong “hdp den” cia nguoi tiéu dung theo
cach duge diéu chinh bai bdi canh truc
tuyén. Bao gdm nhén thic loi ich, nhan
thirc nii ro truc tuyén, murc do tin tuong
vao nén tang, kha ning d4anh gia thong tin
s6 va hoc hoi tir ndi dung truc tuyén
(Kotler & Keller, 2016; va cong su, 2020).

(vi) Phan {mg hanh vi tiéu ding sb
(Digital Behavioral Response): Thé hién

qua lya chon nén tang, murc chi tiéu, tAn suat
giao dich, mire d9 trung thanh, tuong tac ndi
dung va hanh vi da nén tang. Trong méi
truong s6, hanh vi phan tmg khong chi 1a
quyét dinh mua ma con 1a trong tac vai noi
dung, xem livestream, thém san phém vao
gi6 hang, chia sé thong tin va dé lai danh gia.

Khung 1y thuyét nay lam 16 su khac
biét ctia hanh vi tiéu ding s6 so véi hanh
vi truyén thong va phan 4nh day du cac
yéu t tac dong trong nén kinh té sb.

MO HINH HANH VI NGUOI TIEU DUNG SO

KICH THICH (STIMULI) HOQP DEN NGUOI PHAN UNG HANH VI
e Yéu td xi hoi - vin hoa sb " R 5 B
e Dic diém ca nhén cua e [uya chon nén tang
nglIO‘i tiéu dung s0 e Murc dé chi tiéu

e Qua trinh xir Iy thong tin s6 "

Tén suat va mic do
tuong tac

e Hanh vi da nén tang

3. KET QUA NGHIEN CUU

3.1. Kich thich tir méi trudng sb

Nguon: Xay dung cia téc gia

3.1.1. Kich thich marketing s6 - niie dg tiép xiic ngi dung va twong tic da nén ting

Bang 1. Mirc do sur dung Internet va mang xd hoi tai Viét Nam

STT Chi s6 Gia tri
1 | Dan sé Viét Nam 2024 99,7 triéu
Ngudi dung Internet 78,4 triéu (= 78,7%)
Nguoi dung mang xa hdi 70 trigu

Thoi gian dung Internet/ngay

6 gioy 15 phat

Thoi gian dung mang xa hoi/ngay

2 gio 31 phat

| | B W

S6 nén tang duoc ding trung binh

6,3 nén tang
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Dir lidu tir bang s lidu cho thiy
nguoi Viét Nam st dung Internet & murc
rét cao, v6i 78,4 triéu ngudi ding Internet
va 70 triéu nguoi dung mang xa hoi. Thoi
gian dung Internet trung binh dat 6 gio 15
phut/ngay, trong do 2 gio 31 phut danh
cho mang xa ho6i. Dong thoi, ngudi ding
sir dung trung binh 6,3 nén tang so. Tir cc
con s6 nay co6 thé thiy rang mirc do tiép
xtic v6i kich thich marketing b rat 1on va
dién ra trong thoi gian dai, tao diéu kién
dé quang cdo sd, video ngin, livestream
va goi ¥ ndi dung tac dong manh dén nhéan
thirc va hanh vi nguoi tiéu dung. Diéu nay
cung cb thanh phan “kich thich marketing
s6” trong co so 1y luan.

3.1.2. Kich thich x4 hoi - vin hoa
50 - vai tro néi bit ciia nén ting mang
xa hoi

Bang 2. Ty ¢ nguoi ding
theo timg nén tang

STT| Nén ting '}/:lrbig;_rg; (ti;;g
1 |Facebook 90,5%
2 |YouTube 89,7%
3 |Zalo 76,5%
4 |TikTok 67,4%
5 |Instagram 46,2%
6 |Messenger 75,3%
(Nguon:

Digital 2024 Vietnam - DataReportal)

Ty 1€ nguoi dung Facebook (90,5%),
YouTube (89,7%), Zalo (76,5%) va TikTok
(67,4%) rit cao. Pay 14 cic nén tang tao ra
khong gian twong tic xd hdi, chia sé ndi
dung, d4nh gia san phiam va lan truyén xu
huéng. Tir s6 lidu nay, c6 thé khing dinh
ring mang xa hdi 13 ngudn kich thich vin

hoéa xa héi chi dao, noi UGC, danh gia,
KOL/KOC va hi¢u tmg lan truyén anh
huomg tryc tiép dén “hop den” nhan thirc va
thai d6 cta nguoi tiéu dimg. Pidu nay phu
hop véi khung Iy thuyét da néu vé vai tro ciia
yéu td vin hoa xa hoi.

3.1.3. Kich thich cong nghé - Al,
thudt todn goi ¥ va ti¢n ich nén ting

Bang 3. Ty lé sir dung Al

STT | Congeu Al | 1LY 1€ngwoi
dung
1 ChatGPT 55%
2 Gemini 32%
3 Meta Al 22%
4 Copilot 8%

(Nguon: Connected Consumer -
Decision Lab 2024-2025)

Dir li¢u khao sat 1.300-1.500 nguoi
ding Internet cho thdy mtrc do sir dung Al
cao. Tir két qua nay co thé thiy ring AT da
tr thanh mot kich thich cong nghé méi, dan
dit hanh vi tim kiém thong tin, so sanh san
pham va c4 nhén hoa trai nghiém. Diéu nay
ctng cb luan diém 1y thuyét ring cong nghé
dong vai tro trung gian nhung ciing 1a tac
nhéan dinh hinh hanh vi mua.

3.2. Hop den nguoi tiéu dung so

3.2.1. Pic diém cd nhén: s khdc
biét theo nhom tuoi

Bang 4. Ty Ié mua sam online

theo nhém tuéi

STT Nhém tudi muﬁfiine
] 16-24 (Gen Z) 82%
¢ 25-34 (Gen Y) 89%
3 35-44 77%
4 45-54 63%

(Nguén: Sach tring TMPT 2023-2024)
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Ty 18 mua sim truc tuyén giita cac
nhém tudi co su khac biét ro rét, trong do
nhom 25-34 tudi dat muc cao nhat (89%),
tiép theo 1a 16-24 tudi (82%) va 35-44
tudi (77%), trong khi nhém 45-54 tudi chi
con 63%. Tir cac s6 lidu nay co thé thay
d6 tudi va mac do am hiéu cong nghé 1a
yéu t6 diéu tiét manh mé trong “hop den”
nguoi tiéu ding, anh huong truc tiép dén
kha ning tiép nhan kich thich marketing
s6 va muc do tin cly vao giao dich truc
tuyén. Nhom tré (Gen Z, Gen Y) phan img
tich cyc hon vé1 cic hinh thuc quang cdo
s0, ndi dung video ngin va khuyén mai
thoi gian thuc, trong khi nhém 1én tudi
van duy tri su than trong do ruii ro cam
nhan cao hon. Didu nay cing c¢6 luan diém
Iy thuyét ring ddc diém ca nhan 1a bién
trung gian quan trong trong mo hinh
Stimulus-Black Box-Response. Qua do,
hanh vi mua sim online tai Viét Nam thé
hién rd tinh phan ting theo tudi, phan anh
mirc do sin sang cong nghé va phong cach
song sb cta timg nhém tiéu dung.

3.2.2. Qud trinh xir Iy théng tin: niém
tin, nhan thiic lpi ich va dpng co mua

Bang 5. Ly do nguoi Viét
mua hang online

ich mang tinh chirc ndng trong qua trinh xir
Iy thong tin, thé hién qua mirc do coi trong
tién lgi (74%), khuyén mai hap dan (70%),
va gi4 ré hon (68%), bén canh cic yéu t6
nhu nhidu lya chon (55%) va giao hang
nhanh (52%). Tir dir liéu nay cho thiy
nguoi tiéu dung hinh thanh danh gia dya
trén ba try cot: tiét kiém chi phi, t6i vu hoa
thoi gian va giam rui ro trong giao dich
true tuyén. Céc yéu td nay phan anh 1o vai
tro cua “hdp den” nguoi tiéu dung, noi
nhan thire 1¢i ich, rui ro, niém tin duge can
nhéc trude khi hanh vi mua xay ra. Nhém
khach hang c6 mirc do hiéu biét cong nghé
cao thuong danh gia théng tin nhanh hon
va d& chip nhén giao dich sb hon, trong khi
nhém con han ché k¥ ning s6 to ra than
trong hon v&i riii to lién quan dén chit
luong san pham hay gian 1an. Két qua nay
cling ¢b co s& 1y lun ring qua trinh xir 1y
théng tin 1 co ché trung gian quan trong
quyét dinh viéc chuyén doi tir y dinh sang
hanh vi tiéu dung trong méi truong sd.

3.3. Phan vng hanh vi

3.3.1. Lwa chon nén ting va hanh
vi mua sim trie tuyén

Bdng 6. Nén tang mua sam triec tuyén
pho bién nhat

STT Ly do Ty 1€ (%) Ty 1§ nguoi
A > by
| Gis & hom 68% STT Neén ting dun‘g mua
hang
2 |Nhi€u lya chon 55% 1 |Shopee 889%
3 |Giao hang nhanh 52% 2 |TikTok Shop 45%
4 |Tién loi 74% 3 |Lazada 32%
i __ Ty "
5 |Khuynmdibdpdin| 70% = e s
- - Facebook ;
(Nguén: Sach trang TMDT 2023-2024) 5 Markeiplace 27%

Két qua tir s6 liéu thong ké cho thiy
nguoi tiéu dung Viét Nam uu tién cac lgi
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Dit lidu tir cho thay hanh vi lva
chon nén tang cua ngudi tiéu dung Viét
Nam tap trung manh vao Shopee véi
88% nguoi dung, theo sau la TikTok
Shop (45%), Lazada (32%), Facebook
Marketplace (27%) va Tiki (18%. Tir sb
liéu nay cho thdy yéu t6 kich thich
marketing s6 (khuyén maii, livestream,
video ngin) ciing vi thudt toan dé xudt
dong vai tro then chét trong viéc hinh
thanh nhan thic vé sy tién loi va gia tri
giao dich. Su ndi lén cua TikTok Shop
phan anh tac dong manh cua ndi dung
video va co ché ca nhan hoa, cho thay
hanh vi phan tng theo thoi gian thuc cua
nguoi tiéu dung trong méi trudng sb.
Céc nén tang c6 hé sinh thai rong va
cong nghé téi wu hoéa hanh trinh mua
sam thuong dugc uu tién hon, thé hién
su lién két chat ché gitra kich thich cong
nghé va kich thich xa héi trong quyét
dinh mua. Nhin chung, két qua cing cb
co s& 1y thuyét Stimulus-Black Box-
Response khi hanh vi mua sdm bi chi
phéi boi mire d6 goi ¥ ndi dung, sy thuén
tién va do tin cdy cla timg nén tang.

3.3.2. Hanh vi sir dung dich vu so:
giao do an, goi xe

Bdng 7. Nén tang giao do dn

Bing 8. Nén tang goi xe

STT |  Nén ting THL paan
str dung
1 Grab 72%
2 Xanh SM 18%
3 be 12%

(Nguon: Connected
Consumer 2024-2025)
Dir liéu khao sat 1.300-1.500 nguoi
ding Internet cho thiy GrabFood va Grab
chiém uu thé 16 rét nho ha ting cong nghé
6n dinh, mét do tai xé cao va thdi gian phan
hdi nhanh, qua d6 tao ra nhén thirc gid tri va
su tin cdy manh mé cua nguoi tiéu dung.
Hiéu tmg mang lu6i va lan truyén xa hoi
cling ¢b thém vi thé cua céc nén tang nay,
khién théi quen sir dung tré nén bén ving.
Trong khi d6, cic nén tang nho hon nhu
ShopeeFood, be hay Xanh SM tang trudng
dwa trén wu thé ngach nhung chwa du sirc
thay d6i hanh vi da hinh thanh. Két qua cho
thay yéu t6 cong nghé va do tin cdy dong
vai trd quyét dinh hon so véi gia ca hay
khuyén mai. Dac diém nay phan anh ding
mo hinh Stimulus-Black Box-Response khi
ngudi ding wu tién nén tang co kha ning
giam bét dinh cao nhat. Hanh vi tiéu ding
trong phan khtic nay vi vy mang tinh tdi uru
hoa thoi gian thue va phy thude 16n vao chat
lugng hé sinh théi s.

STT Nél‘l tﬁl'lg :gidpuhfn 3.3.3. Hanh vi thanh toan S(’){

ung Bing 9. Ty I¢ st dung vi dién tir
1 [GrabFood 46% T
STT | Vi dién tir Tylgse

2 |ShopeeFood 21% dung

. 1 |MoMo 70%

3 ; il B 11% 2 |ZaloPay 37%

trude khi rat |
et 3 |ShopeePay 35%
4 |Loship 7% 4 |ViettelPay 16%

(Neuon: Connected
Consumer 2024-2025)

(Nguon: Ngdn hang Nha nude,
Connected Consumer 2024-2025)
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Két qua cho thly MoMo duy tri vi tri
dan dau nho kha ning tich hop da dich vu,
muc do phu thanh toan rong va trai nghiém
cong nghé 6n dinh, qua d6 hinh thanh nhén
thirc tién ich vuot troi so véi cac vi khac.
Trong khi do, ZaloPay va ShopeePay phat
trién dua trén strc manh hé sinh thai gbc
(Zalo, Shopee), phan anh dung hi¢u Ung
mang lu6i trong hanh vi tiéu ding sé. Su
chénh 1éch giira cac vi ciing cho thdy nguoi
dung uvu tién tién loi va mic do tich hop
hon 12 yéu t khuyén mai don 1é. Hanh vi
lya chon vi dién tir vi vay chiu tac dong
manbh tir kich thich cong ngh¢ va kich thich
x3 hoi. Pay 1a hai thanh phan quan trong
trong mé hinh 1y thuyét hanh vi. Xu hudng
tang giao dich khdng tidn mat chimg minh
su chuyén dich rd rét tir hanh vi thir nghiém
sang hanh vi str dung theo thoi quen. Nhin
chung, vi dién tr duoc lua chon dya trén
kha ndng dap ing toan dién hon la chirc
nang don le.

3.4. Tong hop két qua nghién ciru

Két qua tir cac bang s6 liéu cho thdy
hanh vi nguoi tiéu ding sb tai Viét Nam
van hanh theo mot cau tric nhat quan bam
sit md hinh Stimulus-Black Box-
Response.

Thir nhét, kich thich tir méi truong
s6 dugc cung cb boi mirc d6 s dung
Internet cao (78,4 triéu nguoi dung) va sy
phé bién ctia mang x héi (70 tridu ngudi
ding), cung thoi gian truc tuyén dai. Mic
db tiép xtc nay cho phép cac kich thich
marketing sd, kich thich xd hoi - vin hoa
va kich thich céng nghé lan téa manh mé
qua mang x3 hoi, video ngin, livestream
va hé thong goi y.
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Thtr hai, hdp den ngudi tiéu dung
thé hién su phén tang rd rét theo dic diém
ca nhin va co ché xtr 1y thong tin. Nhom
nguoi tré (Gen Z, Gen Y) c6 ty 1¢ mua
online cao hon (82-89%) va phan tng
tich cuc voi cac kich thich sd, trong khi
dong co mua chu yéu dua trén tién loi,
gia hip din va khuyén mai (52-74%).
Céc yéu t nay cho thiy ngudi tiéu ding
danh gia thong tin dya trén su két hop
gitra nhan thirc 191 ich , rii ro va tin cay,
phtt hop véi co ché xir Iy trong mé hinh
Iy thuyét.

Thit ba, phan tmg hanh vi thé hién
rd rang qua lya chon nén tang, hanh vi
mua sam, sir dung dich vu va phuong thirc
thanh toan. Shopee (88%) va TikTok
Shop (45%) 12 hai nén tang dan d4u trong
mua sim, trong khi Grab va GrabFood
théng tri thi phan goi xe va giao do an,
phan anh sy vu tién dbi véi nén tang co
cong nghé manh, ha ting tot va do tin cay
cao. Bén canh d6, MoMo (70%), ZaloPay
(37%) va ShopeePay (35%) cho thdy hanh
vi thanh toan bi chi phéi bai tinh tién dung
va muc d¢ tich hgp trong hé sinh thai.

Téng hop quy nap tir cac dir lidu cho
thay hanh vi tiéu ding s6 tai Viét Nam 1a
két qua cua sy twong tac chit ché giita
kich thich cong nghé, kich thich xa hgi va
kich thich marketing, duoc diéu bién boi
dic diém c4 nhan va qua trinh xir Iy thong
tin, trude khi chuyén hoa thanh hanh vi
mua sim da nén tang va thanh toan so.
Diéu nay khing dinh tinh phit hop ciia mé
hinh Stimulus-Black Box-Response trong
bdi canh tiéu dung sb hau chuyén dbi sb,
d6ng thoi phan anh s phat trién manh mé
ctia kinh té s6 Viét Nam.



4. Két luan

Nghién ctru di chimg minh ring
hanh vi ngudi tiéu ding sd tai Viét Nam
van hanh theo mo hinh Stimulus-Black
Box-Response khi dugc diéu chinh cho bbi
canh kinh té sé va su phat trién manh cua
cac nén tang truc tuyén. Cac kich thich
marketing, cong nghé, xi hoi, van hoa sé
tao ra anh huong sau rong nho mrc do su
dung Internet cao va thoi gian true tuyén
lon. “Hop den” nguoi tiéu dung phan anh
su tuong tc gitta dic diém ca nhéin, dong
co kinh té, dong co trai nghiém va mic do
tin cdy vao nén tang, trudc khi chuyén hoa
thanh hanh vi mua sim da nén ting, sir
dung dich vu sb va thanh toan dién tur. Dir
liéu tir cac bang sb liéu cho thay hanh vi
tiéu dung tai Viét Nam dang chuyén dich
theo huong phu thuéc manh vao hé sinh
thai nén tang, tinh tién dung va chat lugng
trai nghiém lién mach.

Tir cac két qua nay, co thé rat ra
mot s6 ham ¥ quan tri quan trong. Doanh
nghiép can dau tu manh vao ndi dung 36,
dac biét la video ngén va livestream
nhiam tén dung co ché goi1 y cua thuat
toan va thoi gian ngudi dung truc tuyén
cao. Viéc toi wu hoa trai nghiém nguoi
dung, tir giao dién dén tdc dd phan hoi va
tinh minh bach, 1 diéu kién bat bugc dé
cai thién niém tin va giam rai ro cam
nhén. Bén canh do, chién luge marketing
can duge ca nhan hoa theo nhém tudi, vi
mitc d6 chip nhan cong nghé va phan
ung voi kich thich s6 khac biét rd rét gitra
Gen Z, Gen Y va cac nhom 16n tudi hon.
Cudi cung, doanh nghiép cdn mé rong
hop tac vai cac vi dién tir va nang cao kha
ning tich hop thanh toan nhim tao trai

nghiém 1ién mach trong toan b hanh
trinh khach hang.

Tuy nhién, nghién ctru van ton tai
mot sb han ché. Thir nhit, dir liéu duge
téng hop tir cac bao cao thir cip (Digital
2024, Connected Consumer, Sich tréng
TMDT...), nén khé ning kiém so4t tinh
ddng nhéit vé phuong phap thu thap va
mau khao sat con han ché. Thi hai,
nghién ctru chua tién hanh kiém dinh mo
hinh bang phuong phap dinh luong
(SEM, PLS-SEM), do d6 chua do luong
duge mirc do tac dong cu thé giita cac
bién trong mé hinh. Thi ba, cac hanh vi
duge phan tich cha yéu trong giai doan
2023-2024, nén chwa phan anh day du
xu hudng bién dong nhanh cua thi
truong so.

Trong tuong lai, cac nghién clru co
thé mo rong theo ba hudng. Mot 1a kiém
dinh mé hinh d& xuit bing dix lidu so cip
va phén tich dinh lvong dé lwong héa mirc
d6 tac dong cua cac kich thich sb. Hai la
md rong nghién ciru hanh vi theo tirng
nganh hang (thoi trang, FMCG, dich vu
s0, tai chinh sb...) nhim d4nh gi4 sy khéc
bi¢t gitta cac phan khuc tiéu dung. Ba la
bd sung céc yéu tb mai nhu vai tro cia Al
tao sinh, hanh vi tiéu dung trong
metaverse, thuong mai xa hoi 3.0 hodc
trai nghiém mua sim dya trén nodi dung
video dai - von dang phat trién manh.
Nhitng hudng nghién ciru nay sé giip
cing ¢b va m& rong md hinh hanh vi
ngudi tiéu ding sé trong boi canh kinh té
s6 Viét Nam tiép tuc ting trudng nhanh.
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