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VAI TRO TIEN TO CUA MO HINH MOA VA CAC YEU TO TAC
PONG PEN VIEC TIEP NHAN TRUYEN THONG XA HOI

THE PRIME ROLE OF MOA MODEL AND THE FACTORS
AFFECTING SOCIAL MEDIA ACCESS

NGUYEN MINH BINH PHUONG®

TOM TAT: Truyén théng xd hi dong vai tro quan trong trong nhiéu linh viec ciia doi song xa hgi
nho vdo nhitng viéc iing dung khong ngirng va nhiing tién bé ciia cong nghé thong tin. Bai viét nay
nham kiém chirng viéc tié’p nhan truyén thong xa hoi cua khach hang dwa trén viéc tich hop mot 56
bé bién tir mé hinh Dong luc - Co hoi - Kha nang, gia tri nhan thirc va thai dé cua khach hang.
Duea trén ph&n t(fng quan tai ligu, mot ban cdau hoi dwoc thiét ké va thuc hién kiém tra cdc gid
thuyét nghién ciru trong bai viét. Két qua tir 309 nguwoi tham gia khao sdt sé la tai liéu tham khdo
quan trong cho cdc chuyén gia dé phat trién cdc ké hoach tiép thi thong qua truyén thong xa hji
ciing nhu dé tién hanh nghién ciru chuyén sau.

Tir khéa: tiép nhén truyén thong xa hoi; Iy thuyét Pong luc - Co héi - Kha ndng; gid tri khdch hang.

ABSTRACT: Social media plays an important role in many areas of social life thanks to the
constant applications and advancements of information technology. This article aims to test
customers' social media adoption based on the integration of a number of variables from the
Motivation - Opportunity - Ability (MOA) model, cognitive values and attitudes of customers.
Based on the literature review, a questionnaire was designed and implemented to test the research
hypotheses in the article. Results from the survey of 309 participants will be an important reference
for professionals to develop marketing plans through social media as well as for conducting in-
depth research.

Key words: social media access; theory of Motivation - Opportunity — Ability; customer’s value.

1. PAT VAN PE

Ngay nay, v6i su tién bd ciia cong nghé
thong tin, moi rao can vé truyén thong gan nhu
khong con nita. Moi ngudi c6 thé theo doi, xem
hodc tham gia vao mot su kién dién ra cach xa
ngan dam. Truyén thong bdy gid khong chi
danh riéng cho bao chi chinh théng, ma con
phd bién trong cac kénh ca nhan. Truyén thong
x4 hoi 1la mdt modi truong Internet noi moi
nguoi co thé tao, doc va chia sé noi dung ho
quan tdm va dé truy cap hon bao gid hét [15,
tr.59-68]. Truyén thong xa hoi ciing hd tro trao
d6i thong tin va kién thtc, bién nguoi ding

thanh nha san xuét noi dung, tr thu dong sang
cha dong. Nhitng thay ddi va phat trién manh
mé& ciia mang xa hoi da truyén cam hung cho
khong chi cac nha nghién ctru ma ca chuyén gia
trong viéc nghién ciru cac chii d& mang xa hoi.
Tuy nhién, m6 hinh toan dién dé giai thich sy
chap nhan ctia nguoi tiéu dung déi véi truyén
thong x4 hoi van chua duoc hoan thién.

Ly thuyét Pong luc - Co hodi - Kha ning
(MOA) [21, tr.345-385] rang hanh vi ctia cic
c4 nhan phu thudc vao ba yéu t6: dong luc, co
hoi va kha nang. Ly thuyét nay da duoc ap
dung trong nhiéu bbi canh. Ngoai ra, gia tri
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nhan thirc cua khach hang da dugc nghién ciru
rong rai trong tai li€u dai dién cho udc tinh gia
trj tong thé cuia mot ddi tuong [11, tr.179-191].
Trong nhiéu niam, cic hoc gia dudng nhu coi
thai d6 va gia tri 1a hai ciu tric song song anh
huong dén y dinh chip nhan ciia ngudi tiéu
dung mot cach doc lap. Gan day, Kim va cac
cong sy [16, tr.111-126] da phat trién mot mo
hinh tiép nhan theo gia tri dua trén 1y thuyét vé
su lya chon cua nguoi ti€u dung va kha niang
dua ra quyét dinh. Nhimg phat hién nay thé
hién rd rang gia tri nhan thirc ciia ngudi tidu
dung ddi voi Internet 1a mot yéu t6 quyét dinh
quan trong vé y dinh tiép nhan cua ho. Viéc
tich hop cac 1y thuyét MOA, gia tri khach hang,
thai 6 va hanh vi chip nhan truyén thong xa
hoi van chua duoc lam rd. Cac nghién ctu
trude day chi tap trung diéu tra hanh vi st dung
truyén théng xa hoi trén bdi canh mot qudc gia.
Véi mét linh vuc mang tinh phé bién nay, viéc
kiém dinh 1y thuyét dya trén dbi tuong dén tir
cac qudc gia khac nhau sé& ting d6 tin hon. Hon
nira, tuy diéu kién st dung truyén thong xa hoi
& mdi qudc gia ma két qua nghién chu sé
huéng dén nhitng dong gop méi ma nhing bai
nghién ciru trudc chua cé6 dugce. Do do, muc
tiéu cua bai viét nay nhim dé xuit mot mo hinh
nghién ctru toan dién két ndi cic mdi quan hé
gilta cac yéu t6 khac nhau dugc dé nghi tir
MOA, gia tri khach hang, thai d6 ctia khach
hang, y thirc hanh vi d6i voi viée st dung
truyén thong xa hoi trong bdi canh da qudc gia
tr d6 giup chuyén gia dé phat trién truyén
thong x4 hoi ké hoach tiép thi ciing nhu cho cac
hoc gia dé tién hanh nghién ciru chuyén sau.
2.NOI DUNG
2.1. Co s ly thuyét
2.1.1. M6 hinh MOA

Mot d& xuat ndi tiéng vé hanh vi ctia nguoi
tiéu dung la m6 hinh Pong lyc - Co hdi - Kha
ning (MOA). M6 hinh 1ap luan rang co thé dat
duoc su cai thién trong viéc du doan hanh vi
clia nguoi tiéu ding bang cach két hop khai
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2 [13

niém “dong luc”, “co hoi” va “kha nang” dé
thyc hién hanh vi vao mo6 hinh. “Pong lyc”
duoc dinh nghia 1a mot loat nhiing diéu anh
huong dén quyét dinh tham gia mang xa hoi
cia nguoi dung [20, tr.458-472]. Dong luc
khong chi dong gop cho hanh vi, n6 con anh
hudng dén hiéu suit va stc bén [18, tr.58-77].
Bién nay tuong duong gia tri mong doi hodc
tién ich st dung. Binney va cac cong su [3,
tr.289-301] mo ta “co hoi” 1a cac yéu td bén
ngoai lién quan dén muyc dich cta hanh vi trong
qua trinh ra quyét dinh. Nhitng yéu t6 nay c6
thé cling c6 hodc trc ché hanh vi [7, tr.1-14]. C6
thé no6i rang “co hoi” phan anh mirc do cac yéu
t6 moéi truong anh huong dén y dinh ciia nguoi
ding. Briliana [5, tr.319-326] cho rang thoi
gian, chinh sach t6 chirc, cach thé hién to chirc
khi tham gia, thoi gian lang phi va duong
truyén Internet 13 mot trong nhitng yéu té co
hoi anh huong dén thai d6 ciia mot ca nhan su
dung truyén thong xa hoi. Yéu t6 cudi cing cia
mod hinh MOA 1a “kha nang”, dugc dinh nghia
nhu la téng cua ndi lyc ciia nguoi st dung, bao
gOm thoi gian, tai chinh va nang luc hanh vi dé
truy cap thong tin [7, tr.1-14]. Chang va Zhu [8,
tr.1840-1848] két luan rang kha ning tuong tac
cua cac nha ban 1¢ thuong mai dién tir anh
hudng dén xu hudéng mua sim truc tuyén cia
khéch hang.
2.1.2. Gid tri khdach hang

Nhiéu nghién ciru da dwoc thyc hién dé
hiéu khai niém vé gia tri nhan thuc. Zeithaml
[23, tr.2-22] xac dinh gia tri nhan thirc la danh
gia chung ciia ngudi tiéu dung vé tién ich cia
san pham dya trén nhan thic vé nhiing gi nhan
duogc va bo ra. Tuy nhién, thuét ngir
mot buc tranh tong hgp dugc minh hoa bang

gia tri” la

quan niém da chiéu theo kinh nghiém. Gia tri
khach hang co thé dwoc phan biét thanh 2 loai:
Gié tri chirc nang 1a tién ich xuat phat tir chat
lugng va dic diém mong doi cua san pham
hodc dich vu; Gia tri tdm 1y dugc tao ra khi
moi khach hang cam théy ho dugc chao don va
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cam théy duogc ton trong. Ngoai ra, gia tri nhan
thirc c6 thé dugc phan loai thanh mé hinh 4 yéu
t6: gia tri cot 16, gia tri ca nhén, gia tri cam
quan va gia tri thwong mai. Cudi cung, Yen
[22, tr.386-391] d4 phat hién ra mot quan diém
khéc vé gia tri khach hang nhu 1a gia tri trung
gian anh huong dén két qua cta hanh vi ngudi
tiéu dung, xay ra khi cac yéu t moi truong anh
huéng dén qua trinh nhan thirc két qua. Cac
nghién cou trudc day da chung minh gia tri
nhan thtrc cua khach hang 13 mét yéu t6 quan
trong dé hiéu khach hang mong mudn va gia tri
gi tr mot san phém hoac dich vu.

2.1.3. Phdt trién gid thuyét

Gruen va cac cong su [12, tr.537-549] cho
rang tac dong tir cac yéu t6 MOA dén gia tri
khach hang ¢ cac cép do khac nhau, ho da
ching minh bing co ban thuyc nghiém rang
41% phuong sai trong “gia tri trao ddi giita
cong doéng khach hang a0” duoc giai thich boi
cac yéu t& MOA va tic dong cua chung.
Binney va cic cong su [3, tr.289-301] ciing két
luan rang cac yéu td dong luc co tac dong lon
nhit bang cach phan tich anh huéng tac dong
da chiéu ctia ba yéu t6 MOA, din dén higu qua
nhit quan cia dong luc d6i véi hanh vi giao
tiép cua khach hang. No6i tom lai, nghién ctru
chi ra tim quan trong ctia MOA déi véi gia tri
ctia “trao doi thong tin” ma khach hang co thé
nhan dugc thong qua “sy tham gia clia cong
déng 40” va “dong lyc” dugc nhén manh 1a yéu
t6 quan trong nhat thuc ddy tac dong [3, tr.319-
326]. Gia tri khach hang la mot khai niém
phong phil, da dang va ty 1& thuan véi cac tac
dong cua mdé hinh MOA trén no6. Dya trén
nhitng quan diém nay, bai viét nay da phat trién
tac dong ciia MOA dén gi tri cua khach hang
theo cac hudng sau:

Gia thuyét Hla: Bong luc s& tac dong tich
cuc dén gia tri nhan thic cua khach hang; Gia
thuyét H1b: Co hoi s& tac dong tich cuc dén gia
tri nhan thic cua khéch hang; Gia thuyét Hic:
Kha ning sé& tac dong tich cuc dén gid tri nhan
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thire ctia khach hang. Cac nha nghién curu trude
day cho réng “daong luc”, “co hoi” va “kha
ning” 1a tién t6 coa thai do cua nguoi tiéu
dung. “Pong luc” 1a yéu té quan trong trong
viéc ra quyét dinh boi vi nd anh huong dén
huéng va cuong d6 cta hanh vi nguoi tiéu
dung. “Co hoi” dai dién cho hoan canh cho
phép hoic tao diéu kién cho moi nguoi thuc
hién hanh vi cua moi nguoi nhu thoi gian cé
san, phuong tién, toc do két ndi mang... [19].
Do 1a tit ca cac yéu td tao nén mot thai do tich
cuc hoic tiéu cuc dé thuc hién mot hanh vi [5].
Ngoai ra, Kim va cac céng su [16, tr.111-126]
da d& cap dén “cac mdi quan hé” nhu 13 mot
thanh phan caa “co hi” ¢6 anh hudng dén thai
d6 cua nguoi ding truyén théng xa hoi. Su hd
tro, can tré hoac thong tin tiéu cuc, tich cuc cua
nguoi than s& anh huong dén qué trinh hinh
thanh thai @6 yéu thich hoac chan ghét s dung
truyén thong xa hoi. “Kha ning” d& cap dén
muc tai nguyén can thiét nhu kién thic, thong
tin va tién bac dé tao ra cac thai do tich cuc [12,
tr.537-549]. Trong nhiéu truong hop, kha ning
duge do luong bang ning luc ban than trong d6
dé cap dén kha ning nhan thiic cia ban than dé
thuc hién mot hanh vi [6, tr.86-123]. Leung va
Bai [18, tr.58-77] lap luan rang kha ning dé cap
dén céc ky ning hoic sy thanh thao cua khach
du lich trong viéc xtr ly thong tin thuong hiéu
trong mot quang cao. Vi phat hién cua céc
nghién cuu trudc diy déu khing dinh rang
MOA la mét yéu té du béo tt cho thai do, gia
thuyét sau day dugc phat trién:

Gid thuyét H2a: Dong luc s& anh hudng
tich cyc dén thai d6 ddi voi viéc tiép nhan
truyén thong xa hoi; Gia thuyét H2b: Co hoi s&
anh huong tich cuc dén thai do dbi véi viee tiép
nhan truyén thong xa hoi; Gia thuyét H2c: Kha
nang s& anh huong tich cuc dén thai do dbi voi
viéc tiép nhan truyén thong xa hoi.

Nhan thirc vé gia tri nhan thac la rit quan
trong dbi voi su thanh cong hay thét bai cua bat
ky t& chite ndo [11, tr.179-191]. Do dé, ho phai
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cap nhat xu huéng tiéu dung méi dé mang lai
gia tri cho khach hang. Mac du khong co6 co so
nao dé khing dinh rang doanh nghiép sé thanh
cong, nhung day 1a 1y thuyét co ban, 1 nguyén
nhan song con cua doanh nghiép [22, tr.386-
391]. Chen va Lin [9, tr.22-32] ciing nhin
manh rang khi khach hang cam nhan dugc gia
tri, ho s€ cang c6é y thic tham gia vao hoat
dong ma tao ra gia tri d6. Pidu ndy c nghia la
mirc d6 nhan duoc gia tri anh huong dén y dinh
tham gia hodc st dung. Ngoai ra, mbi quan hé
gitra gia tri khach hang va y dinh hanh vi ciing
dugc dé cap va khing dinh trong cic nghién
ctru trude day, nhu trong thuong mai dién tu
[2], internet mobile [18, tr.58-77], hodc du lich
[22]. Dya trén cac thao luan & trén, bai viét nay
dé xuat:

Gid thuyét H3: Anh huong ctia gia tri nhan
thirc ctia khach hang dén y dinh hanh vi d6i véi
hanh vi tiép nhan truyén théng xi hoi.
Céc nghién ciru khac nhau da xac nhan rang co
mot mdi quan hé nhan qua giira thai do va hanh
vi, nghia 1a thai d6 cia mot nguoi quyét dinh
nhiing gi ho lam [1, tr.261-267], [17, tr.6-22].

|
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Moi quan hé nay c6 thé dugc coi 1a bang ching
khi quan sat va giai thich hanh vi ctia con nguoi
din ra hiang ngay. Black va Baker [4, tr.102-
104] cho thiy bang ching nhu nhiéu nguoi chi
xem kénh ti vi ma ho thich; nhan vién c¢6 ging
tranh nhirng cong viéc ho khong thich; hoc sinh
khong hoc nhiing 16p vé nhitng mén hoc ma ho
khong thich... Lee va cac cong sy [17, tr.6-22]
dua ra minh chung ring néu moét ngudi cam
thiy dam mé va tich cuc, ho s& lam viéc trong
moi tinh hudng ké ca khi kho khin. Qua trinh
thay doi mot doanh nghiép ciing chi ra rang
phéi hanh dong theo nhan thuc trudc, lam thé
nao dé hinh thanh suy nghi “muén thay doi,
phai thay d6i” trong suy nghi cia moi nguoi.
Hau hét cac nghién ctru vé mdi quan hé giira
thai d6 va hanh vi cho thdy chung c6 lién quan
v6i nhau. Gia thuyét sau day duoc phat trién:

Gid thuyét H4: Thai do ddi véi truyén
thong x4 hoi s& anh hudng tich cuc dén y dinh
ctia tiép nhan truyén thong xa hoi. Cac nghién
ctru mo hinh cua nghién clru nay dugc trinh bay
trong hinh 1.

thong xi hoi

Y dinh hanh vi
| tiépohanxaboi |

N

xi hdi

(

Hinh 1. M6 hinh nghién ctru d& xuit cua tac gia

2.2. Phuwong phép nghién ciru va két qua
2.2.1. Phwong phap nghién ciru

Dé kiém tra cac gia thuyét nay, nghién ctru
nay st dung 7 bién do ludng cho nhén t6 Pong
luc [20, 458-472], 5 bién do lwdng cho nhén t&
Co hoi [3, tr.289-301], [18, tr.58-77] va 7 bién
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do ludong cho nhan t& Kha ning [8, tr.1840-
1848], [12, tr.537-549]. Nhan td gi4 tri nhan
thirc ctia khach hang dugc do bang 5 bién do
ludng [2], [22]. M&i nhan t6 Thai d6 va y dinh
hanh vi dwoc do bing 4 bién do luong [14,
tr.65-74], [17, tr.6-22]. Cac dir liéu dugc thu
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thap tir cac bo cong cu Google. T4t ca cac muc
ciu hoi déu ap dung thang 7 diém Likert dé
danh gia duoc phong véan trong d6 xép hang tir
1 hoan toan khong dong y dén 7 hoan toan
dong y. Pé kiém tra cac gia thuyét, nghién ciru
nay da thyc hi€n mdt cudc khao sat cau héi tryc
tuyén dugc gii qua email. Nguoi tham gia
khao sat dugc lua chon trén nguyén tic thuan
tién phi xac suat va dugc yéu cau bay to ¥ kién

ctia ho dbi v6i viée sir dung truyén thong xa hoi
nhu SKYPE, LINE, WeChat, Facebook, Blog,
Instagram... dé giao tiép véi dong nghiép hoic
ban be. Bang khao sat kéo dai khoang 20 phut
va thong tin tra 10i sé dugc an danh. Sau ba
thang, nghién ctru nay nhan dugc 309 cau tra
161 hop 1€ (23 cau hoi da bi x6a do tra 101 khong
day du). Két qua phan tich dc tinh ca nhan cia
nguoi tham gia khao sat trong bang 1.

Béng 1. Dac tinh ca nhan ctia nguoi tham gia khéo sat

Bién nhan khiu hoc Tan suit (309) (%)
.. Nam 177 57,3
Gidi tinh
Nir 132 427
Duéi 18 13 42
18 dén 25 167 54,0
Do tudi 26 dén 35 84 27,2
36 dén 45 30 9,7
Trén 45 15 4,9
Trung hoc phd thong 26 8,4
. Cir nhan 178 57,6
Hoc van
Thac si 83 26,9
Tién si 22 7.1
Duéi $500 147 47,6
Tir $500 dén $1000 85 27,5
Thu nhap Tur $1001 dén $1500 42 13,6
Tir $1501 dén $2000 20 6,5
Trén $2000 15 4,9
Cong chire 24 7,8
Xay dung 23 7.4
Cong ngh¢ thong tin/Dién tir 26 8,4
Vin hoa/Thé thao 42 13,6
Nghé nghiép | Tai chinh 34 11,0
Cham soc strec khoe 19 6,1
Gido duc & Dao tao 38 12,3
Khach san/nha hang/du lich 51 16,5
Khéc 52 16,9
Pai Loan 113 36,6
Viét Nam 167 54,0
Quéc tich Campuchia 13 42
Uc 2,6
Khéc 2,6

Nguon: Két qud phdn tich SPSS
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Nghién ciru nay di tién hanh mot thu
nghiém vé d6 6n dinh va do tin cdy cua céac
bién, sir dung phan tich nhan té va kiém tra do
tin cdy bang cach s dung phan mém SPSS.
Céc gia tri két qua phai dap (mg cac tiéu chi
sau: Hé s6 nhan t6 (Factor loading) > 0,6, Eigen value
> 1, Phuong sai trich tich liy (Cumulative

Explained) >50%, Twong quan bién téng (ltem-to-
total correlation)>0,5, Cronbach's alpha>06 [ 13]. Bt ky
bién nao khong dap tng cac tiéu chi d& cap ¢
trén sé& bi loai bo. Bang 2 cho thay két qua phan
tich xdc nhan r::ing khong cé bién nao duoc loai
trir khoi phan tich tiép theo.

Bang 2. Két qua phan tich nhan t va kiém tra d0 tin cay

X A N K oame LA LK . Phwong sai Twong quan  Cronbach’s
Bién nghién ctru H¢ so tai nhan to  Eigen value L A .z
trich tich liy bién tong Alpha (o)
bong Luc 0,745~0,852 4,289 61,26% 0,631~0,781 0,894
Co hoi 0,759~0,843 3,104 62,07% 0,620~0,729 0,846
Nang luc 0,734~0,831 4,119 58,84% 0,633~0,748 0,882
Gia tri khach hang 0,730~0,817 3,611 60,17% 0,610~0,716 0,866
Thai do 0,725~0,840 2,367 59,17% 0,513~0,667 0,765
Y dinh hanh vi 0,714~0,860 2,418 60,44% 0,502~0,704 0,775

2.2.2. Két qud nghién ciru

Nghién ciru da tién hanh mot danh gia cac
mo hinh do luong dé kiém tra do tin cay va phu
hop cta md hinh 1y thuyét so vé6i dit liéu thuc
té phan anh qua nhiing con sd. Diéu nay hd trg
nha nghién ctru mot udc tinh chung va sy phu
hop cia phuong phap phan tich. Panh gia do
luong tap trung vao cac gia tri nhu: R binh

Nguon: Két qua phan tich SPSS

phuong (R Square)>0,6, Phuong sai trung binh
trich xuat (AVE)>0,5, P9 tin cdy tong hop
(CR)>0,6, Cronbach's Alpha>0,7 [10, tr.106-
121]. Bang 3 cho thay tit ca céc tiéu chi dugc
dap (mg va chimg minh rang do tin cdy va hiéu
lyc cia md hinh nghién ctru 1a phu hop, do do
¢6 thé chuyén sang danh gia sau day vé mo
hinh két cau.

Bang 3. Két qua phan tich mé hinh

X . Phwong sai trung D9 tin cay Cronbach's R binh
Bién nghién ciru . , A 2
binh trich xuat tong hop Alpha phwong
Pong Luc 0,613 0,917 0,894 0,625
Co hoi 0,620 0,891 0,847 0,529
Ning luc 0,588 0,909 0,883 0,154
Gia tri khach hang 0,601 0,903 0,867 0,691
Thai do 0,591 0,852 0,766 0,574
Y dinh hanh vi 0,604 0,858 0,776 0,752

Str dung mot mau cta 309, mdt quy trinh
khoi dong khong tham sé duoc thuc hién véi
5000 mau phu dé c6 duoc ¥ nghia théng ké cua
timg hé s6 duong din dé kiém tra gia thuyét.
M&i quan hé giita cac cu truc duoc trinh bay
trong Hinh 2. Téng cong co 8 gia thuyét duoc
chap nhan. Nghién ctru ndy da phat trién gia
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Nguon: Két qua phan tich SPSS
thuyét rang cac yéu td MOA c6 anh hudng tich
cuc nhu mot tién to ddi véi gia tri nhan thuc
ctia khach hang (Hla, H1b, Hlc) va thai do déi
véi viéc su dung truyén thong xa hoi (H2a,
H2b, H2¢). Cac nhan t6 MOA anh huong tich
cuc dén gia tri khach hang bao gdm dong co (B
= 0,675, t = 3,453), co hoi (B = 0475, t =
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5,654) va kha nang (B = 0,612, t = 4,775). Dua
vao két qua, gia thuyét Hla, Hlb, Hlc dugc
cing cb. Bén canh d6, két qua cho thiy rang
cac yéu to cia MOA c6 anh hudng dang ké dén
thai d6 ddi voi sir dung truyén thong xa hoi bao
gdm dong co (B = 0,591, t =2,231), co hdi (B =
0,399, t = 5,964) va kha nang (B = 0,412, t =
5,256). Dua vao két qua, gia thuyét H2a, H2b,
H2c¢ da duge cing cb.

Hon nita, két qua thuc nghiém cho thiy
rang gia tri khach hang c6 anh hudng tich cuc
vé y dinh hanh vi trong viéc sir dung truyén
thong xa hoi (B = 0,531, t = 8,423) va thai do
dbi voi str dung truyén thong xa hoi (B = 0,601,
t = 7.243) ciing la anh hudng dang ké vé y dinh
hanh vi trong viéc sir dung truyén théng xa hoi.
Do d6, cac gia thuyét H3, H4 duoc cung cd.

Bing 4. Két qua phan tich mo hinh do ludng

Gia thuyét Hé sd B Hésbt

Hla bong luc — Gia tri tiép nhén 0,675 3,453***

H1b Co hoi — Gia tri ti€p nhan 0,475 5,654***

Hilc Kha ning — Gia tri tiép nhan 0,612 4,775***

H2a Pong luc — Thai do tiép nhéan 0,591 2,231%**

H2b Co hoi — Thai d6 tiép nhan 0,399 5,964***

H2c Khé nang — Thai 46 tiép nhén 0,412 5,256***

H3a Gia tri tiép nhan — Y dinh hanh vi tiép nhan 0,531 8,423***

H3b Thai d6 tiép nhan — Y dinh hanh vi tiép nhan 0,601 7,243%%*
Ghi cha: ***p<.001
Nguén: Két qud phan tich PLS-SEM

Dong luc
Z o, s Gia trj nhan thic vé
- tiép nhan truyén )
. thong xa hoi »f.f,ww
O Y dinh hah vi
Liép nhan xa hoi
Thai do vé tiép o
nhan uuyén thong
& xa hoi
Kha nang -
Hinh 2. M6 hinh do ludong cta nghién ctru nay

Nguon: Két qud phdn tich SPSS
3. KET LUAN cach két hop “kha nang” véi diéu kién “co hoi”

Mot vai két luan da dugc dua ra tir cac két
qua cta nghién ctru nay. Pau tién, cac yéu to
MOA bao gém: Pong luc, Co hoi, Kha ning
doéng vai tro nhu tién t6 dbi véi gia tri nhan
thirc ctia khach hang. Diéu d6 c6 nghia 14 gia tri
nhan thirc ctua khach hang c6 thé dat duoc bing
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va “dong luc” [21, tr.345-385]. Nhu vy, nham
nang cao gia tri khach hang, can thiét phai tim
cach dé tiép cén khach hang, hiéu duoc su
mong doi cua ho va céi thién cac lgi ich danh
cho ho. Bén canh do, cic nha quan 1y truyén
thong xa hoi can phai dugc nhan thirc yéu t6
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mdi trudng bén ngoai gy tac dong tiéu cuc ddi  truyén thong xi hoi. Mot sd nghién ciu trude
v6i nguoi sir dung va ting cac yéu 6 tich cuc  chia sé chung mét quan diém [6], [9, tr.22-32].
cho ngudi ding. Can thiét phai két hop tim  Cu thé, két qua nay gidng voi nghién ctu cua
hiéu kién thirc va k¥ nang ciia ngudi dung cho  Chen va Lin [9] khi ngudi ding nhan duoc
phu hop vai kha nang cua ho. Céac yéu td MOA  nhiéu gia tri hon, ho s€ nang cao y dinh s
cling c6 anh huong tich cuc dén thai d6 d6i voi  dung truyén thong xa hoi hon. Cudi cing, thai
viée st dung truyén thong xa hoi [6, tr.86-123].  do 13 yéu td quyét dinh quan trong nhit cua
Trén thyc té, nguoi dung truy cip mang truyén  hanh vi [7, tr.1-14]. Ahn va cac cong su [,
thong xa hoi khi ho cam thay gi4 tri ciia loi ich  tr.261-267] da khang dinh ring mot cach tiép
dugc phan anh mot cach rd rang. NGi cach  can tiéu cuc hodc tich cuc anh hudng dén thai
khac, truyén thong xa hoi ndy phai pht hop voi  do s& tao ra mot phan Gng tiéu cuc hodc tich
yéu clu cia nguoi dung, voi 1o ich cua ho va  cuc dén hanh vi. Nhiing diém trén duoc coi la
¢6 uy tin. N6 cling phai phu hop voi cac k§  di dén két luan chung rang thai d6 d6i voi viée
ning ma ngudi ding co. Két qua ciing chi ra  sir dung truyén thong xa hoi c6 tac dong tich
rang gia tri nhan thirc cia khach hang s& anh  cuc dén ¥ dinh hanh vi.

hudng tich cuc ly téi y dinh hanh vi dbi véi
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