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Cac yéu té anh hwéng dén sw hai long cta ngwi tiéu dung
khi mua hang trén TikTok Shop tai thanh ph6 Ha Noi

Factors affecting consumer satisfaction when shopping on TikTok
shop in Hanoi city

Vi Manh Cwong, Nguyén Thi Ngoc Mai’, Lé Thi Huyén, Dao Thj Kim Tuyén

*Tac gia lién hé: ngocmai242@gmail.com
Trwdng Pai hoc Sao o

Ngay nhan bai: 05/7/2025

Ngay nhan bai stra sau phan bién: 24/8/2025
Ngay chap nhan dang: 29/8/2025

Tom tat

Nghién ctru nay tap trung vao viéc kham pha cac nhan té tac dong dén mirc do hai long ctia ngwdi dung khi mua
sam trén TikTok Shop tai thanh phé Ha Noi. Dwa trén co sé ly thuyét cta thuyét Ky vong - xac nhan (ECT) va
mo hinh chap nhan céng nghé (TAM), md hinh nghién ctru da dwoc xay dwng véi bén yéu té chinh: Chét lwong
san phadm (CLSP), chat lwong dich vu (CLDV), gia ca (GC) va cac danh gia tr ngudi dung (PGTND). S&r dung
phwong phap nghién cru dinh lwong véi ki thuat hdi quy tuyén tinh boi, cac phan tich da chi ra rang c& bén nhan
td trén déu cé dnh hudng tich cwc va mang y nghia théng ké dbi véi sw hai long clia khach hang. Tw d6, tac gia
dwa ra mot sb giai phap thiét thuwe, bao gdm: Diéu chinh chinh sach gia dé ti wu héa, cai thién chat lwong dich
vu khach hang (DVKH), ddm bao chat lwong san phdm (CLSP) va quan ly hiéu qua cac phan hdi tr nguoi tiéu
dung (NTD). Muc tiéu clia cac dé xuat nay la nham nang cao trai nghiém va sy hai ldng cla ngwdi mua hang
trén nén tang TikTok Shop & Ha Nbi.

Tor khéa: Su hai long; TikTok Shop; ngudi tiéu dung; thanh phé Ha Noi.
Abstract

This study focuses on exploring the factors that influence user satisfaction when shopping on TikTok Shop in Hanoi.
Based on the theoretical foundations of Expectation-Confirmation Theory (ECT) and the Technology Acceptance
Model (TAM), the research model was developed with four key factors: Product quality, service quality, price,
and user reviews. Using a quantitative research method with a multiple linear regression technique, the analysis
showed that all four factors have a positive and statistically significant impact on customer satisfaction. Based on
these findings, the author proposes several practical solutions, including: Optimizing pricing policies, improving
customer service quality, ensuring product quality, and effectively managing consumer feedback. The goal of
these recommendations is to enhance the shopping experience and satisfaction of customers on the TikTok Shop
platform in Hanoi.

Keywords: Satisfaction; TikTok Shop, consumer; Hanoi city.

1. DAT VAN BE

Sv bung nd cla cong nghé sb trong bdi canh Céach
mang coéng nghiép lan thir tw da dinh hinh lai hanh vi
mua sam, dac biét la trén cac nén tang thwong mai
dién t (TMDT). N&i bat trong s& do 1a TikTok Shop,
mot nén tdng maéi mé két hop gitra mang xa hoi video
ngén va kénh TMBT. M6 hinh nay da tao ra mét trai
nghiém mua s&m truc tuyén doc dao, két hop gitra yéu
td giai tri va twong tac truc tiép [1].

Tai Viét Nam, TikTok Shop chinh thirc ra mat vao nam
2022 va nhanh chéng tré thanh xu hwéng mua sédm

Nguw&i phan bién: 1. PGS.TS. Hoang Van Hoan
2. TS. Pham Thi Héng Hoa

trwc tuyén phd bién. Theo [2], TikTok Shop dirng dau
vé lwong don hang trong quy 2/2023 tai thj trwéong
TMDT Viét Nam, vwot qua cd Shopee va Lazada véi
hon 68 triéu don hang chi trong ba thang. Tai Ha Néi,
nén tang nay ciing dang tao ra anh hwéng dang ké dén
thoi quen tiéu dung va s lwa chon clia khach hang.

Mac du TikTok Shop dang ghi nhan tdc do tang trwéng
nhanh chéng trong linh vuwc TMDT, nén tadng nay van
phai dbi mat véi mot s6 van dé ndi bat nhw: Sw khong
ddng déu vé CLSP, mrc do uy tin chwa 6n dinh cta
cac nha ban hang va trai nghiém mua s&m chwa nhét
quan gitra cac nguoi dung. Nhitng han ché nay cé
thé trwc tiép tac dong dén mirc dd hai long cta NTD -
moét chi sd quan trong c6 vai trd quyét dinh trong viéc
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hinh thanh hanh vi quay lai va mc do trung thanh cla
khach hang déi véi nén tdng TMDT nay [3].

Mwrc dé hai long clia NTD khdéng chi phan anh viéc
dap &ng cac mong doi sau qua trinh mua sdm, ma con
bi tac dong b&i nhiéu yéu tb da dang nhw CLSP, gia
c3, sw nhanh choéng va dang tin cdy trong giao nhan,
CLDV cham séc khach hang, sv rd rang va day da
clia thong tin san phdm, cling v&i cac khia canh tam Iy
nhw niém tin va cdm giac vé sw ca nhan hoa trong trai
nghiém mua sém [4, 5].

Trong bbi canh do, viéc tim hiéu cac yéu té tac dong
dén murc do hai long clia NTD khi mua s&m trén TikTok
Shop tai Ha N&i khong chi cé y nghia ly thuyét, bd sung
vao kho tang kién thirc vé hanh vi tiéu dung trong mai
trwdng s6, ma con mang lai gia tri thwe tién quan trong.
Cu thé, cac phat hién ti» nghién ciru c6 thé giup doanh
nghiép hoat dong trén TikTok Shop xay dwng chién
Iwge thu hat va duy tri khach hang hiéu qua, nang cao
CLDV va tang cwong kha nang canh tranh. Hon nira,
nghién clru con cung cap co s& tham khao cho cac
co quan quan ly nham xay dwng va hoan thién chinh
sach phat trién TMDT theo huwéng minh bach, an toan
va bén virng.

2. TONG QUAN NGHIEN CO’U VA CO' SO'LY THUYET
2.1. Téng quan nghién citru

Theo [6] c6 ndm yéu td chinh &nh hudng dén muic
dod hai long ctia ngudi tiéu dung, bao gém: (1) thiét
ké giao dién, (2) téc d6 phan héi clia nguwdi ban, (3)
murc do bdo mat va an toan thong tin, (4) cac phwong
thirc thanh toan va (5) quy trinh giao hang. Ngoai ra,
nghién ctru con thye hién kiém dinh sw khac biét trung
binh gitra cac nhém déi twong theo déc diém nhan
khau hoc, nhdm mang lai cai nhin sau séc va toan dién
hon vé trai nghiém mua s&m va s hai long cla khach
hang trén TikTok Shop.

Theo [7], xac dinh bay nhan té chinh anh hwéng dén
sw hai ldng cla sinh vién gdm: (1) tinh thuan tién trong
qua trinh mua sém, (2) thiét ké giao dién website, (3)
chét lwgng théng tin cung cép, (4) déc diém san pham,
(5) mirc d6 an toan va bao mat, (6) phwong thirc van
chuyén va (7) dich vu cham séc khach hang. Trong sb
cac nhan té trén, dich vu khach hang dwoc nhan dién
la yéu td co tac dong manh mé nhéat dén sy hai long
cua sinh vién khi mua hang tryc tuyén.

Theo [8], ca CLSP va murc gia déu tac dong dén quyét
dinh mua hang trén nén tang Tiktok mét cach tich cye.
Hon niva, quyét dinh mua hang con duoc xac dinh 1a
nhan t6 c6 &nh hwédng manh mé dén mirc dd hai long
cla khach hang, véi hé sé Beta dat 0,698.

Theo [9], CLDV va danh gia SP déu c6 anh hudng
dang ké dén sy hai long cla khach hang trén nén
tadng nay.

NGANH KINH TE

Theo [10], niém tin vao cac danh gia tr ngudi ding
thwe sy cung véi anh hudng cta ndi dung trén TikTok,
d&c biét la ti cac influencer, trong viéc dinh hinh quyét
dinh mua hang ctia NTD déng vai tro quan trong.

2.2. Co s ly thuyét
Khdi niém sw hai long cia NTD

Sw hai long cla khach hang dwoc dinh nghia la téng
thé cam nhan tich cwc hodc tieu cwc ma NTD trai
nghiém sau khi st dung san phadm hodc dich vu, dua
trén viéc so sanh gitra nhirng ky vong ban dau va két
qua thue té (Ali et al, 2021). Mrc d6 hai long nay cé vai
trd quan trong trong viéc thuc day long trung thanh cta
khach hang, y dinh mua lai s&n pham ciing nhu viéc
lan truyén nhirng danh gia tich cwe tir khach hang.

Khai niém va tdm quan trong cua TikTok Shop

Khai niém TikTok Shop: La mét nén tdng TMBDT cla
tng dung TikTok, cho phép ngwoi ban hang gii thiéu,
quang céo va thuc hién giao dich mua ban san pham
thdng qua cac video ngén, phat truc tiép (Livestream)
ho&c trang gi&i thiéu san phadm [10]. N&n tang nay két
hop hai hoa gitra cac yéu td ciia mang xa hoi va TMDT,
mang dén cho ngudi dung trai nghiém mua sam lién
tuc, ddng thdi vira gidi tri vira kham pha san phdm mot
cach thuan tién.

Tam quan trong cla TikTok Shop: Déng vai trd then
chét trong viéc dinh hinh lai hanh vi mua sdm, bién quéa
trinh nay tré thanh mét trai nghiém giai tri va kham pha
lin mach ngay trén mét nén tang duy nhat. Nén tang
nay da tao ra mot kénh ban hang hiéu qua va day tiém
néng cho cac doanh nghiép nhd, giup ho tiép can hang
triéu khach hang théng qua néi dung sang tao. Dong
thoi, TikTok Shop thic day sw phat trién ctia nén kinh
té sang tao, m& ra nhirng co hdi méi cho cac nha sang
tao ndi dung va nhitng nguwdi ban hang trwc tuyén.

TikTok Shop da nhanh chéng tré thanh mot thi trvdng
s6i dong tai Ha Noi, thu hut déong dao ngwoi dung tré
tudi, dac biét 1a thé hé Gen Z va Millennials. Nén tang
nay khoéng chi [a noi mua s&m, ma con 1a mot kénh
gidi tri va kham pha san pham théng qua cac video
ngén va budi livestream twong tac. Cac mét hang thoi
trang, my pham va dd gia dung duwoc tiéu thu manh
mé, phan anh xu hwéng mua sdm theo cadm xuc va
sy anh hwéng tr cac nha sang tao ndi dung (KOLs/
KOCs). Nh& hé thdng logistics phat trién, ngwdi dung
tai Ha Noi dwoc trai nghiém dich vu giao hang nhanh
chéng, gép phan thuc day quyét dinh mua hang tic
thoi. Diéu nay bién Ha Noi tré thanh mét trong nhirng
thi trwdng trong diém, déng gop doanh sé dang ké vao
sy thanh cong cla TikTok Shop tai Viét Nam.

Thuyét Ky vong - Xdc nhan (Expectation-
Confirmation Theory - ECT)

Theo [11], ECT la mét trong nhirng mé hinh quan trong
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va phd bién nhét trong viéc giai thich sy hinh thanh
cla sy hai long khach hang. Khi trai nghiém dap tng
hodc vuwot qua ky vong, sy hai long cda khach hang
sé cao; nguoc lai, néu két qua thap hon ky vong, sw
khong hai long sé xay ra [11].

Trong bdi cdnh TMDT néi chung va TikTok Shop néi
riéng, quyét dinh mua hang ciia NTD thuéng dua trén
cac yéu t6 nhuw hinh anh, video, danh gia clia nguoi
dung khac, cung v&i ky vong dwoc tao ra tv néi dung
quang céo. Vi vay, ECT 14 cong cu hitu ich d& phan
tich hanh vi va mirc do hai long ctia khach hang sau khi
mua san pham trén TikTok Shop, noi ma trai nghiém
thuc té chi dwoc hinh thanh sau khi nhan hang va st
dung san phadm. M hinh nay cho phép danh gia mdi
quan hé gilra ky vong, sy xac nhan ky vong va sy hai
long, vén la yéu tb trung tam trong nghién cu hanh vi
NTD hién dai.

M6 hinh Chap nhan Céng nghé (Technology
Acceptance Model - TAM)

Theo [12], TAM giai thich cach nguwdi dung tiép nhan
va s dung cac hé théng codng nghé méi. Theo TAM,
hanh vi st dung céng nghé chiu anh hwédng béi hai
yéu t6 chinh: Cdm nhan vé tinh hiru ich (perceived
usefulness - PU) va cdm nhan vé sy dé dang khi s
dung (perceived ease of use - PEOU). Ngwoi dung sé
chap nhan mét cong nghé méi néu ho tin rang nd dé?
gilp cai thién hiéu quéa cong viéc va ddng thdi khong
gay kho khan trong qua trinh s dung [12].

Trong thoi dai cdng nghé 4.0 hién nay, TikTok Shop
hoat dong nhu mét nén tdng TMBT tich hop trén mang
x& hoi, cho phép ngudi dung kham pha san phdm qua
video, livestream va cac céng cu twong tac khac. Viéc
NTD Iwa chon s dung TikTok Shop khoéng chi phu
thudc vao CLSP hay gia ca ma con dwa vao sy thuan
tién trong viéc tim kiém, thanh toan va trai nghiém mua
sam. Trong bdi canh nay, TAM la khung ly thuyét phu
hop dé giai thich ly do ngwoi dung chap nhan nén tang
TikTok Shop, qua dé tac dong dén murc do hai long sau
khi mua hang.

2.3. Noi dung gia thuyét nghién ctru

CLSP dwoc xem la yéu té then chét quyét dinh mic
dd hai long ctia ngudi tiéu dung trong béi canh TMDT,
d&c biét khi khach hang khéng cé co héi truc tiép kiém
tra hang hoéa trwédc khi mua. Theo [3], CLSP phan anh
kha nang dap &ng chirc ndng mét cach n dinh va
théa man dwoc nhu cau ctia NTD. Theo [8], CLSP cé
tac dong manh mé dén quyét dinh mua hang ciing nhw
mirc do hai long trén nén tang TikTok Shop, noi ma
ngwdi dung dac biét quan tam dén d6 bén, yéu té thdm
my va sw twong ddng gitra hinh anh quang céo v&i san
ph&m thuc t&. Theo [7], cac d&c diém cla hang hoéa,
bao gébm chat lwong, sw phu hop va thiét ké&, cé anh
hwdng dang ké dén sw hai long cla sinh vién khi mua

sam trwc tuyén. Dwa trén cac cdn clr nay, nhom tac gia
da dé xuat gia thuyét.

H1: CLSP c6 tiac déng tich cwe dén sw hai long cda
NTD khi mua hang trén TikTok Shop

CLDV bao gbm céc hoat déng chdm séc khach hang,
hé trg van chuyén va phan héi théng tin, dong vai tro
then chét trong viéc xay dung niém tin va nang cao sy
hai long clia ngwoi tiéu dung. Theo [4], CLDV dwoc
danh gia dwa trén kha nang dap ng, dé tin cay va sw
quan tdm tan tdm ma doanh nghiép mang lai cho khach
hang. Theo [7], dich vu khach hang dwoc xac dinh la
yéu td cé anh huwdng manh mé nhat dén sw hai long
cta sinh vién khi thuc hién mua sdm truc tuyén. Dac
biét, trén nén tang TikTok Shop - noi ma trai nghiém
mua sdm gan lién v&i cac twong tac nhanh chéng qua
tin nhan, phan hdi danh gia va x& ly khiéu nai, CLDV
tré thanh yéu té quyét dinh trong viéc tao dwng s hai
long. Viéc dadm bao giao hang dung th&i gian, hd tro
ddi tra linh hoat cuing chdm séc khach hang tan tinh
gop phan tang cwdng sy hai long va kha nang khach
hang quay lai mua hang. Trén co s& do, nhom tac gia
dua ra gia thuyét.

H2: CLDV cé tdc déng tich cwc dén sw hai long cda
NTD khi mua hang trén TikTok Shop

GC dwoc xem la mét trong nhirng yéu t6 quyét dinh
quan trong &nh hwdng dén nhan thirc vé gia tri va me
dd hai long cltia khach hang. Theo [13], GC khong chi
la sb tién khach hang chi trd ma con phan anh sy danh
dbi gitra loi ich nhan dwoc va chi phi bd ra. NTD ¢ thé
dé dang so sanh murc gia gitra cac san phdm va nguoi
ban khac nhau trén TikTok Shop, lam cho yéu t6 gia tré
nén rat nhay cadm va c6 anh huéng Ién dén quyét dinh
mua hang. Theo [8], GC tac dong manh mé dén ca
quyét dinh mua va sy hai long cta khach hang véi hé
s6 B = 0,603. Bén canh dé, cac chuong trinh khuyén
mai, wu dai mién phi van chuyén trén TikTok Shop gop
phan gia tdng cdm nhan gia tri, qua do thuc day sy hai
long ctia NTD. Dwa trén nhitng co s& nay, nhém tac
gia dua ra gia thuyét.

H3: GC c6 tdc dong tich cwc dén sw hai long cda
NTD khi mua hang trén TikTok Shop

DGCND trwédc dong vai trd quan trong trong viéc hinh
thanh ky vong va anh huéng dén quyét dinh mua hang
trwc tuyén. Theo [14], NTD thwdng tin twéng hon vao
cac nhan xét cda khach hang khac thay vi théng tin do
ngwdi ban cung cap, bdi ho cho rang nhirng danh gia
nay mang tinh khach quan va chan thwc hon. Theo
[10], cac DGCND c6 tac dong ré nét dén quyét dinh
mua, d&c biét khi cac phan héi nay kém theo hinh &nh
thuc t&, ndi dung cu thé va phan anh dung tréi nghiém
st dung s&n pham. Trong bdi canh TikTok Shop - noi
ma hinh anh san phadm cung céc binh luan la nhirng
yéu t6 trwc quan ndi bat - cac danh gia tich cuc tir
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khach hang c6 thé gép phan nang cao niém tin, cling
cb ky vong va gia tang sw hai ldng sau khi mua hang.
Trén co s& do, nhém tac gid dua ra gia thuyét.

N
[ Chét lwgng san phadm
A
4 \
Chét lwgng dich vu @
. J
| 1>
Gia ca
|\ J M

Panh gia clia nguwdi dung

3. PHUONG PHAP NGHIEN CcUrU

Nghién ctru nay ap dung phuwong phap khdo sat dinh
lwong théng qua viéc phat bang héi truc tiép va gl
phiéu khdo sat truc tuyén (Google Form) dén nhirng
NTD tai Ha N6i da tirng mua hang trén TikTok Shop.
Sau qua trinh thu thap, téng cong cé 336 phiéu khao
sat dwoc nhan vé, trong d6 307 phiéu dap (ng du tiéu
chuén dé dwa vao phan tich. D liéu thu thap sau d6
dwgc ma hoa va x& ly bang phdn mém SPSS phién
ban 26.

Trong qua trinh phan tich, nhom nghién clru st dung
mot sb k§ thuat théng ké nhw danh gia do tin cay thang
do bang hé sé Cronbach’s Alpha, phan tich nhan té
kham pha (EFA), kiém tra twong quan va hdi quy tuyén
tinh binh phwong nhé nhéat (OLS).

Theo hwéng dan cla Hair va cong sy (2006), kich
thwéc mau tdi thiéu cho phan tich sb liéu nén dat it
nhat 200 quan sat, dwa trén nguyén téc nhan sb bién
quan sat v&i hé sé 5. Véi 307 phan hdi hop 18, nghién
clu ddm béo du yéu cau vé kich thwédc mau, giup hé
trgr hiéu qua cho viéc ap dung cac phwong phap phan
tich thdng k& nhw EFA va mé hinh hoi quy tuyén tinh.

Cac cau hai trong bang khao sat dwgc danh gia theo
thang diém Likert 5 mic d6, tir “hoan toan khéng déng
y” dén “hoan toan dong y’, v&i diém sbé twong ing t
1 dén 5.

4. KET QUA NGHIEN CcUU
4.1. Kiém dinh do6 tin cay cta thang do

Két qua kiém tra d6 tin cay cta thang do cho thay tat
ca cac hé sb Cronbach’s Alpha cla cac nhém bién
quan sat déu vuot mirc 0,6. Cac hé sé twong quan
bién tdng déu I6n hon 0,3, ddng thoi viéc loai bd bat
ky bién nao ciing dan dén sy gidm sut do tin cay cla
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NGANH KINH TE

H4: BGCND cé téc déng tich cwc dén sw hai long
cta NTD khi mua hang trén TikTok Shop

M6 hinh nghién ctru dwoc trinh bay duwdi day:

S hai long khi
mua hang

Ngudn: Nhém tac gia

thang do. Nhw vay, cac bién quan sat duwoc danh gia la
da do tin cay dé tién hanh cac phan tich tiép theo trong
nghién ctru. Do d6, toan bd cac bién nay sé dwoc gity
lai va s& dung cho phan tich nhan té kham pha (EFA).
4.2. Phan tich nhan t6 kham pha (EFA)

Phan tich EFA déi véi bién déc Iap

Két qua phan tich nhan té6 kham pha (EFA) trinh bay
trong Bang 1 cho thay chi s6 KMO dat 0,886, nam
trong khodng tlr 0,5 dén 1, cho thay cac bién quan sat
phi hop dé hinh thanh cac nhan t6 va mé hinh c6 do
phl hop cao. Didu nay chirng té cac bién quan sat c6
mirc dd twong quan véi nhau trong tdng thé di liéu,
ddng thoi phan tich EFA 1a pht hop (Sig. = 0,000 <
0,05). Kiém dinh Bartlett co gia tri 3404,967 v&i mirc y
nghia Sig. = 0,000 < 0,05, cho thdy céac bién cé twong
quan théng ké va dap (rng diéu kién dé thuwc hién phan
tich EFA.

Két qua xt ly di liéu sau khi thwc hién EFA cho thay
cac nhan tb co gia tri Eigenvalue la 1,916 (> 1). Téng
phwong sai trich dat 73,232%, vwot mic nguwdng
50%, nghia |a cac bién quan sat cé kha néng giai thich
73,232% sw bién thién clia cac nhan t6. Dwa trén két
qua nay, nhém nghién ctru gilr nguyén mo hinh véi
bdn bién doc 1ap nhw da dé xuét ban dau.

Bang 1. Két qua phan tich EFA cho bién déc lap

KMO and Bartlett’s Test
Kaiser-Meyer-Olkin Measure of Sampling
,886

Adequacy.

Approx. Chi-Square 3404,967
BartIeFtis Test of of 153
Sphericity

Sig. ,000
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Phén tich EFA déi v&i bién phu thuéc

Két qua phan tich nhan t6 kham pha (EFA) déi voi
bién phu thudc cho thay chi sé6 KMO dat 0,725, vuot
ngwdng 0,5, khdng dinh rang cac bién quan sat cé
da diéu kién dé hinh thanh moét nhan t6 va mé hinh
cé d6 phu hop cao. Tt ca cac bién quan sat déu cé
méi twong quan dang ké trong téng thé di liéu, ddng
thoi phan tich EFA phu hop véi div liéu nghién clu
(Sig. = 0,000 < 0,05), dap rng day du cac yéu cau cla
phwong phap nay. Kiém dinh Bartlett ghi nhan gia tri
369,557 v&i mire y nghia Sig. = 0,000 < 0,05, xac nhan
sw ton tai méi quan hé gilra cac bién va diéu kién tién
hanh phan tich nhan té dwg'c dam bao.

Sau khi thyc hién kiém dinh KMO cho 4 bién quan sat,
két qua cho thdy hé s& KMO van & mic 0,725, phu
hop véi yéu cau tir 0,5 dén 1. Kiém dinh Bartlett ciing
¢6 Sig. = 0,000 < 0,05, khang dinh tinh thich hop cta
phan tich nhan t6 v&i bo div liéu va méi lien hé gitra
céac bién. Dua trén tiéu chi Eigenvalue I&n hon 1, véi

Bang 2. Model Summary®

gia tri 2,275, mot nhan td duy nhat dwoc trich xuét,
c6 kha nang téng hop hiéu qua théng tin tv 4 bién
quan sat. Nhan té nay giai thich dwoc 75,834% téng
phwong sai, vwot ngudng 50%, va tat ca cac hé sé tai
nhan t6 ctia cac bién quan sat déu trén 0,5. Do d6, két
qué phan tich nhan t6 dwoc danh gia la tin cay va phu
hop cho nghién clru.

4.3. Phéan tich twong quan

Két qua phan tich twong quan cho thay tat ca cac bién
doc lap déu cé méi quan hé cé y nghia théng ké véi bién
phu thudc, khi hé sb Sig. déu nhé hon 0,05. Méi quan
hé gitra cac bién nay mang huéng cling chiéu, thé hién
qua hé sb twong quan Pearson déu Ién hon 0. Do do,
c6 thé khang dinh rang céac bién doc 1ap c6 kha nang
giai thich bién phu thudc trong mé hinh nghién cuu.

4.4. Phan tich héi quy

Bang ANOVA cho két qua gia tri sig kiém dinh F bang
0,000 < 0,05, do d6, mé hinh héi quy Ia phi hop.

Model Summary®

Model R R Square

Adjusted R Square

Std. Error of the Estimate Durbin-Watson

1 1242 ,651 ,545

,63060 1,693

a. Predictors: (Constant), CLSP, CLDV, GC, bG

b. Dependent Variable: SHL

Theo Bang 2, gia tri R2 hiéu chinh dat 0,545, cho thay
rang 4 bién doc lap trong md hinh giadi thich dwoc
54,5% bién dong cla bién phu thudc, trong khi 45,5%
con lai c6 thé do cac yéu té bén ngoai md hinh hodc
sai s6 ngdu nhién gay ra. Hé sb Durbin-Watson bang
1,693 cho thdy moé hinh khéng gdp phai van dé tw
twong quan, tr d6 dam bdo tinh hop 1é khi ap dung
phwong phap héi quy tuyén tinh boi.

Két qua dwoc trinh bay tai Bang 3 chi ra rang tat ca 4
nhan t& déu cé anh hudng cung chiéu téi mirc do hai
ldng cta khach hang khi mua sdm trén TikTok Shop.
Trong d96, yéu té GC c6 tac dong manh nhat véi hé sb
Beta 1a 0,343. Tiép theo |a CLDV v&i Beta = 0,325.
Yéu té6 CLSP xép thir ba v&i hé sb Beta = 0,219, con
DGCND la yéu t6 c6 mirc tac déng thap nhat nhung
van co y nghia véi Beta = 0,208.

Dwa vao két qua tai Bang 3, cac hé sb VIF cla céac
bién doc lap dao déng trong khodng tlr 1,127 dén
1,265, d&u nhé hon ngudng 2, cho thay khéng ton tai
hién twong da cdng tuyén trong di¥ liéu. Cac bién trong

Ngudn: Két qua phan tich bdng phdn mém SPSS 26
mé hinh déu c6 gia tri Sig. nhd hon 0,05, khdng dinh y
nghta théng ké va tac dong dang ké& dén bién phu thudc
vé sy hai long ctia khach hang (SHL). Hon niva, cac hé
sb hdi quy cla cac bién doc lap déu duwong, chirng té
ching anh hwéng thuan chiéu dén bién phu thudc.
Két luan vé cac gia thuyét dwoc dwa ra nhu sau:

H1: CLSP anh hwéng tich cwc dén sy hai long cla
NTD khi mua hang trén TikTok Shop (dwoc chap nhan).

H2: CLDV tac déng thuan chiéu dén sw hai long cla
NTD khi mua hang trén TikTok Shop (dwoc chap nhan).

H3: GC c6 anh hwéng tich cwc dén sy hai long cla
NTD khi mua hang trén TikTok Shop (dwoc chip nhan).

H4: DGCND tac ddng thuan chiéu dén sw hai long cla
NTD khi mua hang trén TikTok Shop (dwo'c chdp nhan).

T cac hé sé hdi quy, phwong trinh héi quy tuyén tinh
chuén héa duwoc xay dwng nhu sau:

HL =0,343GC + 0,325CLDV +0,219CLSP + 0,208DG + ¢
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Bang 3. Két qua phan tich héi quy tuyén tinh

NGANH KINH TE

Coefficients?
Unstandardized Standardized Collinearitv Statistics
Model Coefficients Coefficients . Sig. y
B Std. Tolerance
E Beta VIF
rror
(Constant) -,948 ,256 -3,711 ,000
CLSP 214 ,040 ,219 5,301 ,000 ,872 1,147
1 CLDV 416 ,056 ,325 7,493 ,000 ,792 1,262
GC ,385 ,046 ,343 8,386 ,000 ,887 1,127
bG ,203 ,042 ,208 4,791 ,000 ,791 1,265
a. Dependent Variable: SHL

4. KET LUAN VA GIAI PHAP

Két qua nghién cu chi ra rdng c6 bén yéu tb chinh
anh hwéng cung chiéu dén mc d6 hai long ctia NTD
khi mua hang trén nén tang TikTok Shop, bao gém: Gia
ca (GC), chéat lwong dich vu (CLDV), chat lwong san
ph&m (CLSP) va danh gia ctia nguwdi dung (PGCND).
Trong d6, GC dwoc xem |a nhan t6 ¢ tac ddng manh
nhat véi hé sb Beta 1a 0,343, tiép theo la CLDV v&i
Beta = 0,325, rbi dén CLSP (Beta = 0,219) va DGCND
(Beta = 0,208).

Két qua nay phu hop véi cac nghién clru trwdc day
nhw cta Devi Nurchasanah va cong sw (2023), khi ho
nhan dinh GC cung CLSP 1a nhitng yéu t6 chi chbt
anh hwéng dén hanh vi mua sdm trén TikTok Shop.
Bén canh do, nghién cru ctia Nguyén Thi Phwong
Uyén & Tran Thay Ngoc (2022) ciing khang dinh vai trd
quan trong cla dich vu khach hang va dic diém san
pham trong viéc nang cao sw hai long cla ngudi mua
sam truc tuyén. Ngoai ra, Agung va cong sw (2022)
cling nh&n manh rang cac DGCND gép phan tao dwng
niém tin va thac day quyét dinh mua hang trén mang.

Dwa trén nhitng phat hién nay, nhém tac gia dé xuét
mot sb gidi phap thyc tién nham cai thién sy hai long
cla khach hang trén TikTok Shop tai Ha N6i nhw sau:

Cai thién va kiém soat, kiém dinh CLSP nghiém ngat:
Dam bao sdn pham truwdc khi ban ra thi trwong phai
duoc kiém tra ky lwdng vé ngudn gbc, xuét x&, va cac
tiéu chuan an toan. Péi v&i cac mét hang nhw thuc
ph&m, my pham, can cé gidy t& chirng nhan rd rang.
Nguwoi ban can cam két cung cp sédn phdm dung nhw
mo t&, dam bao chét lwgng 6n dinh va minh bach théng
tin. Sw khdng nhét quan gitra sdn pham thyc té va hinh
&nh hodc video quéng cdo cé thé lam gidm niém tin va
sw hai long cia nguwoi tiéu dung [3]. Pa dang hdéa mau
ma phu hgp vé&i xu hwdng: Thj tredng Ha Noi co tép
khach hang tré, nang déng va luén cap nhat xu hwéng.
Cac nha ban hang nén thwong xuyén nghién ctru thi
trwong, da dang héa san phdm dé dap wng nhu cau
nay, dac biét la trong cac nganh thoi trang, phu kién
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Nguén: Két qua nghién ctru ctia nhém téac gia

va dd gia dung théng minh.Tao noéi dung chan thuc vé
san pham: S dung video va livestream dé gisi thiéu
san phdm mét cach trwc quan, chan thwc nhat. Quay
can canh, review chi tiét, va cho khach hang thay dwoc
chét liéu, mau séc, cdng dung thwc té cla sén pham
dé xay dwng long tin.

Nang cao CLDV khéach hang: Dau tw xay dwng déi ngii
cham séc khach hang chuyén nghiép, phan hdi nhanh
chéng va xt Iy hiéu qué céc van dé lién quan dén don
hang, ddi trd. Viéc tao ra trai nghiém tich cuc tw khi
dat hang cho dén sau khi nhan san pham 1a yéu t
quyét dinh gitp gi®r chan khach hang [4]. Téi wu héa
quy trinh déng géi va van chuyén: Ha Nai la thj truéng
trong diém, vi vay viéc giao hang nhanh chéng la yéu
t6 canh tranh quan trong. Nha ban hang can téi wu héa
quy trinh déng gdi, st dung céac dich vu van chuyén
uy tin @& ddm bao hang héa dén tay khach hang trong
thdi gian sém nhat, nguyén ven va dung hen. Nang
cao chat lwong tw van va chdm séc khach hang: Phan
hdi tin nh&n va binh luan cta khach hang mét cach
nhanh chéng, tan tinh, va chuyén nghiép. Giai quyét
cac khiéu nai, dbi trd mot cach linh hoat, tao sw tin
twdng va hai long cho khach hang. Tao cac video
hwéng dan va hd tro sau ban hang: San xuét cac video
ngén hwéng dan s dung, bao quan san pham hodc
giai dap cac thédc méc thwong gap. Biéu nay khoéng chi
gitip khach hang st dung sé&n phadm hiéu qua ma con
thé hién sw chuyén nghiép ctia shop.

Téi wu hoa chinh sach gia va khuyén mai: Cac nha ban
hang va TikTok Shop can duy tri mic gia canh tranh
cung cac chuwong trinh wu dai nhw gidm gia, mién phi
van chuyén va hinh thtrc thanh toan linh hoat, vi du
nhw COD, dé dap wng tét hon nhu cau clGa khach
hang nhay cam va&i gia ca [13]. S dung ma giam gia
va coupon: Khuyén khich khach hang s dung ma
gidm gia trong céc livestream ho&c video ngén. Diéu
nay khéng chi ting ty 1& chuyén déi ma con giup téng
twong tac va gitr chan ngudi dung.

Khuyén khich va quan ly danh gia tr khach hang:
TikTok Shop nén xay dwng hé théng thuc day nguoi
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mua dé lai nhan xét sau khi st dung sé&n pham, ddng
thoi kiém soat va loai bd cac danh gia khéng chinh
xac hodc thiéu xac thuc. Nhivng phan héi chan thuc tw
ngudi dung sé gitp khach hang tiém nang hinh thanh
ky vong hop ly va dwa ra quyét dinh mua hang chinh
xac hon [14]. Xay dwng uy tin théng qua KOLs/KOCs:
Hop tac v&i nhirng nguwoi coé anh hwéng uy tin tai Ha
Noi dé ho review san pham. Cac danh gia chan that va
khach quan t» bén thir ba sé& cé tac dong rat Ién dén
quyét dinh mua hang cla ngwoi dung.
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o THELGUBA |
TAP CHi NGHIEN CUU KHOA HOC, TRUGNG BAI HOC SAQ B0

Tap chi Nghién ctru khoa hoc, Truong Dai hoc Sao Do (P. ISSN 1859-4190, E. ISSN 2815-553X), thuong xuyén
cong bo két qua, cong trinh nghién cru khoa hoc va cong nghé clia cac nha khoa hoc, can bo, giang vién, nghién
ctru sinh, hoc vién cao hoc, sinh vién & trong va ngoai nuéc.

1. Tap chixuat ban 01 s&/quy bang hai ngén ngir ti€ng Viét va ti€ng Anh. Tap chi nhan ding cac bai bdo khoa
hoc thuéc cac linh vuc: Dién - Dién tir - Tu dong hoa; Ca khi - Dong luc; Kinh té; Triét hoc - X3 héi hoc -
Chinh tri hoc; Cac linh vuc khac gdm: Cong nghé théng tin; Hoa hoc - Cong nghé thuc pham; Ngon ngir
hoc; Toan hoc; Vat ly; Van hoa - Nghé thuat - Thé duc thé thao...

2. Bainhan ding |13 nhirng cong trinh nghién cru khoa hoc chua céng b6 trong bat ky &n phdm khoa hoc nao.

3. Toa soan chi nhan bai bao guti online trén website http:/tapchikhcn.saodo.edu.vn. Bai bio glri vé toa
soan dudi dang file dién tir (*.doc *.docx va *.pdf); cudi bai bao, tac gia ghi ré thong tin dia chi lién hé, s6
dién thoai, email va cap nhat thong tin trén website. Bai bao phai duoc trinh bay ding dinh dang, ré rang;
Trudng hop bai bao phai chinh stra theo thé € hodc theo yéu ciu ctia Phan bién thi tic gia sé cap nhat trén
website. Ngudi phan bién sé do tda soan mai. Toa soan khéng gri lai bai néu khéng duoc dang.

4.  Céac cong trinh thudc dé tai nghién ciru cé Co quan quan ly can kém theo gidy phép cho céng bé cutia co
quan (Tén deé tai, ma s, tén cha nhiém deé tai, cap quan ly,...).

5. Tén bai bdo trinh bay bing hai ngén ngir (ti€ng Viét va tiéng Anh), font Arial, c& chir 14, in dam, can giira.

6. Tén tac gia (khéng ghi hoc ham, hoc vi), font Arial, c& chir 10, in dam, cin |€ phai; co quan céng tac clia cac
tac gia, font Arial, c& chir 9, in nghiéng, can Ié phai.

7.  Chir “Tom tat” in dam, font Arial, c& chir 10; N6i dung tém tat clia bai bao khéng qua 10 dong, trinh bay
bang hai ngdn ngir (tiéng Viét va tiéng Anh), font Arial, c& chir 10, in thudng.

8. Chir “Tir khéa” in dam, nghiéng, font Arial, c& chir 10; C6 tir 03+05 tir khda, font Arial, c& chir 10, in
nghiéng, ngan cach nhau bai ddu cham phay, cudi cung 1a dau cham.

9. N6i dung bai bao viét bang ti€éng Viét hodc tiéng Anh; Néu la bai bao viét bang ti€éng Viét: Tiéu dé tiéng
Viét trudc, ti€ng Anh sau; Tém tat tiéng Viét trudc, tiéng Anh sau; Tir khda tiéng Viét trudc, tiéng Anh sau;
Né&u [a bai bao viét bang tiéng Anh: Tiéu dé tiéng Anh trudc, tiéng Viét sau; Tém tat ti€ng Anh trudc, tiéng
Viét sau; Tlr khéa tiéng Anh trudc, tiéng Viét sau.

10. Bai bdo dugc danh may trén khé gidy A4 (21 x 29,7cm) c6 do dai khéng qua 8 trang, font Arial, c& chir 10,
gian dong At least 12pt, Before 3pt, After 3pt; cdn [é trén 2.5cm, dudi 2.5cm, trai 3cm, phai 2cm; hinh vé
phai ré rang, du nét va duoc dinh dang dudi dang file anh (*.jpg); Phuong trinh, cong thirc phai soan thao
bang Mathtype hodc Equation; Phan ndi dung bai bao duoc chia thanh 02 céot, khodng cach cot 1a 1cm;
Trong trudng hop hinh vé, hinh anh cé kich thudc 16n, bang bi€u cé do rong I6n hodc cdng thirc, phuong
trinh dai thi cho phép trinh bay dui dang 01 cot.

11. Tai liéu tham khao duoc s3p x&p theo thir tu tai liéu dugc trich din trong bai bao.

- Néu I3 sach/luan an: Tén tac gia (nam), Tén sach/luan an/luan van, Nha xuat ban/Trudng/Vién, [an xuat
ban/tai ban.

- Néu la bai bdo/bao cdo khoa hoc: Tén tac gia (ndm), Tén bai bado/bao cao, Tap chi/Hbi nghi/Hb6i thao, Tap/
Ky yéu, s6, trang.

- Néu la trang web: Phai trich dan day da tén website va dudng link, ngay cap nhat.

12. Pinhdangmaubaibaotham khaotaidiachihttp:/tapchikhcn.saodo.edu.vn/news/detail/198/format_paper
Bai bao sau khi xuat ban sé dugc cong bé trén http:/tapchikhcn.saodo.edu.vn.
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