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ANH HUGNG TRIWEII THONG MANG KA HOI
DEN V DINH LUA CHON CUA HANG CA PHE CUA THE HE Z

4
~
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Ighién ciru nay phan tich anh hu’o’ng cua hoat dong truyén théng mang xa hoi
(SMMA) den hanh vi lva chon cira hang ca phé cua thé hé Z tai Thanh pho Can Tho,

trén co SO van dung mé hinh Stimulus - Orgamsm Response (SOR) Trong mé hinh nay,
SMMA dwoc xem la yéu t6 kich thich tir méi trwo’ng bén ngoai; cam glac thwong hiéu phan anh
trang thai tam ly bén trong cua ngwo’z tiéu dung; va hanh vi lya chon cira hang ca phe thé hién
phan ung hanh vi. Dit liéu nghién ciru dwoc thu thap tir 310 nguoi tiéu dung thuoc thé hé Z va
xu ly bang phuong phap PLS-SEM. Két qua phdn tich cho thdy hoat dong truyen thong mang
xd hoi c6 anh huong tich cuc dén cam gidc thwong hiéu. Dong thoi, cam gidac thuong hiéu tdc
dong dang ké dén hanh vi lua chon cira hang ca phé cua the hé Z. Bén canh do, bién nay con
giit vai tro trung gian trong moi lién hé giita SMMA va hanh vi lya chon. Tir cdc phat hién
trén, nghién cvru dwa ra mot s6 ham y quan tri nham ho tro cdc cira hdng ca phé ndang cao hiéu
quad hoat dong truyén thong trén mang xd hoi.

Tir khéa: Truyén thong mang xa héi, cam gidc thwong hiéu, hanh vi lwa chon, cira hang ca phé.

Keywords: Social media marketing, Brand feeling, Selection behavior, Coffee shops.
JEL Classifications: C24, C61, D24, L81, M31.

DOI: 10.54404/JTS.2026.218V.06

1. Gi6i thiéu

Mang xa hoi hién dugc xem la mot kénh
truyén thong chién luoc, c6 anh hu’ong truc
tiép dén kha ning tiép can khach hang cua cac
doanh nghiép hién nay. Theo bao cao Digital
Vietnam 2025 cua We Are Social &
Meltwater, tinh dén dau nam 2025, Viét Nam
c6 khoang 79,8 tri¢u nguoi dung Internet
(chiém 78,8% dan so) va 76,2 tri€u nguoi
dung mang xa hoi (chlem 75,2% dan s6),
trong d6 95,4% nguoi dung Internet sir dung
it nhat mgt nén tdng mang xa hoi (Kemp,

2025). Nhitng con sb nay cho thay mang xa
hoi da tré thanh moi truong tiép can khach
hang hang dau cho cac doanh nghlep tai Viét
Nam, dong thoi dong vai tro ngay cang quan
trong trong Viéc dinh hinh hanh vi tiéu dung
(Alalwan & cong su, 2017).

~Trong linh vyc kinh doanh dich vu an
ubng, thi truong ctra hang ca phe tai Viét
Nam dang phat trién manh mé& voi hon
500.000 cua hang ca phé trén ca nudc, tur
quan ca phé via he truyén théng dén cac
chudi thuong hiéu hién dai (USDA, 2025).

Tac gia lién hé: plhnhung@ctu.edu.vn
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H¢ thong chudi ca phé da tang hon gap doi tu
816 cua hang ndm 2019 1én 2.067 ctra hang
nam 2025 (B&Company, 2025) Dan dau thi
trrong l1a Highlands Coffee véi 855 cua hang
va muc tdng truéng doanh thu 13% trong
ndm 2024, tiép theo la Phiic Long vo1 237
cua hang sau khi mé thém 79 diém ban méi
(Mordor-Intelligence, 2026) Tai thi truo’ng
Can Tho, su phén héa o rét gitra cac hé
thong chudi thuong hiéu 16n véi chién lugc
truyén thong bai ban va cac cua hang ca phé
dia phu:ong tap trung vao tinh dac trung da
tao nén mot mai truong kinh doanh giau tiém
nang nhung cling day canh tranh. Trong b01
canh do, viéc to1 uu héa hoat dong truyén
thong truc tuyen tr¢ thanh yeu to quan trong
giup cac don vi kinh doanh cing c6 vi the va
thu hat nhém khach hang tré (Ha M1nh Hiéu,
2019; Pham Hung Cuong & Nguyén Th1
Khanh Linh, 2019).

Théhé Z (Gen Z)do, tudi tir 1997 dén 2010
(Dimock, 2019) da n01 lén nhu mat phan
khtuc khach hang chién luoc, c6 kha nang
quyét dinh sy thanh bai cua cac thwong hiéu
nho vao strc mua va kha ning tao xu hudng.
Theo Decision-Lab (2024), Facebook 13 nén
tang mang xa hoi chinh dugc 40% nguoi
dung Gen Z tai Viét Nam lya chon, trong khi
TikTok dat ty 1¢ tham nhap cao nhit tir trudc
dén nay 1 68% vao quy 112024 va 1a nén
tang duy nhit trong Top 5 co sy tang trudng
trong giai doan nay (Decision-Lab, 2024).
Hon 80% ngu01 dung Internet thudc the hé Z
tai Viét Nam su dung TikTok, cho thay miurc
do gin két dic biét cao ctia nhom ndy véi
mang xa héi (Statista, 2024). Cac nghién clru
trong nudc cling cho thay ndi dung trén
TikTok c6 kha nang thtc day y dinh lan
truyen thong tin va y dinh mua hang cua
nguoi dung (Ao Thu Hoai & Vi Lan Phuong,
2024). Nhan thay tiém nang nay, ca chuoi
thuong hleu 16n 1an cira hang ca phe dia
phuong déu dang dau tu manh mé vao cic
hoat dong truyén thong trén mang xa hoi
(SMMA) nham thu huat sy cha y va xay dung
két nbi véi thé hé khach hang nang dong nay.

Tuy nhién, trong thuc tién quan tri
marketing, hleu qua thuc su cia SMMA d6i

v61 y dinh lya chon thuong hi¢u ca phé cua
Gen Z van 1a van & can duoc 1am r3. Ve mdt
ly thuyet nhiéu nghlen ctru trude day da kiém
dinh mo1 quan hé gitta SMMA va céc khai
niém nhan thirc vi mo. Chang han, Kim & Ko
(2012) da chirng minh SMMA tac dong tich
cuc dén gia tri thuong hiéu (brand equity)
trong linh vuc thoi trang cao cap Godey &
cong su (2016) m& rong két qua nay khi xac
nhén anh hudng tich cuc cia SMMA dén gia
trj thuong hiéu thong qua nhan biét thuong
hi¢u (brand awareness) va hinh anh thuong
hi¢u (brand image). Bilgin (2018) cling khang
d1nh SMMA anh hudéng dang ké dén nhan
biét thuong hi¢u, hinh 4nh thuong hiéu va
long trung thanh thu’ong hi¢u (brand loyalty)
Gan day, Koay & cong su (2021) da phan tich
vai tro trung gian cua gia tri thwong hi¢u dya
trén ngu’di tiéu dung trong modi quan h¢ gi&a
SMMA va y dinh mua hang Tuy nhién, céc
nghién ctru nay chu y€u tap trung vao cac
bién trung gian mang tinh nhéan thice tong the
trong khi vai tro trung gian clua ciac yéu to
cam xuc cu thé - dic biét 1a cam giac thuong
hiéu (brand feehngs) - van chua dugc quan
tam dung mec.

Vé mat Iy thuyét, khung 1y thuyet SOR
(Mehrablan & Russell, 1974) cung cap nén
tang pht hop dé giai thich co ché nay, theo 4o
cac kich thich tu rnarketlng s& tac dong dén
trang thai tam ly bén trong cua khach hang, tir
d6 dan dén cac phan ung hanh vi (Vieira,
2013; Robert & John, 1982). Theo Keller
(2003) va Keller & cong su (2010), gia tri
thuong hi¢u dugc hinh thanh khong chi tir
nhan thirc ly tinh ma con tir cac phan g cam
xac chia ngudi tiéu ding dbi voi cac hoat
dong marketing. Batra & Ray (1986) ciing
cho rang cam xuc dong vai trd quan trong
trong qud trinh hinh thanh thai d¢ va y dinh
hanh vi. Tir 46, cam giac thuong hiéu bao
gom nhiing phan tng cdm xtc tirc thoi nhu
vui ve, himg khoi hay tin twong dwoc xem la
mot bién trung gian day tiém nang trong moi
quan h¢ gnra SMMA va hanh vi lya chon.

Trén co s& tong quan tai liéu, ¢6 thé nhan
dién hai khoang trong nghién ctru dang chuy.
Thtr nhat, mic du méi quan hé gitta SMMA
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va gia tri thuong hi¢u da dugc khang dinh qua
nhiéu nghlen ctru va mot s6 nghién curu gan
day da bat dau xem x¢t vai tro trung gian cua
trai nghiém thuong hi¢u trong boi canh Gen Z
(Hidayati, 2023), thi cac cong trinh di sau vao
vai tro trung gian cia cam giac thuong hiéu -
mot thanh phan cam xtc cu thé trong md hinh
gid tri thuong hiéu cua Keller (1993) trong
moi quan h¢ gitta SMMA va y dinh lya chon
van con rat han ché. Thir hai, phan 16n cac
nghién ctru vé SMMA tip trung vao cac
nganh thoi trang cao cap (Kim & Ko, 2012),
thuong mai truc tuyen (Hajli, 2015) hay
thuong hiéu ca phé néi chung tai TP. H6 Chi
Minh (Nguyén Vin Thanh Truong & Phan
Thi Thanh Hién, 2024), trong khi nganh dich
vu ca phé tai cac d6 thi cap vung nhu Can
Tho, dic biét véi sy so sanh giita chudi
thu’ong hiéu 16n va ctra hang dia phuong gan
nhu chua dugc khai thac. Hon nita, KS &
Massand (2024) cling chi ra réng nghién ctru
vé tac dong cua SMMA dén y dinh mua hang
cia Gen Z van con can dugc mé rong sang
cac boi canh va nganh nghe khéac nhau.

Chinh vi vdy, bai viet “Anh huéng cua
hoat dong tmyen thong mang xa hoi den v
dinh lya chon cura hang ca phé cua Thé h¢ Z
tai Thanh phd Can Tho” dugce thuc hién nham
b6 sung khoang trong nghién ciru nay. Nghién
ctru hudng dén muyc tiéu kiém dinh tac dong
cia SMMA dén y dinh lya chon ctra hang ca
phé cua Gen Z, dong thot lam r6 vai tro trung
gian cua cam giac thuong hi¢u. Cac muyc tiéu
cu thé bao gom: (1) hé thong hoa co so ly
luan lién quan; (2) phén tich tac dong cua
SMMA dén cam glac thu’ong hiéu; (3) phan
tich tdc dong cuia cdm gidc thuong h1eu dény
dinh lua chon; (4) kiém dinh vai tro trung
gian cua cam giac thuong hiéu trong moi
quan hé glLra SMMA va y dinh lya chon; va
(5) dé xuat mot s ham y quan tri cho doanh
nghiép kinh doanh ca phe tai Can Tho.

2. Co s6 1y thuyét va md hinh nghién ciru

Nghién ctru dugc xay dung trén nén tang
mo6 hinh SOR cua Mehrabian & Russell
(1974). Theo quan di€m nay, cac yéu to tu
moi truong bén ngoai (Stimulus) c6 kha nang
tdc dong dén trang thai tam 1y dén cam xuic

bén trong ca nhan (Organism), qua d6 hinh
thanh phan ung hanh vi (Response) O nghién
ciru nay, yeu to Stimulus (S) la cac hoat dong
SMMA ma khach hang tiép xuc, bao gom
nim thanh phan: Giai tri, , Tuong tac, Xu
hudng, C4 nhan hoa va Truyen miéng d1en tu.
Thanh phan Organism (O) duoc xac dinh la
cam giéc thuong hiéu - tirc nhitng phan tng
cam xtc nhu vui vé, hirng khoi hay tin tuong
duoc khoi goi thong qua hoat dong truyén
thong. Response (R) dugc thé hién qua y dinh
lya chon ctra hang ca phé cua thé hé Z. Viéc
van dung mé hinh SOR dé nghién ctru hanh
vi nguoi tiéu dung trong boi canh truyén
thong s6 da dugc dé cap ¢ nhiéu cong trinh
trudc day (Robert & John, 1982; Vieira,
2013). Tai Viét Nam, khung S-O-R ciing da
dugc van dung dé giai thich co ché céac kich
thich marketlng tac dong dén trang thai nhin
thirc va niém tin cua_khach hang (Nguyen
Phuong Linh & Nguyen Durc Nhuan, 2024).
Viéc lua chon cam gidc thuong h1eu lam
bién trung gian thay vi gid tri thuong hiéu
tong the, dua trén hai co s¢. Thir nhat, theo
mod hinh CBBE cua Keller (1993) va Keller
& cong sy (2010), “Cam giac thuong hi¢u”
(Brand feelings) la m¢t thanh t6 cot 101 cua
gid tri thuong hiéu, bao gom cac phan Ung
cam xuc tic thoi nhu vui vé (fun), am ap
(warmth), himmg khéi (excitement), an toan
(security), sy cong nhan tr xa hi (social
approval) va long tu trong (self-respect); cac
thanh phan nay thudc tang phan rng cam xuc
trong mo hinh, khac bi¢t v6i nhan biét thuong
hiéu va hinh anh thuong hiéu von chi phan
anh giai doan nhan thuc 1y tinh & tang thap
hon theo Keller (1993). Thir hai, Batra & Ray
(1986) da chung minh rang cac phan ing cam
xuc dong vai tro trung gian quan trong giita
thong di¢p truyén thong va thai do thuong
hiéu. Lya chon nay cling phu hop véi dac thu
nganh ca phe, noi quyét dinh lua chon thuong
mang tinh trdi nghiém va cam tinh hon la
thuan 1y tinh (Pham Hung Cudng & Nguyén
Thi Khanh Linh, 2019; Ha Minh Hiéu, 2019).
Thang do SMMA trong nghién clru nay
dugc ké thira tir Kim & Ko (2012) cong trinh
nén tang xac dinh ndm thanh phan cua
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SMMA gom Giai tri, Juong tac, Xu hudng,
Cé nhan hoa va Truyen miéng dlen tir. Mac
du thang do ban dau dugc phat trién trong béi
canh thuong hiéu thoi trang xa xi, tinh Ung
dung cua n6 da dugc kiém chl'Ing ¢ nhiéu
nganh khac nhau (Godey & cong su, 2016;
Bilgin, 2018; Koay & cdng su, 2021;
Hldayatl 2023) Trong nghién ctru nay, noi
dung céc bién ‘quan sat dugc diéu chinh cho
phu hop véi bdi canh cira hang ca phé va dbi
tuong Gen Z tai Viét Nam - nhom khéch hang
c6 muc do gan két cao véi mang xa hoi
(Decision- Lab, 2024) va xem viéc uong ca
phe nhu mot trdi nghiém gan lién voi 16i
sdng, thé hién ban than (Francis & Hoefel,
2018; Priporas & cong su, 2017).

Neén tang cua mo hinh cho rang cac kich
thich tir truyén thong s hinh thanh nén nhiing
cam xuc va nhén thirc trong tam tri nguoi tiéu
dung. Ly thuyét vé vai tro ciia cdm xuc trong
quang cao (Batra & Ray, 1986) da chung
minh rang cic thong diép tmyen thong khong
chi cung cap thong tin ma con c6 kha nang
khot g(n cam xuc manh meé. Trong moi
trurong sO, cac thanh phan cia SMMA duogc
ky vong s€ tao ra nhitng cam giac thuong hiéu
tich cuc (Klm & Ko, 2012). Cu the, khac véi
cac nghlen clru tmo’c chu yéu xem xét tac
dong cia SMMA dén gia tri thuong hiéu tong
thé¢ (Kim & Ko, 2012; Godey & cong su,
2016; Bilgin, 2018) nghlen clru nay tap trung
vao thanh phan cam xtc cu thé - cam gidc
thuong hi¢u theo phan loai cua Keller (1993).
Tur do, ndm gia thuyét ve tac dong cua tung
thanh phan SMMA dén cam giac thuong hi¢u
dugc dé xuat nhu sau:

Giai tri (Entertainment): NOi dung hap
dan, tha vi hoic mang tinh giai tri cao c6 thé
tao ra trang thai cam xtc tich cuc khi nguoi
dung tiép xtc voi thuong hi€u trén nén tang
mang xa hdi (Godey & cong su, 2016). Gan
day, Park & Namkung (2022) cling xac nhan
rang ndi dung giai tri trén Instagram cua céc
thuong hiéu ca phé co tac dong tich cuc dén
nhan biét va hinh anh thuong hi€u, qua do
hinh thanh phan tng cam xic tich cuc &
nguoi tiéu dung. Cu thé, ndi dung gidi tri co
kha nang khoi ggi cdm gidc vui vé va hing
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khoi - hai thanh phan c6t 151 ciia cam giac
thuong hi¢u theo Keller (1993). Ttr do, tac gid
de xuat gia thuyet Yéu to Gidi tri c6 quan
hé thuan chiéu véi Clam giac thuong hiéu.

Tuwong tac (Interaction): Kha nidng tuong
tac hai chleu (binh lun, chia s¢, nhan phan
hoi) khién khach hang cam thay duoc lang
nghe, duoc tran trong va la mot phan cia
cong dong Su két noi nay gop phan hinh
thanh cam xuc tich cuc va cing c6 moi quan
hé tinh cam véi thuong hi¢u (Alalwan & cong
su, 2017). Ibrahim & cdng sy (2021) nghién
clru trén fanpage Facebook cua cac cura hang
ca phé ciing cho thiy cac hoat dong tuong tac
trén mang xa hoi tac dong tich cuc dén long
trung thanh va niém tin thwong hiéu, ca hai
yéu t0 nay gan lién véi cam xlc tich cuc cua
khach hang. Theo phan loai cua Keller
(1993) twong tac gop phan hinh thanh cam
giac am 4p va sy cong nhan xa hoi d01 voi
thuong hi¢u. Vi vy, g1a thuyet duoc dé Xuat
Hy: Yéu to Tuong tac c6 quan hé¢ thuan chiéu
vo1 Cam giac thuong hiéu.

Xu huong (Trendiness): Viéc mot thuong
hiéu luén cép nhat cac xu hudng moéi nhat
khién thuong hiéu tré6 nén chuyén nghiép,
ndng dong va phu hop véi thoi dai. Do1 véi
Gen Z, thé hé lu6n tim_ klem sw mGi mé va the
hién ban than, viéc gan két v4i mot thuong
hiéu hop thoi ¢6 thé mang lai cam giac hing
khoi va tu tin (Francis & Hoefel, 2018) Park
& Namkung (2022) chi ra rang yéu t6 Xu
hudng trén Instagram gitip nang cao chit
lrong cam nhan cua thuong hiéu ca phé, dic
bi¢t khi ndi dung thé hién sy cap nhat va phn
hop V61 trao luu hién dai, két qué nay cling
duge Nguyén Vin Thanh Trtrong & Phan Thi
Thanh Hién (2024) x4c nhén trong bbi canh
ca phé Viét Nam. Didu nay tuong g vai cac
thanh phan hung khéi va long tu trong trong
md hinh cam giac thuong hiéu cua Keller
(1993) Do do, tac g1a dé xuat gia thuyet Hj:
Yéu to Xu huong ¢ quan hé thuan chiéu voi
Cam giac thuong hi¢u.

Ca nhdan hoéa (Customization): Khi noi
dung hodc uu dai dugc diéu chinh phu hop
vé1 tung ca nhén, khach hang c6 xu hudng
cam thay dugc théu hiéu va tran trong. Trai
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nghiém nay tao nén su gén két cam xuc sdu
sac hon v6i thuong hi¢u (Priporas & cdng su,
2017). Tuy nhién, Gia Khuong An & Ng6 Thi
Thuy An (2025) trong nghién ctru trén Gen Z
Viét Nam cho thay tac dong cua cd nhan hoa
dén hanh vi tiéu dung c6 thé phu thudc vao
nganh hang va mac d§ tmg dung cong nghé
cya thuong hiéu. Cam_ giac duoc thau hiéu
gan lién vdi thanh phan am 4p va an toan
trong cam giac thuong hiéu (Keller, 1993). Vi
vay, tac gia dé xuat gia thuyét Hy: Yéu to Ca
nhan hoa c¢6 quan h¢ thuan chieu véi Cam
gidc thuong hi¢u.

Truyén miéng dién tir (eWOM) Céc danh
gla va binh luan tlch cuc tu ngLr(n dung khéc
gop phan gia tang niém tin va giam rui ro cam
nhan. Khi nhan thay nhiéu phan hoi tbt, khach
hang tiém niing dé hinh thanh thién cam va su
tin tudng doi véi thuong hiéu (Hajli, 2015).
Theo Ibrahim & cong sy (2021) xac nhan
WOM a2 mot trong ndm chiéu SMMA tac
dong dén niém tin thuong hi¢u trong nganh ca
phé, trong khi Gia Khuong An & Ngo Thi
Thuy An (2025) nhan manh vai tro quan trong
cia eWOM trong moi quan hé SMMA - y
dinh hanh vi cua Gen Z Viét Nam. Sy tin
tuong nay tuong ung v&i cam giac an toan va
su cong nhan xa hoi theo Keller (1993). Tu
do, tac g1a dé xuat gla thuyét Hs: Yéu to
Truyén miéng dién tir c6 quan hé thuan chiéu
v6i Cam giac thuong hicu.

Theo mo6 hinh CBBE cua Keller (2003),
cam giéc ‘ghu’ong hiéu la mét trong nhiing
thanh t6 cot 161 cua gia tri thuong hi¢u, bao
gom cac phan ung cam xuc tie thoi. Nhung
cam xuc nay khong chi xuat hién tirc thoi ma
con gop phan dinh hinh thai do va thac day
hanh vi ctia nguoi tiéu dung. Ly thuyét He}nh
vi Hoach dinh (Ajzen 1991) cling chi ra rang
thai do va cam xuc d01 v6i mot ddi tuong la
yéu to du béo truc tlep ¥ dinh hanh vi. Khi
thuong hi¢u tao ra cam giéc tich cuc, khach
hang c6 khuynh huéng lya chon thuong hi¢u
do. Dac biét, trong nganh ca phé - mot dich
vu c6 tan sudt st dung cao va muc do tham
gia tuong doi thap, nguoi tiéu dung thuong
dua ra lya chon dya trén trai nghi€ém cam tinh
hon 14 so sanh ly tinh k¥ ludng (Ha Minh

Hiéu, 2019). Batra & Ray (1986) cling nhin
dinh rang trong cac quyét dinh mang tinh 1ap
lai, phén ung cam xuc tich cuc c6 kha néng
du bdo y dinh hanh vi manh hon céc yeu to
nhén thirc. Ngoai ra, theo Ibrahim & cong su
(2021) va Nguyén Vin Thanh Truong & Phan
Thi Thanh Hién (2024) déu x4c nhan rang
cac phan {ing cam xuc tich cyc doj (! thuong
hiéu ca phé dong vai tro then chét din dén ¥
dinh hanh vi cua khach hang, ddc biét trong
boi canh Viét Nam. Vi vay, g1a thuyét cudi
cung dugce dé xuat Hg: Cam giac thuong hiéu
c6 quan hé thuan chiéu vé1 Y dinh lya chon
ctra hang ca phé.

Nhiéu cong trinh trude day da deé cap dén
moi lién h¢ gilra marketing mang xa hoi va
gia tri thuong hi¢u cling nhu hanh vi tiéu
dung. Kim & Ko (2012) x4c dinh ndm thanh
phan cia SMMA gom: giai tri, twong tac, xu
hl‘ro’ng, c4 nhan hoa va truyén miéng dién tu,
deu co tdc dong tich cuc dén gia tri thuong
hiu. Godey & cong su (2016) va Bilgin
(2018) mo rong mo hinh nay, khang dinh
SMMA khong chi tdc dong dén nhan thirc
thuong hi¢u ma con dén cac phan Gng hanh vi
cia nguoi tiéu dung nhu long trung thanh
thuong hi¢u. Koay & cong su (2021) cling
cho thay trai nghiém va niém tin thu’ong hi¢u
la nhiing yéu t6 két noi trong moi quan hé
nay. Tai Viét Nam, Tran Thi Huong & cong
su (2024) cling gh1 nhan tlop thi truyén thong
xa hoi vira tdc dong truc tiép deén y dinh mua,
vira tac dong thong qua chuan chu quan cua
nguoi tiéu dung.

Do1 vo1 nhom Gen Z, cac nghlen cliru gan
day ciing cho thay cac phan ung cua nguoi
tiéu dung doi voi thuong hiéu giir vai tro then
chot trong viéc chuyén hoa tac dong tu
truyén thong mang xa hoi thanh cac két qua
hanh vi (Hidayati, 2023; KS & Massand,
2024). Két qua tuong tu cling dugc ghi nhan
¢ Gen Z Viét Nam, khi Hoang Phu’ong Dung
& cong su (2024) cho thay cac phan {ng
nhan thirc va cam xuc git vai tro tmng gian
giita hoat dong truyén thong, bao gom tmyen
thong qua mang xa hdi, va y dinh hanh vi cta
nhom khach hang nay. Trong nganh ca phé,
Nguyén Vin Thanh Truong & Phan Thi
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Thanh Hién (2024) cho thdy hoat dong
truyén thong mang xa hoi c6 lién quan dén
l(‘)ng trung thanh thuong hiéu ciing nhu
truyén miéng dién tir. Bén canh do, Ha Minh
Hiéu (2019) cung véi Pham Hung Cuong &
Nguyen Thi Khanh Linh (2019) cho rang cac
y€u t6 nhu chét luong san pham, khong g1an
trai nghiém va hinh 4nh thuong hiéu déu c6
lién hé dang ké véi quyet dinh lya chon cura
hang ca phé ctua nguoi tiéu dung, dac biét &
nhom khach hang Gen Z.

Tuy nhién, phan 16n cac nghién ctu trén
tap trung vao moi quan hé tryc tiép glua cac
bién, trong khi co ché thong qua cam giac
thuong hi¢u chua dugc xem xét day du trong
mdi lién hé gitra tluyen thong mang xa hoi va
hanh vi lya chon. Vi vay, nghlen clru nay tlep
can theo huong ké thira mo hinh SOR nham
kiém dinh moi quan hé trén trong bbi canh
Thanh pho Cén Tho.

Tur cac co s¢ ly thuyét va gia thuyet da
phat trién, mé hinh nghién ctru duoc dé xuit
nhu sau:

0 Nhin thire ca nhan
(Organism

Tac nhan kich thich
S (Stimulus)
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quan hé trong md hinh d& xuat. Dit liéu so cap
duoc thu thap thong qua khdo sat truc tuyen
bang Google Forms, huéng dén nhom nguoi
tiéu dung thudc thé hé Z sinh tor nam 1997
dén 2010 (Dimock, 2019) da tung trdi nghiém
cac ctra hang ca phé tai TP. Can Tho.

Mau khdo sat dugc lua chon theo hinh thuc
thun tién tai cac dia diém phu hop voi d01
tugng nghlen ctru. Phuong phap chon mau
thuén tién dugc st dung do dac thu a6i tuong
nghién ctru 1a Gen Z - nhom khach hang tré ¢6
tinh di dong cao va hoat dong chu yéu trén
moi truong truc tuyén, khién viéc thiét lap
khung mau tong thé gip nhidu khé khan. D3y
cling 1a phuong phap duoc 4p dung phd bién
trong cac nghlen ctru vé SMMA va hanh vi
tiéu dung cta Gen Z (Hidayati, 2023; KS &
Massand, 2024) De han ché sai lech chon
mau, nghlen ctru thiét 1ap cac tiéu chi sang loc
dau vao: dap vién phai thudc thé hé Z, dang
sinh song hoac hoc tap/lam viéc tai Can Tho
va da timg trai nghiém dich vu tai it nhit mot
ctra hang ca phé trong vong 3 thang gan nhat.

Truyén miéng
dién tu

(Nguén: Tac gia dé xuat, 2025)

Cam giac
thwong hi¢u

Y dinh lya chon

Hinh 1: M6 hinh nghién ciru dé xudt

3. Phuong phap nghién ciru

3.1 thro'ng phap thu thap div lieu

Nghién ctru duoc thiét ké theo phuong
phap dinh lugng nhim kiém dinh cic mdi

Viéc xac dinh quy mo mau cin cr vao
nguyén tac kinh nghiém thuong 4p dung
trong phan tich PLS-SEM. Tht nhat, theo
quy tac “10 1an” trong PLS-SEM, ¢& mau t6i
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Bang 1: Thang do mo hinh

Thang do h{i<éyu Néi dung bién quan sat Ngudn
ENI T6i thiy cac hoat dong cua thuong hiéu cua hang
! ca phé ma t6i theo doi trén mang xa héi rat tha vi. (Kim & Ko, 2012;
Giai tri EN2 Noi dung cua thuong hiéu cira hang ca phé ma t6i Godey & cdng su,
(Entertainment) theo doi trén mang xa hoi gitp toi giai tri, thu gian.  2016; Park &
EN3 T6i cam thay vui vé khi theo ddi cac hoat dong cia  Namkung, 2022)
) ctra hang ca phé ma t6i theo dbi trén mang xa hdi.
IN1 Thuong hi¢u cira hang ca phé ma t6i theo doi tao
diéu kién dé téi dé dang twong tac.
Thuong hiéu ctra hang ca phé ma t6i theo doi phan (Kim & Ko, 2012;
Twong tac IN2  hoéi nhanh chéng cac thac méac hodc binh ludn cua  Bilgin, 2018;
(Interaction) toi. _ Ibrahim & cdng su,
T6i cam thdy cé su trao ddi théng tin hai chiéu voi  2021)
IN3  thuong hiéu cira hang ca phé ma t6i theo doéi trén
mang xa hoi.
tr1 Thuong hi¢u cira hang ca phé ma t6i theo doi luon  (Kim & Ko, 2012;
cdp nhat nhirng théng tin va xu hudng madi nhat. Godey & cong su,
Xu huéng TR2 "l"nl?uog]g hi{:L{ Ul.ll'a‘hi;lng ca Phé ma toi quan tam gitp 2016;  Park &
. t61 bat kip cac trao luu hién dai. Namkung, 2022;
(Trendiness) > _
@ % s S e .. .z Nguyén Van Thanh
TR3 Thuong hi¢u cira hang ca phé ma t6i theo doi the Trudng & Phan Thi
hién minh 14 mét thuong hiéu dan dau xu hudng. Thanh Hién, 2024) ’
CuUl Thuong hi¢u ctra hang ca phé ma t6i theo doi cung  (Kim & Ko, 2012;
e i cap nhirng théng tin phu hop véi sé thich cua t6i.  Koay & cong su,
Ca nhin hoéa S o S AT e ~ ; :
(Customization) Thuong hi¢u cira hang ca phé ma t6i theo ddi mang 2021; Gia Khuong
CU2  dén nhitng uu dai hodc goi ¥ dugc ca nhdn héacho An & Ngo Thi Thay
toi. An, 2025)
T6i thuong thay nhirng binh luan, danh gia tich cuc . .
EW1 vé thuong hiéu cira hang ca phé ma toi theo doi (Kim & Ko, 2012;
4 n 5 At Hidayati, 2023; Gia
Truyén miéng trén mang xa héi. Kh An & Neb
dién tir Céc bai dang ciia thuong hiéu cira hang ca phé ma U ong AN £0
Ew2 . L : 21 S Thi Thuy An, 2025;
(eWOM) t6i theo ddi thudng duge nhiéu ngudi chia sé. . =
s i i = g .. Ibrahim & céng su,
EW3 Ban bé hodc nhirng ngudi t6i theo doi thuong néi 2021)
vé thuong hiéu cira hang ca phé ma t6i quan tam.
Toi cam ths"ly phén khich hodc phan khoi khi thay (Keller, 1993; Keller
BF1 cac bai dang cua thuong hiéu ctra hang ca phé trén & cdng su, 2010;
Cam giac mang xi hoi. Nguyén Vin Thanh
thwrong hiéu BE2 T6i cam thdy vui vé khi theo ddi cac hoat dong cia  Truong & Phan Thi
(Brand thuong hi¢u cira hang ca phé. Thanh Hién, 2024)
Feeling: - £ 4 > g ; v hié hi & i
eelings) - T6i cam thay thich tha hodc yéu thich voi thuong il ]nh (Ele 1]?hu
BF3 Lk ompetlily PR hop v&i nglr canh
hiéu cura hang ca phé nay. B T
cua dé tai.
PIl T6i c6 kha nang s€ dén thuong hi¢u cira hang ca  (Koay & cong su,
phé ma t6i theo doi trong tuong lai gan. 2021; Hidayati,
Héﬂh_ vi lura P2 Téi sé tich cuc can nhic viéc lua chon thuong hi¢u 2923; Ibrahim &
chon cira hang ctra hang ca phé ma t6i theo doi khi ¢6 nhu cau.  cong  sw,  2021;
4 phé i N en Van Thanh
SLPAS PI3 T6i du dinh sé tiép tuc hodc thudng xuyén lua chon Tr%:g:grl & af?han E-lrr;n

thuong hiéu cira hang ca phé ma tdi theo doi.

Thanh Hién, 2024)

(Nguon: Tong hop tir cdc nghién ciru va hiéu chinh dé phit hop véi ngit canh nghién ciru, 2025)
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thiéu can dat gap muoi 1an sd duong dan céu
trac 16n nhit hudéng vao mot bién tiém an
trong mo6 hinh (Hair & cong su, 2021); blen
“Cam giac thuong hiéu” nhan 5 du:ong dan
cdu trac tir cac bien SMMA, do do yeu cau t6i
thleu la 50 quan sat. Thu ha1 mo hinh bao
gom 20 blen quan sat, theo nguyén tic phan
tich da bién voity 1€ 5:1 (Garson 2016; Hair,
2014), c& mau toi thiéu can dat 100 quan sat.
Céch tiép can nay cling twong dong véi cac
nghién ctru vé SMMA va hanh vi tiéu dung sur
dung PLS-SEM (Koay & cdng su, 2021;
Hidayati, 2023).

Nghién ctru tién hanh phan tich da nhom
gitta hai nhom khach hang: nhom lya chon
thuong hiéu ca phé ndi tieng (Highlands
Coffee, Phiic Long, Trung Nguyén Coffee...)
va nhom lya chon thuong hi¢u ca phé dia
phuong Viéc phan nhom dugc thye hién dua
trén cau hoi tu khai bao trong, bang khao sat,
trong do dap vién dugc yéu ciu cho biét loa1
cira hang ca phé ma ho thyong xuyén lua
chon nhat. Do nghién ctru_tién hanh so sanh
giita hai nhom ddc 1ap, diéu kién vé c& mau
duoc dam bao riéng cho tung nhém. Vi tong
sO quan sat t01 thiéu 1a 100 cho tirng nhom.
Tuy nhién, dé tang do tin cay cua két qua va
dam bio kha nang phan tich sdu hon, nghién
ctru dat muc tiéu thu thap t6i thleu 300 bang
khdo sat hop 1& voi sy phan bo twong ddi can
bang glua cac nhom doi tuong. Quy mo mau
thyc té thu dugc dap ung va vuot yeu cau toi
thiéu, tao diéu kién thuan loi cho cac phan
tich tiép theo.

3.2. Phuwong pluip phdn tich

Sau khi hoan tat qua trinh thu thap, dir liéu
dugc xir 1y theo hai budc v6i sy ho tro cua
phan mém SPSS 26.0 va SmartPLS. Viéc két
hop hai phan mém nay phan anh quy trinh
phan tich hai giai doan: giai doan kham pha
va giai doan kiém dinh. Cu the EFA duoc
thyc hién trudce trén SPSS nhim danh gia so
bo cau tric nhan t6 cta thang do, dic biét can
thiét khi cac blen quan sat da duoc didu ch1nh
tir bdi canh gbc thu’ong hiéu xa xi sang bdi
canh mai clra hang ca phé cho Gen Z. EFA
giup xac nhan rang cac bién quan sat sau khi
diéu chinh van hoi tu diing vao cac nhan té Iy
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thuyét truéc khi dua vao kiém dinh mé hinh
cau truc bang PLS-SEM (Hair, 2014; Hair,
Risher & cong su, 2019).

Trudce hét, dir liéu dugce lam sach, ma hoa
va tlen hanh thong ké mo ti nham khéi quat
dic diém mau nghién ctru. DY tin cdy so b
cta c4c thang do duoc kiém tra thong qua he
s0 Cronbach’s Alpha va phan tich nhan t6
kham pha (EFA).

O budc tiép theo, mo hinh duoc klem dinh
bang phuong phap PLS-SEM trén nén tang
SmartPLS. PLS-SEM duoc lua chon vi phu
hop v6i cdc mo hinh nghlen ctru c¢ tinh chat
du bao, quy, moO mau vura phai va cau triic mo
h1nh bao gom cé tac dong tryc tiép 1an gian
tiép (Hair, Risher & cong su, 2019; Hair &
cong sy, 2021). Qua trinh phan tich bao gom:
(1) Danh gida mo6 hinh do luong thong qua
viéc kiém tra d¢ tin cay, gia tri hoi tu va gia
tri phan biét cua cac khai ni¢ém nghlen ctru.
(2) Kiém dinh mo hinh céu tric_bang k¥
thuat Bootstrapplng v61 5.000 mau lap lai
nham xac dinh y nghia thong ké cua céc gia
thuyet (tv H dén H 6)> dong thoi xem xét
muc do giai t]hlch cua m6 hinh thong qua hé
sO R2. (3) Phén tich tdc dong gian tiép dé xem
xét vai tro trung gian cua bién “Cam giac
thwong hiéu”. (4) Thyc hién phan tich da
nhom nham so sanh sy khéac biét vé cuong do
tdc dong gitra nhom khach hang lwa chon
thuong hi€u no6i tiéng va nhom lya chon
thuong hiéu dia phuong.

4. Két qua nghién ciru

4.1. Ddc diem mau khao sdt va hanh vi s
dung mang xa hoi

Mau nghién ctru gdm 3 10 nguoi ti¢u dung
thudc thé hé Z dang sinh séng tai Can Tho,
trong d6 nam chiém 50,3% va nit chiém
49,7%. Xét theo nhom cfra hang, 156 déap
vién (50,3%) thu’b’ng xuyén chon cura hang ca
phe noi tieng va 154 dép vién (49 7%) chon
ctra hang ca phé dia phuong. Co cau mau cho
thay 75,8% la hoc sinh, sinh vién va 61,5%
c6 thu nhap dudi 5 triéu dong/thang. Dleu
nay phan anh nhom khach hang chu yeéu la
nguoi tré, c6 muc thu nhdp con han ché va
muc chi tiéu cho dich vu an uéng & ngudng
trung binh.
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Xeét vé kénh tlep can thong tin, Facebook
chiém ty 1¢ cao nhét voi 79,4%, tlep theo la
TikTok voi 14,8%. Sy gia tang vai tro cua nén
tang video ngan cho thay thoi quen tiep nhan
ndi dung cia Gen Z dang c6 sy chuyén dlCh
theo hudng tryc quan va sinh dong hon. Ve
tan suat str dung dich vy, nhom khéach hang di
caphé tir 1 dén 3 lén,rn()i thang chiém 35,2%.
Con s0 nay cho thay hoat dong di ca phé
mang tinh dinh ky va thuong dugc can nhac
trude khi lua ch()n dia diem.

4.2. Danh gia dg tin c@y cia thang do

Két qua danh gia dg tin cdy Cronbach’s
Alpha tai Bang 2 cho thay cac thang do dung
de do lu’ong cac thanh phan truyén thong
mang xa hoi, cam giac thu’O’ng hi¢u va y dinh
lua chon déu dat yéu cau ve do tin cay. H¢ so
Cronbach’s Alpha dao dong tur 0,819 dén
0,910, déu vuot ngudng 0,7 theo d& xuat cua
Nunnally & Bernstein (1994) Dleu nay
chirng t6 cac thang do co do tin cay tot, dam
bdo tinh nhét quan noi tai va du diéu kién dé
tiép tuc thuc hién céc phan tich ti€p theo.

nhan t6 duoc trich vdi tong phuong sail giai
thich dat 75,047%, cao hon muc t6i thiéu
50% theo khuyén nghi cta Hair, Black &
cong su (2019). )

Bén canh do6, hé sO phuong sai trich
(Communalities) cua cdc bién quan sat dao
dong trong khoang tir 0,650 dén 0,883 va déu
vuot muc 0,5 cho thay cac bién quan sat c6
muc dong gop phtt hop vao ciu tric nhan t6.
Ma tran mau (Pattern Matrix) y61 phép xoay
xién (Promax) cho thay cajc bién quan sat co
ban hoi tu theo 05 nhan t6 tuwong tng véi 05
thanh phan SMMA. Ma tran tuong quan nhan
t6 cho thay cac nhan t6 co mirc twong quan tr
0,584 dén 0,761 xac nhan vi¢c sir dung phép
xoay xién Ia phu hop (Hair, 2014). EFA chi
mang tinh kham phé so bg; viéc phan biét chi
tiet gilta cac cau truc tiém an s€ dugc kiém
dinh chat ch€ hon thong qua céc chi s6 Outer
Loadings, Cross-loading, CR, AVE va HTMT
trong PLS-SEM (Hair, Risher & cong su,
2019). Két qua duoc trinh bay chi tiét tai phan
tiép theo muc 4.4.

Bang 2: Két qua danh gid dg tin cdy ciia thang do

Thang do Ky hiéu S6 bién Cronbach’s Alpha
Giai tri EN 3 0,886
Tuong tac IN 3 0,875
Xu huong TR 3 0,892
Ca nhan hoa CuU 2 0,819
Truyén miéng dién tir EW 3 0,868
Cam giac thuong hig¢u BF 3 0,904
Y dinh lya chon PI 3 0,910

(Nguon: S6 liéu khao sdt 310 mau, nam 2025)

4.3. Két qud phan tich nhén té kham phd

Do thang do SMMA dugc ke thira va diéu
chinh tr boi canh goc (Kim & Ko, 2012),
EFA du’qc thuc hién nham xac nhan cau tric
nhan t6 cua thang do trudce khi dua vao PLS-
SEM (Hair, 2014). Két qua EFA cho thiy dir
liéu phu hop dé tién hanh phan tich nhan to
thé hién qua chi s6 KMO dat 0,952 va kiém
dinh Bartlett c6 y nghia th6ng ké (Sig. =
0,000). V61 phuong phap trich Principal
Axis Factoring va phép xoay Promax, nam

4.4. Ktem dinh mé hinh cdu tric va cdc
gid thuyét

Gid tri hoi tu va do tin cdy

Két qua d4anh gia mé hinh do luong cho
thy cac thang do d4p tng tiéu chuan vé do
tin c@y va gia tri héi tu. Cu thé, do tin cay t6ng
hop (Composite Reliability - CR) cua céac
bién tiém an déu cao hon muc khuyén nghi
0,7 vé1 gia tri dao dong 0,917 - 0,943 phan
anh murc d6 nhat quan ndi tai tot cia thang do.
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Hé s tai ngoai (Outer Loadings) cua cac
bién quan sat déu vuot 0,7 (tr 0,876 den
0 936) cho thay cac blen quan sat thé hién tot
cac khai niém tiém 4n tuong img. Bén canh
do, két qua phan tich hé so tai chéo (Cross—
loadlngs) cho thiy hé sO tai ng0a1 cua tung
bicn quan sat trén nhan t6 twong ng déu cao
hon so v&i h¢ so tai trén cac nhéan t6 con lai,
xac nhan khong 6 hién tuong tai chéo trong
md hinh do luong. Pong thoi, phuong sai
trich trung binh (Average Varlance Extracted
- AVE) cua cac nhan t6 déu vuot mic 0,5
(Fornell & Larcker, 1981), voi gia tri nam
trong khoang tur 0,791 dén 0,848 ching t6 cac
bién tiém an c6 kha ndng gii thich phan l6n
phuong sai cua c4c bién quan sat.

Ngoai ra, hé so6 Cronbach’s Alpha cua céac
thang do déu 16n hon 0,7 (Ha1r 2014) qua do
cung cO thém do tin cay ctia mo hinh do luong.
Céc ket qua trén cho thdy mo hinh do luong
dat yéu cau ve do tin cdy va gia tri hoi tu.

Gia tri phan biét

Gia tri phan bi¢t cia mo hinh duogc danh
gia dua trén ti€u chi Fornell-Larcker, theo do6
cdn bac hai cua phuong sai trich trung binh
(AVE) cua tung bién tiém an phai 16n hon h¢
sO tuong quan gitra bién do6 véi cac bién con
lai trong mo hinh (Fornell & Larcker, 1981)
Két qua cho thdy diéu kién nay duoc dap ung.
Cu thé, bién Cam glac thu’(mg hiéu c6 AVE
dat 0, 8395 twong ung cdn bac hai AVE bang
0, 916 gid tri nay cao hon cdc h¢ sO tuong
quan gi&a bién ndy vdi cac bién tiém an khac.
Tuong ty, o1 vé1 cac bién thuoc SMMA va
Y dinh lu:a chon, can bac hai AVE cling 16n
hon céc hé s6 tuong quan lién quan, thé hi¢én
su khac blet rd0 rang gitta cac khai niém
nghién curu.

Bén canh tiéu chi Fornell-Larcker, gia tri
phan biét tiép tuc dugc kiém tra thong qua chi
sO HTMT (Heterotralt Monotrait Ratio) theo
dé xuat cua Henseler & cong su. (2015) Két
qua cho thiy da s6 cac cip bién tiém an déu co
gid tri HTMT nho hon 0,9 dap Ung ngudng
khuyén nghi. Mdc du c;“lp bién Xu hudng va
C4 nhan hoa c6 chi s6 HTMT cao nhat 1a
0,937 song van nam trong gi61 han chap nhan
(nhé hon 0,95) theo khuyén nghi cua Hair,

'QUAN TRI KINH DOANH

Risher & cong su (2019). Nhu vay, cac két
qua trén cho thay cac bién tiém an trong mo
hinh duoc phan bi¢t v61 nhau mot cach phu
hO’p, dam bao yéu cau vé gia tri phan biét cua
mo hinh do luong Nhin chung, cac chi sb
danh gia déu dat yéu cau vé tinh hoi tu va phan
biét, cho phép ti€p tuc phan tich mo hinh cau
tric va kiém dinh cac gla thuyet nghién ctru.

Klem dinh mo hinh cau truc

Ket qua danh gia mo hinh cdu trac cho
thdy mo hinh nghlen ctru c6 kha Jnang giai
thich dit liéu & mtrec phu hop. Xét vé nang ly 5
giai thich cia mo6 hinh, hé s6 xac dinh R
phan 4nh murc do bién phu thude dugce ly giai
boi cac bién doc lap trong mo hinh. Cu thé,
cac hoat dong SMMA g1a1 thich 65,8% s
bién thién cua bién Cam giac thuong hleu (R

= 0,658). Pong thoi, Cam glac thuong hiéu
giai thich 57,1% su tl}ay d6i ciia Y dinh lya
chon quan ca phé (R< = 0,571). Theo phan
loai cua 2Halr Risher & cong su (2019), cac
gia tri R khoang tir 0,50 dén 0,75 dugc xem
la dat mtrc giai thich tr trung binh dén kha
trong nghién ctru hanh vi nguoi tiéu dung, cho
thay mo hinh c6 nang luc du bao tuong doi tot.

Mirc d6 phu hop tong thé cua 'mod hinh
dugc xem xét thong qua chi s6 SRMR
(Standardlzed Root Mean Square Remdual)
Gi4a tri SRMR dat 0,0736 thip hon nguong
0,08 cho thay sai sO glua ma trdn quan sat va
ma trdn udc lugng & muc chip nhan dugc
(Hair, Risher & cong su, 2019; Henseler &
ccf)ng su, 2015). Bén canh do, hién tugng da
cong tuyén gifra cac bién doc 1ap dugc kiém
tra bang chi s6 VIF noi bo (Inner VIF) Cac
gia tri VIF dao dong tir 3,560 dén 3,875 va
déu nho hon ngudng canh bag 5 (Hair & cong
su, 2021), cho thay khong ton tai van dé da
cong tuyén nghiém trong trong moO hinh. Nhin
chung, cac udc luong ciia m6 hinh cau trac co
do on dinh va dang tin cdy.

Klem dinh Bootstmppmg

Két qua udc luong bang phuong phap
Bootstrapping chi ra_rang cac yéu to thudc
hoat dong SMMA gom Gidi tri, Tuong tac,
Xu huéng va Iruyen miéng dién tir déu co tac
dong cung chiéu va dat mirc y nghia thong ké
do1 voi Cam giac thuong hi¢u. Nguoc lai, yéu
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t6 C4 nhan hoa khong ghi nhan anh hudng c6
y nghla thong ké dén bién nay. Dong thot,
Cam glac thuong hiéu c6 quan h¢ thuan chiéu
vacoy nghla v6i Y dinh lya chon ctra hang
ca phé cua nguoi ti€u dung, qua do thé hién
vai tro tIung gian quan trong cua bién nay
trong mo hinh nghlen clru.

Khoang tin cay 95% clia cac hé sb wdc
luong co6 y nghia thong ké (Hl, Hy, Hs, Hs,
He) déu khong bao gom gla tri 0, chung to
cac udc lugng nay c6 do 6n dlnh va dang tin
cdy (Garson, 2016). Riéng hé s6 duong dan tir
Ca nhan hoa dén Cam giac thuong hiéu (Hy)
va tac dong gian tiép twong ing c6 khoang tin
cdy bao gom gid tri 0, nhat quan vé1 két qua
bac bd gia thuyét nay.

s ‘D.B?? (40.649)

ENZ +0.918 (68.892)—
. 0913 (59.302)
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LS
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THUONG
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“0.888 (50.752)_
EW2 +0.899 (46.167)-
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TRUYEN
MIENG
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0.905 (55.521)

0.161 [2.154]—-.

0.907 (61.519)
"

0.936 (82.864)+ BF2

ph,'?ln SMMA dén Y dinh lya chon thong qua
bién trung gian Cam gidc thuong hiéu khong
dong nhat gitra cac y€u to.

Cuy thé, cac yéu to Gidi tri, Tuong tac,
Truyén miéng dién tir va Xu hudng déu tao ra
anh huong gian tiép tich cyc va c6 y nghia
thong ké dén Y dinh lya chon (p < 0,05).
Di€u nay ham y rang cac hoat dong truyén
thong mang xa hoi chi thuc sy thic day y
dinh lya chon khi chung gép phan hinh thanh
cam xuc tich cuc doi véi thuong hiéu. Nguoc
lai, yéu to C4 nhan hoa khong tao ra tac dong
gian ti€p c6 y nghia thong ké, do khoang tin
cay 95% cua hé s udc lugng bao gom gia tri
0. Vi vay, gia thuyét trung gian tuong Ung
khong dugc chap nhan. Tong hop két qua

Pi1

0.300 (47.851)
0.829 (82172):  PI2
0.933 (74.689)

E
g ¥ DINH LUA Pz

CHON

0.756 (21.977) |

BF1

(Nguon: Két qua xir Iy voi Smart PLS tir s6 liéu khao sdt 310 mdu, nam 2025)
Hinh 2: Keét qua kiém dinh PLS-SEM vé y dinh lya chon va cam gidac thuong hiéu

4.5. Phdn tich vai tro trung gian va so
sanh da nhom

Phan tich vai tro trung gian

Tac dong gian ti€p trong mo hinh dugc
danh gia thong qua k¥ thuat Bootstrapping.
Két qua cho thay anh hudéng cta cac thanh

cho thay Céam giac thuong hiéu dong vai tro
la co ché trung gian quan trong, goép phan
chuyén héa anh huong cua cac hoat déng
SMMA thanh hanh vi lya chon quén ca phé
ctia thé hé Z.
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Bang 3: Két qua kiém dinh cdc gia thuyét trong mé hinh

Gia thuyét H¢ s6 Beta Giatri T Gia tri P Két luan
H; 0,324 4,242 0,000 Chap nhan
H> 0,276 3,466 0,001 Chap nhan
Hs 0,161 2,154 0,031 Chap nhan
Haq (0,109) 1,412 0,158 Béc bo
Hs 0,224 2,675 0,008 Chap nhan
He 0,756 21,977 0,000 Chép nhén

(Nguon: Két qua xir Iy véi Smart PLS tir 56 liéu khdo sat 310 mau, nam 2025)

Bang 4: Két qua phdn tich téc dong gidn tiép

Moi quan hé gian tiép Gia thuyét B p-value Két qua
EN — BF — PI Hap 0,2453 0,0000 Chap nhén
IN — BF — PI Had 0,2087 0,0008 Chép nhan
TR — BF — PI Hae 0,1218 0,0303 Chép nhan
CU — BF — PI Haa (0,0823) (0,1576) Béc bo
EW — BF — PI Hac 0,1695 0,0080 Chép nhan

(Nguon: Két qua xivr Iy véi Smart PLS tir s6 liéu khdo sat 310 mdu, ndm 2025)

Kiém dinh bat bién do luong (MICOM)

Trudce khi thyc hién phan tich da nhom,
kiém dinh MICOM (Measurement Invariance
of Composite Models) dugc tién hanh theo
quy trinh ba budc cua Henseler & cong su
(2016). Budc 1 (Configural invariance) duqc
xac lap do ca hai nhom sur dung cung mod
hinh, thang do va thuat todn udc luong Budc
2 (Compos1t10nal 1nvar1ance) két qua kiém
dinh hoan vi cho thdy gia tri tuong quan ban
dau (Or1g1na1 Correlation) cua tat ca cac b1en
tiém an dao dong tir 0,9991 dén 0,9999 déu
16n hon ngudng 5% tuong ung, voi p-Value tur
0,0644 dén 0,7138 vuot muirc y nghia 0,05
(Henseler & cong su, 2016), xac nhan bit
bién thanh phan duoc dap ung. Buodc 3
(Equahty of mean values and Varlances) két
qua cho thay khong co su khac biét c6 y nghia
thong ké vé gia tri trung binh giira hai nhém
(p-value tir 0,1528 dén 0,8886 deu >0 05)
Tuy nhién, phuong sai cua cdc bién tiém an
co su khéc biét c6 y nghia théng ké (p-Value
tir 0,0004 dén 0,0344 déu < 0,05). Nhu vay,

md hinh dat bat bién do ludng mot phan (par-
tial measurement invariance), du dleu kién dé
thuc hién PLS-MGA theo khuyén ngh1 cua
Henseler & cong su (2016), tuy nhién két qua
so sanh da nhom can dugc dién gidi mot cach
than trong.

Phan tich so sanh da nhom

Nghién ctru tién hanh phan tich PLS- MGA
trén phan mém SmartPLS véi 5.000 mau
bootstrap nham danh gia sy khac biét giira hai
nhom ctra hang ca phé: nhém thuong hiéu ndi
tieng (n = 156) va nhom ctra hang dia phuong
(n=154). Két qua tai Bang 5 cho thay khong
ton tai su khac biét co y nghla thong ké gita
hai nhom ddi véi cac moi quan h¢ truc tiép
trong mo hinh, do tat ca céc gia tri p ciia kiém
dinh PLS- MGA déu 16n hon 0 ,05. Theo Hair
& cong su (2021), su khac b1et chi dugc xéc
nhan khi p-Value (PLS -MGA) <0,05.

Mic do mot s6 mo1 quan hé thé hién su
khéc biét vé mat do 16n hé s6 duong dan, dién
hinh nhu mbi quan hé Cam giac thuong hiéu
va Y dinh lya chon véi hé s6 tac dong cao hon
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& nhom cira hang ndi tiéng (B = 0,7986) so
v6i nhom cua hang dia phuong (B = 0,6845),
tuy nhién su khac biét nay chua dat muc y
nghia thf)ng ké. Két qua nay cho théy co ché
tac dong cua cac yéu to SMMA dén cam glac
thuong hiéu la tuong dong gitra hai nhom ctra
hang, bat ké mic do ndi tiéng hay quy mod
thuong hiéu.

dung truc quan, nge':ln gon va co tinh tuong
tdc cao trén cac nén tang nhu TikTok va
Facebook (Decision-Lab, 2024).

Yéu to Xu hudng va Truyén miéng dién tir
cling c6 tac dong co6 y nghia dén cam glac
thuong hiéu, tuy mirc d thap hon. Két qua ve
Truyén miéng dién tir twong dong vai Hajli
(2015), khang dinh vai tro cua danh gia truc

Bang 5: Két qua so sanh da nhém cdc moi quan hé truc tiép

Mi B(CHdja B (CH noi Chénh léch p-value K&t ludn
quan hé¢ phuwong) tiéng) (B_NT-p_DP) (PLS-MGA) :
EN — BF 0,2690 0,3560 0,0870 0,5760 Khéng khéc biét
IN — BF 0,2570 0,3160 0,0590 0,6997 Khong khac biét
TR — BF 0,0951 0,2159 0,1208 0,4269 Khong khac biét
CU—-BF  (0,083) (0,1652) (0,0823) 0,5953 Khong khéc biét
EW — BF  0,2890 0,1783 (0,1106) 0,5097 Khong khéc biét
BF — PI 0,6845 0,7986 0,1141 0,0810 Khong khac biét

(Nguon: Két qua xir 1y véi Smart PLS tir s6 liéu khdo sat 310 mdu, nam 2025)

4.6. Théo ludn két qua nghién ciru

Két qua phan tich cho thay phéan 16n céac
thanh phan SMMA d€u c6 anh huéng thuin
chiéu dén cam giac thuong hiéu, ngoai trur
yéu t6 Ca nhéan hoa, trong do Giai tri va
Tuong tac 1a hai yéu to thé hién muc tac
d6ng noi bat nhat. Diéu nay cho thay d6i voi
nhom nguoi tiéu dung Gen Z tai Can Tho,
nhing trai nghiém mang tinh thi vi va khé
nang tuong tac hai chi€u trén nén tang so co
vai tro dang ke trong viéc hinh thanh cam
nhéan tich cuc vé thu’ong hi¢u. Phat hién nay
phu hop voi Godey & cong su (2016), khi tac
gla cling x4c nhén cac hoat dong SMMA, bao
gom thanh phan gidi tri, 6 tac dong th,h cuc
dén phan ung cua ngLr(‘fi tiéu dung doi véi
thuong hi¢u. Tuong tu, Bilgin (2018) va
Koay & cong su (2021) da chi ra rang su
tuong tac cua nguoi dung 1a nén tdng quan
trong trong hoat dong marketing trén moi
truong s6. Tuy nhién, mirc tdc dong cia Giai
tri va Tuong tac trong nghién clru nay cao
hon so véi cac yéu to con lai, co thé dugce 1y
giai boi dac thu hanh vi tiéu dung so cua Gen
Z Viét Nam - nhom khach hang wu tién ndi

khoa hoc

tuyén trong viéc hinh thanh niém tin doi véi
thuong hiéu. Xu hudng cé tdc dong yéu nhat
trong cac yéu t0 dugc chap nhéan, di€u nay co
the phan anh thyc té rang trong nganh ca phé,
su khac bi¢t vé xu hudng gitra cac thuong
hiéu khong qua 10 rét.

Ngugc lai, C4 nhan hoa khong dat y nghia
thong ké. Két qua nay khac vaoi ky vong cua
Kim & Ko (2012) va Koay & cong su (2021),
vOn xem céd nhan hoa 1a mgt thanh phan cau
thanh quan trong cia SMMA. Sy khac biét co
the dugc giai thich baéi hai nguyen nhan. Thu
nhét, phan 16n cac cira hang ca phé tai Can
Tho, dac biét 1a ctra hang dia phuong, c6 murc
do g dung cong nghé ca nhan hoéa (nhu dé
xuat san pham dya trén lich st mua hang hay
uu dai riéng theo hanh vi) con han ché so voi
cac nganh thu’ong mai dién tur hay thoi trang.
Thtr hai, doi vé1 Gen Z, viéc nhan dugc ndi
dung ca nhgn hoa trén mang xa héi da tré nén
pho bién dén murc khong con tao ra phan ung
cam xuc dac biét (Priporas & cong su, 2017).

Bén canh do, cam giac thuong hiéu dugc
x4ac nhan gitt vai tro trung gian duy nhat
(Zhao & cong su, 2010) trong moi quan hé
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gita SMMA va y dinh luya chon. Piéu nay
ham y rang tac dong cua truyén thong ‘mang
xa hoi chi thuc sy chuyen hoa thanh y dinh
Iva chon khi tao duoc cam xuc tich cuc noi
khach hang. Phat hién nay cung c6 quan diém
ctua Batra & Ray (1986) rang cam xtc dong
vai tro trung gian then chot gitra thong digp
truyén thong va y dinh hanh vi, dong thoi phu
hop voi khung SOR (Mehrabian & Russell,
1974) khi khang dinh trang thai tam ly bén
trong (O) 1a cau ndi khong thé thiéu gitra kich
thich (S) va phan u’ng hanh vi (R). Két qua
cling tuong dong voi Hidayati (2023), khi cho
thay cac phan Umg ciia Gen Z do1i v6i thuong
hi¢u, nhu trai nghiém thu:ong hiéu, giir vai tro
két no1 giﬁ:a hoat dong truyén thong mang xa
hoi va g1a tri thuong hi¢u. Phat hién nay cling
nhét quéan vdi Hoang Phuong Dung & cong
su (2024), khi tac dong cua cac hoat dong
truyén thong, bao gom truyen thong qua
mang x3 hoi, d&én y dinh hanh vi ctia Gen Z
Viét Nam duoc tmyen dan hoan toan thong
qua cam nhan cua khach hang, trong do yéu
t0 cam xuc c6 anh huéng manh nhat.

Cudi cung, phan tich da nhém (PLS—
MGA) khong ghi nhan sy khac biét co y
nghla gilra ctra hang thuong hi¢u no1 tleng va
ctra hang dia phuong, cho thay co che tac
dong dua trén cam xuc twong dong giita hai
nhém. Phat hién nay co y nghia thyc tién
quan trong: cac cua hang ca phé dia phuong
6 thé canh tranh v6i chudi thuong hiéu 16n
v€ mat truyen 'thong mang x&@ hoi néu tap
trung tao ra ndi dung khoi gol cam xuc tich
cuc, thay vi chi canh tranh vé quy md hay do
phu thuong hi¢u. Tuy nhién, do mo6 hinh ch1
dat bat bién do luong mot phan cu thé
phuong sal cac bién tiém an co6 sy khac biét
gitta hai nhom, két qua PLS-MGA cin duoc
dien giai mot cach than trong (Henseler &
cong su, 2016). Pong thoi, viéc so sanh co
ché tac dong SMMA gnra clra hang chudi
thuong hiéu nbi tiéng va ctra hang dia phuong
trong nganh ca phe la khia canh con it dugc
khai thac trong céac nghlen ctru trude day, qua
d6 phat hién nay gép phan bod sung bang
chimg thuc nghiém cho tai ligu yé SMMA
trong bdi canh nganh dich vu an udng.

'QUAN TRI KINH DOANH

5. Két luan va ham y quan tri

Duva trén khung ly thuyét SOR (Mehrabian
& Russell 1974) nghién ctru da lam ro co
ché tac dong cua hoat dong truyén thong
mang xa hoi (SMMA) dén y dinh lya chon
ctra hang ca phé cua the hé Z tai Thanh pho
Can Tho thong qua bién trung gian cam giac
thuong hiéu. Nghién ctru dat duoc ba két luan
chinh. Thtr nhat, bén trong nam thanh phan
SMMA (G1a1 tri, Tuong tac, Truyén miéng
dién tir va Xu huong) co tac dong tich cuc dén
cam g1ac thuong hi¢u, trong khi Ca nhén hoa
khong c6 y nghia thong ké. Thur hai, cdm giac
thuong hiéu dong vai tro trung gian duy nhat
trong moi quan h¢ gitta SMMA va y dinh lya
chon, khang dinh cdm xtc 1a cau noi khong
thé thidu gilra kich thich truyen thong va phan
ng hanh vi. Thir ba, co ché tac dong nay nhét
quan gilra ctra hang thuong hi¢u ndi tiéng va
ctra hang dia phuong.

Tu nhu’ng phat hién trén, mot s ham ¥
quén tri dugc dé xuét. Thir nhat chlen lugce
truyén thong nén uu tién xay du’ng, két ndi
cam xuc thay vi chi tap trung cung cap‘ thong
tin san pham. Th hai, doanh nghiep can chu
trong phat trién noi dung giai tri va thic day
tuong tac hai chiéu, boi day la nhung yéu to
anh hudéng manh nhat dén cam nhin cua
khach hang tré Gen Z. Thr ba, trong bdi canh
cd nhan hoa chua phat huy hiéu qua rd rét, cac
nha quén tri nén than trong trong viéc khai
thac dir liéu ca nhan, dong thoi tang cu:ong
niém tin thong qua truyen miéng dién tir va
hoat dong gan két cong dong. Cudi cung, cac
ctra hang ca phé dia phuong hoan toan c6 the
ap dung chién lugc truyén thong tuong tu cac
thyong hiéu lon, tap trung vao viéc tao dung
moi lién két cam xuc dé duy tri loi thé canh
tranh trong phan khuc Gen Z.

_Nghién ctru con mét s6 han ché can luu ¥.
Piu tién, miu dugc thu thip theo phuong
phap thuan tién tai Thanh pho Can Tho nén
kha ning khai quat hoa ket qua cho céac khu
vuc khac con han ché. Tiép theo, mo hinh chi
xem xét cdm gidc thuong hi¢u nhu blen trung
gian duy nhat, trong khi cac yéu t6 tam ly
khac nhu niém tin thuong hiéu hay sy gin két
thuong hiéu cling c6 thé dong vai trdo quan
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trong. Cudi cung, nghién ctru str dung dir li¢u
cdt ngang nén chua phan anh dugc sy thay
doi cuia hanh vi tiéu dung theo thoi gian.

Céc nghién ctru twong lai ¢6 thé mé rong
pham vi khdo sat sang cdc do thi khac tai
Dong bang song Ciru Long hodc so sanh giua
cac ving mién. Bén canh d6, viéc bd sung cac
bién trung gian hodc diéu tlet khac (nhu niém
tin thu’O’ng hiéu, murc do gan két voi mang xa
hoi) s€ glup lam phong pht hon mdé hinh
nghlen ctru. Ngoai ra, perong phap nghién
ctru doc (longltudmal study) cling nén dugc
can nhéc dé nam bat su bién doi1 trong hanh vi
tiéu dung so cua Gen Z. ¢
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Summary

This study examines the influence of
social media marketing activities (SMMA)
on Generation Z’s coffee shop choice behav-
ior in Can Tho City, grounded in the
Stimulus-Organism-Response (SOR) frame-
work. Within this model, SMMA is conceptu-
alized as the external environmental stimulus;
brand feelings represent the consumer’s inter-
nal psychological state; and coffee shop
choice behavior reflects the behavioral
response. Research data were collected from
310 Generation Z consumers and analyzed
using the PLS-SEM method. The findings
reveal that social media marketing activities
exert a positive effect on brand feelings. In
turn, brand feelings significantly influence
Generation Z’s coffee shop choice behavior.
Furthermore, this variable is the mediator in
the relationship between SMMA and choice
behavior. Based on these findings, the study
offers several managerial implications to help
coffee shops improve the effectiveness of
their social media communication strategies.
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