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hién ciru ndy dong gop vao sw hiéu biét vé moi quan hé gitra gia tri cam nhdn va thai do
dén y dinh tiép tuc sir dung thwong mai phdt truec tiép ciia nguoi tiéu dung tai Khanh Hoa.

Duea trén Iy thuyét gid tri - thai dg -

hanh vi, nghién cuu thao lugn moi quan hé gitka gia tri cam nhdn

(tién ich, tiéu khién va biéu twong), thdi dé (nhdn thire va cam xiic) va hanh vi (¥ dinh tiép tuc sir dung
thwong mai phdt triec tiép). Pé kiém dinh cdc gia thuyét dé xudt, nghién ciru nay sir dung kj thudt mé
hinh cdu tric binh phwong bé nhdt ban phan (PLS-SEM) véi phan mém SmartPLS phién ban 4 trén
mét mau gom 770 ngum tiéu ding ¢ Khanh Hoa. Két qua kiém dinh cho thdy cdc gia thuyét déu dugc
ung. hé boi dir lidu. Vé mat Iy thuyet nghién curu ‘ndy xem xét gid tri cam nhén va thdi @é la bién sé da
chiéu, va do d6, mang lal sw hiéu biét sdu hon vé moi quan hé gid tri - thdi do - hanh vi trong béi canh
thwong mai phat tryc tlep. Ve mdt thuc tlen, nghién cuu cho thay vai tro quan trong cua gid tri cam
nhdn va thai dé tich cwc trong viéc duy tri nguwoi tiéu ding tiép tuc sir dung thirong mai phdt truc tiép.

Tir khoa: Gid tri cam nhan, thai do nhan thiec, thai do cam xuc, y dinh tié’p tuc sit dung.

JEL Classifications: M31, M15, K23.

DOI: 10.54404/JTS.2024.190V.02

1. Giéi thiéu

Thuong mai phat truc tiép (Live-streaming
commerce - LC) ¢6 thé hiéu 1a ngudi ban tan dung
cac cong cu cua phuong tién truyén thong xa hoi
dé truyén thong tin (ctia san pham) t6i nguoi tiéu
dung theo thoi gian thyc (Guo et al., 2021), (Kim
et al.,, 2021a). Thong qua hoat dong LC, nguoi
béan gi6i thiéu san pham va twong tac truc tiép voi
nguoi tiéu dung (tra 161 cau hoi, thuc hién cac yéu
cau cua nguoi tiéu dung) trong khi nguoi tleu
ding c6 thé dat mua san pham khi xem tryc tiép
cac san pham nay (He et al., 2022), (Ma, 2021),
(Zhang et al., 2021). Mot trong nhitng dic diém
khac biét cia LC so véi céc hinh thire thuwong mai

khoa hoc

khac 1a sy tuong tac theo thoi gian thyc (Chen et
al., 2021), (Kang et al., 2021), (Xue et al., 2020),
(Yang et al., 2022). Theo d6, nguoi ti€u dung co
thé dwa ra cc cau hoi truc tiép va nhan dugc phan
hdi nhanh chong cua ngudi ban. Hon nira, cac cau
tra o1 nay c6 thé duoc ca nhan hoa dé phu hop véi
nhu cau va mong mudn ciia nguoi tiéu dung
(Kang et al., 2021), (Xue et al., 2020), (Zhang et
al., 2020). Bén canh d06, sy khac biét ctia LC con
xudt phat tir viéc tan dung céc cong nghé vé
video, hinh anh, 4m thanh va tuong tac hai chiéu,
tao ra su séng dong (vividness) cho san pham va
rit ngan qué trinh danh gia va ra quyét dinh cua
nguoi tiéu dung (Kang et al., 2021), (Xue et al.,
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2020). Vi vay, LC tro thanh mdt kénh marketing
va ban hang day tiém ning, co thé gitp doanh
nghiép cai thién doanh s ban hang ciing nhur thyc
hién cac hoat dong marketing (Yang et al., 2022),
(Zhang & Tang, 2023), (Zheng et al., 2023). Vai
trd quan trong va sy thanh cong cta LC dugc thé
hién thong qua sé lidu rang doanh s ban hang
thong qua LC vao ngay doc than ndm 2020 1a 6 ti
USD (Hallanan, 2020). Bén canh do, LC ciing
duogc ki vong s€ hinh thanh thi truong 500 ti USD
vao nam 2022 (Koetsier, 2022). Vé khia canh hoc
thuat, LC duoc nhan manh 1a mot hién tuong xa
hoi <o tiém nang thay d6i hanh vi mua sim truc
tuyén ctia nguoi tiéu dung. Du vy, su thanh cong
ctia bat ki hinh thtrc thuong mai tryc tuyén nao
(thwong mai dién tir truyén thong, thuong mai di
dong, thuong mai xa hoi) déu phu thude vao viéc
duy tri nguoi tiéu dung st dung hinh thic thuong
mai d6 va LC ciing khong phai l1a ngoai 1€
(Busalim & Hussin, 2016), (He et al., 2022), (Hou
et al.,, 2019), (Lv et al., 2022), (Ngai &
Gunasekaran, 2007), (Ngai & Wat, 2002), (Zhang
et al., 2021). Do do céac nghién ctru trude day da
tap trung vao bién sb duy tri nguoi tiéu dung trong
bbi canh LC nhu gia ting su gan két cua nguoi
tiéu ding v6i LC va y dinh tiép tuc sir dung LC
(Guo et al., 2021), (He et al., 2022), (Hou et al.,
2019), (Hsu et al., 2020), (Hu & Chaudhry, 2020),
(Hu et al, 2017), (Lim et al, 2020),
(Wongkitrungrueng & Assarut, 2020), (Xue et al.,
2020), (Zhang et al., 2021).

Céc nghién ctu nay cho thy rang dé giu chan
ngudi tidu ding tiép tuc sur dung LC, bdi canh
nay co6 thé xay dung mdi quan hé véi nguoi tiéu
dung), (vi dy, tao su tin tuéng va cam két, tan
dung cac déc diém cua LC (vi duy, su tuong tac)
va thiic ddy nhan thirc/cam xuc cua ngudi tiéu
dung (vi du, loi ich va rai ro cam nhan/niém vui
(Guo et al., 2021), (He et al., 2022), (Hsu et al.,
2020), (Hu & Chaudhry, 2020), (Lim et al,
2020), (Wongkitrungrueng & Assarut, 2020),
(Xue et al., 2020), (Zhang et al., 2021). Cac
nghién ctru trude day hau nhu di bo qua vai tro
cua thai dg, bao gém thai d6 vé nhan thirc va thai

do vé cam xuc trong viéc giai thich ¥ dinh tiép
tuc st dung LC cua nguoi tiéu dung (Alice H
Eagly & Shelly Chaiken, 1993). Trong cac mo
hinh giai thich hanh vi kinh dién dua trén nhan
thic nhu 1y thuyét hanh vi du dinh, thai do 1a
bién s6 quan trong dén y dinh tiép tuc sir dung
san phdm cia ngudi tiéu dung (Ajzen, 1991).
Hon thé nita, thai do vé nhan thirc va thai do vé
cam xtc c6 thé co tac dong khac nhau dén hanh
vi nguoi tiéu dung (Alice H Eagly & Shelly
Chaiken, 1993), (Bagozzi, et al., 1999). Vi vay,
viéc nghién ctru dnh huéng cia hai thanh phan
thai do dén y dinh tiép tuc sir dung LC déng gop
thém hiéu biét vé cach thirc duy tri ngudi tiéu
dung cuia bdi canh nay. Cac tién ich ciia LC ciing
nhu cac nhén thirc v& loi ich va rii ro duoc dé cap
trong cac nghién ctru trude ddy ham y rang g1a tri
cam nhédn ciia ngudi tiéu dung ddi véi LC, gdm
gia tri tién ich, tiéu khién va gia tri biéu tuong
anh huong dén y dinh cua ngudi tiéu dung trong
viée tiép tuc str dung LC (He et al., 2022), (Hsu
et al., 2020), (Wongkitrungrueng & Assarut,
2020), (Xue et al., 2020), (Zeithaml, 1988). Dua
trén mo hinh gid tri - thai do - hanh vi va Iy thuyét
vé gia tri tidu ding, nghién ctru nay dé xuit ring
gia tri cam nhan vé LC c6 anh huodng dén thai do
clia nguoi tiéu ding, gdm thai d6 nhan thuc va
thai d6 cam xuc, va cudi cung lam gia ting ¥ dinh
tiép tuc st dung LC (Homer & Kahle, 1988),
(Sheth et al., 1991), (Sweeney & Soutar, 2001).
Mic du vai tro cua gia tri cam nhén va thai do
trong viéc gia ting y dinh tiép tuc s dung da
duoc nhén manh trong bdi canh thuong mai tryc
tuyén khac, bdi canh LC dudng nhu chua duoc
kham ph4a mdi quan hé nay (Busalim & Hussin,
2016), (Ngai & Gunasekaran, 2007), (Ngai &
Wat, 2002). Nghién ctru nay, do do, tap trung vao
vai tro cua gia tri cam nhén trong viéc hinh thanh
thai do tich cuc ctia nguoi tiéu dung va hinh
thanh y dinh tiép tuc st dung LC.

2. Co s6' 1y thuyét va gia thuyét nghién ciru

2.1. Ly thuyét gid tri - thdi d¢ - hanh vi

Theo 1y thuyét gia tri - thai d6 - hanh vi
(Homer & Kahle, 1988), thai d ctia nguoi tiéu
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dung dbi voi thuong hiéu tac dong dén hanh vi
ciia ho v6i thuong hiéu d6 (v dinh tiép tuc sir
dung). Gia tri cam nhan tac dong Ién thai do dbi
v6i thuong hi¢u. Do d6, thai do cé vai tro trung
gian két ndi gia tri cam nhan ciia nguoi tiéu ding
va hanh vi ctia ho (Khéi, 2022). Nghién cuu
trugc day ciing da goi y rang gia tri cam nhan tac
dong dén thai d6 nhan thae va thai do cam xuc,
tir d6 tic dong dén y dinh tiép tuc sir dung (Baker
et al., 2002). Theo Homer and Kahle (1988) gia
tri 1a nhitng nhan thirc xa hoi giup cac ca nhan
thich nghi v&i moi truong. Thai d¢ 1a khuynh
huéng tuong dbi on dinh lién quan dén viéc phan
hoi mot cach thién chi hay khong thién chi ddi
v6i mot ddi tuong (Alice H Eagly & Shelly
Chaiken, 1993). Hanh vi md ta cac hanh dong co
1y tri ctia cac c4 nhan trong mot bdi canh cy thé
(Homer & Kabhle, 1988).

Gia tri cam nhén (Han et al., 2019), (Kim et
al., 2019), dong vai tro 1a tac nhan kich thich anh
huéng dén quy trinh ndi tai cua nguoi tiéu ding
(cach nguoi ti€u dung danh gid muc do tin cay
clia ngudi ban va thuong hiéu) trong bdi canh
mua sam truc tuyén. Ba gia tri cam nhan dugc
xem xét trong bai viét nay, gom gia tri tién ich,
gia tri tiéu khién va gia tri biéu twong (Han et al.,
2019), (Kim et al., 2019). Gia tri tién ich 1a muc
do tién ich du kién ma san pham mang dén cho
nguoi ti€u dung (Wongkitrungrueng & Assarut,
2020), lién quan toi lgi ich ma nguoi tiéu dung
nhan dugc tir san pham. Gia tri nay lién quan dén
nhiing loi ich gin két v6i viéc mua sim qua LC
duoc nguoi ti€u dung danh gia trén cac thudc tinh
n6i bat nhu su dang tin cay, thong tin va hinh anh
chinh xac, ngudén gdc rd rang, giai dap nhanh
chong, dé dang hinh dung san pham. Gia tri tiéu
khién 1a loi ich giai tri, cam x@ic va trai nghiém
cua nguoi ti€u dung (Wongkitrungrueng &
Assarut, 2020). Gia tri biéu tuong dé cap dén viéc
ngudi tiéu dung coi trong trai nghiém mua sim c6
kha nang thé hién va ton vinh ban sic c4 nhan
(Wongkitrungrueng & Assarut, 2020). Gia tri nay
xudt hién khi nguoi tiéu dung nhan dugc sy dong
tinh cua xa hdi hodc lam tang gia tri dia vi xa hoi

tir viéc xem LC dé mua sdm. Gi4 tri 1a yéu t6 quan
trong hinh thanh thai d§ cua nguoi tiéu dung voi
thuong hi¢u (Bairrada et al., 2018). Thai d¢ cua
nguoi tleu dung gdbm tha1 do nhan thtc, thé hién
nhing niém tin cy thé vé san pham/thuong hiéu;
trong khi thai d§ cam xuc, phan anh muic dg yéu
thich ciia nguoi tiéu dung voi san pham (Kim et
al., 2021a). Trong bdi canh LC, ¥ dinh tiép tuc sir
dung thé hién gia tri cam nhan (sy hai 10ong)
(Wongkitrungrueng & Assarut, 2020), thai do tich
cuc (Hu et al., 2017) va long tin tor nguodi tiéu
dung (Zhang et al., 2021) cling nhu nhitng gia tri
ma LC mang lai cho nguoi tiéu dung khién cho ho
gin b6 voi hinh thirc nay va do d6, phan 4nh sy
thanh cong ctia hinh thirc thuong mai nay. LC
mang dén cho ngudi tiéu ding cac gia tri (tién ich,
tiéu khién, biéu tuong) tac dong tich cuc dén thai
dd va hanh vi cia ho (Wongkitrungrueng &
Assarut, 2020).

2.2. Gid trj cam nhdn va thdi dj

Nghién ctru xem xét ba gia tri cdm nhén trong
bdi canh LC: gia tri tién ich, gia tri tiéu khién va
gia tri biéu tugng (Han et al., 2019), (Kim et al.,
2019). Gia tri vé tién ich lién quan dén chirc ning
cia LC c6 thé dap tng nhu ciu ciia ngudi tiéu
dung, vi dy, nguoi ti€u dung (nguoi tleu dung)
dugc biét do chinh xac va chat luong vé thong tin
cua san pham; cam giac dang c6 mit tai budi phat
truc tlep, duoc xem khudn mait, biéu cam va ly
lich cta nguoi phat tryc tiép (ngudi ban); nguoi
truyen phat (nguoi ban) su dung va md ta san
pham de ngudi tiéu dung c¢6 thé hinh dung tinh
thuc té cua san phim; duoc phan hoi ngay lap tuc;
tiét kiém thoi gian va cong stc ciia nguoi tiéu
dung (Wongkitrungrueng & Assarut, 2020), (Xu
et al., 2020). Gia tri ti€u khién lién quan dén
nhitng cam xuc tich cuc (vui vé, dé chiu, thu gian,
phan khich, thich thd, hao himg) ma ngudi tiéu
ding c¢6 dugc khi mua sim qua LC
(Wongkitrungrueng & Assarut, 2020). Dbi véi
mot sb nguoi tiéu dung, viée tim kiém va mua cac
san phém méi, nhu mua duoc thur gi do khac biét
va thu vi cling nhu trai nghiém giai tri khi tham
gia vao LC, 14 nhimg phan thudng mang tinh tiéu
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khién, c¢6 dugc tr viéc mua hang
(Wongkitrungrueng & Assarut, 2020), (Xu et al.,
2020). Gi4 tri biéu twong lién quan dén viée gitip
cho nguoi tiéu ding dugc nang cao ban sic ca
nhan (vi du, san phdm giup ngudi tiéu dung tu
hoan thién ban than thong qua trai nghiém t6t) va
dugc hoa nhap xa hoi (vi dy, co cac mbi quan h¢
than thién v6i ngudi ban, két ndi boi dic diém
chung vdi nguoi ban va nhom khach quen) khi
mua sim qua LC (Koo et al, 2008),
(Wongkitrungrueng & Assarut, 2020).

Céc tai liéu tam 1y x& hoi hién nay thuong dé
cap dén thai do nhan thac va thai do cam xuc.
Khia canh nhan thirc ctia thai d6 thé hién niém tin
cu thé cia mot ngudi vé mot ddi twong (Bagozzi
et al., 1999), (Kim et al., 2021b). Nguogc lai, khia
canh cam xuc cia thai do dé cap dén muc do ma
mot ngudi thich hodc khong thich mot ddi tuong
nao do (Bagozzi et al., 1999), (Kim et al., 2021b).
Thai d6 nhan thic thé hién cach ma nguoi tiéu
dung danh gia kha nang cua thuong hiéu trong
viéc mang lai o1 ich hoac tac dong ti€u cuc (Kim
et al., 2021a). Xem xét & mot khia canh khac, thai
d6 cam xuc, thé hién muc do yéu thich ciia nguoi
tiéu dung dbi v6i thuong hiéu (Kim et al., 2021a).
Vi vay, con nguoi st dung loi ich, sy hoan hao,
gia tri va tri tué dé danh gia cac khia canh nhan
thirc cia thai do; trong khi tinh cam, sy thich thq,
hanh phuc, su phén khich, khd nang dugc yéu
thich va su thu giin dé do ludong khia canh cam
xuc cua thai do (Crites Jret al., 1994), (Kim et al.,
2021a). Theo (Kim et al., 2021a), (Xu et al.,
2020), trong bdi canh LC, thai d¢ nhan thirc dwoc
hinh thanh boi sy kich thich tir mirc do hap dan
clia nguoi phat truc tiép (ngudi ban). Khi nguorl
tiéu dung nhan thay tinh cach cta ngudi truyén
phat hip din (ching han nhu khiéu hai hudc va
thai do lam viéc cham chi), ngoai hinh hép dan va
c6 tai ning thuyét phuc ngudi tidu ding mua san
pham hoic tin vao tinh hitu ich ctia thong tin san
pham thi s& c6 nhan dinh rd rang, tin tuéng ngudi
ban va san pham. Thai d6 cam xtic xuat hién khi
mot ngudi phat tryc tiép dong vai tro nhu mot
dién vién xi hoi co strc thu hit, mang dén su
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tudng tugng va niém vui ciing nhu su d& chiu cho
ngudi tidu ding trong bdi canh LC, dong thoi kich
thich sy tuong tac lién tuc cua ho.

Céc nghién ctru trudc day cho thdy mdi quan
hé ciia gia tri tién ich d6i v6i thai do nhan thirc va
thai d§ cam xuc ctia ngudi ti€u dung. Gia tri tién
ich lién quan dén viéc nguoi tiéu ding tim thdy
dugc san pham ma ho dang ¢6 nhu cau (Babin et
al., 1994), (Wongkitrungrueng & Assarut, 2020);
ho tiét kiém thoi gian, tién bac hoac cOng strc; va
c¢6 nhiéu sy tién loi, d& dang vé& mat truy cap, tim
kiém, so hitu va giao dich (Wongkitrungrueng &
Assarut, 2020) “Tinh x4c thuc”, tinh thyuc té vé
nha cung cdp, sin pham, nguoi ban dugc cung
cAp cho ngudi tiéu dung trong LC vi phat truc tlep
cho nguoi ti€u dung dugc xem khudn mat, biéu
cam, ly lich nguoi ban, hinh anh thuc té cua san
pham (vi du, khi ngudi ban quan 4o mic thir o)
ma khong qua chinh stta hinh &nh
(Wongkitrungrueng & Assarut, 2020). Bén canh
d6, nhu cu cua nguoi tidu dung duge dap tng tot
va nhanh chéng qua tuong tac véi ngudi ban theo
thoi gian thyc; tir d6, thic day tinh tuong tac va
nhan thic ctia nguoi tiéu ding vé sy két ndi véi
nguoi ban (Wongkitrungrueng & Assarut, 2020).
Nguoi truyén phat “tiét 16 khuén mat, vin phong
hodc nha va tinh cach ctia ho” trong thoi gian thuc
(budi phat truc tiép) khién nguoi tiéu dung tin
tuong vé san pham va ngu:ol ban (Xu et al., 2020).
Chat luong thong tin vé san pham (tinh day du, do
chinh x&c, tinh cdp nhat va dd tin cay vé san
pham, nhin hiéu, meo sir dung va quy trinh san
xudt) 1 yéu té tao nén nhan thirc cia ngudi tiéu
dung, gitp ho c6 nhan dinh rd rang vé san phdm
(Xu et al., 2020). Thong tin chinh xac lién quan
dén san pham (vi du: tinh ning san pham, uu dai
gia va chinh sach hoan tra), d¢ tin céy cua ndi
dung thong tin va kha néng ngucn phat tryc tiép
phan hoi ngay 1ap tirc cac yéu cau thong tin cua
nguoi tiéu dung (Xu et al., 2020). Gia tri ti€n ich
c6 tac dong dén khia canh niém tin ctia ngudi tiéu
dung. Niém tin bao gdm khia canh nhan thirc va
cam xuc (Lewis & Weigert, 1985). Do do, nghién
clru nay dua ra gia thuyét:
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Gia thuyét Hla: Gia tri tién ich co tac dong
tich cuc dén thai dé nhdn thirc.

Nhirng thudc tinh v& tién ich (phan hdi ngay
lap tirc, tin hi€u, sy da dang vé ngdn ngtr, dao cu
hd tro) mang dén cam xuc tich cuc cho ngudi tiéu
dung (Hsu et al., 2020). (Xu et al., 2020) chi ra
rang ngudi tiéu ding c6 dugc nhiing trai nghiém
phong pht, ching han cam giac nhu dang c6 mit
tai noi phat truc tiép, twong tac voi nguoi phat
truc tiép, duogc chia sé hoac giai dap nhanh chong,
nhan duoc thong tin chat luong, cam giac hung
phan, ... tit ca déu trd thanh chu d& xa hoi. Nguoi
tiéu dung muén chia sé trai nghiém cua hg hon
nira trén mang xa hoi (vi du, Facebook, We-chat,
Micro-blog va Twitch; nguoi tiéu dung thuong
duoc kich thich va cam thdy thich thu nho trai
nghiém twong tic cao khi mua sam trén LC. Khi
nguoi tiéu ding tham gia LC, ho c6 thé thudng
xuyén xem man trinh dién ctia ngudi truyén phat
ma ho cho Ia hép dan, tich cuc tuong tac véi
ngudi khac va vui vé thu thap thong tin trong sudt
qua trinh phat truc tiép (Xu et al., 2020). LC nhin
manh vao hi€u ung va tuong tic theo thoi gian
thuc gitip kich thich cam giac thich tha ctia nguoi
tiéu dung (Hsu et al., 2020). Ho cam thay tha vi,
vui vé, dé chiu trong kich ban méi la ma nguoi
ban thuc hién trong budi phat truc tiép, vi ho
khong chi dang ching kién ma con tham gia
twong tac va tao ra su kién nay. Do d6, cac trang
thai nhan thirc va cam xac bt ngudn tir cac tinh
ning nay mang lai v6 sb trai nghiém phong phu
cho nguoi dung va tao ra dong luc 16n hon dé thuc
déy cac hanh vi tiéu ding (Xu et al., 2020). Thong
qua céac thudc tinh cua LC, nguoi ban khién cho
ngudi tidu ding cam thdy viéc mua sam qua LC
dé dang, tién lgi va thu vi; hinh thanh cam xtc
tich cuc cho nguoi ti€u dung (Xu et al., 2020).
Dua trén nhitng phat hién nay, gia thuyét sau day
duoc dit ra:

Gia thuyét HIib: Gia tri tién ich co tac dong
tich cuc dén thdi dé cam xiic.

Méi lién hé giita gia tri tiéu khién véi thai do
nguoi tiéu dung dugc ching minh trong cac
nghién ctru truge day. Trong sudt qua trinh ma

nguoi tiéu dung thu thap thong tin Ve san pham
trong budi phat tryc tiép, nguoi truyén phat tao
ndi dung gidi tri tich cuc cho nguoi tiéu dung
thong qua tuong tac, biéu dién, pha tro (trinh dién
st dung san phém, ca hat, ké chuyén cé nhan, chia
sé quan diém cudc sdng) c6 thé khién nguoi tiéu
dung thoai mai va tin tuéng nguorl ban, san pham
(Xu et al., 2020). Chang han, d6i véi quan 4o, chi
can xem nguoi truyen phat mac thir cac mau hodc
cho cac ngudi mau trinh dién cling c¢6 thé rat vui
va tha vi, gan gidng nhu xem mot budi trinh dién
thoi trang, diéu nay c6 thé 1am giam bot sy nham
chén va nguoi tiéu dung hinh thanh cam quan,
nhan dinh 13 rang va dung dan vé san pham, tir d6
din dén sy sin  long mua hang
(Wongkitrungrueng & Assarut, 2020). Khi ngudi
tiéu dung cam nhan dugc 191 ich tir viéc mua hang
qua LC, ho s& hinh thanh thai d§ nhan thac tich
cuc (Alice H Eagly & Shelly Chaiken, 1993)
(Wongkltrungrueng & Assarut, 2020) nhan thiy
rang nhimg nd lyc dem lai trai nghiém tét dep cho
nguoi tidu dung co tic dong tich cuc dén gia tri
niém tin cling nhu nhén thic ctia ho. Vi vay, gia
thuyét sau dugc xdy dung:

Gia thuyét H2a: Gid tri tiéu khién cé tac déng
tich cuwc dén thdi dé nhan thirc.

(Wongkltrungrueng & Assarut, 2020) nhén ra
rang niém vui cta nguodi tiéu dung xuat phat tir
viéc ho “san” dugc hang gia hoi vi ho c6 cam gidc
vuot qua thir thich. Nguoi tiéu dung cam thay
phan khich khi ho tham gia trd choi va chién
théng, nhéan duoc qua tang. Khi truyén phat trén
Facebook, nguoi ban sit dung cac tinh nang nhu
dd hoa va céac hiéu tng dic biét (vi du, mat na),
nho do tao ra trai nghiém vui vé, thi vi cho nguoi
tiéu dung. Su tuong tac nhiét tinh cua nguoi
truyén phat khién cac hoat dong trén LC trd nén
tha vi v6i ngudi tiéu ding. (Xu et al., 2020) nhén
ra rang, nguoi tiéu dung thuong rat vui khi chia sé
san pham ma ho da mua va trai nghiém mua sam
v6i ban be, dong thoi quang ba ngudi phat truc
tiép d6 trén mang xa hoi ciia ho. Ngudi tiéu ding
thuong cam thdy phén khoi va thich tha nho trai
nghiém tuong tac cao, ndi dung giai tri va sy moi
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la khi mua sdm trén LC (Xu et al., 2020). Viéc
theo doi va tham gia vao cac hoat dong cua nguoi
ban thong qua LC c6 thé tao ra nhiing trai nghiém
mua sim day hing tha; diéu nay khong chi ning
cao trai nghiém cua nguoi ti€u dung ma con lam
cho trai nghiém tré nén thoai mai va hap dan hon
(Wongkitrungrueng & Assarut, 2020). Dya trén
cac két qua nay, nghién ctru hién tai phét trién cac
gia thuyét sau:

Gid thuyét H2b: Gid tri tiéu khién cé tdc dong
tich cuc dén thdi dé cam xiic.

Trong bdi canh LC, khi nguoi tiéu ding mua
sém ho khong chi nhan thirc vé ban than ma con
vé nguoi ban va nhiing nguoi tiéu dung khac
Nguodi tiéu dung c6 nhiéu kha ning mua sim &
noi ma ho gap nhiing nguodi ban va nhém nguoi
tiéu dung c6 nhimg dic diém gidng véi minh
(Wongkitrungrueng & Assarut, 2020) vi ho ¢6 sy
két n6i vé mbi quan h¢ xa hoi va nhan thdy ngudi
ban dang tin cay. O cip do c4 nhan, LC cho phép
nguoi tiéu dung quan sat ngoai hinh va tinh cach
cuia nguoi ban; do do, ho co thé ngudng md nguoi
ban vé ngoai hinh, thai dg, strc thu hut va tai nang
clia nguoi truyén phat (Hu et al., 2017). Tur do,
ngudi tiéu dung danh gia liéu ho c6 thé tin cay
vao nguoi ban c6 kha ning cung cip san pham
dap ung duoc so thich cua ho hay khong
(Wongkitrungrueng & Assarut, 2020). Nguoi phat
tryc tiép phan hoéi cac cau hoi va dé xuit cua
nguoi tiéu dung theo thoi gian thuc, vi du: nhiing
ngudi phat truc tiép giai dap thic mac, dua ra 1oi
khuyén theo su quan tam cua tung nguoi tiéu
dung, trinh dién mot cach ty nhién va thu hat
(dién kich, pha tro, ca hat, ding san phim cho
khach hang xem); ngudi truyén phat chia sé cam
xUc va quan ni€ém cua ho vé cudc séng, cong viéc
v6i nguoi tiéu dung. Do d6, cam giac két ndi ao
va su ga"m két duoc nhén thirc trong nguoi tiéu
dung d6i v6i nguoi truyén phat duoc phat trién tu
nhién (Hu et al., 2017). Phat truc tiép c6 tinh ning
cung cip phan hoi theo thoi gian thuc gitip nguoi
tiéu dung nhan dinh vé dic diém ciia nguoi tiéu
dung quen khac, muc d6 phd bién ciia san pham
va liéu san pham c6 dugc danh gia tot trén mang
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xd hoi hay khong (Wongkitrungrueng & Assarut,
2020). Theo d6, gia thuyét sau dugc dé xuat:

Gid thuyét H3a: Gid tri biéu twong cé tdc
dong tich cuc dén thai do nhan thirc.

Nguoi tiéu dung c¢6 thé nhan dugc thoéng tin
chinh xac, phat trién méi quan hé xa hoi 4o véi
ngudi truyén phét co sirc hut va tan huong su thu
gidn, gidi tri trong khi xem phét truc tiép (Xu et
al., 2020). Mbi quan hé x4 hdi ao theo thoi gian
thyc tao ra cam giac than mat, gn giii, d& chiu véi
ngudi truyén phat bai ngoai hinh, thai do, tai nang
cua nguoi truyen phat tao ra sirc hut, sy dé mén va
su ngudng md ddi véi nguoi tiéu dung, thong qua
cac hoat dong trong budi truyén phat (tra 1oi cau
hoi, biéu dién, ca hat, ké chuyén ca nhan, chia sé
quan diém v& cudc song, trd choi) (Hu et al.,
2017), (Xu et al., 2020). Ngudi ti€éu dung nhan
duoc su cong nhan tir xa hoi thi s€ c6 thai d¢ tich
cuc vé nhan thl'Ic va cam xac. Tur d6, gia thuyét
sau dugc dé xuat trong nghién ciru nay:

Gid thuyét H3b: Gid tri biéu twong cé tdc
dong tich cuc dén thai do cam xuc.

2.3. Tdc déng ciia thdi dé dén y dinh tiép tuc
st dung

Ngudi tiéu ding chi tiép tuc sir dung san pham
khi c6 su hai long (Bhattacherjee, 2001) va c6 thai
d6 tich cuc v6i san pham (Zhang et al., 2021). Khi
thai do tich cuc trong ngudi tiéu dung dbi véi san
pham dugc nudi dudng, ho c6 y mudn tiép tuc sir
dung thuong hiéu (Graciola et al., 2020), (Javed
& Wu, 2020), (Jiang et al., 2018). Piéu nay boi vi
ho muén duy tri sy thong nhét giita thai d¢ va
hanh vi (Alice H Eagly & Shelly Chaiken, 1993),
tao nén tinh nhat quan trong tuong tac véi thuong
higu. Vi du: khi can nhic mua quan 4o, viéc xem
LC gitp nguoi tleu dung c6 thé dénh gia lidu su
hinh dung ve mau quén 4o trong suy nghi cia ho
c6 giong voi mAau 40 quan ma nguoi phat truc tlep
mac thir, do do, nguoi tiéu dung dugc cung cap
hinh anh tham khao hiéu qua cho ho. Két qua 13,
ngudi tiéu ding c6 nhiéu kha nang tiép tuc tham
gia LC hon khi ho ¢ nhitng ky vong tich cuc vé
két qua thuc té. Mot s6 nghién ciru gan day (Kim
et al., 2021a), (Lee & Yun, 2015), dya trén cac ly
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thuyét kinh dién vé thai d6 va hanh vi (vi du, ly
thuyét hanh vi dy dinh), (Ajzen, 1991) da phan
tich rang thai do, bao gdm ca thai do nhén thirc va
thai do cam xuc, c6 kha niang thac ddy ¥ mudn cua
ngudi tiéu dung, nhu y dinh tiép tuc xem LC dé
mua sim. Thai dd nhén thirc, lién quan dén nhitng
loi ich cta thuong hiéu dem dén cho nguoi tiéu
dung, yéu té nay day manh ¥ dinh tiép tuc sir dung
boi ho mong muén tiép tuc huong nhiing loi ich
tr thwong hi€u. Khi nguoi ti€u dung nhan thirc
rang nhitng nguoi phét truc tiép 1a chuyén gia
dang tin tuong trong mot s6 linh vuc nhit dinh
hodc nguoi ti€u dung tin vao s¢ thich, cam nhan
ca nhan cuia chinh ho, ho sé& sin sang tiép tuc xem
LC hon (Chen et al., 2021). Vi du: nhiéu nguoi
tiéu dung LC cua Li Jiaqi (mdt ngudi phat truc
tiép gitt Ky luc Guinness Thé gii vé “sir dung
son moi nhiéu nhét trong 30 gidy”) vi ho tin ring
Li Jiaqi rat chuyén nghiép va dang tin cdy trong
linh vyc trang diém lam dep (Zhang et al., 2021).
Vi vay, nghlen ctru nay dé ra cac gia thuyét:

Gia thuyét H4a: Thai d‘o nhan thitc co tdac
déng tich cuc dén y dinh tiép tuc su dung.

Ngoai ra, thai do cam xuc, gan lién v6i nhiing
cam xuc tich cuc dugc thuong hi¢u dem lai cho
ngudi tiéu dung, thic ddy hanh vi tiép tuc sir dung
béi sy tim kiém trai nghiém cam xuc tich cuc 1a

Gia tri
tiéu khién

H2b (+)

Gia tri

biéu tuong H3b (+)

(Nguén: Tac gia dé xudt duwa trén Iy thuyét gia tri - thai do -

Thai do
nhan thirc

Thai d6
cam xuc

muc tiéu cia ho. Viéc thiét 1ap tinh cam dya trén
sy danh gia vé mdt cam xuc cua nguoi tiéu ding
(Sun et al., 2020), tao nén moi lién két tinh cam
chat ché gitra ngudi tiéu dung va ngudi ban, khién
cho ngudi ti€u dung cd cam gidc an toan
(Schaubroeck et al., 2011), dong thoi kich thich
ho mua sdm va tr thanh nhitng nguoi ting ho tich
cuc (Sashi, 2012). Cu thé, nguoi dung ding ky
kénh LC cua nhiing nguoi chuyén thuc hién LC
dé tré thanh ngudi hAm md cua ho, ngudi hAm mo
¢6 nhiéu kha ning dam chim trong budi phat truc
tiép cua than twong hon so véi ngudi tiéu ding
thong thuong. Vi du nhu Li Jiaqi & Trung Qubc c6
hon 48 tri¢u nguoi theo doi, hau nhu ho theo doi
vi tin tuong anh nén nhitng nguoi hAm md nay
thuong tham gia LC cua anh, tich cuc tuong tac
v6oi anh nhu mot ngudi ban (vi du: hoi anh loai
son nao phu hop voi ho, chia sé danh sach mua
sam, loai son nao phé bién hién nay, v.v...), ho
mua loai san phim ma anh iy dé xuat va chia sé
cho nhiéu ngudi dwoc biét dén san pham va Li
Jiagi. Vi vay, nghién ctru nay d¢é ra cac gia thuyét:

Gia thuyét H4b: Thai do cam xiic co tdac dong
tich cuc dén ¥ dinh tié'p tuc s dung.

T cac gia thuyét nghién ctru, mo hinh nghién
ctru dé xuat dugc trinh bay trong hinh 1:

H4a (+)

Y dinh tiép
tuc st dung

H4b (+)

hanh vi)

Hinh 1: M6 hinh nghién cieu dé xudt
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Bang 1: Cau truc khai niém nghién cieu va muc hoi

Ciu tric khai niém va muc héi Ngudn
Gid tri tién ich (Wongkitrungrueng

Ngudi ban hang qua live-stream c6 thé tin cay duoc

San pham trén live-stream giéng véi thyc té

San pham trén live-stream c6 ngudn goc ro rang

Live-stream giup hinh dung san pham thuc té

Live-stream gitp cam nhéan vé san phdm nhu khi dang tht hang tryuc tiép

Tbi c6 thé d& dang hinh dung vé san pham trén live-stream

Ngudi ban trén live-stream tra 101 cau héi mot cach nhanh chéong

& Assarut, 2020),
(Xu et al., 2020)

Gid tri tiéu khién

Mua sam qua live-stream c6 tinh giai tri

Toi thich mua sam qua live-stream

Mua hang qua live-stream gidng nhu mét chuyén phiéu luu

T6i c6 thé tudng tugng nhicu diéu thu vi khi xem live-stream

Mua sim qua live-stream gitip quén di phién muén

Mua sim qua live-stream c6 thé giai téa cing thing

Mua sam qua live-stream thu vi

Mua sam qua live-stream nhi€u uu dai

T6i1 hao hing voi céc uu dii trén live-stream

(Wongkitrungrueng
& Assarut, 2020),
(Xu et al., 2020)

Gid tri biéu twong

Mua sim qua live-stream khién t6i cam thdy minh 1a nguoi tiéu ding
théng minh

Mua sim qua live-stream khién t6i cam thiy sanh diéu

Tb6i cam thdy ngudi ban qua live-stream c6 thi hiéu gibng minh

Tb6i cam thdy ngudi ban qua live-stream biét sé thich cua minh

T6i tim thay nhitng san pham phu hop véi phong cach ciia minh khi mua
sam qua live-stream

Tb6i cam thdy minh 1a ddi twong ngudi tiéu ding ma ngudi ban quan tim

T6i biét san pham nay cé dugc yéu thich hay khong théng qua cac binh
luan cua nguoi ti€u dung

(Wongkitrungrueng
& Assarut, 2020)

Toi hao htrc gidi thi€u vai ban beé/ ngudi quen vé mua sam qua live-stream

(Xu et al., 2020)

Thadi dp nhdn thiec

Mua sam qua live-stream 1a sy lya chon hop 1y

Mua sam qua live-stream la su lga chon ding dan

Mua sim qua live-stream 1a mét y tuéng hay

(Kim et al., 2021a)

Thai do cam xuc

Mua sim qua live-stream tao trai nghiém hao hing

Mua sam qua live-stream tao trai nghiém vui vé

Mua sam qua live-stream tao trai nghiém thodi mai

(Kim et al., 2021a),
(Xu et al., 2020)

Y dinh tiép tuc siv dung

Toi s€ ti€p tuc xem va tim ki€ém san pham qua live-stream vao 1lan mua
sam t&i

Kha nang ma t6i s€ chon xem va mua sam qua live-stream vao mua sam lan
toi la cao

Kha niang ma t6i tiép tuc xem va mua sim qua live-stream trong tuong lai
1a cao

(Zhang et al., 2021)

(Nguon: Téc gid tong hop)
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3. Phwong phap nghién ctru va két qua
nghién ciru

3.1. Thang do lwong

Dé do luong cac bién s6 trong mo hinh, nghién
ctru nay st dung thang do tir cac nghién ctru trudc
day. Cu thé hon, nghién ciru nay sir dung thang do
gia tri tién ich, gdm bay muyc hoi, tir nghién ciru
cua (Wongkitrungrueng & Assarut, 2020); thang
do gia trj tiéu khién, gdm chin muc hoi, duoc ké
thira tir nghién ctu cua (Wongkitrungrueng &
Assarut, 2020); thang do gia tri biéu tugng, gém
tam muc hdi, dugc su dung tir nghién ctiu cia
(Wongkitrungrueng & Assarut, 2020); thang do
thai do nhan thirc, gdm ba muc hoéi, tir nghién ctru
cua (Kim et al., 2021a); thang do thai d6 cam xtc,
gém ba muc héi, dugc ké thira tir nghién ctru cia
(Kim et al., 2021a); thang do y dinh tiép tuc sir
dung, gém ba muc hoi, dugc st dung tur nghién
ctru cua (Zhang et al., 2021). Cac thang do dugc
do luong véi thang do Likert 5 diém vé6i 1: hoan
toan khong dong ¥ va 5: hoan toan dong y. Cac
cAu tric khai niém va muc hoi twong ung duoc
trinh bay trong Bang 1.

3.2. Miu nghién ciru

Mau nghién ciru duge thu thap tai thanh phé
Nha Trang trong thang 6 nam 2023. Ddi tuong thu
mau la ngudi tiéu dung d3 mua hang thong qua
hinh thirc LC. Nhitng nguoi tiéu dung s& duoc dé
nghi tham gia khao sat va s€ nhan dugc ban cau
hoi sau khi dong y va thyc hién tra 10i trong
khoang 10-15 phut. Cac dap vién dugc nhin
manh rang khong c6 cdu tra 161 ding hay sai va
nghién ctru chi quan tim dén cam nhan va thai do.
Bén canh do, cac dap vién cling dugc nhin manh
réng cac dir li¢u thu thap s€ dugc ma hoa va chi
dung cho muyc dich nghién ctru.

Vi nghién ctru sir dung mé hinh cu triic binh
phuong bé nhit ban phin voi phin mém
SmartPLS phién ban 4 dé u6c lwong, mau nghién
ciru dugc tinh toan theo phuong phap binh
phuong nghich déo theo dé xuat ctia Hair (2021).
Theo d6, mau ki vong s€ 16n nhét khi udc luong
ctia tac dong nam trong khoang 0,11 va 0,2 véi
muc y nghia 5% véi gia tri 1a 155. Theo o,

nghién ctru thu thap mau c6 ¢ 770 va sir dung
cho phén tich dir li¢u. Dac diém mau (gom gidi
tinh, tudi, thu nhap, nghe nghiép, kinh nghlem
mua hang trén LC, tan suit xem LC va tan suat
mua hang trén LC) dugc mo ta trong Bang 2.

4. Két qua nghién ciru

4.1. Dy dp tin cdy va gia tri thang do

Nghién ciru nay st dung hé s6 tai nhan td,
Cronbach’s Alpha, rho_ A va d6 tin cdy téng hop
dé danh gid do tin cdy thang do; su dung do
phuong sai trich trung binh (VAE) dé danh gia do
gia tri hoi tu thang do; va st dung ma tran HTMT
dé danh gia do gia tri phan biét cua cac ciu trac
nghién curu.

Két qua phén tich (Bang 3) cho thiy hau hét
céc hé s6 tai nhan t6 déu 16n hon 0,7 va céc gia tri
Cronbach’s Alpha, rho A, va d¢ tin cdy téng hop
déu 16n hon 0,7. Do d6, cac thang do ludng cac
khai niém nghién ciru déu dat do tin cay. Bén canh
d6, phuong sai trich trung binh déu 16n hon 0,5.
Do do, cac thang do dat dugc d gia tri hoi tu.
Cubi cung, két qua ma tran HTMT (Bang 4) cho
thdy céac gia tri déu nho hon 0,85. Do d6, cac cau
tric khai niém déu dat gia tri phan biét.

4.2. Kiém dinh gid thuyét nghién civu

Theo Hair, Hult, Ringle & Sarstedt (2021), gia
tri VIF tot nhit 13 nho hon 3 dé dam bao rang da
cong tuyén khong anh huong dén két qua udc
lwong. Cac hé sé VIF ciia nghién ctru déu nho hon
3, cho thdy rang hién tugng da cong tuyén khong
anh huong dén két qua uéc lugng mé hinh nghién
ctru. Két qua kiém dinh gia thuyét cho thiy cac gia
thuyét déu duoc ung ho boi dir lidu. Cu thé, Gia tri
tién ich co tac dong tich cuc dén Thai d6 nhan thirc
(Hla: B = 0,16; p < 0,001) va Thai d§6 cam xtc
(H1b: B =0,2; p <0,001). Gia tri ti€u khién c6 tac
dong tich cuc dén Thai d6 nhan thirc (H2a: B =
0,28; p < 0,001) va Thai d6 cam xtc (H2b: B =
0,19; p<0,001). Gia tri biéu tugng c6 tac dong tich
cuc dén Thai d6 nhan thirc (H3a: p = 0,27; p <
0,001) va Thai d6 cam xuc (H3b: B = 0,17; p <
0,001). Thai d6 nhan thitc va Thai d6 cam xtc cé
tac dong tich cuc dén Y dinh tiép tuc str dung (H4a:
B=0,31;p<0,001; H4b: p = 0,34; p < 0,001).
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Bang 2: Pac diem mdu nghién ciru

Giéi tinh Tén s0 % | Thu nhip (triéu VND) Tén s6 %
Nam 171 22,21 | <10 666 86,49
Nir 599 77,79 | 10-<15 57 7,4
Téng 770 100 | 15-<20 25 3,25
Tudi Tén s6 % | >20 22 2,86
<25 610 79,22 | Tong 770 100
25 - <34 91 11,82 | Nghé nghiép Tan s6 %
35-<45 37 4,81 | Cong, nhan vién 111 14,42
>45 32 4,16 | Doanh nhan 7 0,91
Téng 770 100 | Giao vién 15 1,95
Kinh nghiém mua hang trén A A o . . =

Live-stream (Nim) Tan so % Hoc sinh, sinh vién 534 69,35
Duéi 1 nim 270 35,06 | Khac 61 7,92
1-2nam 210 27,27 | Noi trg 42 5,45
2 -3 nim 152 19,74 | Téng 770 100
3 -4 nam 67 87 | amsuat muabang e | pangs | o
Trén 4 nim 71 9,22 | Rétit 258 33,51
Téng 770 100 | Hoi it 159 20,65
Tén suit xem Live-stream Tan s6 % | Trung binh 266 34,55
Rét it 213 27,66 | Hoi cao 75 9,74
Hoi it 138 17,92 | Rét cao 12 1,56
Trung binh 335 43,51 | Tong 770 100
Hoi cao 75 9,74

Rét cao 9 1,17

Téng 770 100

(Nguon: Téc gid tong hop)

Két qua kiém dinh Bootstrap voi 5000 mau

con cho thdy khoang tin cdy khong chua gia tri 0
va do d6, co thé két luan cac uéc lugng dang tin
cdy. Hé sd xac dinh cho thdy mo hinh giai thich
dugc 32% bién thién cia Y dinh tiép tuc st dung.
Do 16n tac dong cho thdy da sé cac mbi quan hé
la nho (Gia tri tién ich ® Thai d¢ nhan thic va
Thai d6 cam xuc; Gia tri tiéu khién ® Thai do
nhén thire va Thai dd cam xtc; Gia tri biéu tuong
Thai @6 nhan thirc va Thai @ cam xuc; Thai do
nhén thtc va Thai d6 cam xac ® Y dinh tiép tuc
sir dung). D¢ 16n tac dong cia mbi quan hé giira

Thai d6 cam xtic ® Y dinh tiép tuc sir dung la
trung binh. Két qua tha tuc PLSpredict qhg thy
strc manh dy bao cia mo hinh cho bién s0 Y dinh
tiép tuc sir dung 1a cao.

Hinh 1 cho thdy két qua ciia mé hinh cu truc
tuyén tinh PLS- SEM trong nghién ciru. Trong do,
“Utilitarian” dugc hiéu 1a gia tri tién ich.
“Hedonic”: gia tri tiéu khién. “Social”: gié trj biéu
tuong. “Cognitive”: thai dd nhan thuc.
“Affective”: thai d6 cam xuc. “Ctn.Intention”: y
dinh tiép tuc sir dung.
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28 thuong mai

Bang 3: D¢ gia tri va do tin cdy thang do

Bién s6 va chi bao Hé s tai Cronbach’s rho_A b tin cly Phuong sai
alpha tong hop trich

Gia tri tign ich 0,88 0,88 0,91 0,58
Ul 0,78

U2 0,81

U3 0,78

U4 0,75

us 0,74

U6 0,79

u7 0,70

Gia tri tiéu khién 0,90 0,91 0,92 0,57
H1 0,74

H2 0,74

H3 0,64

H4 0,72

H5 0,81

H6 0,81

H7 0,84

HS 0,70

H9 0,75

Gia tri biéu twong 0,91 0,92 0,93 0,59
S1 0,78

S2 0,80

S3 0,80

S4 0,81

S5 0,83

S6 0,79

S7 0,74

S8 0,76

S9 0,56

Thai @9 nhan thirc 0,91 0,92 0,94 0,85
Cl 0,94

Cc2 0,90

C3 0,92

Thai @9 cam xtic 0,85 0,85 0,91 0,77
Al 0,88

A2 0,85

A3 0,91
Y dinh tiép tuc sir dung 0,87 0,87 0,92 0,79
11 0,87

12 0,90

3 0,90

(Nguon: Téc gid tong hop)

khoa hoc
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Bang 4: Ma trgn HTMT

1

2 3 4 5 6

1. Gia tri tién ich (Utilitarian
value)

2. Gi4 tri tiéu khién (Hedonic

value) 0,68

3. Gia tri biéu twong (Symbolic

value) 0,64

0,73

4. Thai d6 nhan thuc (Cognitive

attitude) 0,53

0,60 0,60

5. Thai d6 cam xuc (Affective

attitude) 0,48

0,48 0,46 0,58

6. Y dinh tiép tuc str dung

. . . 4
(Continuance intention to use) 0,45

0,38 0,32 0,54 0,58

(Nguon: Tdc gid tong hop)

5. Két luian va ham y

5.1. Két lugn

Nghién ctru nay déng goép vao su hiéu biét vé
mdi quan hé giira gia tri cam nhan va thai d6 dén
y dinh tiép tuc sir dung LC ctia nguoi tiéu ding tai
Khanh Hoa. Thong qua viéc thao luan vé vai tro
cua gia tri cam nhan trong vié¢c hinh thanh thai do
tich cuc ciia nguoi ti€u dung va hinh thanh y dinh
tiép tuc st dung - y dinh tiép tuc mua sim qua
hinh thirc LC; dong thoi, xem xét vé vai tro cua
thai do, bao gom ca thai do nhan thic va thai do
cam xic, trong viéc két ndi cac bién sd nay. Dya
trén 1y thuyét gia tri - thai d6 - hanh vi, nghién ctru
dé xuét va kiém dinh céc tac dong tir gia tri dén
thai do va tir thai do dén hanh vi. Két qua kiém
dinh cho thiy cac gia thuyét déu dugc ung ho boi
dir lidu. Tir 46, nghién ctru dé xuat mot vai ham y
hoc thuét va quan tri.

5.2. Ham y Iy thuyét

Céc nghién ctru trude day da thao ludn vé tac
dong cua gia tri 1€n thai d6 ciing nhu tir thai do
dén cac két qua tich cuc (Ajzen, 1991), (Babin et

, 1994), (Alice H Eagly & Shelly Chaiken,

1993) Ly thuyét gid tri - thai do hanh vi da d&
xuit mbi quan hé glua cac bién s nay (Homer &
Kahle, 1988). Vi viy, tong thé, két qua ciia nghién
ctru ndy phu hop véi cac thao luan trude do vé
mdi quan hé giita cac bién s6. Tuy nhién, diém

khac biét cua nghién ciru nay so vdi cac nghién
clru trude do vé gia tri, thai do va hanh vi 1a viée
nghién clru xem xét ca hai bién sb gia tri va thai
d6 1a bién s6 da chiéu. Cu thé, gia tri gom gia tri
tién ich, gia tri tiéu khién va gia tri biéu tuong;
thai do 1a bién sb da chiéu, gom thai d0 nhan thic
va thai d§ cam xuc; va do do, mang lai sy hiéu
biét sdu hon vé mdi quan hé gia tr - thai d6 - hanh
vi trong bdi canh LC (Alice H Eagly & Shelly
Chaiken, 1993), (Han et al., 2019), (Kim et al.,
2019), (Wongkitrungrueng & Assarut, 2020).

Dau tién, gia tri cam nhan co tac dong dén thai
do, bao gém thai d6 nhan thirc va thai d6 cam xuc.
Do @6, gia tri cam nhan la bién sb quan trong
trong bdi canh LC. Sy tac dong cua gid tri dén thai
dd nhan thac c6 thé duge Iy giai dya trén viéc
nguoi ti€u dung cé xu hudng hinh thanh thai do
tich cuc ddi véi san pham khi thay rang san pham
mang lai gia tri cho ho (Alice H. Eagly & Shelly
Chaiken, 1993). Theo Iy thuyét nay, khi nguoi
tiéu dung cdm nhan gia tri lgi ich ma ho nhan
dugc khi xem LC dé mua sim va thay rang nhiing
gia tri nay c6 kha nang dap ng cac muyc tiéu va
mong mudn mua sam cua ho, nhiing cam xuc tich
cuc s& xuét hién va thac day thai do tich cuc dbi
v6i viéc mua sim thong qua hinh thirc LC.

Thai d6 1a yéu t6 tac dong dén y dinh tiép tuc
st dung LC dé mua sam. Viéc ¢6 y dinh tiép tuc
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Bang 5: Két qud kiém dinh gid thuyét

VIF (hé
< Gia | Sophong | HEso Khoing tin ci .
Puong din % dai dudng | Giatrit gHncdy | Kétuan
thuyeét phwong din B Bootstrap
sai)

Gié tri tién ich 2> .

A ; Hla Ung ho
Thii d9 nhin thirc 1,73 0,16 | 3.86*** | [0,08;0,24]
Gia tri tién ich 2> .

foan , Hlb Ung ho
Thai 4§ cdm xtc 1,73 020 | 4,89%%* | [0,12;0,28]
Gié tri tiéu khién > ,

e ia A , H2a Ung ho
Thdi 45 nhan thire 2,07 028 | 6,93*** | [0.2;036]
Gié tri tiéu khién > Hob Ung ho
Thai d§ cam xiic 2,07 0,19 | 4,05%* [0,1; 0,28] '
Gi4 trj biéu tuong > S

iAo A H3a Ung ho
Thai 46 nhén thirc 1,96 027 | 6.51%* | [0,19:0,35]
(T}llff .trd’}’ iu tuong > H3b Ung ho

at do cam xuc 1,96 0,17 | 3,75%** [0,08; 0,26]
ghg.l iot.n;ha? thu’c (? H4a Ung ho

1 ep tuc sudung 1,36 0,31 | 9,6%** [0,25; 0,37]

Thai d6 cam xic > , R
Y dinh tiép tuc sit dung Hab 1,36 0,34 | 9,77%** [0,27; 0,41] Ung ho
R 2 R Y dinh tiép tuc sir dung = 0 32.

f gid tri tién ich = thai do nhén thac = 0 02
fz gid tri tién tich = thai d cam xtc O 03
f2 gia tri tiéu khién = thai d6 nhéan thaec = 0 06
A 7r , A f gié tri tiéu khién = thai d cam xic 0 02
DO om tac dong O) f gié tri bidu trong > thai do nhan thirc = 0 06
fz gié tri biéu twong > thai do cam xic =0 02
fzthdl d6 nhan thirc > ¥ dinh tiép tuc sir dung = 09 1; >
fz thai do cam xiic 2 v dinh tiép tuc st dyng = 0 12.

Ghi chu: ***p < 0,001, **p < 0,01.

(Nguon: Téc gid tong hop)
xem Live-stream dé mua sam c6 thé dugc hiéu la
yéu t6 lién quan dén y dinh hanh vi cta nguc‘ri tiéu
dung. Do d6, méi lién hé gitra thai do (bao gom ca
thai do nhan thirc va cam xuc) va yeu t6 nay duoc
cling ¢b boi cac ly thuyet c¢b dién vé thai do va
hanh vi (vi du, ly thuyet hanh vi du dinh cua
Ajzen 1991). Theo 1y thuyét nay, khi nguoi tiéu
dung phat trién thai do tich cuc (bao gém ca thai

khoa hoc

d0 nhan thirc va cam xuc) ddi véi cac loi ich cua
viéc mua sdm qua LC, ho ¢6 xu hudng mubn tiép
tuc st dung hinh thirc nay dé tiép tyc tin hudng
nhitng loi ich tir 6. Do d6, bién s6 Thai d¢ c6 vai
trd quan trong trong viéc hinh thanh y dinh tiép
tuc st dung LC cho nguoi tiéu dung. Can nhan
manh rﬁng, mac du vai tro cla gia tri cdm nhan va
thai do trong viéc gia ting ¥ dinh tiép tuc sir dung
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Hinh 2: M6 hinh cdu tric tuyén tinh PLS-SEM

da duge quan tdm trong bdi canh thwong mai tryc
tuyén khac, béi canh LC duong nhu chua dugc
kham pha méi quan hé nay. Vi vay, két qua nghlen
ctru dong gop vao viéc gia tang hiéu biét vé& Thai
d6 trong bdi canh LC.

Lién két giita gia tri cam nh4n va hanh vi
thong qua thai 6 da dugc 1y thuyét gia tri - thai
d6 - hanh vi (Homer & Kahle, 1988) dé xuét.
Nghién ctru nay di rd rang chi ra ring hai yéu t&
céu thanh thai d6 (nhan thirc va cam xuc) co vai
tro quan trong nhu nhiing bién trung glan két
nbi glu’a gia tri cam nhan va hanh vi (cu thé 1a y
dinh tlep tuc st dung). Vi vay, nghién cuu nay
d3 13 rang cung cd vai tro cua gia tri cam nhan
trong viéc hinh thanh thai d¢ tich cuc cua nguoi
tiéu dung va dinh hinh ¥ dinh tiép tuc mua sdm
qua LC.

5.3. Ham y qudn tri

Trude tién, nghién ctru cho thay vai trd quan
trong cuia gia tri cam nhan trong viéc tac dong dén
thai do tich cuc va y dinh tiép tuc st dung LC
nham gitt chan nguoi tiéu dung va tao ra loi thé
canh tranh. Do d6, nha quan tri LC can gia tang
gia tri cdm nhan va thai d¢ cia ngudi tiéu dung
d6i v6i hinh thirc nay, thong qua viéc mang lai
cho ho nhiéu lgi ich hon. Nhimg loi ich nay bao
gé)m khia canh tién ich, tiéu khién va biéu tuong.

5.3.1. Gia tri tién ich

Gié tri tién ich lién quan dén nhiing loi ich gin
két voi viéc mua sim qua LC trén cac thudc tinh
nhu sy dang tin cdy, dé dang tlep can, thong tin va
hinh anh chinh xé4c, ngudn gbc 16 rang, g1a1 dap
nhanh chéng, dé dang hinh dung san pham, tiét
kiém thoi gian va cong suc; tur do, hinh thanh thai
d6 nhan thuc (vi du, niém tin va nhan dinh rd
rang) va cam xic tich cuc vé ngudi ban va san
pham d6i v6i nguoi tiéu dung. Pé ngudi tidu dung
nhan théy mua sdm qua LC 1a sy Iya chon hop 1y,
ngudi ban phai hiéu & vé san pham (ngudn gdc,
thanh ph?ln, tinh nang, hi€u qua, uu diém, han ché,
ri ro, meo sir dung, quy trinh san xuét,...) va tu
van trung thuc, ding sy that nham gitp nguoi tiéu
ding tim duge san pham phi hop; dong thoi, trinh
bay cho ngudi tiéu dung duoc biét hd so ding ky
kinh doanh nham ting thém d tin cdy ciing nhu
su an tam cho khach hang.

Mot trong nhing diu cép thiét, nha quan tri
can phai thiét 18p thém tinh ndng mdéi cho LC, cu
thé 1a tinh nang danh gi4 va nhan xét vé ngudi ban
va san phiam danh cho ngudi tiéu dung, nhim
gitp nguoi tiéu dung tin tudng va an tdm sir dung
LC d¢ mua sam. Nha quan tri can thiét 1ap thém
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tinh nang “Binh chon” hodc “Pé xuat” danh cho
khach hang dé ho tao binh chon nhom san phém
ma ho mong mubn duge vu tién gidi thi¢u trude,
nho vdy ma khach hang s& cam thiy thoai mai
hon vi khong phai chd doi qua lau dé dén luot
giéi thiéu nhém san phdm minh quan tim, tinh
hiéu qua trong tuong tac dugc ting cao va gilp
khach hang tiét kiém thoi gian; dan dén viéc ho s&
tham gia budi phat truc tiép 1au hon va tiép tuc sir
dung LC d mua sam.

Trong truong hop nguoi ban phat lai clip Live
- stream cii, nha quan tri nén thiét lap dong chir
chu thich dé ngudi xem nhan biét d6 1a clip duoc
phat lai chtr khong phai dang phat tryc tiép; dong
thoi, tit bo chit “Truc tiép” trén man hinh dé
tranh gay hiéu lam va cam xuc tiéu cuc cho
khach hang, nho vay, khach hang cam nhéan dugc
sy ton trong tir ngudi ban. Bén canh do, nguoi
ban phai tryc “phién phat lai” dé twong tac véi
khan gia nhiam duy tri sy két ndi, mdi quan hé véi
khach hang; tir 46, khién nguoi xem cam thiy dé
chiu va vui vé hon.

Dé khach hang d& dang tiép can thong tin vé
phién phat tryc tiép va don xem, ngudi truyén
phat nén thiét 1ap thoi gian phat song ma ddi
trong muc tiéu thudong truc tuyén va ding noi
dung (bai viét, hinh anh céc san pham) thong bao
trude gio Live-stream trén cac trang mang xa hoi
(Facebook, Twitter, Instagram,...) cho khach
hang muc tiéu duoc biét va tham gia. Picu nay s&
dua khach hang vao trang thai cho doi trong héao
htrc, tao cam giac to mo va thich tha voi san phém
hodc qua ting ma ho dang mong mdi s€ “sdn”
duogc; théng qua do, ngudi ban cb thé ting su
twong tac, tinh két ndi, xay dung mbi quan hé véi
khach hang chit ch& hon va khién cho khach hang
c¢6 nhan dinh rd vé san pham va ngudi ban hon.
Ngoai ra, nha quan tri mua goi chay quang cao
cua cac trang mang xa hoi hodc tu chay quang céo
dé tang s6 lugng nguoi tiép can bai viét va phién
LC cta minh.

Trong qua trinh truyén phat, nguoi truyén phat
tang qua khuyén khich nguoi tiéu dung chia sé
trang phét Live-stream ctia minh cho nhiéu nguoi
dugc biét nham ting lugng truy cip cho trang ma
minh thyc hién LC. Thuong xuyén thyc hién
truyén phat hay thiét 1ap lich trinh ¢6 dinh cho cac
budi truyén phat dé khan gia biét khi nao c6 su
kién méi, diéu nay co thé giup ngudi ban xay
dung mdt cong déng. Viéc xay dung mot cong
dong trung thanh c6 thé giup duy tri lau dai sy
quan tim va hd trg cho san phiam. Nguoi truyén
phat can chi y cach gi6i thiéu san pham, tra 1oi
cau héi nhanh chong, 16 rang cung voi thai do,
biéu cam trén khudn mit, két hop thiét bi phat
chat lugng cao dé gitp cho ngudi tiéu dung hinh
dung va hiéu rd vé san pham mot cach chan thyc,
dé dang va khong nham chan viéc xem LC. Pic
biét trong luc tro chuyén voi khach hang qua LC,
ngudi ban can chi dong nam bit tam 1y, hiéu thau
modi ban tdm, su nghi ngai cua khach hang vé san
pham va dich vu ting thém (trach nhiém bao vé
duoc quyén lgi cho khach hang, chim soc khach
hang, ché d6 bao hanh, dbi tra,...) dé tu van khi
khéach hang ngai boc bach. Nha quan tri cling chu
¥ ghi nhan va phan hoi cic thic mic cta nguoi
tiéu dung dé ting gia tri tién ich va nudi dudng
mdi quan hé ciia nguoi tiéu dung.

5.3.2. Gid tri tiéu khién

Gi4 tri tiéu khién 12 loi ich giai tri, cam xtic va
trai nghiém tich cuc ctia nguoi tiéu dung (vui vé,
dé chiu, thu gian, ph?in khich, thich thf, hao hung,
to mo,...) ma nguoi tiéu dung cé dugc khi mua
sam qua LC. T d6, nguoi tiéu dung duoc hinh
thanh nhén dinh dung dén, 16 rang va cam xuc
tich cuc ddi v6i san phdm va ngudi ban.

Dé giup nguoi tiéu dung hiéu rd hon vé san
pham va nguoi ban, dong thoi ¢6 trai nghiém tot
trong phién LC, thay vi chi don thuan tu van cho
nguoi tiéu dung thi ngudi phat LC nén sang tao
cac hoat dong thu vi va mang tinh gidi tri lién
quan dén san phim. Cu thé, trinh dién san pham,
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moi nhan vat dang ndi tiéng va c¢6 uy tin trong
linh vyc ma khach hang quan tdm dé sir dung va
chia sé lai trai nghiém tai phién phat truc tiép cho
ngudi tiéu ding biét. Piéu nay, trude tién, thu hit
khach hang tham gia phién phat tryc tiép mot
cach nhanh chong; dong thoi, khiang dinh uy tin,
tang cao d9 tin cdy, giup nguoi tiéu dung c6 nhan
dinh rd rang hon vé san pham, cho khach hang
cam gidc an tam, thuc déy ho khao khat c6 duoc
san pham.

Bén canh d6, nha quan tri nén sang tao cac tro
choi nhan qua that; cach trinh bay san pham sang
tao, hap dan va sinh dong nhung van bao dam chi
tiét va tinh minh bach vé thong tin san phim
nham thu hit ngudi xem quan tam theo ddi, tham
gia twong tac qua LC, khién ho cam thay phin
khoi, hao htng khi chién thing phan qua va cam
thdy vui vé. Vi vy, nguoi tiéu ding tiép tuc mua
saim qua LC khi nhan thiy day la kénh uy tin,
dang tin cdy va mang dén cho ho nhiing trai
nghiém tich cuc. Hon niia, dé tranh nham chén va
duy tri theo ddi & nguoi tiéu dung, nguoi truyén
phat nén thuc hién kich ban LC mang tinh giai tri,
méi la hodc kich tinh dé gay su thu hat, to0 mo
nham tao cam xuc tich cuc va dan dén sy tuong
tac cuia nguoi tiéu dung.

5.3.3. Gid tri biéu tuwong

Gia tri biéu tuong co tac dong manh me va lién
tuc dén niém tin va sy gin két cho nguoi tiéu
diung d6i véi nguoi ban thong qua san pham;
khién cho nguoi tiéu ding cam thdy duoc dong
tinh, thiu hiéu, dugc cong nhan, nhan duoc gia tri
x4 hoi tir ngudi ban va cong dong.

Ngudi truyén phat cha y cach tra 10i, thai do,
xtr 1y tinh hudng khéo 1éo, k& chuyén c4 nhan,
chia sé quan diém vé cudc song, thé hién nhing
duc tinh tét dep,... dé nguoi tiéu dung nhan thiy
nguoi ban c6 nhitng dic diém gidng minh, tir d6
tang su két ndi trong méi quan hé va tin tudng
nguoi ban.

Nguoi ban can dau tu tich cuc cho cac dic
diém nhu ngoai hinh, tinh cach, thai d, tai nang,
k¥ ning giao tiép, 161 noi,... thé hién dia vi xa hoi;
hinh thanh méi quan hé xa hoi 4o; do d6, nguoi
tiéu dung nhan thiy ngudi ban dang ngudng mo,
¢6 stc hat, dang tin cdy, c6 kha nang tu van duoc
san pham dap tmg so thich ctia ho, khao khat duoc
gidng v6i dic diém cua nguoi ban; tir do, nguoi
xem cam thay ho 1a nguoi tiéu dung thong minh
khi chon dugc trang LC va san pham phu hop.

DPdng thoi, ngudi phat truc tiép nén dua ra 1oi
khuyén theo mdi quan tAm cta ngudi tiéu ding vé
san pham hoic cac khia canh trong doi sng; sang
tao ndi dung cho budi truyén phat, biéu dién mot
cach thu hat (dién kich, pha tro hai hudc, ca hat,
nhay mua, ding thir san pham, tro choi...), chia
sé cam x(ic va quan niém vé cudc song, cong viéc
v6i nguodi xem. Vi vay, hinh thanh sy gin két
trong nhén thirc va cam xuc giita nguoi tiéu dung
va ngudi truyén phat; méi quan hé xa hoi o duoc
hinh thanh, tao ra cam giac than mat, dé& chiu voi
nguoi truyén phat. Viéc nguoi ban thé hién dic
diém ctia minh can phai phu hop véi dic diém coa
khach hang muc tiéu va phu hop véi dinh vi
thuong hiéu dé hiéu qua trong viéc hinh thanh
nhén thire va thai dd ¢ nguoi ti€u dung.

Dé nguoi tiéu dung ghi nhd nguoi ban va cam
giac dugc quan tam, 1a mot thanh vién than thudc
trong cong dong cia trang LC, ngudi ban can thu
thap va phan tich nhitng nhan xét ciia ngudoi ti€u
dung, ghi nhé va nhén ra so thich cua nguoi tiéu
dung, goi t€n va cam on nguoi ti€u dung da tham
gia budi truyén phat, phong cach giao tiép than
thién va gan gili, tu van dugc san phdm phu hop
s& khién nguoi tiéu ding c6 an tuong tot, tin
tuong, gan giii va gin két voi trang LC cta nguoi
ban; ngoai ra, nguoi ban co thé nhd ngudi tiéu
dung nhan xét va binh chon cho san phim, qua
tang cho tuong lai gan.

Gié tri cam nhan c6 anh hudng dén ¥ dinh tiép
tuc sir dung LC dé mua sim ctia nguoi tidu ding,
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va thai do dong mdt vai tro quan trong trong viéc
xay dung lién két giita gi4 tri cam nhédn va y dinh
duy tri viéc mua sdm qua LC. Noi cach khac, thai
d6 duoc coi 1a mot thanh phan can thiét dé nha
quan tri tao ra gia tri cam nhan cho nguoi tiéu
dung, dan dén y dinh tiép tuc mua sdm qua LC.
Do d6, nhitng ngudi quan 1y can danh sy quan
tam dic biét dén hiéu qua cua chién luoc xay
dung gia tri cam nhan va thai d6 cho nguoi tiéu
ding d6i véi viéc mua sim qua LC.

Diéu quan trong hon c4, nha quan tri khong chi
quan tam dén gia tri cdm nhan va thai d6 mot cach
tong thé ma con phai danh gia thong qua cac
thanh phan trong mdi bién. Cu thé, ba thanh phan
clia gia tri cam nhén: tién ich, tiéu khién va biéu
tuong; hai thanh phan cua thai do: thai do nhan
thirc va thai d6 cam xuc. Dya trén thang do cia
gia tri cdm nhan va thai do, nha quan tri c6 thé
danh gia phan tmg ciia nguoi tiéu dung vé nhiing
gi4 tri ma ho cam nhdn dugc khi mua sim qua LC
(vi du, mua sam qua LC that tién loi, c6 tinh giai
tri va khién toi cam thay minh 1 nguoi tiéu ding
thong minh); phan Gng nhén thirc cua nguoi tiéu
dung khi ho suy nghi vé viéc xem LC dé mua sim
(vi du, mua sim qua LC la lya chon ding dén,
hop 1) ciing nhu cam xtc ma ho trai qua déi véi
LC (vi du, mua sdm qua LC mang lai sy vui vé,
thich thu); tor do, danh gia dugc muc do thanh
cong cua hinh thirc LC.

5.4. Han ché va hwéng nghién ciru

Nghién ctru ndy ¢ nhiing han ché nhit dinh.
Trudc tién, nghién ctru khong nhim viao mot
thuong hiéu cu thé nao. Viéc chon mot thuong
hiéu hoic m& rong cac thwong hiéu trong mau
nghién ctru s& 1am gia tang tinh tong quat cua két
qua nghién ciru. Thir hai, trong bdi canh LC,
nghién ctru chua xem xét tac dong gian tiép cua
c4c thanh phan trong gié tri cam nhan dén hanh vi
(¥ dinh tiép tuc sir dung LC dé mua sim). Cudi
cling, trong bdi canh LC, cac nghién ctru twong lai
c6 thé xem xét tac dong gian tiép cua cac thanh

phan trong gia tri cam nhan dén hanh vi (y dinh
tiép tuc str dung LC dé mua sdm) dé c6 thé mang
lai hiéu biét sdu hon vé co ché lién két gia tri - thai
do - hanh vi. ¢
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Summary

The aim of this study is to contribute to the
relationship between perceived value and attitude
on continuance intention to use Live - streaming
commcerce of consumer in Khanh Hoa province.
Drawing on the value - attitude - behavior theory,
the research discusses the relationship between
perceived value (utilitarian value, hedonic value
and symbolic value), attitude (cognitive and
affective aspects), and behavior (continuance
intention using live-streaming commcerce). To
test the proposed hypotheses, this study used par-
tial least square structural equation modeling
(PLS-SEM) with SmartPLS software version 4 on
a sample of 770 consumers in Khanh Hoa. The
testing results indicate that the proposed hypothe-
ses are supported by the data. Theoretically, this
study examines perceived value and attitude as
multi-dimensional variables, and therefore, pro-
vides a deeper knowledge regarding the value -
attitudes - behavior relationship in the live-
streaming commcerce context. Practically, the
current research indicates the important roles of
perceived value and positive attitude in remaining
consumers’ continued use of live-streamed
commcerce.
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