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Tém tit: Hoat dong ban hang thong qua livestream trén TikTok dang tro thanh
mot hinh thire ban hang pho bién duoc nhiéu ca nhan va doanh nghiép tai Viét
Nam sir dung. Tuy nhién, anh hudng ciia hoat dong nay dén y dinh mua cia
khach hang van chwa dugc nghién ciru ddy du. Muc tiéu cta bai viét 1a nghién
cuu anh huong cua hoat dong livestream trén mang xa hdi TikTok dén y dinh
mua ctia khach hang. M6 hinh cau triic tuyén tinh dugc st dung dé phan tich
dir liu tir 424 khach hang. Két qua nghién ctru chi ra ring cac yéu té sy twong
tac, hinh anh truc quan, tinh giai tri va tinh chuyén nghiép co6 tac dong tich cuc
dén niém tin ctia khach hang. Bén canh d6, két qua ciing chi ra niém tin c6 anh
huéng toi y dinh mua ciia khach hang. Ngoai ra, méi quan hé giita niém tin va
¥ dinh mua cta khach hang bi diéu tiét boi sy quen thudc ddi véi san pham cia
khach hang. Day 1a mot phat hién moi trong cac nghién ctru lién quan dén hoat
dong livestream trén TikTok. Trén co s& nhitng phat hién nay, bai viét dé xudt
mot s6 kién nghi gop phan gitip nhirg chu thé thyc hién livestream ban hang ¢
thé thiic ddy y dinh mua hang cua khach hang.

Tir khéa: Livestream, Y dinh mua, Niém tin, Sy quen thudc ddi voi san pham

THE IMPACT OF SALES ACTIVITIES THROUGH TIKTOK
LIVESTREAM ON CUSTOMER'S PURCHASE INTENTION:
APPROACH FROM SOR MODEL

Abstract: Livestreams on TikTok are becoming a popular form of sales, used by
many individuals and businesses in Vietnam. However, the effect of this activity on
purchase intention has not been fully studied yet. This study aims to examine the
influence of livestream on TikTok on customers’ purchase intention. The structural
equation modeling was employed to analyze the data collected from 424 customers.
The results show that the factors of interaction, visualizations, entertainment, and

"' Tac gia lién h¢, Email: namnh@hvnh.edu.vn

Tap chi Quan Iy va Kinh té quoe té, s0 155 (03/2023) 1



professionalism have a positive impact on customer trust. The results also show that
trust affects customers’ purchase intentions. Additionally, the relationship between
customer trust and purchase intention is moderated by product familiarity. This is the
new contribution to the literature related to livestream activities on TikTok. Based on
these findings, some recommendations are proposed to help livestreamers promote
customer’s purchase intention.

Keywords: Livestream, Purchase Intention, Trust, Product Familiarity

1. Gi6i thi¢u

Tinh dén thang 01/2022, Viét Nam c6 76,95 triéu nguoi ding mang xi hoi.
Trong s6 nhiing ngudi dang sir dung mang xa hoi ¢ 75,6% sir dung TikTok (We
are Social, 2022). Bao cdo cua iPrice (2019) cho thiy bén san thwong mai dién tir
hang ddu ma nguoi mua str dung nhiéu nhét tai Viét Nam 1a Shopee, Tiki, Lazada
va Sendo. Cac hoat dong livestream trén cac san thuong mai dién tir nay ngay cang
phé bién va mang lai hiéu qua ban hang cao.

Hién nay, TikTok Shop da dat dugc nhitng con sé vo cting 4n tuong ma nhiing
san thuong mai dién tir khac phai mét nhiéu nim méi xay dung dugc. Trung binh
mdi ngay TikTok Shop dat mirc doanh thu 56,6 ty dong va 434.000 san pham duoc
ban ra v6i gia tri trung binh mdi san phdm 1 130.000 dong (Metric, 2023). Sy khac
biét gitra TikTok va cac nén tang mang xa hdi khac do 1a dua vao cac thuat toan dé
xéac dinh xu huéng cta ngudi dung, tir d6 hién thi nhitng thong tin lién quan dén san
pham ma khach hang dang quan tim. Vi vay, khach hang sé& thuong xuyén duogc goi
¥ vé céc video co lién quan dén san pham va dé bi thu hit boi cac video do.

Livestream ban hang trén mang xa hdi TikTok dang 1a mdt xu hudng phat
trién manh mé ¢ Viét Nam. Cac nghién ctru di chi ra rang hoat dong ban hang
qua livestream co tac dong tich cuc dén y dinh mua cua khach hang. Tuy nhién,
con thiéu cac nghién ctru vé anh hudng ctia hoat dong livestream trén TikTok dén
¥ dinh mua cta khich hang. Viéc tim hiéu hanh vi mua hang qua TikTok 1a rat
quan trong, gop phan giai thich hanh vi ca khach hang. Pong thoi 1 co so dé dé
xuat cac khuyén nghi giup cho nhitng ngudi ban hang thong qua livestream qua
TikTok nang cao hiéu qua ban hang. Nhan thire dugc sy can thiét do, tac gia da
sir dung mo hinh cdu tric tuyén tinh (SEM) dé phéan tich mdi quan hé cta hoat
dong livestream trén mang xa hdi TikTok vo1 y dinh mua cua 424 khach hang &
Viét Nam.

Céc ndi dung tiép theo ctia bai viét duoc cdu tric nhu sau. Phan 2 trinh bay co
so 1y thuyét va tong quan nghién ctru. Phan 3 dé xuit mé hinh va gia thuyét nghién
ctru. Phan 4 mo ta phuong phap nghién ctru. Phan 5 mé ta cac két qua nghién ciru.
Phén 6 va 7 13 thao luan két qua va két luan nghién cuu.
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2. Co s6 1y thuyét va tong quan tinh hinh nghién ctru
2.1 Co s6 Iy thuyét
2.1.1 Mo hinh SOR (Stimulus - Organism - Response)

Woodworth (1929) giéi thiéu mé hinh SOR trén co s6 1y thuyét vé su phan tng
d6i voi cac tac nhan kich thich. Sau d6, Jacoby (2002) di stra d6i mo hinh bang cach
két hop cac yéu td giita tic nhan kich thich va phan tng.

M5 hinh SOR cho rang “kich thich” (stimulus) 14 yéu t6 moi tmémg khoi day
cac trang thai bén trong co thé (Song & cong sy, 2021). “Chii thé” (organism) dé
cap dén céc trang thai vé tinh cam va nhan thirc cta con ngudi, ddy 1a yéu tb trung
gian chiu anh hudng cua tac nhan kich thich. Trang thai tinh cam dé cap dén phan
g cam xtic ctia cac ca nhan ddi véi mot kich thich dén tir moi trudng, trong khi
trang thai nhan thirc gin lién véi tinh than khi d6i mat voi kich thich. Trong mé
hinh SOR, “phan tmg” (response) dugc dinh nghia la hanh vi cia con nguoi dua
trén trang thai cam xdc va nhan thire. Ba loai hanh vi chinh cia nguoi tiéu dung
goém ¥ dinh mua hang, ¥ dinh mua hang khong cé trong ké hoach va y dinh quay
lai mua hang. Cac nghién ctru gan ddy da str dung mé hinh SOR dé kiém tra hanh
vi mua hang tryc tuyén ctia nguoi tiéu ding trong thuong mai dién tir, chang han
nhu ¥ dinh mua lai truc tuyén, ¥ dinh mua (Liu & cong sy, 2018) va ¥ dinh mua bdc
ddng (Zhu & cong su, 2020). Cac nghién ctru nay di khang dinh méi quan hé hop
1y trong mo6 hinh SOR.

2.1.2 Thuong mai dién tu thong qua kénh livestream (Live-Streaming Commerce)

V6i sy phat trién nhanh chong cta cong nghé truyén thong di dong, cac hoat
dong thuong mai phat truc tiép (livestream) duoc hd trg bai cong nghé Web 3.0,
cho phép twong tac da chiéu trong thoi gian thuc (Mou & Benyoucef, 2021). Tinh
tuong tac dugc cai thién dang ké trong thuong mai phat truc tiép (Xue & cong su,
2020; Kang & cong su, 2021). Ngoai ra, trong livestream cac hinh anh truc quan
(Wongkitrungrueng & Assarut, 2020), sy gidi tri (Wongkitrungrueng & Assarut,
2020; Wei & cong su, 2021) va tinh chuyen nghiép (Liu & cdng su, 2020) da dugc
cai thién rat nhiéu. Khi xem phat truc tiép, ngudi tiéu dung co thé tuong tac voi
ngudi phat truc tiép nhu bdc tham giai thudng, san phiéu mua hang tién mit.

2.1.3 Niém tin ciia nguoi tiéu ding/khdch hang (Trust)

Niém tin la khai niém da chiéu bao gém cac khia canh nhan thirc va tinh cam.
Niém tin duoc dinh nghia Ia viéc hoan toan tin ring bén dbi tac trong trao d6i sé cu
xtr phu hop véi dao dtrc, xa hdi va s€ khong c6 nhiing hanh vi co hdi (Morgan &
cong su, 1996).

Niém tin tryc tuyén lién quan dén nhan thirc ciia nguoi tiéu ding vé chét lugng
clia trang web trong viéc cung cp thong tin trung thyc va dap ing mong doi, nhan
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thirc ctia ngudi ding vé cong ty va an tuong vé trang web. Niém tin cta ngudi tiéu
dung vao thwong mai ngoai tuyén/truc tuyén lién quan dén niém tin vao mot sé thuc
thé nhu: cong ty, dai Iy (nguoi ban, nhan vién ban hang, trang web, quan tri vién
mang xa hoi), san phém va thi truong/kénh (thuc té, Internet). Niém tin c6 thé duoc
tang 1én nho sy dé mén ctia nguoi ban va sy twong dong trong nhan thirc (chung s
thich, dic diém nhan khau hoc va tinh cach) ma ngudi mua nhan théy vé nguoi ban
(Ziegler & Golbeck, 2007).

2.1.4 Y dinh mua hang

Y dinh 12 nhan t6 ding dé danh gia kha ning xay ra hanh vi trong twong lai. Theo
Ajzen (1991), y dinh mua duoc xem 1a yéu td dong co c6 anh huong dén hanh vi
ctia mdi ca nhan, cac yéu td ndy cho thdy mirc do sin sang hodc nd luc cia mdi ca
nhan s& bo ra dé thuc hién hanh vi. Khi con ngudi c6 y dinh hanh vi manh mé hon,
ho s€ c6 khuynh hudéng thuc hién hanh vi cao hon. Y dinh mua 14 dai dién ctia mit
nhan thac vé sy sén sang thuc hién mot hanh vi mua va la cong cu chinh xac nhét
dé du bao vé hanh vi mua thuc té. Pay 1a nhan t6 dung dé danh gia kha nang thuc
hién mot hanh vi trong tuong lai (Blackwell & Miniard, 2001). Vi vay, nghién ctru
vé y dinh mua c6 ¥ nghia thyc tién rat 16n d6i voi hanh vi mua trong thuc té.

2.2 Tong quan nghién civu vé tic dong ciia livestream dén y dinh mua hing

Trén thé gi6i, dd co mot sd nghién ciu vé& ¥ dinh mua hang livestream trén
TikTok. Cu thé, nghién cuou ctia Hua & Chiu (2022) thyc hién phan tich y dinh
mua hang ctia gi6i tré Trung Qudc trén tinh ning phét truc tiép trén TikTok. Két
qua nghién ctru ndy xac dinh rang nguoi ding cam nhan dugc tinh dé st dung, tinh
hitu ich dugc cdm nhén, dong luc dé sir dung theo nghi thirc va sir dung cong cu c6
lién quan déang ké dén ¥ dinh mua hang cta ho thong qua livestream. Hay nghién
ctru cia Lin & Nuangjamnong (2022) da kham pha vai tro ciia nhitng nguoi ¢6 anh
hudng va mirc d twong tac ctia khach hang ddi véi ¥ dinh mua hang livestream trén
TikTok. Nghién ctru nay chi ra yéu t6 anh huéng dén su gin két cua khach hang
chinh 14 niém tin ctia khach hang, tir 46 anh huéng dén ¥ dinh mua hang livestream
trén TikTok. Ahmadi & Hudrasyah (2022) nghién ctru cac yéu té anh huong dén y
dinh mua sim livestream trén TikTok. Ngoai ra, nghién ciru Li & Kang (2020) da
phan tich hanh vi mua sim cta nguoi ding trung nién trén nén tang phat truc tiép
TikTok.

Tai Viét Nam c6 mot s it nghién cuu vé tac dong cua livestram dén y dinh
mua sim cta khach hang. Ching han, nghién ctru vé anh hudng cua livestream
dén y dinh mua sim ctia khach hang d6i v6i san pham thoi trang ndi dia Viét Nam
(Nguyén & Tang, 2021), nghién ctru cac yéu t6 anh hudong dén quyét dinh mua san
pham thoi trang thong qua livestream ctia sinh vién (Tran & cong su, 2021), nghién
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ctru hanh vi mua quan 4o qua livestream trén nén tang mang x3 hoi ctia ngudi tiéu
dung tai Thanh phd H6 Chi Minh (Lé & cong su, 2021).

Mic du c6 mot sb nghién ctu vé tac dong cua livestream dén y dinh mua hang
nhung chua c6 nghién ciru ndo vé tac dong cua livestream trén TikTok dén y dinh
mua hang cua khach hang tai Viét Nam. Vi vay, day 1a mot hudng nghién ctru mai.

3. M6 hinh va gia thuyét nghién ciru

Trén co so khung 1y thuyét SOR, tac gia cho rang trong hoat dong livestream,
céc yéu t6 kich thich khach hang (Stimulus) bao gdom tinh twong tac, hinh anh,
tinh giai tri, tinh chuyén nghiép. Nhitng yéu té nay s& tac dong vao thuc thé khach
hang (Organism), cu thé 1a niém tin khach hang. Tir d6 s& dan t6i nhitng phan tng
(Response) cu thé ctia khach hang, trong trudng hop livestream trén TikTok thi dé
1a y dinh mua ctia khach hang. Vi vy mé hinh nghién ctru dé xuét dugc dua ra nhur
0 Hinh 1.

Su tuong téc Su quen thuge

' Hi1+ doi v6i san pham

Hinh anh H2+ H6

tryc quan —

Niém tin cua j ers
H3+ khach hang 5+ inh mua
Tinh giai tri o
Tinh
chuyén nghiép

Hinh 1. M6 hinh nghién ctru dé xuit

Nguon: Pé xuat cua tac gid

Tuong tac voi khach hang dong vai tro quan trong khi cac chu thé kinh doanh
trén mang xa hoi thong qua hinh thirc livestream. Tuong tac thé hién qua cuong do
va mirc d6 phong phu cua su twong tac xay ra trong qua trinh giao tiép gitta ngudi
ban va khach hang (Kang & cong su, 2021). Trong thuong mai phét truc tiép, nguoi
tiéu dung co6 thé tuong tac voi ngudi phat truc tiép va nhitng ngudi tiéu dung khac
ngay tai thoi diém d6. Xue & cong su (2020) da chi ra rang tinh tuong tac co tac
dong dén trang thai nhan thiic va cam xitic clia nguoi tidu ding trong thuong mai
trén cac nén tang mang xa hoi. Vi vay, gia thuyét sau duoc dé xuat:

HI: Twong tdc c6 tic dong tich cuc dén niém tin khdch hang.

Hinh anh tryc quan 13 mot trong nhitng yéu t6 quan trong nhit ma nhd d6 con
ngudi c6 duoc thong tin. Ngay nay, cic hinh anh truc quan c6 loi thé vé téc do
truyén tai nhanh véi dung lugng 16n. Khi phét truc tiép, nguoi phat c6 thé gidi thiéu
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hinh anh vé san pham theo nhiéu cach thirc khac nhau bao gém ca viéc thir quan
40 truc tiép (Xue & cong su, 2020). Nhitng hinh anh truc quan nay giup ngudi tiéu
dung c6 thé xem thong tin chi tiét cia san pham va tham chi cam thay rang ho dang
hién dién tai d6 (Wongkitrungrueng & Assarut, 2020). Cac hinh anh tryc quan cang
16 rang, chi tiét lam cho nguoi tiéu dung cang co nhiéu niém tin vé tinh chan thyc
ctia san pham. Vi vay, gia thuyét sau duoc dé xuét:

H2: Hinh anh truc quan (visualization) co tac dong tich cuc dén niém tin
khdach hang.

Tinh gidi tri 1a trang thai cam xtc cua khach hang khi ho c6 nhiing trai nghiém
vui vé, thu vi hodc dé chiu (Wongkitrungrueng & Assarut, 2020). Cac nghién ciru
trudc day da chi ra rang giai tri c6 anh huong dén niém tin thuong hi¢u trén mang
x3 hoi (Zhang & cong su, 2022). Trong phat song truc tiép, ngudi ban to chire rat
tham tring thuong, ting voucher mua hang tién mit va chay chuong trinh giam gia
chép nhoédng theo dot gidi han cling thu hit dugc nguoi tiéu dung (Xue & cong
su, 2020). Cam giac mua duoc hang gia ré s& kich thich khach hang mua sim truc
tuyén (Wongkitrungrueng & Assarut, 2020). Tai nhitng budi phat truc tiép, khi xem
nhiing ngudi phat trinh dién quéan 4o khién ngudi xem cam thay tha vi va khién cho
ho cam nhan nhu dang xem mot budi trinh dién thoi trang thuc té. Tir cam nhan thyc
té nay c6 thé dan dén niém tin cua khach hang ddi v6i san pham va thuong hiéu s&
tang 1én. Do d6, gia thuyét sau dugc dé xuat:

H3: Tinh gidi tri ¢6 tac dng tich cyee dén niém tin khach hang.

Tinh chuyén nghiép ctia ngudi ban truc tuyén thé hién ¢ mirc d6 ma mot ngudi
phat truc tiép c6 thé cung cap kién thirc hodc kinh nghiém mét cach chinh xéc va
hiéu qua. Biswas & cong su (2006) di phat hién ra rang cic chuyén gia tham gia
vao livestream sé& c6 tdc dong manh mé dén viée giam rui ro nhéan thirc ciia nguoi
tiéu dung ddi voi cac san phdm dinh hudng cong nghé cao. Vi vy, khi c6 hinh anh
ctia cac chuyén gia vé san pham trong khi phat truc tiép s& lam khach hang tin tudong
hon ddi v6i san pham. Nhimng hinh anh duoc phéat chuyén nghiép c6 thé cung cp
cho nguoi tiéu dung thong tin phong pha va déng tin cdy, diéu nay co thé khién ho
ddng cam v6i nguoi phat truc tiép, tir d6 nang cao sy tin cay ddi voi ngudi xem (Liu
& cong su, 2020). Vi vay, gid thuyét sau duge dé xuit:

H4: Tinh chuyén nghiép c6 tac dong tich cuc dén niém tin khdach hang.

Trong thuong mai dién tir (e-commerce), su khac biét vé thoi gian va khong gian
giita ngudi ban va ngudi mua dan dén viée thiéu twong tac truc tiép giira khach hang
va nguoi ban/san pham, diéu nay khién cho su thiéu tin tudng tré thanh Iy do chinh
dang sau viéc ngudi tiéu dung mién cudng mua hang truc tuyén (Wongkitrungrueng
& Assarut, 2020). Trong thuong mai xa hdi, truyén thong tac dong tich cuc dén
1ong tin ctia ngudi tiéu dung va niém tin c6 mdi twong quan chit ché véi hanh vi
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ctia ngudi tiéu dung (Mou & Benyoucef, 2021). Trong phat truc tiép, niém tin tac
dong tich cuc dén y dinh mua hang (Wongkitrungrueng & Assarut, 2020). Vi vy,
gia thuyét sau duoc dé xuit:

HS5: Niém tin khdch hang cé tac dong tich cwe dén ¥ dinh mua hang trong
livestream trén TikTok.

Soderlund (2002) cho rang nhimng khach hang quen thudc véi mot san pham nio
d6 1a nhitg ngudi ludén c¢6 nhimg danh gia khit khe khi danh gia trai nghiém moi
ctia ho ddi v6i nhitng san pham khac. Morgan & cong sur (1996) cho rang nhiing
nguoi tiéu dung c6 kinh nghiém s€ danh gia chinh xac hon khi so sanh nhitng gi ho
nhan dugc véi nhitng ky vong ban diu cia ho vé mét san pham. Sy chinh xac nay
tao ra su tin twong 16n hon cta ngudi tidu dung ddi v6i san pham. Tuong tu, Chiou
& cong su (2002) thdy rang mirc do ciia moi quan hé giita niém tin va ¥ dinh mua
hang s& tuy thudc vao mirc do quen thudc cua nguoi tiéu dung ddi voi san pham.
C6 thé thay, sy quen thudc dbi voi san pham duge coi 1a mot nhan té diéu tiét cua
moi quan hé gitra niém tin va y dinh mua. Trong bdi canh mua hang truc tuyén, khi
nguoi tiéu dung da co niém tin d6i véi san phém, néu ho quen thudc hon dbi voi
san phém dugc gidi thiéu thi y dinh mua cua ho co thé s& manh m& hon. Tt 1ap luan
nay, gia thuyét sau dugc dé xuat:

H6: Su quen thuoc doi voi san pham diéu tiét moi quan hé giita niém tin va y
dinh mua hang.

4. Phuwong phap nghién ciru

Bai viét st dung phuong phap nghién ctru dinh luong. Cu thé, phuong phap
khao sat duoc thuc hién thong qua bang hoi, dit liéu dugc phan tich bang phan mém
SEM (AMOS). Tir tong quan nghién ctru, tac gia xay dung mé hinh nghién ctru du
kién. Sau d6 hinh thanh bang hoi. Trude khi dugc giri di chinh thirc, bang hoi nay
da duoc giri di cho 35 tiéu ding c6 trai nghiém mua sam tryc tiép dé xac minh tinh
hop 1y cta cdu tric bang cdu hoi va muc do 1 rang cua timg cau hoi. Sau do tac gia
tién hanh diéu chinh bang hoi dé dam bao nhimng nguoi duge hoi déu hiéu rd ting
ndi dung bang hai.

4.1 Thu thap dir li¢u

Tac gia thuc hién thu thap dir liéu thong quan khao sat truc myén tai Viét Nam.
Cau hoi dau tién dugc thiét ké dé xac dinh nguoi tra 101, bao gom “Ban c6 du 18 tudi
khong?” va “Ban di timg mua san pham nao trén budi livestream ban hang phat truc
tiép trén TikTok chwa?”. Néu cu tra 10i 1a khong, thi bang hoi s& két thuc va nguoi
tra 101 1a khong phu hop vé6i khao sat. Ngoai ra, néu thoi gian ctia nguoi tra 161 danh
tra 101 cau hoi chua day nira phut, bang cau hoi ctia ho dugc xép vao loai khong hop
1¢ dé dam bao réng ho tra 161 cau hoi mét cach trung thuc va nghiém tac. Trude khi
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hoi cac cau hoi lién quan dén livestream, tac gia cling di luu y nguoi tra 10 1 tit ca
cac cau hoi lién quan dén livestream déu gin voi nén tang TikTok. Dir liéu dugc thu
thap tir ngay 12/01/2023 dén ngay 12/02/2023. Bang hoi online duoc giri ngau nhién
thong qua céc trang mang xa hdi Zalo, Facebook, TikTok cua tac gia.

Kich thudc mau dugc xac dinh theo quy tic ctia Hair & cong sy (2014). Theo
d6, ¢& mau toi thiéu phai dat 1a 300 quan sat cho mo hinh c¢6 sé cu tric tiém an tir
5 nhan t6 tré 1én dé phu hop cho phén tich cu tric tuyén tinh. Sau khi thuc hién
khéo sat thu thap téng cong 491 cau trd 101, voi 424 cau trd 101 hop 1€, 67 cau tra
101 khong hop 18. Theo Hair & cong sy (2014), ¢& miu nay dat yéu cau cho phan
tich dir liéu.

4.2 Phwong phap phdan tich dir liéu

Tac gia tién hanh cac budc phan tich dir liéu bao gdm: phan tich thong ké mo ta,
danh gia do tin cay thang do voi Cronbach’s Alpha, phan tich nhan t6 kham pha (EFA)
trén phan mém SPSS. Tiép theo, phan tich nhan t6 khang dinh (CFA), kiém dinh gia
tr1 hoi tu va phan bi¢t cac thang do dugc thuc hi¢n trén phén mém AMOS. Mb hinh
phuong trinh ciu trac dua trén hiép phuong sai (CB-SEM) duoc str dung dé phan tich.

4.3 Thang do

Cac thang do dugc str dung trong nghién ctru nay da dugc diéu chinh duya trén
danh gia c6 hé théng vé cac cong trinh khoa hoc tir tong quan nghién ciru va duoc
diéu chinh dé phu hop vdi bdi canh thuong mai phét tric tiép hién nay. Két qua cac
thang do dugc thé hién nhu trong Bang 1. Tat ca dugc do bang thang do Likert 5
diém tir “1 - R4t khong dong ¥ dén “5 - R4t dong y”.

Bang 1. Thang do

Thang do M3 bién Phat biéu Ngudn
Tuong IN1 Nguoi ban hang trén livestream rat vui vé giao Xue & cong su
tac (IN) luu véi nguoi xem. (2020)

IN2  Ngudi ban hang trén livestream tich cuc tra 101
cau hoi cua nguoi xem.
IN3  Nguoi ban hang trén livestream kip thoi tra 161
cac cau hoi va y€u cau clia nguoi xem.
IN4  Nguoi ban hang trén livestream cung cap thong
tin lién quan cho thac mac cua nguoi xem.
Hinh anh VIl Ban hang truc tiép trén livestream gitp toi hiéu Dong & Wang
truc quan vé cach st dung san pham. (2018)
(VI) VI2  Bén hang tryc tiép trén livestream gitp t6i biét
cac dac tinh cua san pham.
VI3 Béan hang tryc tiép trén livestream da gitp toi
hinh dung ra céc san pham ¢ ngoai doi thuc.
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Bang 1. Thang do (¢iép theo)

Thang do Mi bién Phat biéu Nguon
Giai tri ENT1 Té6i cam thiy xem ban hang tryc tiép trén  Chen & Lin
(ENT) livestream thu vi. (2018)
ENT2  Xem ban hang tryc tiép trén livestream giup toi
thu gian.

ENT3  Xem bén hang truc tiép trén livestream di mang
lai cho t6i ni€m vui.

Tinh PDI1  Ngudiban hang truc tlep trén livestream la ngudi  Ohanian (1990)
chuyén hiéu 1 vé cac san pham.

nghigp PD2  Nguoi ban hang truc tiép trén livestream ¢6

(PD) nhiéu kinh nghiém trong cac san pham ho ban.

PD3 Ngum ban hang truc tiép trén livestream rat am
hiéu vé cac san phim ho ban.

Niém CT1  Téi tin vao thong tin ma nhitng ngudi phat truc  Sun & cong su
tin cia tiép cung cap thong qua livestream. (2019)
kl‘léCh CT2 Téi tin ring nhitng nguoi ban hang trong

hang livestream la dang tin cay.

(CD)

CT3  T6i khong nghi ring ngudi ban hang trong
livestream s€ 191 dung toi.

CT4  Téi tin tuong rang san pham t6i nhan duoc s&
giong nhu san pham hién thi trong livestream.

Y dinh PI1 T6i dy dinh mua san pham tir nguoi ban trén  Chen & cong
mua hang livestream nay. su (2017)
(PD) PI2 T6i du doan rang toi s& mua san pham tir nguoi

ban trén livestream nay.
PI3 Neéu c6 mot san pham ma t6i muon mua, trudc
tién to1 s€ mua tu nguoi ban trén livestream nay.

Su quen PFl  Dbi véi cac san pham dugc gi6i thiéu boi nhimg  Laroche &
thudc doi nguoi ban hang tryc tuyen toi thuong thay cong su (1996)
voi san quang céo vé cac san pham nay trong cudc song

pham cua minh.

(PF) PF2  Déi véi cac san pham duge giGi thiéu boi cac

ngu(‘yi ban hang truc tuyén, toi thuong thdy cac
chién dich ban hang va trung bay c6 lién quan
dén san pham nay trong cudc song ctia minh.

PF3  Toi thuong nghe moi nguoi noi vé nhing san
pham ma nhitng nguoi ban hang truc tuyén gidi
thi¢u.

PF4  T6i da quen thudc v6i cac san phdm ma ngudi
phat truc tiép gioi thiu.

PF5  T6i thudng mua cac san phdm ma toi biét r3.

Nguon: Tong hop cia tac gid
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5. Két qua nghién ctru

5.1 Thong ké mé td mdu nghién ciru

Théng ké mé ta mau nghién ctru dugc thé hién trong Bang 2. Trong sd tat ca cac
mau hop 1, nam chiém 40,33% (n = 171) va nit chiém 59,67% (n = 253). Hau hét
nhimg nguoi dugc hoi & d6 tudi tir 18 dén 35 (373 nguoi, chiém 87,97%) va hau
hét trinh dd hoc van 14 hoc dai hoc/cao déng (227 nguoi; 53,54%). Ty 1¢ nhan vién
vin phong 12 45,99%. Pdi voi tin suat mua sim qua phat truc tiép, ty 1& dép vién da
mua sim qua phat tryc tiép hon mot 1an mdi thang 1a 55,42%.

Bang 2. Thong ké mé ti miu (N=424)

Tiéu chi Pic diém Tansuit Ty 18 (%)
Gi6i tinh Nam 171 40,33
Nit 253 59,67
Do tudi Tir 18 dén 25 tudi 152 35,85
Tir 26 dén 35 tudi 221 52,12
Tir 36 dén 45 tudi 46 10,85
Trén 45 tudi 5 1,18
Trinh d6 hoc van Trung hoc phd thong/co s& 181 42,69
Pai hoc/Cao déng 227 53,54
Sau dai hoc 16 3,77
Nghé nghiép Sinh vién 116 27,36
Nhan vién van phong 195 45,99
Lao dong tu do 54 12,74
Khac 59 13,91
Thu nhap (triéu VND/thang)  Dudi 1 tri¢u 38 8,96
Tir 1 d&én 5 triéu 95 22,41
Tir 6 d&én 10 triéu 127 29,95
Tir 11 dén 20 tridu 134 31,6
Trén 20 triéu 30 7,08
Tan suat mua sim Hon 1 1an mdi thang 235 55,42
1-3 thang/lan 113 26,65
4-6 thang/lan 55 12,97
6 thang/lan 21 4,96

Nguon: Tong hop cia tac gid
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5.2 Kiém dinh dg tin cdy cua thang do voi Cronbach’s Alpha

Do tin cdy cua thang do dugc kiém dinh bang hé s6 Cronbach’s Alpha, két qua
cho thay tit ca gia tri Cronbach’s Alpha ctia cac thang do déu 16n hon 0,8 va chiing
t6 thang do dat gia tri tin cdy. Két qua cu thé duoc thé hién trong Bang 3.

Biang 3. Két qua kiém dinh Cronbach’s Alpha

Tén bién M3 bién Cronbach’s Alpha
Tuong tac IN 0,854
Hinh anh tryc quan VI 0,895
Giai tri ENT 0,885
Tinh chuyén nghiép PD 0,901
Niém tin CT 0,803
Y dinh mua PI 0,850
Su quen thudc d6i véi san pham PF 0,820

Nguon: Tinh todn ciia tdc gia
5.3 Phén tich nhén té kham phd
Két qua phan tich EFA lan thtr nhat cho thiy bién CT4 c6 hé sd tai < 0,5 nén
loai bién CT4. Tién hanh phan tich EFA lan 2, két qua cho thdy rang gia tri hé sd
KMO = 0,823 > 0,5 thé hién dit liéu 1a hoan toan phu hop dé phan tich nhan t5. Gia tri
Sig ctia kiém dinh Bartlett 14 0,000 < 0,05 chimg t6 cic bién quan sat tuong quan voi
nhau trong tong thé. Viéc phan tich EFA con cho thy gia tri hé s Eigenvalue = 1,123 > 1
va téng phuong sai trich dat 69,125% > 50%, cho thiy 6 nhom bién nay giai thich
69,125% su bién thién cta dir lidu.
5.4 Phan tich nhén té khdng dinh

Phan tich CFA v&i 6 nhan t6 va 19 bién quan sat nham danh gia chat luong bién
quan sat, khiang dinh cac cu tric nhan t6. Theo Hu & Bentler (1999), cic chi sd
Chi-square/df, CFI, RMSEA va PCLOSE phai thoa man ngudng chap nhan (Bang
4). Két qua phan tich cho thiy mé hinh dugc xem 1a pht hop va twong thich véi dir
liéu thi truong.

Bing 4. Két qua kiém dinh mirc d9 phut hg'p ciia md hinh céu tric
Chi-square/df  GFI CFI TLI RMSEA PCLOSE
Ngudng chip nhan <3 >0,9 =09 =09  <0,06 >0,05
Két qua mo hinh 2,345 0,926 0,960 0,950 0,056 0,092

Nguon: Tinh toan cua tac gida
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5.5 Két qud mé hinh cdu triic tuyén tinh
5.5.1 Két qua kiém dinh mé hinh nghién ciru

Phan mém AMOS 24 duoc sir dung dé kiém tra cac gia thuyét nghién ciru. Két
qua Béng 5 cho thiy cac gia thuyét déu duoc chap nhan do p-value > 0,05.
Bang 5. Két qua md hinh ciu tric tuyén tinh (SEM)

cflfasi’hl:lﬁgnnga Saisé chuAn Chisé P R® hi¢u chinh Két ludn
IN=CT 0,310 0,042 Hokx 0,442 Chap nhan
VI= CT 0,276 0,045 ok Chap nhan
ENT - CT 0,175 0,034 ok Chép nhan
PD = CT 0,164 0,043 ok Chap nhan
CT>PI 0,661 0,065 ok 0,368 Chap nhan

Nguon: Tinh toan cua tac gia

Két qua Bang 6 cho thiy Su tuong tac, Hinh anh tryc quan, Tinh giai tri, Tinh
chuyén nghiép déu c6 anh hudng tich cuc dén niém tin khach hang thong qua viéc
livestream ban hang trén kénh TikTok. Cubi cting, Niém tin khach hang c6 anh hudng
tich cyc dén ¥ dinh mua hang ctia khach hang trong cac livestream trén Tik Tok.
5.5.2 Két qud kiém dinh bién diéu tiét

Xét dén tac dong cua bién diéu tiét, tac gia da thuc hién danh gia tac dong cua
yéu t6 su quen thudc ddi voi san pham dén mdi quan hé gitra Niém tin khach hang
d6i v6i y dinh mua hang trong livestream trén Tik Tok. Dy doan rang vai tro diéu tiét
ton tai va sit dung mo hinh bién diéu tiét véi cac thanh phﬁn sau.

Bang 6. Cac thanh phin ciia mé hinh diéu tiét ciia bién PF
trong mdi quan hé tir CT dén PI

Y dinh mua hang PI Bién phu thude
Niém tin khach hang CT Bién doc l1ap
Su quen thudc d6i v6i san pham PF Bién diéu tiét

Nguon: Tinh todn cua tac gid

Két qua kiém dinh cho thiy p-value cta tich s6 CT*BF = 0,000 (< 0,05), do d6
tich s6 CT*BF dugc coi 1a c6 tac dong dang ké dén su thay doi gia tri ciia PI. Tir
d6, c6 thé két luan rang PF co vai tro diéu tiét mdi tac dong cua CT dén PI. Hé sb
tac dong chua chudn hoa cua tich s (BT*HBB) 12 0,172 > 0; vi viy, khi PF ting s&
lam ting su tac dong tir CT 1én PL. Phuong trinh bién thién gia tri ctia PI duoc trinh
bay nhu sau:

PI=3,398 + 0,194*CT + 0,073*PI + 0,172*CT*PI + ei.
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Bing 7. Tong hop két qua kiém dinh gia thuyét

Gia thuyét Noi dung Két qua

H1 Tuong tac c6 tic dong tich cuc dén niém tin khach hang.  Chép nhan

H2 Hinh anh tryc quan c6 tac dong tich cuc dén niém tin Chép nhan
khach hang.

H3 Tinh giai tri ¢6 tac dong tich cuc dén niém tin khach hang.  Chép nhan

H4 Tinh chuyén nghiép c6 tac dong tich cuc dén niém tin  Chip nhan
khach hang.

H5 Niém tin khach hang c6 tic dong tich cuc dén y dinh mua  Chép nhan

hang trong livestream trén TikTok.

H6 Su quen thugc dbi véi san pham diéu tiét mdi quan hé  Chap nhan
gilta niém tin va y dinh mua hang.

Nguén: Tong hop cua tac gid
6. Thao luan két qua nghién ctru

Thir nhdt, nghién ctru ghi nhan nhimg tac dong thuc ddy dén ¥ dinh mua hang
trong livestream trén Tik Tok tai Viét Nam. Két qua nay phan anh mot diéu tra thuc
nghiém phu hop véi két qua nghién ciru vé y dinh mua thong qua phat tryc tiép trén
TikTok cua Hua & Chiu (2022) va Li & Kang (2020).

Thit hai, trong phén tich y nghia cia mé hinh dé xuat, két qua chi ra sy twong tac
¢6 tac dong tryc tiép manh nhat dén niém tin khach hang véi chi s6 1 0,310 (p < 0,05)
chimg to rang kiém dinh c¢6 y nghia thong ké & mirc 5%. Diéu niy c6 nghia sy tuong
tac ciia ngudi ban trong cc phét truc tuyén co tac dong tich cuc dén niém tin cua
khach hang. Zhang & cong sur (2022) cling phat hién rang su twong tic ctia ngudi ban
trén livestream s& tic dong dén niém tin ctia khach hang xem truc tuyén.

Thir ba, chuyén nghiép hoa anh hudng truc tiép dén niém tin khach hang. Két
qua nay co thé duoc giai thich boi thuc té 13 chiing ta tin tudng vao 101 khuyén cia
cac chuyén gia hon nhitng nguoi binh thuong. Két qua nay phu hop véi phét hién
cua Jin & cong su (2020), theo d6 mirc d¢ chuyén nghiép hoa dugc chia sé boi ban
bé va tinh chuyén nghiép cua ngudi danh gia anh huéng tich cuc dén niém tin cua
nguoi tieu dung.

Thir tr, niém tin khach hang c6 tac dong 16n dén y dinh mua hang. Phat hién nay
pht hop véi cac nghién ciru trude day trong bdi canh thuong mai xa hoi. Chan &
Asni (2022) nhén thiy rang niém tin khach hang c6 tac dong tich cuc dén y dinh
mua hang truc tuyén. Két qua nay khang dinh ring nhitng ngudi ¢ su twong tac,
giai tri, chuyén nghi¢p, hinh anh tryc quan cao c6 thé dat duoc doanh thu cao hon.

Thir nam, sy quen thudc doi voi san pham dicu ti€t moi quan h¢ gitra niém tin
va y dinh mua hang. Diéu nay cho thay khach hang cang quen thudc véi san pham
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thi niém tin cta khach hang dén ¥ dinh mua hang truc tuyén trong livestream trén
TikTok cang tang 1én. Két qua nay 1a mot phat hién mai ctia bai nghién ctru, diéu
nay ching t6 rang nguoi ban hang trén livestream c6 thé ting ¥ dinh mua hang truc
tuyén tir viéc ting niém tin khach hang nhung néu khach hang quen thudc véi san
pham cang thap thi niém tin cta ho 1én ¥ dinh mua hang tryc tuyén cang thap.

7. Két ludn

Bai viét da gop phan dong gop vao su van dung khung 1y thuyét SOR dé giai
thich hanh vi khach hang trong mua sdm truc tuyén, cy thé 1a mua sim qua mang
xa hoi TikTok. Ngoai ra, nghién ctru nay gop phan chi ra tinh twong tac, hinh anh
tryc quan, tinh giai tri va chuyén nghiép hoa co tac dong dén niém tin va y dinh
mua hang cua khach hang théng qua livestream trén nén tang TikTok. Nghién
ctru chi ra rang twong tac c6 tac dong 16n nhat dén niém tin khach hang, tiép theo
1a hinh anh tryc quan, tinh giai tri va cubi cung 1a, tinh chuyén nghiép. Niém
tin khach hang c6 tac dong tich cuc dén y dinh mua hang trong livestream trén
TikTok. Su quen thudc dbi voi san pham diéu tiét mdi quan hé giita niém tin va
y dinh mua hang.

Tir goc do thyc tién, nghién ctru dé& xuat mot sé khuyén nghi gitip ngudi phat
tryc tiép c6 thé nang cao hiéu qua phat tryc tiép dé thu hit nhiéu khach hang hon.
Thir nhat, khuyén khich nguoi tiéu dung dit cdu hoi, tha icon cam xuc hay binh luan,
tra 10i cau hoi ctia ho kip thoi, tap trung vao cac van dé ma nguoi tidu ding quan tim
trong livestream. Thir hai, sit dung thiét bi chat luong cao dé tao video chat luong
cao cho phép khach hang xem va hinh dung san pham 16 rang hon. Thit ba, t6 chirc
céc hoat dong nhu bdc thim tring thuong, ban hang chép nhoang, moi nhitng ngudi
ban hang hai hudc 1am ngudi phat truc tiép va trinh dién tai ning cia minh dé ting
tinh gidi tri trong cac livestream trén TikTok. 7hur tu, cac thuong hi€u nén moi nhiing
ngudi phat truc tiép quen thudc voi thwong hiéu va san phim cia ho. Trude khi phat
truc tiép, ngudi phat nén tim hiéu chi tiét vé san pham va dung thir. Ngudi truyén
phét nén 1am noi bat tinh doc ddo clia san pham khi gidi thiéu san pham d6 dé nguoi
tiéu dung c6 thé nhanh chong nam bat duoc gia tri mua ctia san pham. Thir ndm, cung
cép, hién thi nhiéu thong tin da duoc ghi nhan, kiém chimg dé tao niém tin cho khach
hang. Tir d6, c6 thé nhanh chéng thu hat nguoi tiéu dung. Thir sdu, cac thong tin vé
san pham can duoc ngudi ban hang gidi thiu trén nhidu kénh khac nhau dé khach
hang c6 cam giac quen thudc ddi voi san pham, tir d6 s& thuc day ¥ dinh mua hang khi
nguoi ban hang gidi thiéu san pham théng qua livestream trén Tik Tok.

Bai viét nay c6 han ché 1a mai nghién ctu trén mang xa hoi TikTok, do do6 co
thé chua phan anh dugc hanh vi mua hang cta khach hang trén cic mang xa hoi
n6i chung. Cac nghién ctru sau nay c6 thé mé rong nghién ciru dbi véi cac nén tang
mang xa hdi khac.
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