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Tém tit: Bai viét nay nghién ctru cach thirc tic dong ciia hoat dong tiép thi truyén
thong xa hoi (SMMAS) dén su sian long tra gia cao hon (WTPPP) ciia ngudi tiéu dung,
trong d6 1am rd vai trd cta hinh anh thwong hiéu, chat lugng cam nhan va thai do dbi
voi thuong hi¢u trong quang cdo. Dt liéu nghién ctru dugc thu thap thong qua khao sat
online 540 ngudi dung phuong tién truyén théng xi hoi (SM) ¢ Viét Nam. Ky thuat
PLS-SEM duoc sir dung dé phén tich dir liéu v6i su hd trg ciia phan mém SmartPLS
3.3. Két qua nghién ctru di lam 13 vai trd cta hinh anh thuong hiéu, chét lugng cam
nhan va thai d véi thuong hiéu trong mdi quan hé gitta SMMASs va WTPPP ciia ngudi
tiéu ding. Két qua da gop phan lam rd thém co ché tic dong cia SMMAs dbi voi
WTPPP ciia nguoi dung SM & Viét Nam. Ddong thoi, nghién ciru ciing khuyén nghi
chuong trinh tiép thi trén SM ctia doanh nghiép phai ting hinh anh tich cuc cta thuong
hiéu ddi v&i ngudi tiéu dung, tao niém tin vé chat luong san pham/dich vu cua thuong
hiéu, dong thoi tao thai do tich cuc dbi voi ngudi xem nham ting WTPPP caa ho véi
thuong hiéu.

Tir khéa: Hoat dong tiép thi truyén thong xa hoi; Sy sin 10ng tra gid cao hon;
Hinh anh thuong hiéu; Chét lwong cam nhan; Thai d6 vdi thuong hiéu trong quang céo.

1. Pit van dé

Viét Nam nam trong nhém nhiing nuéc c6 ty 1é nguoi ding internet va truyén
thdng xa hoi (social media-SM) nhanh nhat thé gisi (Shewale, 2023). Vi nhiing tinh wu
viét cia SM, tiép thi truyén théng x4 hoi (social media marketing-SMM) duoc xem la
cong cu tiép thi pht hop voi nhiéu té chirc khéc nhau ca vé loai hinh va quy mé (Kaplan
& Haenlein, 2010). Cac thuong hiéu tién hanh cac hoat dong tiép thi truyén théng xa
hoi (Social media marketing activities - SMMAS) nham tao phan @ng tich cuc cua
khach hang ddi véi thuong hiéu, ca vé hanh vi va thai ¢, nhu gia tri cam nhan (Chen &
Lin, 2019), hai long (Chen & Lin, 2019), trung thanh thuong hi¢u (Ibrahim, Aljarah, &
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Sawaftah, 2021; Sohail, Hasan, & Sohail, 2020; Yazdanian, Ronagh, Laghaei, &
Mostafshar, 2019), y dinh mua hang (Choedon & Lee, 2020; Husnain & Toor, 2017;
Laksamana, 2018; Yadav & Rahman, 2017; Yazdanian va cong su, 2019),...

Tang mac san 10ng chi tra cho san pham/dich vu 1a mét trong nhitng muc tiéu
quan trong cua cac nha tiép thi. Mot sb tac gia nghién ciru truée nhu Godey va cong su
(2016), Khan, Yang, Shafi, va Yang (2019),...da chang minh SMMAs tac dong truc tiép
va gian tiép dén Willingness to Pay a Prenium Price (WTPPP). Tuy nhién, viéc chi tap
trung giai thich vai trd trung gian cua tai san thuwong hiéu trong mdi quan hé giita
SMMAs va WTPPP cua khach hang 1a mot han ché cua cac nghién ciru trude. Hinh anh
thwong hiéu dugc xem la ngudn quan trong cuia tai san thwong hiéu (Keller,
Parameswaran, & Jacob, 2011), ciing dugc chang minh 1a mot trong nhitng két qua
mong doi cua cac chuong trinh tiép thi (Bilgin, 2018; Cheung, Pires, & Rosenberger 111,
2019). Hinh anh thuong hiéu thé hién cac théng tin vé thuong hiéu trong bo nhd ngudi
tiéu dang, phan anh kién thirc cua ho vé thuong hiéu (Keller, 1993). Kién thirc d6 anh
hudng dén phan (ng cua ho vé gia ddi véi san pham/dich vu cia thwong hiéu (Nguyen
& Nguyen, 2019; Rao & Monroe, 1988). Do vay, hinh anh thwong hiéu Ia mot nhan té
quan trong trong mdi quan hé gitra SMMAS va WTPPP.

Bén canh do, cac nghién ctru nhu Villarejo-Ramos va Sanchez-Franco (2005),
Shanahan, Tran, va Taylor (2019) da ching minh tic dong cua quang cdo dén chat
lwong cam nhan. Va chat luong cam nhan 1a mot trong nhimng co s& dé nguoi tiéu dung
dua ra cac quyét dinh vé gia (Netemeyer va cong sy 2004). Cac két qua nay goi ¥ cho
vai trd cua chat lwong cam nhan trong méi quan hé gitta SMMAs va WTPPP. Tuy
nhién, vai tro nay cling chua dugc cac nghién ctru truéc kham pha. Ngoai ra, khi xem
quang cao trén SM, mdi ngudi s& ¢ nhiing thai do khac nhau véi ching, véi thuong
hiéu trong quang céo. Chinh thai do d6 co thé s& anh huéng dén phan tng cua ho véi
gia cua san pham/thuong hiéu.

Nghién cau nay ap dung mé hinh chudi gia tri caa Keller (2016) dé xay dung mo
hinh va céc gia thuyét nghién ciru. Trong d6, trong tdm cua nghién ciu nham giai thich
tac dong cua SMMAs dén WTPPP cua khach hang bang hinh anh thwong hiéu, chat
lwong cam nhan va thai do dbi véi thwong hiéu trong quang céo.

Trong bdi canh tiéu ding con nhiéu rai ro nhu méi truong SM & Viét Nam, nguoi
tiéu dung tré nén can than hon, dic biét 1a cac quyét dinh vé gi4, vi thé nghién cau vé
tac dong cia SMMAs dén WTPPP ctia ngudi tiéu ding tré nén cang cé y nghia.

2. Tong quan ly thuyét va phat trién cac gia thuyét nghién ciru
2.1. Cac khai ni¢m
Hoat ddng tiép thi truyén thong x& hdi (SMMALS)

SMMAs dugc hiéu la cong cu truyén thdng quang céo va tao mdi quan hé bang
cach ting cuong kha niang tuong tac thong qua mdi quan hé truc tuyén gitra t chic va
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ngudi tiéu dung (Ibrahim, Aljarah, & Ababneh, 2020). SMMAs thé hién cach nguoi tiéu
ding cam nhan sy gan két cua doanh nghiép hodc thuong hiéu thong qua cac hoat dong
tiép thi khac nhau (Koay, Ong, Khoo, & Yeoh, 2020).

SMMAs 1a mot khai niém da chiéu. Nhitng thanh phan caa SMMASs c6 thé thay
ddi theo bdi canh nghién ctu. A. J. Kim va Ko (2012) giéi thiéu cac thanh phan cua
SMMAs cho cac thuong hiéu gom giai tri, twong tac, xu thé, tly bién va truyén miéng.
Nghién ctu trong nganh hang khéng, Seo va Park (2018) cau tric lai thanh 5 thanh
phan: giai tri, tuong tac, xu thé, tly bién va rui ro cam nhan. Tuong tu, Yadav va
Rahman (2018) sir dung 5 thanh phan: théng tin (informativeness), truyén miéng, ca
nhan héa (personalization) va xu thé. Sano (2014) xac dinh 4 thanh phan trong nganh
bao hiém gom twong tac, xu thé, tly bién va rai ro cam nhan. Bilgin (2018) dé xuat 5
thanh phan: giai tri, trong tac, xu thé, quang céo va tly bién. Tat ca diéu nay cho thiy
cam nhan cia nguoi tiéu dung vé SMMASs c6 thé thay ddi theo loai san pham va béi
canh (Ural & Yuksel, 2015). Nghién ciru nay theo quan diém cua A. J. Kim va Ko
(2012), vi céc thanh phan nay thé hién rd nhat nhitng khéc biét caa SMMAS so véi cac
cong cu tiép thi truyén théng.

Hinh anh thwong hiéu

Hinh anh thuong hiéu dé cap dén sy lién két thwong hiéu duoc hinh thanh trong tri
nhé cia nguoi tiéu dung, phan anh cach thuong hiéu dugc ngudi tiu dung cam nhan va
chira dung ¥ nghia cta thwong hiéu ddi voi nguoi tieu dang (Keller, 1993). Hinh anh
thuong hiéu bao gdm ca nhiing tinh ning mé ta dic trung cho san pham hoac dich vu
(thudc tinh thuwong hiéu), va gia tri, ¥ nghia c4 nhan ma ngudi tiéu ding gan vao cac
thugc tinh caa san pham hoic dich vy (loi ich thuong hiéu) (Keller, Parameswaran, &
Jacob, 2019).

Thai d§ voi thwong hiéu trong quang cao (ATBA)

Thai d6 dé cap dén viéc danh gid mot ddi twong, khai niém hodc hanh vi theo
chiéu hudng ung ho hoic khong tan thanh, tét hay xau, thich hay khong thich (Ajzen &
Fishbein, 2000). ATBA dugc dinh nghia 1a danh gia bén trong ca nhan ddi véi thuong
hiéu trong quang céo (Mitchell & Olson, 1981). P6 1a danh gia co ban don chiéu vé
thuwong hiéu trong mot khoang thoi gian twong di, c6 thé thic day hanh vi nguoi tiéu
ding (Spears & Singh, 2004). Hay n6i cach khac, ATBA thé hién thai do thich/khong
thich, quan tam/khong quan tdm cua nguoi tiéu dung d6i voi thuong hiéu trong hoat
dong tiép thi ho tiép can dugc.

Chit hrgng cam nhan

Chét luong cam nhan 13 danh gia tong thé cua nguoi tiéu dung vé tinh xuat sic va
wu viét cua san pham (Zeithaml, 1988). Chat luong cam nhan khac véi chat luong
khach quan hay chét lwong thuc té cua san pham. Dua trén nhiing thong tin goi Ién
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trong tdm tri cua nguoi tiéu ding vé san pham, ho s& c6 danh gia tong thé cha quan vé
chat lugng san pham/dich vu (Yoo & Donthu, 2001; Zeithaml, 1988).

Swr sén 10ng tra gia cao hon (WTPPP)

Sy sin long tra gid cao hon (WTPPP) duoc dinh nghia 1a sé tién khach hang sin
sang tra cho thuong hiéu wa thich cuia minh so véi thuong hiéu tuong dwong/thip hon
c6 cung kich thuéc/khdi luong (Netemeyer va cong su, 2004). Do dugc xem 13 sé tién
bd sung, cao hon gia "hop 1y" hoic gié tri "thuc” cua san pham (Rao & Bergen, 1992).

2.2. Ly thuyét nén ting va phdt trién cdc gia thuyét nghién ciru

2.2.1. Ly thuyét nén tang

Nghién ctu nay ap dung mé hinh chudi gia tri cua Keller (2016) dé xay dung mo
hinh va céc gia thuyét nghién ciru.

Mo hinh chudi gié tri cia Keller (2016) goi ¥ trinh tu cac giai doan gilp tao ra gia
tri cho thuong hiéu: hoat dong tiép thi, tu duy ctia khach hang, hiéu qua tiép thi va gia
trj c6 dong. Cu thé, khi cac - doanh nghiép thuc hién cac hoat dong tiép thi, hoat dong
do6 sé& tac dong dén tu duy nguoi tieu dung vé thuong hiéu, tir d6 tac dong dén phan tng
va hanh vi cua khach hang (Keller, 2016). Trong nghién cau nay, SMMAS dugc xem
nhu hoat dong tiép thi; hinh anh thuong hiéu, chat lwong cam nhan va thai do véi
thwong hiéu trong quang cao (ATBA) dai dién cho nhiing thay ddi trong tu duy cua
khéch hang; cudi cing WTPPP dai dién cho hiéu qua cua chwong trinh tiép thi. Nhu
vay, theo logic cua md hinh chudi gia tri cua Keller (2016), SMMAs s& tac dong dén
hinh anh thuwong hiéu, chat lwong cam nhan, ATBA va tir d6 anh huong dén WTPPP
cua nguoi tiéu dung.

2.2.1. Phét trién céc gia thuyét nghién cizu

Hoat déng tiép th; truyén thdng x& héi (SMMAS) va hinh dnh thwong hiéu

Hinh anh thuong hiéu dé cap dén su lién két thuong hiéu dugc hinh thanh trong tri
nhd cua nguoi tiéu dung, phan anh cach thuong hiéu dugce nguai tiéu dung cam nhan va
chira dung ¥ nghia cta thwong hiéu ddi voi ngudi tieu dang (Keller, 1993). Hinh anh
thwong hiéu bao gom ca nhitng tinh ning mé ta dic trung cho san pham hoic dich vu
(thudc tinh thuwong hiéu), va gia tri, ¥ nghia c4 nhan ma ngudi tiéu dung gian vao cac
thugc tinh cia san pham hozc dich vu (loi ich thuong hiéu) (Keller va cong su, 2019).

Nhiéu nghién ctu khiang dinh raing SMMAs khéng chi 1a cach dé tiép can khach
hang hiéu qua ma d6 con la mot cong cu kha hiéu qua trong viéc xay dung hinh anh cho
thuong hiéu (Godey va cong su, 2016; Keller va cong su, 2019). SMMAs gilp cho cac
thdng diép cua san pham/dich vu dén véi hang loat nguoi dung trong thoi gian gan nhu
tac thi. Nho vay thu hat sy chu y cia moi ngudi mot cach nhanh chéng. T do, nguoi
tiéu dung dé tac dong cia SMMAs dén hinh anh thwong hiéu ciing dugc khang dinh &
nhiéu nghién ctru truée nhu Godey va cong su (2016), Bilgin (2018), Cheung va cong
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su (2019), Savitri, Hurriyati, Wibowo, va Hendrayati (2022),...M&i quan hé nay ciing
phil hop véi md hinh chudi gia tri cua Keller (2016).

Duya trén c4c phan tich & trén, gia thuyét dau tién cua nghién ctru dugc dé& xuét
nhu sau:

H1: SMMAS 16t tac dong tich cuc dén hinh anh thuong hiéu

Hinh dnh thuong hiéu va WTPPP

Trong quan hé giita ngudi ban va ngudi mua, ludn tn tai thong tin bat can xing,
ngudi mua ¢ thong tin khong day du vé ngudi ban va nguoc lai (H.-W. Kim & Xu,
2007). Vi vay, nguoi tiéu dung thuong dénh gia cao nhitng san pham/thuong hiéu noi
tiéng hodc nhitng thuong hiéu ma ho hiéu rd. Vi khi giao dich véi nhiing thuong hi¢u
nhu vay, ho cam nhan it rii ro hon, tranh that vong sau khi mua hon (Das, 2016; H.-W.
Kim & Xu, 2007; Nguyen & Nguyen, 2019).

Bén canh d6, khi giao dich vé&i san pham cua mot thuong hiéu ¢6 hinh anh t6t, ho
s& ¢ niém tin manh mé rang san pham do that su tét (Bernarto, Berlianto, Meilani,
Masman, & Suryawan, 2020). Va tat nhién, ngudi tiéu ding s& san 10ng tra gia cao hon
cho san pham ma ho cam nhan chit luong t6t hon (Anselmsson, Bondesson, &
Johansson, 2014). Tac dong cua hinh anh thuwong hiéu dén WTPPP ciing duoc chung
minh bai nhiéu nghién ctu truée (Anselmsson va cong su, 2014; Godey va cong su,
2016; Persson, 2010). Do vay, hinh anh thuong hiéu c6 tic dong tich cuc dén WTPPP
cua nguoi tiéu dung.

H2: Hinh dnh thwong hiéu tét tac déng tich cue dén WTPPP cia nguwoi tiéu ding

Hinh dnh thwong hiéu va chdt leong cam nhdn

Kién thirc thuong hiéu c6 vai trd quan trong trong viéc danh gia san pham, dich
vu (Rao & Monroe, 1988; Rao & Sieben, 1992). Nguoi tiéu dung dya vao cac tin hiéu
bén trong va bén ngoai dé danh gia chat luong san pham (Rao & Monroe, 1988). Cac
lien két thwong hiéu bén trong bo nhé ngudi tidu dung vé cac thudc tinh thuong hiéu,
cam nhan vé loi ich thuong hiéu sé& 1a co so quan trong dé ngudi tiéu dung dua vao d6
dé suy ra chat luong san pham (Richardson, Dick, & Jain, 1994; Severi & Ling, 2013).
Hinh anh thuong hiéu dugc chimg minh 13 c6 tac dong tich cuc dén chat luong cam
nhan, hinh anh thuong hiéu tét hon dwoc cam nhan 1a c6 chat luong wu viét hon (Severi
& Ling, 2013; Suhud, Allan, Rahayu, & Prihandono, 2022). Trong bdi canh nghién ctu,
gia thuyét H3 ciia nghién ciru duoc dé xuit nhu sau:

H3: Hinh anh thuong hiéu 16t tdc dong tich cuc dén chat lwong cam nhan.

Hinh dnh thuong hiéu va Thai do voi thuong hiéu trong quang Cao

ATBA thé hién niém tin cia nguoi tiéu dung d6i véi cac thudc tinh lién quan va
khdng lién quan truc tiép cua san pham/thuong hiéu, cac loi ich cua san pham/thuong
hiéu (Keller, 1993, tr5). Biéu nay cho thdy méi quan hé chat ché giira hinh anh thuong
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hiéu va ATBA. Cac nghién ctru truéc cho rang nhimg lién tuong vé thuong hiéu trong
bo nhé nguoi tiéu dung sé hinh thanh nén ATBA (Ramesh, Saha, Goswami, & Dahiya,
2019). Hinh anh thuong hiéu tot ddng nghia véi viéc ngudi tiéu dung danh gia vé céac
thugc tinh tao nén chirc ning, loi ich san pham tét, ho thiy tin hon vao thuwong hiéu va
va ATBA ciing tré nén tich cuc hon (Wu & Wang, 2014). Két qua nghién cau cia Wu
va Wang (2014), Elseidi va El-Baz (2016) ciing khang dinh méi quan hé nay. Do vay,
gia thuyét H4 caa nghién ciru duoc dé xuit nhu sau:

H4: Hinh anh thuong hiéu 16t tac dong tich cuc dén ATBA

Chdt lwong cam nhagn va WTPPP

Chat lwong cam nhan duoc cho 1a ¢ lién quan mat thiét dén WTPPP cia nguoi
tiéu dung (Aaker, 1996; Anselmsson va cong su, 2014; Carpio & Isengildina- Massa,
2009; Netemeyer va cong su, 2004). Netemeyer va cong su (2004) dua trén Iy thuyét
dinh gia da chimg minh tac dong ciia chat lwong cam nhan dén WTPPP cua ngudi tiéu
ding. Carpio va Isengildina- Massa (2009) ciing chirng minh két qua tuong tu d6i véi
ngudi dan dja phuong Nam Carolina. Mdi quan hé trén ciing phi hop véi md hinh chudi
gia tri cua Keller (2016). Do vay, gia thuyét H5 duoc dé xuat nhu sau:

H5: Chdt lwong cam nhdn tét tac dong tich cue dén WTPP cia nguroi tiéu ding

ATBA va WTPPP

Mic du chua duoc chiing minh trong cac nghién ciru truée nhung mdi quan hé
gitta thai do véi thuong hiéu va WTPPP thé hién méi quan hé giita thai do-xu huéng
hanh vi kha kinh dién da duoc chang minh & nhiéu ly thuyét néi tiéng nhu 1y thuyét
hanh dong hop ly caa Azjen (1980), ly thuyét hanh dong c6 ké hoach cua Ajzen (1987),
mo hinh thai do-y dinh-hanh vi cua Bagozzi (1992), phii hop véi md hinh chudi gia tri
cua Keller (2016),...Thyc té, nguoi tiéu dung khi thich thwong hiéu trong quang céo,
cam xuUc tich cuc d6 1am cho ho d& chiu hon, dé tra gia cao hon va nguoc lai. Gia thuyét
H6 duoc dé xuat nhu sau:

H6: ATBA tét tdc dong tich cue dén WTPPP ciia nguwoi tiéu ding

Céc gia thuyét trén da goi y vai tro trung gian caa hinh anh thuong hiéu, chat
luong cam nhan va ATBA trong mdi quan hé gitta SMMAs va WTPPP ciia ngudi tiéu
dung. Gia thuyét cudi cung dugc dé xuat nhu sau:

H7: Hinh dnh thwong hiéu, chat lwong cam nhdn va ATBA c6 vai trd trung gian
tich cuec trong moi quan hé giza SMMAs va WTPPP cuia nguoi tidu ding
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Cac gia thuyét nghién cau duoc minh hoa & hinh 1 nhu sau:

M6 hinh chudi gia tri thwong hiéu ciaa Keller

Chuong trinh Tw duy nguoi Hiéu qud tiép
't ., TS TTEETTEs T > . NI > .
tiép thi tiéu dung th;
Thai do doi

thuong hiéu | i tra gia cao
Chét lugng |
cam nhan i

Hinh 1: M6 hinh nghién ciru dé xuat

/ v6i TH \
SMMAs | Hinh anh : Sén long

3. Phwong phap nghién ctru
3.1. Thang do cdc bién nghién ciru

M6 hinh nghién cau c6 05 bién. Bé do ludong SMMAS, nghién ciru st dung thang
do SMMAs 11 bién quan sat cua A. J. Kim va Ko (2012), bao gém 05 thanh phan phu
la giai tri (ENTER) (2 bién quan sat), twong tac (INTER) (3 bién quan sat), tly bién
(CUSTOM) (2 bién quan sat), xu thé (TREND) (2 bién quan sat), va truyén miéng
(WOM) (2 bién quan sat). Hinh anh thuong hiéu (IMAGE) ké thira tir J.-H. Kim va
Hyun (2011). Nghién ctu sir dung thang do chat lugng cam nhan (PQ) cua Bao, Bao, va
Sheng (2011), thai d6 véi thuong hiéu trong quang cao (ATBA) cua Lee va Mason
(1999), va cudi cung, WTPPP cua Netemeyer va cong su (2004). Téng cong cb 28 bién
quan sat dé do luong cac bién nghién ciru trong mé hinh. Tt ca cc bién do luong déu
st dung thang do Likert 5.

Chung t6i ciing da kiém tra sy phi hop cia bang hoi so bo bang cach khao sat 4
ngudi tra 10i the, két qua phan hoi déu tich cuc. Dong thoi, bén canh cac cau hoi lién
quan dén thong tin ca nhan, thang do cac bién, bang hoi ciing thiét ké cau hoi sang loc
dé dam bao rang dap vién tham gia khao sat di ting xem quang cao cua mot thuong
hiéu trén SM va nhé vé no.

3.2. Phwong phdp thu thdp va phwong phdp phén tich dir liéu

Vé c¢& miu, sé luong bién quan sat trong mé hinh 1a 28. Theo goi y cua Hair,
Black, Babin, va Anderson (2014), ty Ié s6 quan sét trén mot bién quan sat nén 1a 10:1,
do vay, ¢& mau tdi thiéu dugc xac dinh cho nghién ciru 1a 280. Dir liéu duoc thu thap tir
viéc diéu tra khao sat online véi ¢& mau la 540. Béi tuong tham gia khao sat 1a nhiing
nguoi tiéu dung Viét Nam dang su dung c&c social media nhu Facebook, Zalo,
Youtube,... d3 tirng xem C4c quang céo san pham/thuong hiéu trén cac SM nay va nho
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vé n6. Nghién ciru khao sat nhitng y kién danh gia, cam nhan caa nguoi dung lién quan
dén san pham/thuong hiéu ho da xem.

Vé phwong phap chon miu, nhém nghién ciu &p dung k¥ thuat ldy mau qua cau
tuyét (snowball). Theo d6, nhém nghién ciu gui link phiéu cho nhém déi twong pha
hop véi yéu cau cua nghién ctru, dong thoi khuyén nghi ho gigi thiéu va gui phiéu cho
nhitng dbi twong tuong tu.

Vé mau nghién ciu, vé gisi tinh, c6 sy chénh léch vé ty Ié gigi tinh trong mau
nghién ciru. 81,67% tong sé phiéu 1a nit gisi, twong tng véi 441 phiéu, 18,33% con lai
1a nam gidi, twong 99 phiéu. Diéu nay ciing twong dbi phu hop véi dic diém nit giéi hay
theo ddi cac san pham dich vu va mua sam online nhiéu hon. Vé dé tui, nghién cau tap
trung nhiéu hon vao gidi tré, 6 tudi duoc cho 1 cd ty Ié sir dung SM cao nhat, 90% dap
vién trong mau c6 do tudi tir 18-31 tudi, con lai trén 31 tudi. Vé trinh do, phan Ion trinh
dap vién trong mau c6 trinh do dai hoc tré 18n (chiém 74,1% tong s6), 25,9% con lai c6
trinh d6 tir cao dang tré xudng. Vé thu nhap, phan Ién dap vién trong miu cé thu nhap
tuong Gng véi mac thu nhap trung binh cia ngudi lao dong ¢ Viét Nam, 91,1% tong sb
dap vién c6 muc thu nhap dudi 10 triéu/thang.

Vé phwong phap phan tich dir liéu, nghién ciu sir dung phan mém Smartpls 3
dé hd tro xu ly dir liéu. Cac ky thuat PLS-SEM, Boostraping, Blindfolding lan luot
duoc sir dung dé danh gia gia tri thang do va kiém dinh cac gia thuyét nghién cau. Cac
tiéu chi dugc st dung dugc ap dung theo Hair Jr, Howard, va Nitzl (2020), Sarstedt,
Hair Jr, Cheah, Becker, va Ringle (2019). Cu thé, dé danh gia thang do, do tin cay nhat
quan noi tai thé hién bai hé sb tai ngoai 1on hon 0.708, Cronbach’s alpha 16n hon 0,7.
Gia tri hoi tu dugce danh gia qua gia tri phuong sai trich trung binh AVE 16n hon 0,5.
Gia tri phan biét duoc danh gia qua chi sb Heterotrait-Monotrait (HTMT) gitra c4c bién
nhé hon 0,85. Pé danh gia mo hinh ciu tric, van dé da cong tuyén dugc danh gia theo
chi s6 VIF<3, hé s duong dan co ¥ nghia thong ké. Ngoai ra, cac chi s R?, Q?, f2 ciing
dugc do ludng dé danh gia nang luc dy b4o trong mau, ngoai mau va caa cac bién ngoai
sinh.

4. Két qua nghién ciru

4.1. Danh gia gia tri thang do

Panh gia thang do cac bién nghién cieu bac 1: Két qua phan tich hé sé tai ngoai
cho thy céc hé sb tai ngoai cua cac bién quan sat do luong cac bién nghién cau dao
dong tir 0,735 dén 0,923, déu 16n hon 0,708. Bén canh d6, két qua phan tich trong sb tai
ngoai ciing chi ra rang tat ca cac bién quan sat do luong cac bién nghién ciru déu cd y
nghia thong ké (pvalue =0,000). Diéu nay chang minh tim quan trong va y nghia cua
céc bién quan sat trong viéc do luong céac bién nghién ctu.

Két qua & bang 01 ciing cho thiy Cronbach’ Alpha cta c4c bién déu dat gia tri kha
t6t, CR déu lén hon 0,7. Do vay, cac thang do dam bao d¢ tin cay (Hair Jr va cong su,
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2020). bong thoi, AVE caa céc bién déu I16n hon 0,5, déu dat gia tri hoi tu (Hair Jr va
cong su, 2020).
Bang 1: Cronbach’s Alpha, CR va AVE ciia c4c bién nghién ciu bac 1
Cronbach's Alpha rho_A CR AVE

ATBA 0,919 0,919 0,939 0,755
CUSTOM 0,796 0,802 0,907 0,830
ENTER 0,739 0,749 0,884 0,792
IMAGE 0,801 0,800 0,870 0,626
INTER 0,774 0,776 0,869 0,689
PQ 0,882 0,884 0,919 0,739
TREND 0,797 0,800 0,908 0,831
WOM 0,781 0,783 0,901 0,820
WTPPP 0,906 0,921 0,934 0,781

Chi sé Heterotrait-Monotrait (HTMT) giita cac bién trong mé hinh déu thap hon
0,8 (0,288 dén 0,703), diéu d6 khang dinh gia tri phan biét cua cac bién nghién cau
(Hair Jr va cong su, 2020). Nhu vay, qua trinh danh gia gia trj thang do cho thiy céc
bién nghién ctu bac 1 déu dam bao gia tri thang do.

Poi voi bién nghién ciru bac 2: Két qua danh gia mo hinh bac 2 cho thy hé sé
tai ngoai cua hau hét cac thanh phan cia SMMAs déu dat yéu cau. Riéng thanh phan
Giai tri c6 hé s6 tai 1a 0,675<0,7, tuy nhién, trong sb tai ngoai cua thanh phan nay la
0,22 (T=13,499 va pvalue=0,000). Biéu nay cho thay giai tri vin c6 mtc do dong gop
tuong ddi trong viéc do luong SMMAs. Hon nita, néu loai thanh phan giai tri ra khoi
thang do SMMAss thi s& lam cho AVE (0,569 Ién 0,620) tang lén nhung lai lam cho CR
(0,868 giam con 0,867) va Cronbach’s alpha giam xudng (0,811 giam con 0,797). Do
vay, can nhic c4c chi sé va gié tri noi dung, nghién ctru van giit nguyén thanh phan Giai
tri trong viéc do ludong SMMAs. Két qua phan tich ciing cho thiy SMMAs dat gia tri
khi dam bao d6 tin cay (CR=0,868, Cronbach’s alpha = 0,811), dam bao gia tri hoi tu
(AVE=0,569), dam bao gia tri phan biét (chi s6 HTMT giita cac cap bién dao dong tir
0,438 dén 0,787). Két qua phan tich cac bién khac trong md hinh bac 2 ciing cho thay
dam bao do tin cay (xem bang 2).

Bing 2: Cronbach’s Alpha, CR va AVE ciia c4c bién nghién ciiu bac 2

Bién Crombach's 0’ A CR  AVE
Alpha —

ATBA 0.919 0919 0939 0755

IMAGE 0.801 0.800 0870 0625

PQ 0.882 0884 0919  0.739

SMMAS 0.811 0822 0868 0569

WTPPP 0.906 0021 0934 0781
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Nhu vay, cac bién trong mé hinh da dam bao gié tri thang do va sin sang cho
danh gia mo hinh cu tric dé kiém dinh céc gia thuyét nghién cuu.
4.2 Két qud kiém dinh cac gia thuyét nghién citu

Vé da cdng tuyén, két qua cho thay gié tri VIF cua céc cip (IMAGE, ATBA),
(IMAGE, PQ) va (IMAGE, SMMAs) déu la 1,000, cia cip (ATBA, WTPPP) 1a 1,766,
(IMAGE, WTPPP) 12 1,595, va ciia (PQ, WTPPP) Ia 1,282. T4t ca cAc gid tri d&u nho
hon 3. Piéu nay khang dinh hoan toan khéng cé hién tuong da cong tuyén trong mé
hinh cu tric (Hair Jr va cong su, 2020).

cusrcm /@“‘H

ATBA 0.za0

ENTER -:!- 752
0675 ix‘“a [+]

INTER q—n?sr — 06546 W 0236 Y 0300
" 758

TREMD -:usa} -
SMMAs IMAGE n 155 0200 wWTPeP

e

WOM

rQ
Hinh 2: Két qua phan tich PLS Algorithm
Panh gia cac quan hé tac dong trong md hinh ciu tric, két qua phan tich cho thay
7/7 gia thuyét trong md hinh dugc chap nhan véi mic y nghia <5%.
Bang 3: Két qua kiém dinh cc gia thuyét nghién ciu

Trong Thong P

Gia thuyét 6 kiT Values | Ketludn
H1: SMMAs -> IMAGE 0,646 21,251 0,000 0,717 Chip nhan
H2: IMAGE -> WTPPP 0,236 4,863 0,000 0,05 Chip nhan
H3: IMAGE -> PQ 0,355 8,131 0,000 0,144 Chip nhan
H4: IMAGE -> ATBA 0,605 17,278 0,000 0,576 Chip nhan
H5: PQ -> WTPPP 0,200 4,722 0,000 0,045 Chip nhan
H6: ATBA -> WTPPP 0,240 4,749 0,000 0,047 Chip nhan
Vai tro trung gian (Gia thuyét H7) Chap nhan
SMMAs -> IMAGE -> WTPPP 0,153 4,443 0,000 Chap nhan
SMMAs -> IMAGE -> PQ -> WTPPP 0,046 3,894 0,000 Chép nhan
SMMAs -> IMAGE -> ATBA -> WTPPP 0,094 4,670 0,000 Chap nhan

Cu thé, két qua phan tich cho gia thuyét H1 cho thdy SMMAs tac dong manh dén
hinh anh thuwong hiéu, twong Gng Vvoi trong sé chuan héa la 0,646, pvalue=0,000,
f2=0,717, R? cua hinh anh thuong hiéu 12 0,418 cho thiy SMMASs giai thich duoc 41,8%
bién thién cua hinh anh thuong hiéu.
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Gia thuyét H2, H3, H4 dugc chip nhan véi mirc ¥ nghia <5%, két qua cho thay
hinh anh thuong hiéu c6 tic dong manh dén ATBA, tac dong twong d6i dén chat luong
cam nhén va tac dong nho dén su sin 10ng tra gia cao cua nguoi tidu ding. SMMAS va
hinh anh thuong hiéu giai thich duoc 36,5% bién thién cua thai do vai thuong hiéu
trong quang cdo, nhung chi giai thich duoc 12,6% bién thién cua chat lugng cam nhan.

Tuong tu, gia thuyét H5, H6 déu duoc chip nhan. Diéu niy c6 nghia chat luong
cam nhan va ATBA tac dong tich cuc d&én quyét dinh WTPPP cho thwong hiéu cua
nguoi tiéu dung.

Cudi cung, giai thuyét H7 vé vai trd trung gian caa hinh anh thuwong hiéu, ATBA
va chat luong cam nhan trong méi quan hé gitta SMMAs va WTPPP cua nguoi tiéu
dung.

Phan tich Blindfolding, ta tinh dugc:

2 ~0,228-0209 _ g 5
Qirsaswrppp T1-0228 , :
2 _0.228-0203 _ (1 j3s

Qpg-wrrpp T1-0228 ’ :

Nhu vay, chat lugng cam nhan va thai d6 d6i vaoi thuong hiéu trong quang céo c6
turong quan dy bao nho dbi véi WTPPP cua ngudi tiéu ding. R? caa WTPPP 13 0.3, cho
thay céc bién trong md hinh giai thich duoc 30% sy thay d6i cia WTPPP cia nguoi tiéu
dung.

5. Théo ludn va ham y

Nghién ctu duoc thuc hién nham dé 1am rd cach thic SMMAs tac dong dén
WTPPP ctia nguoi tiéu ding, trong dé6 nhan manh vai trd caa hinh anh thwong hiéu, chat
luong cam nhan va ATBA cia ngudi tiéu ding. Nghién ciru da c6 nhitng dong gop nhat
dinh ca vé ly thuyét 1an thuc tién. Cuy thé nhu sau:

Thir nhat, nghién ciu gop phan khing dinh tac dong tich cuc gitta mot sé bién
trong mo hinh, diéu ndy da duoc mét sé nghién ctu truéc khang dinh. Chang han, tac
dong tich cuc cia SMMAs dén hinh anh thuong hiéu phi hop véi nhan dinh cua Godey
va cong sy (2016), Bilgin (2018), ...; tac dong tich cuc cua hinh anh thwong hiéu dén
WTPPP phii hop véi két qua nghién ctu cia Godey va cong su (2016), Anselmsson va
cong su (2014), (Persson, 2010),...Tuy nhién, cac nghién ciu truge chi yéu két luan
mdi quan hé nay cac mat hang xa xi 1a chinh. Nghién ctu ndy khing dinh cac méi quan
hé nay ton tai trén nhiéu thwong hiéu khac nhau, khdng chi 1a cac mat hang xa xi. Diéu
nay cho thidy médi quan hé nay khé chic chan bat ké bbi canh nghién cau.

Thi hai, tic dong cua hinh anh thwong hiéu déi véi chit lugng cam nhan va tac
dong cua chét luong cam nhan dén WTPPP mic du dwgc ung ho nhiéu vé luan diém
nhung lai chua dugc cac nha nghién ctru trude quan tdm nhiéu. Nghién ciu nay khing
dinh rang cac lién két thuong hiéu trong bo nhé nguoi tiéu dung lién quan dén thuong
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hiéu s& gitp ngudi tiéu ding cam nhan co ban vé chat luong thuong hiéu. Chinh céc
nhan dinh nay s& anh huong dén phan tng cua ho di voi gia (WTPPP).

Thir ba, cac nghién ctru trudc chu yéu sir dung tai san thuwong hiéu 1a bién trung
gian trong mdi quan hé gitta SMMAs va WTPPP, nghién ctu nay khang dinh hinh anh
thwong hiéu, chat lwgng cam nhan va ATBA c6 vai trd trung gian tich cuc trong méi
quan hé nay. Cu thé, nghién ctru da van dung ly thuyét cua Keller (2016) dé xay dung
va chimg minh duoc rang khi cac thuong hiéu thuc thi cac chinh sach SMM sé gidp cho
nguoi tiéu ding cam nhan hinh anh thuong hiéu t6t hon. Khi hinh anh thuong hiéu tot,
ddng nghia voi viéc ho cam nhan céc thugc tinh ciia thuong hiéu, céc loi ich cua thuong
hiéu tot hon nén dé dang suy ra chat luong thwong hiéu cao hon, déng thoi hinh thanh
thai d6 tich cuc dbi voi thuong hiéu. Nhimg diéu nay da gop phan lam ting WTPPP.
Céc vai tro nay chua dugc quan tdm trong cac nghién ctu trude. Két qua nay da gop
phan giai thich thém cach thuc tac dong cua cac kich thich bén ngoai nhu quang cao dén
phan tng cua nguoi tiéu dung vai gia.

Két qua nghién ctru ciing da goi Y mot s6 ham y quan tri. Tha nhat, két qua nghién
ctu cho thay vai tro tich cuc ciia hinh anh thuong hiéu trong viée gia ting WTPPP ciia
ngudi tiéu ding, do vay, cac hoat dong tiép thi can tap trung vao viéc lam ting hinh anh
thwong hiéu. Theo goi y cua Keller va cong sy (2019), dé tang hinh anh thuwong hiéu,
trugc khi thiét ké hoat dong tiép thi trén SM, cac thuong hiéu nén phan tich k§ céc
thwong hiéu ddi tha canh tranh, tim hiéu thi hiéu ctua khach hang dé xic dinh ding
nhitng thudc tinh va lgi ich ndo caa thwong hiéu 1a khac biét véi d6i tha, phi hop véi
nhu cau cia ngudi tiéu dung va xay dung ndi dung du manh dé thuyét phuc ngudoi tiéu
ding rang thuong hiéu s& hitu nhitng thudc tinh va lgi ich pht hop dap tng tét nhu cau
cua ho. Biéu nay s& gilp hinh anh thuong hiéu tré nén tich cuc ddi véi nguoi tiéu ding.
Thir hai, bén canh hinh anh thuong hiéu, nghién ctru cho thiy ATBA tac dong manh mé
dén WTPPP cta ngudi tieu ding. Dé thu hut thai do tich cuc véi thuong hiéu trong hoat
dong tiép thi trén SM, theo khuyén nghi caa Keller va cong su (2019), cac nha tiép thi
can cha y dén tinh giai trf, tinh an toan. Bén canh d6, quang céo phai goi 1én cam giac
nhe nhang va khién nguoi tiéu ding cam thay binh tinh, yén binh va dé chiu. Khi d6 rat
dé hinh thanh thai do thién cam véi thuong hiéu trong quang cdo. Ngoai ra, tly thuoc
vao dic trung ctia thuong hiéu, nha tiép thi c6 thé khai thac hinh anh xa hoi thuong hiéu
dai dién, thuyét phuc ngudi tiéu ding rang viéc mua va sir dung thuong hiéu s& duoc xa
hoi ting ho, tén trong, ting hinh anh c& nhan. Cudi cung, mic du dong vai tro nho trong
viéc gop phan ting WTPPP cta ngudi tiéu ding dudi tac dong cia SMMASs va hinh anh
thwong hiéu, nhung chit lwong cam nhan ciing 1a mot nhan té tac dong tich cuc dén
WTPPP. Ngudi tiéu dung Viét Nam van con e ngai vai thdng tin tir tiép thi trén SM, do
vay, dé tang chat luong cam nhan, nha tiép thi nén ¢ gang dwa ra cac minh chting cang
cu thé va dang tin cay cang tét dé khang dinh chat lwong thuong hiéu (truy xuat nguén
g6c xuat x, tham dinh caa co quan chirc ning, ...). Nha tiép thi khdng nén chi ding lai
& viéc khang dinh trong théng diép tiép thi 1a thuwong hiéu c6 chit luong cao,..ma
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khdng chirmg minh dugc chat lwong d6 dén tir dau va da duoc khang dinh nhu thé nao?
Chinh sach thwong hiéu bdi hoan cho ngudi tiéu ding néu chat luong khdng mong
mudn? Tat ca nhitng nd luc d6 s& giup nguoi tiéu dung tin twéng hon vao thong diép
tiép thi ma thuong hiéu truyén tai, gop phan tich cyc ting WTPPP cua ngudi tiéu ding.

T6ém lai, nghién cau di gép phan giai thich co ché tac dong cia SMMAs dén
WTPPP cua ngudoi tiéu dung trén SM cua Viét Nam. Nghién cru cling ¢6 nhitng han
ché nhat dinh. Nghién cau cha yéu quan tdm dén d6i twong khach hang tré tudi, chua
cha ¥ dén nhitng nhém tudi khac. Ngoai ra, nghién ciru duoc thuc hién trén cac loai
hang hda chung trén thi truong, chua tap trung vao cac thuong hiéu cu thé, nén chua thé
khuyén nghi giai phap cho thuong hiéu cu thé, chi mang tinh khai quét, chung chung.
D6 1a han ché caa nghién ciru nay nhung ciing 13 nhiing goi y cho hudng nghién cau
tiép theo.
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THE ROLE OF BRAND IMAGE, PERCEIVED QUALITY, AND ATTITUDE
TOWARD THE BRAND IN THE Ad IN THE RELATIONSHIP BETWEEN
SOCIAL MEDIA MARKETING ACTIVITIES AND WILLINGNESS TO PAY A
PRICE PREMIUM OF VIETNAMESE CONSUMERS

Nguyen Thi Huyen, Nguyen Minh Ngoc, Cao Anh Thao

Abstract: This paper is to examine the effects of SMMASs on consumers'
willingness to pay a price premium (WTPPP), which clarifies the role of brand image,
perceived quality, and attitude toward the brand in the advertising. The data was
collected through an online survey with a sample of 540 Vietnamese
consumers. SmartPLS 3.3 software was used to analyze the data that applied the partial
least squares (PLS-SEM) method. The analysis results show the indirect effect of
SMMAs on WTPPP through brand image, perceived quality, and attitude toward the
brand in the Ads. This result has made some theoretical contributions in further
explaining the Vietnamese consumers’ response to price under the stimulation of
marketing activities on SM. Simultaneously, the paper also recommends that SMMASs
should increase the poisive brand image, convince them of product/service quality, and
create a positive attitude towards the brand to increase their WTPPP with the brand.

Keywords: Social media marketing activities; Willingness to pay a price
premium; Brand image; Perceived quality; Attitude toward the brand in the Ad.
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