TAP CHi CONG THUGNG

PE XUAT MO HINH NGHIEN CUU
SUC ANH HUGNG CUA MARKETING
TRUYEN THONG XA HOI POI VOI
NGUOGI TIEU DUNG VIET NAM

® NGUYEN THU HIEN

TOM TAT:

V6i sy phét tri€n bung nd cia cdch mang cdng nghiép 4.0, marketing truyén théng da va dang
din md réng ra nhidu hinh thic marketing mdi phiy hgp v6i b&i canb hién dai. Mot trong nhiing
phuong phdp marketing mdi dang dugc ing dung rong rai trong cdc doanh nghi€p la marketing
truyén thong xa hoi. Bai nghién cifu nay tdp trung vao dé xuat phc ori€n md hinh va budc diu
ki€m dinh thang do sitc 4nh hudng chia marketing truyén thdng xa ho1 d€n nhin bi€t va trung thanh
thuong hidu d&i vai ngudi tiéu ddng Viét Nam (nghién citu nganh hing my phim).

Tif khéa: Marketing truyén thong x4 hoi, nhan bi€t thuong hiéu, trung thanh thuong higu,

ngudi tiéu dang, nganh hang my pham.

1. Dat vin dé

Ta1 Viét Nam, trong vong 10 nim ud lai day, 1y
1¢ npudsi sit dung ntemet dang c6 t6¢ d§ ting
tru@ng nhanh nhat trong khu wvite. Theo Cyc Vién
théng (Bo Thong tin v Truyén théng), tinh d&n hél
ndm 2018, 1y i¢ ngudi dung internet tai Viét Nam
di dat 61% dan so. Internet bing rong di déng cé
36,28 triéu thué bao, vai ty & 40,1 thué bao/100
dan. Ngoai ra, Bio cio Thuong mai dién t& nim
2017 cda Cuc Thudng mai dién tir vi Cong nghé
thong tin (B& Cong thudng) cho biét d&i vdi truy
cip internet, viéc tham gia dién din, mang xa hoi
12 hoat dong phd bi€n thit ba véi 79% ngudj tham
gia khdo sdt lya chon (xép sau check mail va doc
bio). Bén canh dé, trong s§ ngudsi tham gia cude
diéu tra vé mua sim true tyén, 75% cho bi€t di
quyét dinh mua hang héa/dich vu qua mang ngay
sau khi m ki&m thdng tin. Tl d6 cho thiy, cdc dich
vu ndi dung 56 phdt trién manh mé sé 1o didu kién
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161 cho DN vii ngu@i tiéu ding hinh thanh thé: quen
st dung internet cho cic muc dich khic nhau nhy
marketing, mua sim, thanh todn, v.v... Tan dung
viéc ty 1& ngudsi dan st dung internet tang trubng
nhanh va sy dnh hudng khong thé phii nhin cia cic
dién dan, mang xa hd1, cic DN da nhanh chéng dp
dung mdt xu hudng marketing mdi, khdc hin véi
marketing truyén théng trudc day. B§ chinh
markeling truyén théng xi hoi (social media
marketing).

Marketing truyén théng xi hé1 (Social media
marketing) la phuong thic dya vio sdc manh lan
183 vi tuang tic manh clia cic mang xa hoi phd bién
nhu: Fb, Youtube, LinkedIn, Blog, Forum,v.v o€
truyén di thong diép marketing ctia DN tir d6 thdng
diép dugc quing bi rong rii. gidp ting doanh thu,
gia ting gid tri thuong hiéu, k&t ndi véi khdch hang,
dbng thdi giir vitng va phat trién thuong hiéu cda
DN trén thi trudng canh tranh gay git hién nay.
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Theo Bdo céo Thuong mai dién tif niam 2017, cdc
foai hing héa c6 xu hubng gia ting manh mé 1y 1&
ngudi mua (c4 truyén théng va tryc tuyén) chinh 12
quin 4o, gidy dép va my pham (chi€m 64%). Trong
6, my phim 12 mét trong nhirng mat hing thudng
dudc ngudsi tiéu diing quan tim va nghién clfu, im
ki€m thong tin nhidu nhat trudc khi mua. Do s& tién
khdch hang bd ra d€ mua my pham khong phai la
nhé va cdc san pham nay con dnh hudng nfe ti€p
0én nhan sic vA sic khde cia ngudi uéu diing.

Marketing truyén thdng xa héi tuy khong phdi
12 mét khdi niém mgi mé & nhirng nudc ¢ hé
théng cdng nghé théng tin phdt trién manh, nhung
lai 13 mbt v&n dé wong d8i méi ca vé Iy ludn 13n
thye tién 1ai Viét Nam. Trén thyc (&, marketing
truyén thong xa hoéi chi vira mai duge cac DN dp
dung nhiéu ta1 Viét Nam trong vong 5-7 nam trd
lai ddy. Bén canh d6, cic nghién ciu vé hoat
dong marketing truyén théng xi hoi tai Viét Nam
ciing chua c6 nhiéu cdng trinh di siu vio vin dé
4nh hudng clia marketing truyén thong xa hoi ¢€n
sy nhin bi€t va 1dng trung thinh thuong hiéu d&i
v6i khdch hang ma chd y&u chi 1a cic bai bdo
khdi qudt hodc cdc bai tham ludn tai cdc h6i thdo
vé vin dé thuong mai dién t{f néi chung.

Do 36, nghién ciu nay déng gbp nhirng tri thic
khoa hoc vao dé xuat mé hinh nghién cttu stc dnh
hudng cia marketing truyén thong xa héi (social
media marketing) dén nhan biét va trung thanh
thiong hiéu d8i v6i ngudsi tiéu ding Viét Nam.

2. Pham vi vi ddi tugng nghién ciu

2.1. Pham vi nghién citu

Bai vi€l nay tap trung nghién ciu sifc dnh
hudng ciia truyén thong marketing qua mang xi
hoi d€n nhan biét va trung thanh thudng hidu cia
khdch hang Viét Nam.

- Vé nganh héng nghién citu: Nganh hdng dugc
Ifa chon nghién ciru 13 nganh hang my pham, bai
cic ly do sau.

Mgt la, my phim cling véi quin do va giay dép
12 cdc loa1 hang héa c6 1y (& ngudi mua gia ting
nhanh chéng trong thdi gian virta qua (cd mua a1
cifa hang truyén théng va mua tryc tuyén). Dic
biét, tai thi trudng kinh 1€ dang phit trién manh
nhu Viét Nam, s lugng khdch hang quan tim tim
hiéu va mua sdm my phim ngiy cang nhiéu. Bdi
ngodi téc dung chidm sée nhan sic, sitc khée né
con thé hién diing cdp cda nguisi sir dung.

Hai la, m§ phdm 1a loai san pham ma khdch
hang kh6ng phd1 chi mua céng dung hay Igi ich
chic ning cda sdn phﬁm, mé ho con doi héi cdc
1gi fch cdm tinh A€ thda man nhu cdu tinh thin. Ma
1gi ich cdm tinh thi chi ¢6 gid tri thuong hiéu méi
¢6 khd ning dem laj Igi ich ndy cho ngud s dung.

- Vé khéng gian: Nghién clu giGi han pham vi
tai Viét Nam, nhung tap trung vao 2 thanh phg 16n
la Ha N§i vad TP. HCM (ndi din cuv ¢6 mic thu
nhap trung binh khd va thudng xuyén wong tic qua
mang xi hoi chi€m ty 1¢ cao).

- Vé thoi gian: Nghién citu duge thyc hién trong
khodng thdi gian 6 nAm 2014 dén ndm 2018.

2.2. Péi tugng nghién ciu

C4c Iy ludn va thyc 1i&n vé dnh hudng cia
marketing truyén thong xa hdi dén nhin biél va
trung thanh thuong hiéu d8i vér ngudi téu ding
Vijét Nam (nghién cu nganh hang m§ pham).

3. Phuong phép nghiéo ciu

3.1. Phat trién mé hmh ngluen cifu

Dua vio Iy thuy&t vé y&u t8 gid tri lhudng hiéu
ctia Aaker (1991) v mé hinh nghién cifu cia Kim
vd Ko (2010), Balaknishnan va cong sy (2014),
Abu-Rumman va Alhadid (2014); md hinh nghién
cifu duge dé xuit (So dé 1).

Trong d6:

- Bién dgc lap la: gidi tri, su wong tdc, xu thé,
truyén miéng tryc tuyén, sy dang tin cay va cong
ddng tryc tuy&n.

Gidi tri: Trong truyén thdng xa héi. nhiu ngudsi
coi gidi tri la dong lyc manh mé dé wong tdc voi
cdc ndi dung do DN tao ra. Khi mét DN tao ra
nhitng ngi dung vui nhon, thi vi, ¢6 tinh gid1 tri cao,
thi khi ndng ngudi tiéu ding 1ruy cap va wong tic
v61 DN sé cao hon.

Sie teomg rdc: Tuong téc la sy tic ddng qua lai,
c6 &nh hudng 1dn nhau gia cdc ddi (Wgng ngudsi
hofic vat. Tudng tdc c6 tic ddng rat quan trong
trong hoat dong truyén théng xa hdi. Tuong tc la
dic di€m chinh cda cong ngh¢ mdi. doi héi mé
hinh da chiéu trong truyén thong. Khich hing ¢
thé chd dong tim ki€m va lya chon théng tin chi
khong don thuin nhin thong tin nhu trude. Bén
canh d6, khéch hang ciing cé thé thdo ludn, phidn
hoi. chia sé vdi nhirng thong un ma ho quan tim.

Xu hudng: Phuong tién truyén thong xa héj cia
DN cin cung cip nhitng tin tdc mai nhit vi cdc
chi dé thao Juadn mang tinh cip nhat. Ngudi tiéu
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S0 d6 I: M6 hinh nghién cidu dé xuét

[

Marketing truyén thong xa hoi

Glél trf (Kim va Ko, 2010) =1 m
Sy tuong tac (Kim va Ko, 2010; Abu-Rumman and Alhadid, 2014) - —‘ (Aair;r I18991)
Xu huéng (Kim va Ko, 2010) 7‘\ 4
Truyén miéng tryc tuyén (Kim va Ko, 2010; Balalakrisnan va cfng su,2014) 7% *
Su déng tin cay” (Abu-Rumman va Alhadid, 2014) — '("f;ﬁe"r“:g;‘
|

Cang déng tryc tuyén (Balalakrisnan va cdng sy, 2014)

dong mong ddi ¢é th€ tim thd'y nhifng théng tin
nhanh nhat, méi nhit trong cic ndi dung trén mang
x4 héictia DN. Néu lam dugce diéu nay, DN sé thu
hit dugc déng ddo khdch hang thuisng xuyén tham
g1a truy cdp vao nhitng théng tin md DN ding tdi.

Truyén méng truee wyén: Truyén miéng trye
tuyén 12 hoat ddng ma ngudi iéu ding tao ra va
truyén bd thong tin vé sin phim cda DN théng
qua viée trao d8i vdi nhirg ngudi khic trén cdc
mang xd hoi. Hoat dong ndy ¢§ dnh hudng ding
k& d€n thdi d6. hanh vi va quyél dinh mua cda
ngudi tiéu ding. Bi 1€, ngudi tiéu ding ¢d xu
huéng tin tudng vio cde phdn hdi cia nhing
khdch hang da timg trdt nghiém sdn pham hodc
dich vy cda DN,

St ddng tin cay: Dy 1a viéc DN chuyén (di
théng diép moét cdch rd rang va chinh xdic dén
ngudi tiéu dang. Bén canh dé, thi€t ldp sy un
wdng, ddm chiu trdch nhiém vdi nhitng gi DN da
dua ra, k€t ndi truc ti€p véi khich hang va ling
nghe ho thong qua cdc phugng tién truyén thdng
xi hor 12 nhitng didu DN ¢6 thé lam d€ xdy dyng
niém tin 83 vdi khich hang.

Cong dong 1uc neyén: DN ¢ thé sir dung
marketing truyén théng xa hdi dé xdy dung mét
cdng ddng v tuy&n. Mot cdng dong véi nhiéu
nhém khdch hiang khic nhau, thudng xuycn thio
lun, dua ra phin hoi vé sin pham. chia sé nhitng
trdi nghlem trye tuy€n. dua ra nhitng nhin xét tich
cye vé sin phim s& gi6p khach hang cing ¢& niém
tin va 1ong (runglhunh thuong hié cunb nhirhd g
DN trong phit tri¢n v cdi ticn sin phim.
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- Bi€n phu thudc 12: nhan bi€t thuong hiéu va
trung thanh thirgng hi€u.

= Gid thuyét nghién citu:

H1: Gidi tri trong truyén thdng xa hoi cé dnh
hudng d€n nhan biét va trung thanh thuong hiéu
clia khdch hang.

H2: Sy wong tc trong truyén théng xa héi cd
dnh hudng d€n nhan bi€l va trung thanh thudng
hi¢u cia khdch hang.

H3: Xu thé trong truyén thdng xa hdi c6 anh
huéng d€n nhin b€t va trung thanh thudng hiéu
cia khdch hang;

H4: Truyén miéng tryc wyén trong truyén
théng xa hdi cé dnh hudng d€n nhan bi€t va trung
thanh thudng hiéu ciia khach hang:

HS5: Sut ddng tin cdy trong truyén thong xa hoi
¢6 &nh hudng d&n nhan bi€t va trung thanh thudng
hiéu ciia khich hiang;

H6: Cong dong truc tuy&n trong truyén thdng
xd hoi 6 anh hudng dén nhin biét va trung thanh
thuong hiéu cda khéch hang.

* Thang do cdc nhan 16" (Xem Bing)

3.2. Chon méu nghién citu

Bii nghién ciu sit dung phudng phap didu tra
chon mau. Miu dugc chon theo phudng php thuin
tién, mdt trong cdc hinh thitc chon mau phi xdc
sudt. Kich thuée cda miu 4p dung trong nghién
cdu duge dua theo yéu ciu cia phan tich nhan &
khdm pha EFA (Exploratory Factor Analysis) va
phan tich hdi quy:

Dol vai phan tich nhdn & khém phd EFA: kich
thude mau 181 thiéu Ja gap S)in [ong 56 bién quan
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" Nhants Thang do Nguén
Bi&n a0c lap
-Sif dyng truyén thong xa héi clia thudng hiéu X 1am téi cam thay vui.

Gkl - N&i dung thé hién trong truyén thdng xa héi cta thuang hiéu X ¢6 vé thi vi. Kimvalo;2010
]
-Truyén théng xa hoi cua thuong hiéu X ¢d kha niang chia sé thang tin véI moi |
ngudi KimvaKo, |
. - C thé chia sé y kién hoac cac doan hoi thoai véi moi ngudi théng qua truyén 2010Abu - |
Su tuong tac . 5 s " | .
théng xa hdi cua thuong higu X | Rumman va

- Cé thé dé dang cung cap y kién cla t6i thdng qua truyén thong xa hoi clia = Alhadid, 2014
thuang higu X |

- C4c nodi dung trong truyén thong xa hér ciia thuong hiéu X Ia nhing théng tin |

Xu thé mai nhat Kim va Ko, 2010
- SUf dung truyén thong xa héi clia thuong hiéu X thi rat theo kip xu thé méi
— o 1 A g L2 A e WA o " N N Kim va Ko,
- T6i mu6n truyén tai thong tin vé thucng hiéu, san pham hoac dich vy (U truyén 2010;
Truyén miéng | théng xa hdi clia thuong hiéu X dén ban bé o
M L o | PO i A . Balalakrisnan
fruc tuyén - Toi mudn {ai ngi dung t truyén thdng xa héi cua thudng higu X 1én trang ca vacing s
nhén cua toi 2'014
- Cong déng tryc tuyén cta thudng hiéu X cé dong ddo c4c thanh vién tich cuc
tham gia.
| - Cong déng truc tuyén cua thuong hiéu X thudng xuyén dua ra nhing phan
Congddng | héi vé san pham ma ho da suf dung. Balalakrisnan va |
fnictuyén | - Nhing phan hdi vé san pham thucng hiéu X cia cong dng truc tuyén dua | cong su, 2014 |
ra ral dudc khach hang quan tam va tin tudng.
- Cong déng lruc tuyén cua thuong hiéu X hoat dong séi ndi va tich cuc hon
néu so sanh vdi cdng dong truc tuyén clia cac thuong hiéu khac
Sudéng tin cay | - o
glin cay | Abu-Rumman

(du kién 1a Thang do danh cho nhan t& méi dang phal trién va kiém dinh

nhan t6 méi) va Alhadd, 2014

Bién phu thudc
Nhan biét -T0|‘Iuon nharj ra thuong !'neu X 9|ua rat nrl\eu lhucng‘hlelg kPac ) Kim va Hyun,
thuong hiéu - béc trung cla thuang hidu X luon xuat f\len trong dau tdi ral nhanh chéng 2011
: - Té1 ¢6 thé nhanh chéng héi ludng ra biéu tuang va logo cua thuong hiéu X
-Toi sé goi y thuong hiéu X cho nhiing khach hang khéc.
- Tai s& gt thiéu thuong hiéu X cho ban bé clia minh.
- Téi thudng xuyén dén clia hang cla thuong hiéu X va san sang dén 13p lai
N e . Aaker, 1991
Trung thanh nhiéu 1an nda. .. |
N 4 s L. s " Yoo va cong su,
thueng higu - T6i hoan loan hai long vdi san pham cua thuong hiéu X.
. s P 2000
- Thugng hiéu X sé la sif Iya chon dau tién cla toi.

- Toi van sin mua san pham cba thuang hiéu X ké ca khi gia ¢6 tang hon mot i
chat |
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sdt (Hair, Anderson, Tatham va Black,1998)

Dai véi phin tich hdi quy: ¢d mau (3} thiéu cén
dat dugc tinh theo cong thitc 12 50 + 8%m (m: s§
bi&n déc 1ap) (Tabachnick va Fidell, 1996).

3.3. Phuong phdp thu thip dit ligu

Téc gid s dung k&t hop cd 2 phudng phdp
nghién cttu dinh tinh va nghién citu dinh lugng @&
thu thap dudc lugng thdng tin can thié€t cho nghién
citu, cu thé nhur sau:

Nghién citu dinh tinh: Tdc gid ti€n hanh phdng
vdn sdu mét s6 dai dién DN dang kinh doanh
nginh hang my ph&m twong d6i thanh cong ta1 Ha
No1, TP. HCM va cédc chuyén gia nhim x4c dinh,
diéu chinh va b3 sung cac bi€n dac lap c6 tdc dong
dén bi€n phy thudc trong mé hinh nghién ctu.

Nghién ctiu dinh hepng: Téc gid nghmén citu sd
b d€ kiém dinh su tin cdy cda thang do; sau d6, sé
trién khai thu thap va phan tich s6 liéu dua vao
bang hdi trén dién rong vdi quy md mau di chon.

Quy trinh thu thap dit ligu:

- Phdng vdn sdu: Tédc gid ti€n hanh phdng vin
sdu tir 10 chuyén gia trong linh muc marketing va
dai dién 20 DN dang kinh doanh nganh hang my
pham trén dia ban thanh ph Ha Noi va TP. HCM
d€ xdc dinh cdc nhan 8 cda marketing truyén
thdng xa hdi dnh hudng d€n nhin bi€t va sy trung
thanh thuodng higu cia khdch hang. K&t qua clia
cdc cufe phdng van siu dudce sif dung 48 xdy ding
mé hinh nghién ctu du ki€n.

- Nghién ctiu khdo sdr: Pht phi€u diéu tra truc
1i€p hoac qua email d€n cdc khich hang dang st
dung my phdm tai dia ban thanh phd Hi Noi vi
TP. HCM d€ tim hiéu vé dnh hudng cia marketing
truyén théng xd hdi d&€n nhdn biét va sy trung
thanh thuong hiéu cda khdch hing.

3.4. Phutong phdp phén tich dit ligu

Di liéu nghién citu sau khi thu thip sé dudc
1am sach, nhip liéu. sip x&p va phén tich vér sy

TAILIEU THAM KHAO:

hé trg ciia phin mém SPSS 20.0, cu thé:

- Phan tich dé tin cay d€ ki€m dinb sy tin cay
thang do cdc nhan 5 trong mé hinh: phuong phép
phd bi€n nhat dé ki€m dinh syt tin cdy thang do céc
nhin 6 1a st dung hé s& Cronback Alpha.

- Phén tich nhdn 16 khdm phd EFA.

- Phan tich ntong quan: D€ phan tich mgi quan
hé giffa cdc nhan (& trong mé hinh nghién cdu,
Phin tich wdng quan sé cho biét vé méi quan he
c6 thé giifa cdc nhan (& nghién citu qua dit liéu thu
thap dugc.

- Phén tich héi quy: DE ki€m tra m&i quan hé
nhin qui giita cic bi€n déc 1ap vdi bi€n phu thude.
Céc gid thuy€t nghién citu duge ki€m dinh & mitc
y nghia 5%.

K&t qua phén tich dinh lugng s& dugc két hgp
v61 viéc nghién ctu dinh tinh dé xdc dinh y nghia
clia k&t qua.

4. Céc k&t qui nghién cu du ki€n va
han ch&

Nghién citu phat trién ly thuy€l vé &nh hudng
clia marketing truyén thong xa hot d€n nhan biét
va sif trung thanh thudng hiéu dSi v6i khich hang,
cu thé: xay dyng va kiém dinh ms hinh, xay dung
thang do cdc nhin & clia marketing truyén thong
x4 hdi dnh hudng dé€n nhan bi€t va sy trung thanh
thuong hiéu d8i vdi khdch hang;

Ngoai ra, nghién cifu du ki€n s& b3 sung va
chiing minh dugc t | d&n 2 nhén 8 mdi cia hoat
ddng truyén thong marketing qua mang xi hdi c6
4nh hudng d&n nhan biét va sy trung thinh thudng
hi¢u; ciing nhu xdc dinh dudc mic 46 dnh huéng
ctia ching d&n ngudi tiéu ddng trong nganh hang
my pham.

Tuy nhién, do chi (dp trung nghién ciu tai 2
thanh phd I6n 12 HA N§i va TP.HCM nén vén sé
con mdt s& han ché vé mit chon mdu mang tinh
dai dién cao nhat m
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ABSTRACT:

With the booming development of the Industry 4.0, traditional marketng has gradually
expanded into new forms which are suitable (o the modern context. Social media marketing, one
of these new marketing methods, is widely used by enterprises. This study focuses on developing
models and testing scale of the impact of social media marketing for cosmetic products on
Vietnamese consumers‘ brand awareness and brand loyalty.

Keyword: Social media marketing, brand awareness, brand loyalty, consumers, comestic
industry.
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