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hién ciru nay nham xdc dinh cdc nhan té tao gid tri khach hang néi chung khi mua sam tai

cac nha ban le tryc tuyén nhé trén Facebock. Két qud kiém dinh qua bo dir liéu diéu tra tric

nghiém 250 khach hang cho thdy mé hinh nghién ciru thuwc té gom 5 nhan t6 bién déc ldp véi 20 thang do
bién quan sat va 5 bién quan sdt cho bién phu thudc gid tri khach hang cam nhdn véi cac nha ban 1é truc
tuyén nhé trén Facebook & dia ban Thanh phé Ha Néi theo thir tw mire do dong gop lan lwot la: Chat leong
dich vu ban le truc tuyén, Truyén khéu truc tuyén, Cam nhdn tinh hitu ich; Cam nhén tinh dé sir dung va

Ruii ro cam nhan.

Tir khéa: Gid tri khich hang cam nhdn, Nha ban 1é triec tuyén nhé trén Facebook.

1. Co sé ly thuyét

1.1. Gia tri va gid tri khdach hang cam nhdn

Mot dich vu c6 chét lugng mai chi co thé thoa
min duge mot nhu cdu duoc phat biéu hodc ham v,
trong khi khach hang khong chi doi hoi thoa man
nhu cdu ma con 1a mong mudn, diéu d6 c6 nghia
mong mudn khach hang méi 1a dit dac quyén cua
Marketing. D6 chinh 1a mét phat hién quan trong tao
mot phat trién vé chat trong QTKD va MKT, thay
cho tiép cén hat nhan ctia KD 1a san pham va quan
niém QTKD la quéan tri qua trinh cung Ung san
pham 1a tiép can lay gia tri lam hat nhan va liy qua
trinh cung tmg gia tri khach hang mai 1a thuc chét
cua QTKD va MKT hién dai. Vay gia tri la gi?

Trong céc chuong trinh nghién cuu trudc day,
nhiéu nha nghién ciru da mé ta gia tri nhu 1a 1 ham
cuia cac chi phi bang tién va phi tién té ¢6 lién quan
dén viéc tim kiém va st dung mét dich vy dé danh
ddi 1ay cac loi ich hay d6 thoa dung nhan lai duoc

(Doyle, 1984; Hauser & Urban, 1986). Giai thich
rong hon khai ni¢ém dich vu trong méi truong ban 1é,
Zeithamb (1988) da dua ra 4 khai niém gia tri dich
vu gom:

- Gia tri 1a gi4 ban thap

- Gia tri 1a sy théa mian mong mubn khach hang

- Gia tri 1a chat lwong nhéan dugc tir gia phai tra

- Gia tri la cai nhan duoc tur cai phai bo ra.

Kotter cung Keller (2008) khi dong nhét gié tri
va gia tri cam nhan dua ra dinh nghia ring, gia tri
cung tng khach hang 1a phan chénh léch giita tong
loi ich ctia khach hang va tong chi phi khach hang.
Voi tiép can kinh t& chinh tri theo hoc thuyét cua
Marx, Bowman & Ambrosisu cho ring, gi tri c6 2
mit va déu do khach hang cam nhan d6 1a gia tri st
dung va gi4 tri trao d6i. Gi4 tri sir dung 1a sy cam
nhan vé mirc do tiéu dung ciia mot dbi twong va nho
d6 ma dbi tugng thoa man nhu ciu khach hang,
trong khi o, gia tri trao ddi dugc xudt phat tir phia
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nha cung ung, ho mang lai cho khach hang su sin
sang cua dang thuc c6 ich, thoi gian c6 ich, dia diém
¢6 ich va tai san c6 ich qua hanh vi mua - nhu vy
gia tri trao ddi duoc tao ra khi khach hang chi tra
cho nha cung tng vé cac gia tri sir dung. Tai (2011)
lai cho rang, gi4 tri cung Gmg khach hang dugc bao
ham 2 thanh t6: gi4 tri chtrc nang va gia tri quan hé;
¢ day gia tri chire nang duoc khach hang cam nhén
v€ nhiing biéu hién hodc tinh hiru dung cia san
pham, dich vu va phuong phap cong nghé cung tmg
cua nha cung ung theo chiic nang cua ho, con gia tri
quan hé¢ dugc xem 1a sy tin cdy, hoac niém tin cam
nhan ctia khach hang va chinh vi vay ma xéac lap mbi
quan hé véi nha cung ting; dén lugt nd mdi quan hé
nay s€ tao ra gia tri trong tuong lai. Theo d6 cho
thay, gid tri 1a mot khai niém duoc hiéu theo nhiéu
cach khac nhau va c6 nhiéu tén goi khac nhau
(Woodall 2003). Tuy nhién cac nha nghién ctru déu
thong nhét ring: gia tri luén ludn duge xac dinh
bang khach hang - nguoi tiéu ding (Stowell, 1992;
Woodruff, 1997). Cung quan niém nay, Kotle (2008)
va sau d6 Christopher (1996) cho ring gia tri duogc
tao ra va khach hang cam nhan khi lgi ich ma khach
hang nhan dugc trong giao dich vuot qua chi phi.

Khalifa (2004) cho rang, & tai mot thoi diém, gia
tri cung ung khach hang dugc xem 1a gia tri khach
hang cam nhén hay nhu Woodall (2003) goi tat 1a
gia tri cam nhan. Trong nghién ctru nay dong nhat
cac khai niém trén va thong nhat sir dung thuat ngir
gia tri khach hang cam nhan (Perceived Customer’
Value - PCV) véi khai niém ctia Nguyén Bach Khoa
va Nguyén Hoang Viét: Gia tri khach hang cam
nhan trong mdi trudong ban 1¢ dugce hiéu 1a két qua
téng hop cua viéc can nhic, danh gia, so sanh vé
muc chénh 1¢éch (hodc ti 1¢) glu’a tong loi ich ma
khach hang nhan dugc trong mdi quan hé véi tong
chi phi ma khach hang bo ra trong tim kiém, lya
chon, mua va dung 1 loai dich vu ban 1& dé tao nén
kha niang thoéa mian mong mudn cia khach hang voi
loai dich vu do.

1.2. Téng quan vé mang xi hoi va Facebook

i. Khai niém:

Mang xa hoi (social network) la mot tép cac
trang web cho phép ngudi dang két ndi v6i ban be
va gia dinh, chia sé hinh anh, video, am nhac va cac
thong tin ca nhan khac vdi mot nhom nhitng nguoi
duogc chon hoac mdt nhém nguoi rong 16n hon, tuy
thudc vao céc thiét bi lwa chon ciia ngudi dung.

'QUAN TRI KINH DOA

Mang xa hoi, hay con goi la mang xa hoi ao
(social network) 1a dich vu ndi két cac thanh vién
cling so thich trén internet lai véi nhau véi nhiéu
muc dich khac nhau khong phan biét khong gian va
thoi gian.

Theo Boyd va Ellison dinh nghia, mang xa hdi la
“cac dich vu dua trén web cho phép ca nhan xay
dung hd so cong khai hodc cong khai trong mot hé
thong gi6i han. cong khai mot danh sach cac ngudi
dung khac ma ho da cé mbi quan h¢, va xem danh
sach cac két nbi dugc tao ra boi nhitng ngudi khac
trong hé thong ctia ho”. Hién nay c6 rat nhidu loai
mang xa hoi nhung theo statisticbrain.com thi mét
s6 mang xi hoi tiéu biéu nhu Facebook, Linkedin,
Twitter, Google +, Instagram. ..

ii. Dac diém va loi ich cua mang xa hoi

- Dya trén nguoi dung: Mang xa hoi truc tuyén
dugc xay dung va hoat dong bdi chinh nguoi su
dung. Nguoi ding s& quyét dinh ndi dung ctia mang
xa hoi truc tuyén. Su dinh huéng ndi dung c6 dugc
xac dinh boi nguoi tham gia vao cudc thao luan.
Pay la nhitng gi tao nén sy thu vi ma mang xa hoi
mang lai cho nguoi dung internet.

- Tinh ca nhan: O cac trang mang xa hoi, mdi
thanh vién déu c6 mot tai khoan trang ca nhan riéng
minh. Ngudi ding c¢6 quyén thiét 1ap thong tin ca
nhan, dang tai cac bai viét va thiét 1ap cho no tinh
riéng tu cho toan b ban bé hodc cong khai trong
gi6i han mot sé thanh phan nhat dinh.

- Tinh tuong tac: Mot dac tinh khac cia cac
mang xa hdi hién dai twong tac ngudi dung trén cac
trang mang xa hoi c¢6 thé giao tiép mot dbi tugng va
tham gia cac tro choi truc tuyén véi nhau.

- Dua vao cong dong: Mang xi hoi duge xay
dung va duy tri dya trén cac thudc tinh cong dong,
cac nhom duoc thiét lap dua trén s¢ thich, niém tin.

- Phat trién mdi quan hé: Cong dong trén céac
trang mang xa hoi 1a mot cong dong mo, & d6 ngudi
ding duogc thoai mai lya chon va thiét 1ap cac méi
quan h¢ cua minh. Nguoi dung cang co nh1eu mdi
quan hé thi cang thlet lap nhiéu cdc mbi quan hé
khac duya trén cac mdi quan h¢ xa hoi.

- Tinh cam xuc vuot ndi dung: Mot dac tinh doc
dao ctia cic mang xa hoi 1a yéu t6 cam xic. Trong
khi cac trang web trudc ddy da tap trung chi yéu
vao viéc cung cip thong tin cho khach truy cép,
mang xa hoi thuc su cung cip cho ngudi ding voi
cam gi4c an toan dé chia s¢ thong tin va ¥ thic ring
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khong c6 van dé gi 1a qua kho khin, bé tic, ban be
cua ho luoén & bén canh ho, léng nghe ho noi bét ky
luc nao.

Theo sau sy phat trién cta Internet 1a sy phat
trién cua céc trang mang xa hoi boi 1gi ich ma no
dem lai.

Thir nhat, nhitng loi ich mang xa hoi dem lai rat
da dang. Mang x4 hoi thuong lién quan dén nhom
ca nhan hodc to chic cy thé. N6 cho phép thanh
vién tao ra mang ban bé riéng ctia minh va loai bo
cac thanh vién ma khong mang lai l¢i ich hoac muc
tiéu chung. Mang xa hoi dugc dya trén mot cAu trac
nhét dinh cho phép ngudi ding vira thé hién cé tinh
ctia minh vira giao luu cing nhitng nguoi c¢6 chung
s thich.

Theo Evans, voi xu hudng st dung mang xa hoi
dang n¢ r¢ hién nay cac doanh nghiép nén khai thac
boi vi nhiéu nguoi trén thé gidi dugc két ndi véi
nhau va thao ludn vé cong ty va san phém thong qua
cac mang xd hoi nao thi cling cho rang no s€ la mot
ton that cho cac cong ty néu ho bo qua ¥ kién khach
hang trong mang xa hoi va khong st dung n6 trong
qua trinh kinh doanh. Vi vdy, cac cong ty va ca nhan
nén bit dau sir dung phuong tién mang xa hoi trong
qué trinh kinh doanh.

Thir hai, cac trang web mang xa hoi ho tro thong
tin lién lac gitra moi nguoi tao diéu kién dé két ndi
ban bé méi, thém vao cac hoat dong tha vi dé chia
sé ban than, chang han nhu nghe nhac, dang tai hinh
anh va video. Pong thoi tiép thi, phuong tién truyén
thong xa hoi cung cap mot cong cu ban hang hi¢u
quéa dé quang cao san pham va tiép can voi mot khéi
lwong khach hang tham gia tryc tuyén.

Thir ba, Jang va cong sy (2008) thdy ring su
tham gia cua cong dong truc tuyén hodc nhéan thic
clia cong dong cam két gia tang gi4 tri thuong luong
gitp duy tri mot thai d¢ tich cuc déi vai cac thuong
hiéu va gié tri trung thanh ddi véi thuong hiéu do.

iii. Gioi thiéu vé mang xd hoi va Facebook

Facebook la mgt website mang xa hoi truy cap
mién phi do cong ty Facebook, Inc diéu hanh va so
hiru tw nhan. Ngudi ding c6 thé tham gia mang va
dugc té chire theo thanh phd, noi lam viéc, truong
hoc, khu vuc dé lién két va giao tiép voi ngudi khac.
Moi ngudi ciing c6 thé két ban va gui tin nhén cho
ho; cdp nhat trang hd so ¢4 nhan ctua minh dé thong
béo cho biét vé chung.

Co ché hoat dong cua Facebook chu yéu dua trén:

MO hinh tng dung Web thong thuong: ing dung
va co sO dir liéu duoc dat trén mot may chu web.
Ung dung s& chay trén server va ngudi ding thuc thi
g dung bang cach st dung giao thirc HTTP thong
qua trinh duyét.

Mo hinh ung dung Web Facebook: Nguoi dung
truy cép Facebook.com va ung dung thong qua trinh
duyét va Internet. Facebook Platform ciing cung cip
mot giao dién cho ngudi viét img dung.

Dé giai quyét van dé Facebook trung binh mdi
gidy phai hién 600 nghin hinh anh mét luc.
Facebook da st dung vung luu trir dém (cache) va
day ciing chinh 14 trai tim cta h¢ théng.

Facebook da phat trién Haystack - mot h¢ thong
quan 1y cac tap tin hinh anh trung gian dé cai tién sy
truy van. Ngon ngit lap trinh cho timg bd phén ciing
dan duoc t6i wu hoa. Nguoi truy cdp sé& duge phan
ludng ngau nhién vao cac ngan hang dit liéu dé giam
tai va cac truy van cta ho s& dugc hé théng cach tra
161 nhanh choéng.

Céc dich vu va tién ich trén Facebook hién nay

Facebook cho phép bat cir ai tir 13 tudi (theo
wikipedia) trén toan thé gigi co6 thé diang ky tro
thanh mgt nguoi st dung trang web, mac du béng
chimg 1a khong can thiét. Thanh vién da dang ky c6
thé tao hd so so véi cac hinh anh, danh sach sé thich
ca nhan, thong tin lién lac va nhling thong tin ca
nhan khac.

- Profile: Cap nhat nhitng thong tin ca nhan cua
nguoi dung, nhén thong tin cac khi ban be thich va
binh luan vé bai viét.

- Guri tin nhan van ban, chat va trd chuyén nhom.

- Quan 1y tit ca cac comment cua nguoi st dung.

- DivShare cho phép dinh kém video, music va
hinh anh dé chia s¢ v6i ban bé mot cach nhanh
chong va mién phi.

- Fan/Like: Nguoi dung like va tré thanh nguoi
ham mo cua Trang.

- Friend/Friend list: Két ban va danh sach ban bé.

- Group: Két nbi ngudi dung Facebook tap hop
lai theo mot chu dé.

- Page: Mot trang chinh thttc cho mot doanh
nghiép, nhan vat, linh vuc.

- App Center: Gitp nguoi dung giai tri bang cach
trai nghiém véi mot kho game dd so.

- Cac tién ich khac:

Thanh cong ctia Facebook phan 16n nho vao céc
dich vu truc tuyén. Giao dién nguodi dung don gian,
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&n dinh va d bao mat tuong ddi cao. Hién tai mang
xa hoi nay dang c¢6 hon 500.000 tng dung va hon
mot nira trong s6 d6 ¢6 lwong nguoi dung mdi thang
1én t&i hon 1 triéu.

Nhu vay, doanh nghi€p va ca nhan cé thé sir
dung cac ung dung cua Facebook dé tao ra cac trang
yéu thich cta ho va hd so ca nhan cho phép khach
hang binh luan vé trang cua ho. Hon nita, voi
Facebook cac cong ty ¢ thé ding quang cdo, dé
dang tai 1én hinh anh va video. Nhu vay, bang cach
sir dung Facebook, cac cong ty va c4 nhan c6 thé tai
1én cac hinh anh san phém cua ho hoac dich vu véi
mo ta day du vé n6 va khach hang c6 thé mua san
phidm chi bang cach cho y klen vao hop binh ludn
hoac hop thu dén. Xac nhan cudi cung vé viéc ban
san pham hay dich vu s& dugc giri dén khach hang
thong qua hop thu dén Facebook. Khach hang s&
nhan duoc mot sé tai khoan ngan hang cho muyc dich
thanh toan. Pay la cach thirc ma cac doanh nghiép
va ca nhan st dung Facebook dé thuc hién thuong
mai dién tu.

1.3. Nha bdn Ié truc tuyén nhé trén Facebook

Theo nguyén 1y quan tri marketing, ban l¢ bao
gbm toan bd céac hoat dong gan voi viée ban hang
hoa, dich vu truc tiép cho ngudi tiéu dung cudi ciing
dé tiéu dung ca nhan va/ hodc tiéu dung phi kinh
doanh. Nha ban 1¢ dugc hiéu 1a bat ky 1 co so kinh
doanh ma doanh thu ctia n6 ¢6 ti phan cin ban la tir
ban 1¢. Nhu vay, mot td chiic dang ban hang cho
ngudi tidu ding cao cip di do6 1a nha san xuét, ban
budn, ban 1é thi déu dang lam ban 1¢, bat ké hang
hoéa, dich vu d6 dugc ban ra sao (bdi nguoi ban, qua
thu, qua dién thoai, may ban hang ty dong hay inter-
net), hodc bit ké chung dugc ban ¢ dau (tai ctira
hang, trén duong phd, hay tai nha NTD), thong qua
bat ky mot loai hinh ban 1¢ nao (ban 1¢ cira hang, ban
1¢é tryc tuyén...)

Khac vdi cac nha ban 1¢ tryc tuyén B2C chuan
tic can xac lap mot mo hinh kinh doanh dya trén
mot website cong ty va website marketing bat ké
dudi dang dang ky doc 1ap trén internet hay
thong qua cac mang xa hoi nhu néu trén, do
nhiing vu viét ma mang xa hdi mang lai, nhiéu
thé nhan (1 ngudi hodc 1 nhom nho co tinh gia
dinh hodc than hitu) thong qua mang xa hi cung
tham gia ban 1¢ v6i dang thirc kiéu ban 1¢ C2C
ma nghién ctru nay goi la cac nha ban 1¢ truc
tuyén nho qua mang xa hoi.

'QUAN TRI KINH DOA

Mot dic diém khac biét quan trong thtr hai so voi
cac nha ban 1¢ B2C 1a mat hang ban 1é cta no. Néu
nhu cac nha ban 1é B2C (Online hay Offline) déu
xac 1ap mot danh muc mat hang dugc chao ban hang
6n dinh theo dung loai hinh ban 1¢ ma né theo dudi,
thi mat hang ban 1é ctia cac nha ban 1¢ truc tuyén qua
mang x4 hoi mang dic trung tiy bién, linh hoat
nhung tinh gon cao, thudng 1a cac mat hang dau vi
déc san theo mua vy, tiéu ding va phan 16n 1a cac
san pham nguyén gbc dudi dang mua chuyen ban,
hodc mua khong so ché - chi ban, mua - ché bién
theo dat hang va chuyén ban. Tir budc diu do dan
dinh dang, tao tin nhiém va c6 thuong hiéu dé
chuyén hoa thanh nha bén 1¢ truc tuyén B2C.

Pic diém khac biét thir ba 1a & khach hang myc tiéu.

Néu nha ban 1& B2C thyc hién quyét dinh thi
truong muc tiéu la trén co sd nghién ctru phan doan,
danh gia tinh hép din mdi doan va chon 1 hodc 1 vai
doan thi truong theo tiéu chi dia ly, hanh vi hay thu
nhdp hodc nghé nghiép va khach hang muc tiéu
duoc hinh dung qua cic mau hanh vi mua, thi cac
nha ban 1é truc tuyén nhd qua mang xa hdi dinh
dang rt 13, cu thé khach hang muyc tiéu ctia minh
qua danh sach ban bé, nhém cha dé chung (thuong
la nhan vién van phong, gido vién, sinh vién...) tir
d6 lan toa qua truyén khau online hoic offline.

Dic diém khdc biét thtt tu vé canh tranh thi
truong voi t€p khach hang muc ti€u nay cho phép
cac nha ban 1€ truc tuyén nho co nhing loi thé trong
tac dong dén dyu dinh hanh vi mua caa khach hang
thuan 1oi hon so vdi cac nha ban 1¢ truc tuyén B2C,
mic di ring v6i tép khach hang nay thi dung luong
thi truong 1a khong 16n, khong phai 1a muc tiéu lya
chon va canh tranh lya chon doan thi truong nay cia
cac nha ban 1¢ tryc tuyén B2C, tuy nhién voi nha
ban 1€ truc tuyén nho qua mang xa hdi thi doan thi
truong nay 1a c6 dung lugng du va phu hop voi nang
lyc cung tmg gia tri ctia minh. Nghién ctru nay nhim
x4c dinh cac tac nhan dén gia tri cam nhan cua
khach hang cac nha ban 1¢ truc tuyén qua mang xa
hoi Facebook trén dia ban Ha Noi dua trén cac co so
Iy thuyét trén.

2. Thiét ké nghién ctru

2.1. Vé mé hinh nghién civu ly thuyét

Dé xé4c 1ap mo hinh nghién ctru 1y thuyét, nghién
ctru nay dya trén mot s6 luan cir sau:

Mot la, mé hinh chap nhén cong ngh¢ (TAM)
ctia F.Davis (1986) gdm 3 yéu t6: Nhan thic tinh
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hitu ich; Nhan thirc tinh dé& st dung va Thai do
huéng téi str dung c6 tac dong dén y dinh sir dung
mdt cong nghé xac dinh.

Hai la, m6 hinh chép nhan TMDT (e.CAM) cua
J.Ahn et al (2001) bang viée két hop TAM véi ly
thuyét nhan thic rai ro gdm rii ro giao dich va rui
ro san phdm trong TMDT.

Ba la, nghién ctru T.Pereay (2004) da chi ro tinh
dé str dung, hitu ich va thy hudng dich vu c6 tac
dong dén gia tri cam nhén. P.Lind (2011) cling chi rd
sy thuan tién, tiét kiém thoi gian va an toan mua sdm
¢6 tac dong co y nghia thong ké tdi gia tri cam nhan
khéch hang mua sam tryc tuyén.

Bon la, md hinh nghién ctru cia M.Hemming &
A.Loh (2011 vé cac nhan t6 tac dong dén quyet dinh
mua hang tryc tuyen dwa ra 3 nhan t6: Truyén miéng
truc tuyen Niém tin va rai ro cam nhan.

Nam la, nghién ctru cia P.X.Lan et al (2012) vé
gia tri khach hang cam nhan tai siéu thi, nghién cuu
ciia N.B.Khoa & N.B.Ngoc (2018) tai cc chudi cira
hang tién ich cho thay bén canh cac yéu té hiru hinh
thi cac yéu té dich vu ban 1& ¢6 tac dong truc tiép va
quan trong nhit dén gia tri khach hang cam nhan.

Tir cac nghién ciru trich dan trén cho phép nhan
dang cac nhan t6 co ban co tac dong truc tiép va
quan trong dén gia tri cam nhan cua khach hang véi
cac nha ban 1é truc tuyén nho trén Facebook sau:
Cam nhan tinh hitu ich; Cam nhan tinh dé st dung;
Chat lugng cam nhan dich vy ban 1é truc tuyén; Rui
ro cam nhan va Truyen miéng truc tuyen

O day:

mua hang tr nha ban 1¢ tryc tuyén nho trén
Facebook) s& khong phai ton nhiéu nd Iyc va chi phi
khach hang. Gia thuyét nghién ciru H2 1a: Cam nhan
tinh d& sir dung c6 tac dong truc tiép va ddng bién
v6i gia tri khach hang cam nhan.

- Rui ro cam nhan 1a mirc d¢ ma khach hang cam
nhan kha nang nhan duogc két qua va trai nghi¢m
khong mong mudn. Gia thuyét nghién ctru H5 1a
RRCN c6 tac dong truc tiép va nghich bién voi gia
tri khach hang cdm nhan mutrc d¢ chia sé.

- Truyén miéng truc tuyén (eWOM) la thong
tin (tich cuc hay tiéu cuc) vé thuong hiéu, san
pham, dich vu ciia mot nha ban 1é trong cac trang
web mang x3 hoi. Gia thuyét H4 1a eWOM co tac
dong truc tuyén va dong bién v&i gia tri khach
hang cam nhan.

- Chét Iugng cam nhén dich vu cua nha ban 1¢
truc tuyén 1a mtrc d§ khéach hang cam nhan vé chét
lugong dich vu thuong mai ma nha ban 1€ tryc tuyén
nho cung tng cho khach hang vé san phdm - gia trai
nghiém khach hang. Gia thuyét nghién ctru H3 1a
Chat lugng NBL tryc tuyén c6 tac dong truc tiép va
ddng bién v6i gia tri khach hang cam nhan.

Ta ¢6 md hinh nghién ctru 1y thuyét vé gia tri
khach hang cam nhéan véi cac nha ban 1¢ tryc tuyén
nho trén Facebook sau (xem hinh 1):

2.2. Thang do nghién cvu chinh thirc

Pé c6 bo thang do chinh thirc, mot Bang hoi
nhap sau khi hiéu chinh tir két qua nghién ctru dinh
tinh va tién hanh phong van thir 15 khach hang dang

- Cam nhan tinh hiru

ich 1la mirc d0 ma khach Cam nhan tinh hitu ich

hang tin rang viéc su

dung mét hé théng cu

thé (mua hang truc Cam nhan tinh dé st dung Gia tri khach hang
tuyén) s& lam ting cam nhén véi nha
cuong hi¢u qua mua sam | [ cpg lwgng DVBL truc tuyén BLTT nho trén
cua khach hang d6. Gia i i Ha (4) I Facebook
thuyét nghién ciru H1 1a:

Truyén miéng truc tuyén

Cam nhan tinh huu ich

c6 tac dong truc tiép va

H5()

ddng bién véi gia tri

Rui ro cam nhéan
khach hang cam nhan.

e

- Cam nhan tinh dé&
su dung (1a mic do ma
khach hang tin rang viéc
su dung hé théng cu thé

Nguon: Cdc tdc gia tong hop va phat trién
Hinh 1: M6 hinh nghién cuu gid tri khach hang cam nhan
VOi cdc nha ban lé truc tuyén nho trén Facebook

=
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mua sim tai cdc nha ban 1é truc tuyén nho trén
Facebook. Thong tin thu thap dugc phan tich, hiéu
chinh va téng hop nhu sau:

Cam nhéan:

1. Tinh hiru ich cua kénh ban 1¢ truc tuyén nho:
Tham khao thang do cua Davis (1998), Aoife (2001)
gdm 5 bién quan sat tir PU1 dén PUS5:

- Mua hang tir qua kénh ban 1é truc tuyén trén
Facebook nhanh chong hon

- Kénh ban 1¢ tryc tuyén qua Face gitip mua hang
dé dang, thuan loi

- Mua hang qua kénh ban 1¢ tryc tuyén trén Face
gitp tiét kiém thoi gian mua sdm

- Mua hang qua kénh bén 1¢ truc tuyén trén Face
gitp tiét giam chi phi nang lugng, tinh than, tién bac

- Mua hang qua kénh ban 1¢ nho trén Face va mo
rong hon danh muc hang s¢ thich ma STBL dién tu
khong ban hodc khong du diéu kién nhap siéu thi

2. Cam nhan tinh dé sir dung cua cong nghé ban
1¢ tryc tuyén nho: tham khao thang do ciia F.Davis
(1998) gdm 4 bién quan sat tir EU1 dén EU4:

- Diéu kién, thu tyc str dung cong nghé nha ban
1¢ truc tuyén nho trén Face don gian, d& thuc hién
hon so véi ST truc tuyén

- Nb lyec tri thire, tinh than d& sir dung cong nghé
mua hang ctia nha ban 1¢ tryc tuyén nho trén Face la
dé dang.

- Tuong tac véi nha ban 1¢ truc tuyén nho trén
Face 1a 16 rang va d& hiéu hon so véi siéu thi
truc tuyén

- Nhin chung cdng nghé mua hang voi nha ban 1€
thi truong nho trén Face 1a dé dang

3. Rui ro cam nhan: Tham khao thang do cua
L.Jarvenpaa (2009), D.Kim (2011) gdm 4 bién quan
sat tir PR1 dén PR4:

- So véi céac cach thuc mua hang khac, mua hang
tir nha ban 1¢ tryc tuyén nho trén Face co rii ro
nhiéu hon

- Mua hang tir nha ban 1¢ tryc tuyén nho trén
Face c6 lién quan nhiéu dén cac rii ro san pham

- Mua hang tir nha ban 1¢ tryc tuyén nho trén
Face c6 thé din dén nhiéu RR tai chinh

- Mua hang tir nha ban 1 tryc tuyén nho trén
Face c6 thé dan dén nhiéu rui ro rat cao diéu kién va
thoi han giao hang.

4. Truyén miéng tryc tuyén: Tham khao thang do
cta I Goyette (2010) gdm 6 bién quan sat tir WM1
dén WM6:

|QUAN TRI KINH DOANH |

- T6i thuong gidi thi€u website cia nha ban 1é
truc tuyén nho trén Face vdi ban bé

- T6i thudng néi v6i ngudi khac vé cac khia canh
t6t ciia nha ban 1¢ tryc tuyén nho trén Face

- T6i da phan no6i nhitng diém xau, tiéu cuc véi
nguoi khac

- T6i thuong thao luan vé gia san phiam dugc
chao hang ciia nha ban 1¢ truc tuyén nho trén face
véi nguoi khac

- Toi thuong thao luan vé sy da dang, hiém, méi
ctia san phdm duoc chao ban

- T6i thuong thao ludn vé chit lugng san pham
duogc chao ban.

5. Chét luong dich vy ban 1é tryc tuyén: Tham
khao thang do ctia N.B Khoa et al gdm 6 bién quan
sat tir SQ1 dén SQ6

- Mat hang da dang mang tinh déc san, hiém va
kho tim trén thi truong dia phuong

- Chét luong va san phdm dam béo, tin cdy vé
xudt xit hang hoa

- Gia ca mat hang co tinh canh tranh cao, chip
nhén tbt

- Péap mg nhanh va giao hang ding cam két

- C6 uu thé dinh vi hinh anh nha bén 1¢ gan giii,
than thién.

6. Gia tri khach hang cam nhan (2012): Tham
khao thang do cia P. X. Lan et al (2012) N.B. Khoa
etal (2019) gdm 6 bién quan sat tir PCV1 dén PCV6

- Nha ban 1é truc tuyén nho trén Face 1a dia chi
mua sim tin cdy

- Mtrc d6 quan tam, thu hiéu va chia sé voi
khach hang cao

- Mua hang tai nha ban 1¢ tryc tuyén trén Face
nhan dugc loi ich cao hon chi phi khach hang bo ra

- Cam nhén v& sy thuan tién, nhanh chong va tiét
kiém mua hang...

- Cam nhan vé tinh hop thoi, sanh di¢u khi mua
hang ctia nha ban 1¢ tryc tuyén nho trén Facebook

Tdng s6 25 bién quan sat cho 5 bién doc lap va 6
bién quan sat cho 6 bién phu thudc

2.3. Phwong phdp va mé ti mdu nghién ciru

Nghién ctru dinh lugng dugc thue hién voi bo dir
lidu so cAp duogc thu thap tir diéu tra bang phuwong
phap Survey voi Bang hoi gdm 31 bién quan sat
(items) dugc xdy dung thanh cic phét biéu chuin
hoéa theo thang Likirt 7 muc (1 - hoan toan khong
ddng ¥; 7 - hoan toan ddng ). Déi twong diéu tra 1a
khach hang ctia cic nha ban 1¢ truc tuyén nho trén

khoa hoc =
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Facebook dugc chon theo phuwong phap ngau nhién.
Quy md mau tdi thiéu dwoc xac dinh theo phwong
phap thuc nghiém (J.Hair et al - 2006): 31x5=155
dap vién. Thyc té diéu tra v6i s6 phiéu phat ra 350,
thu vé& 268, loai 12 phiéu khong hop 18 va loai tiép
ngiu nhién 6 phiéu dé an dinh quy mé mau la 250
dap vién. Co cau ddi tugng dap vién thuéc mau cho
trong Bang 1.

Thoi gian diéu tra: 2 dot tir thang 5-7/2018 va tir
thang 11/2018-1/2019. X 1y dir liéu bang phan
mém SPSS 20.0.

3. Két qua nghién ctru

3.1. Kiém dinh thang do

3.1.1. Phan tich nhén t6 kham phd (EFA)

Phan tich EFA dugc sir dung dé kiém dinh do hoi
tu clia cac bién quan sat theo timg thanh phin cia
Bang 1: Mo ta dac diém mau diéu tra

STT Dic diém miu So Ty 18
luwgng Y%
1 Tong so 250 100
Nam 37 14,80
Nir 213 85,20
2 | Tudi
Dudi 25 25 10,0
Tu 25-35 102 40,8
Tu 35-45 76 30,4
Trén 45 47 16,8
3 Thu nhap dau nguoi
Dudi 2,0 tri¢u VND 23 9,2
Tu 2,0-4,0 tricu VND 74 29,6
Tu 4,0-6,0 tricu VND 108 432
> 6,0 triéu VND 45 18,0
4 Nghé nghiép
Nhan vién van phong cong s6 Nha nude | 79 31,6
Nhan vién DN, bu6n ban nho 48 19,2
Nhaén vién co quan sy nghi¢p 96 38,4
Sinh vién, ni trg, khac 27 10,8
5 S6 gio sir dung Facebook/ngay
Tu 1-2 gio 43 117,2
Tu 2-4 gio 79 31,6
Tu 4-5 gio 88 35,2
> 5 gid 40 16,0
6 SO luot mua hang tir nha ban 1é truc
tuyén nho trén Facebook/thang
1-2 lan 84 33,6
2-4 1an 92 36,8
4-6 1an 53 21,2
>6lan 21 8,4

Nguon: Xir Iy dir liéu diéu tra bang SPSS 20.0

42  thuong mai

md hinh nghién clu.
Phuong phap rat trich
dugc chon la phuong phap
Principal components véi
phép xoay verimax.

i - Véi 5 bién doc lap
cho két qua EFA sau:

Két qua kiém dinh
KMO = 0,859 (>0,5) véi
muc y nghia sig = 0,000
(<0,05) cho thay phan tich
EFA 1a thich hop. Tai céac
Eigenvalue > 1, phan tich
nhan t6 da trich duoc 5
nhan t& tr 25 bién quan
sat va voi phuong sai trich
la 78,686% (>0,5) nén
phan tich nhén t6 dat yéu
cau (Gerbing & Anderson
- 1988).

Dua vao phan tich ctia
bang Rototied Component
Matrix cho thiy cac bién
quan sat EU4, PR3, WM3
c6 hé s tai <0,5 nén can
loai bé chung khoi phan
tich EFA tiép theo

Phan tich EFA lan 2
sau loai 3 bién quan sat
trén c6 két qua sau (xem
bang 2)

Tir bang 2 cho thiy:

- He s6 KMO = 0,855
(>0,5) va murc y nghia Sig
= 0,000 nén phan tich
nhén t6 1a thich hop

- Tai cac Eigenvalue >
1 v6i phuong phdp rut
trich Principal
Components va phép xoay

=
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Bang 2: Két qua kiém dinh KMO va Barlette

'QUAN TRI KINH DOA

Bang 4: Két qua kiém dinh Bartlette’s bién phu thuoc

Nguon: Xir Iy dir liéu bang SPSS 20.0

Verimax, phan tich nhan t6 da trich dugc 5 nhan t6

v6i 22 bién quan sat va véi
phuong sai trich 1a 84,218%
(>0,5) - phan tich dat yéu cau
(xem bang 3).

ii. Vi bién phu thudc co két
qua phan tich EFA sau:

- Két qua kiém dinh KMO
va Bartlette cho trong bang 4

Tir bang 4 cho thay, KMO =
0,722 (>0,5) va mtic y nghia
Sig = 0,000 (<0,05) nén phan
tich nhan t6 1a thich hop.

Tai mdi nhan t6 déu co
Eigen value > 1 ¢6 két qua phan
tich hé s tai nhan t6 déu l6n
hon 0,5, phuong sai trich =
82,184% va tir 6 bién quan sat
da rat trich dugc mdt nhan td
dat tén la gia tri khach hang
cam nhan (xem bang 5).

3.1.2. Phdn tich hé so tin
cdy Cronbach alpha

Tiéu chuan kiém dinh
Cronbach alpha 14 hé sb tin cay
céc nhén td > 0,6, cac bién quan
sat c6 hé sb tuong quan bién
téng > 0,3, tri $6 alpha néu loai
bién < hé sé alpha tong hop

KMO . 0.855 KMO 0,722
Kiém dinh | Chi binh phuong | 4595,405 Kiém dinh | Chi binh phuong | 277,271
Bartlette Df 190 Bartlette Df 3

Sig 0,000 Sig 0,000

Nguon: Xir Iy dit liéu diéu tra bang SPSS 20.0

Bang 3: Két qua phdn tich hé s6 tdi nhan t6 cdc bién déc ldp
(Reetated Component Matrix)

1 2 3 4 5
SQl 0,688
sQ2 0,672
SQ3 0,703
SQ4 0,691
SQs 0,711
SQ6 0,703

WMI1 0,713

WM2 0,734

WM4 0,722

WMS 0,736

WM6 0,718
PUI 0,684
PU2 0,692
PU3 0,708
PU4 0,693
PUS 0,688

PRI 0,731

PR2 0,742

PR4 0,728
EUI 0,741
EU2 0,708
EU3 0,733
Eigenvalue 6,368 | 4,892 3,637 2,489 1513
Phuong sai trich | 27,867 | 22,584 | 14,672 | 10,438 8,657
Alpha 0,828 | 0,876 0,792 0,838 0,817

Nguon: xir Iy di liéu diéu tra bang SPSS 20.0

Bang 5: Két qua phan tich hé s6 tai nhén t6 bién phu thudc

Bién quan sat l Hé s6 tai nhan t6 | Eigen value | Phuong sai trich | Cronbach alpha
Gia tri khach hang cam nhan 2,638 82,184 0,835
PCVI 0,739
PCV2 0,718
PCV3 0,725
PCV4 0,751
PCV5 0,728
PCV6 0,732

Nguon: Xur Iy dir liéu diéu tra bang SPSS 20.0

(Nunnally & Burnstein -
1994). Két qua phan tich
Cronbach alpha dugc
téng hop trong bang 6.
Tir bang 6 cho thiy,
ngoai trir 3 bién quan sat
SQ6 co alpha néu loai
bién > alpha tong hop;
PUI1 ¢c6 hé s6 tuong quan
bién tong = 0,288 (<0,3)
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PVC6 c6 hé sb twrong quan bién tong = 0,294 (<0,3)
va o = 0,596 (<0,6) nén bi loai khoi phan tich tiép
theo, con lai 25 bién quan sat déu dap ung tiéu
chuén kiém dinh. Hé sb alpha cac bién md hinh c6
bién quan sat bi loai duoc tinh lai a téng hop lan
luot 1a 0,846 (SQ); 0,821 (PU); 0,857 (PCV).

L

Bang 6: Két qud phan tich hé s6 Cronbach alpha

Nhu vy, qua kiém dinh thang do bang phan tich
EFA va hé sb tin cdy Cronbach alpha cho thiy 20
bién quan sat ctia 5 bién doc 1ap va 5 bién quan sat
ctia bién phu thugc ciia mé hinh nghién ctru da dam
béao tinh hoi tu va tinh nhét quan noi bo.

3.2. Kiém dinh mé hinh nghién civu

Bién quan sdt Trung binh Phuong sau Tuwong quan Alpha néu loai
thang do néu thang do néu bién tong bién
loai bién loai bién
1. Chat luong dich vu ban 1é truc tié’p: o= 0,828
SQ1 28,5680 14,987 0,612 0,798
SQO2 28,5441 15,013 0,638 0,802
SQO3 28,6325 14,886 0,597 0,788
S04 28,4511 14,932 0,609 0,813
SQ5 28,5243 15,028 0,588 0,792
SQ6 28,6132 14,913 0,515 0,846
2. Truyén miéng truc tuyén: o = 0,876
wMl 22,2183 9,518 0,639 0,815
WwM2 22,1326 9,633 0,669 0,828
WM4 22,2521 9,776 0,833 0,815
WMS5 22,5966 8,984 0,767 0,836
WM6 22,1687 9,578 0,682 0,842
3. Cam nhadn tinh hitu ich: o = 0,792
PUI 21,9217 9,683 0,288 0,593
PU2 21,8683 9,904 0,692 0,701
PU3 21,9031 9,488 0,687 0,638
PU4 21,8996 9,179 0,664 0,685
PUS5 21,9029 9,548 0,678 0,646
4. Rui ro cam nhdn: o = 0,838
PRI 11,8366 2,009 0,732 0,794
PR2 11,8612 2,848 0,664 0,806
PR4 11,8827 2,761 0,753 0,781
5. Cam nhan tinh dé sir dung: o = 0,817
EUI 12,2816 3,168 0,681 0,788
EU2 12,1693 3,093 0,722 0,792
EU3 12,2088 3,127 0,701 0,783
6. Gia tri khdach hang cam nhdn: o = 0,835
PCVI 26,8781 12,987 0,738 0,802
PCYV2 27,1268 13,073 0,703 0,796
PCV3 27,0375 13,136 0,698 0,808
PCV4 26,6912 12,876 0,715 0,812
PCV5 27,3274 13,085 0,684 0,784
PCV6 27,5875 12,918 0,294 0,596

Nguon: X Iy dir liéu diéu tra bang SPSS 20.0

=
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3.2.1. Phdn tich twong quan

Két qua phén tich twong quan gitra cac bién mo

hinh nghién ctru dugc tong hop trong bang 7

i

TRI KINH DOANH |

nguoc hudng, con lai cac bien doc 1ap khac deéu cod

mdi quan hé thuan kha chit ch& voi bién phu thudc

PCV.

Bang 7: Ma trdn tuwong quan giita cac bién mé hinh nghién ciru

SQ WM PU PR EU PCV
SQ 1 0,473 0,403 -0,215" 0,391 0,618
WM 1 0,503 -0,286" 0,521" 0,597
PU 1 -0,306" 0,503" 0,579
PR 1 -0,254" -0,397"
EU 1 0,388"
PCV 1

Ghi chu: * - Mttc y nghia Sig < 0,05; ** - Mic y nghia Sig. < 0,01

Nguon: Xir Iy dit liéu diéu tra bang SPSS 20.0

Tir bang 7 cho théy, tat ca cac cap bién cua mo

hinh nghién ctru c6 hé sé twong quan Spearman
Rho dao dong tir 0,215 dén 0,618 (<0,85), diéu d6

c6 nghia gia tri phan biét gitra cac khai niém nghién

cuu da dat dugc vdi do tin cay 95%, trong d6 ngoai

trir bién Rui ro cam nhan (PR) ¢6 mdi tuong quan
Bang 8: Két qua dir dodn mé hinh hoi quy boi gid tri khach hang cam nhdn

3.2.2. Phan tich héi quy béi
Két qua phan tich hoi quy bdi theo phuong phap

Stepwise dugc tong hop trong bang 8.

Tir bang 8 cho phép rut ra mot sé két luan sau:

- Hé s6 VIF déu < 5 nén khong c6 hién tugng da

cdng tuyén gilra cac bién doc 1ap trong moé hinh hoi

Cac hé sd chua | Céc hé sd Théng ké da
M6 hinh chuan héa chuan hoa cong tuyén
- D
p | BLC t Sig Y
sail
PCV | Hangsd | 0415 | 0,240 - 2,258" 0,025 - -
SQ 0321 | 0,042 0,349 9.953" 0,000 | 0,378 | 2,646
WM 0290 | 0,054 0,336 3,822" 0,000 | 0,250 | 3,997
PU 0205 | 0,047 0,208 4214" 0,000 | 0,302 3,311
PR 0,146 | 0,036 0,144 2422 0,013 | 0219 4,573
EU 0,106 | 0,021 0,102 2,035 0,020 | 0,976 | 1,025
R’ =0,8624, F = 223,406, Sig. (F) = 0,000
*_ Mitc y nghia thong ké p < 0,001; ** - p < 0,05
khoa hoc =
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quy bdi va chung khong anh huong dang ké toi két
qua giai thich va dy béo cia mé hinh hdi quy.

- Hé s R2 = 86,24% c6 nghia khoang 86% bién
thién cua PCV duoc giai thich boi 5 bién doc 1ap cua
mo hinh hdi quy. Diéu d6 co nghia mé hinh hdi quy
nay phu hgp voi bd dir lidu thi trudong thu thép dugc.

- Pai luong théng ké F = 223,406 vé6i Sig. =
0,000 cho thiy mé hinh hdi quy phu hop véi tong
thé nghién ctru va co thé sir dung dé giai thich va dy
bao duoc.

- M6 hinh hdi quy bdi cac dang chuin héa sau
PCV =0,349SQ + 0,336 WM + 0,208PU - 0,102PR
+0,144EU. Két qua cho thiy 5 nhan t6 bién doc lap
déu co tri sb p* dang ké va déu 1a cac chi s6 co ¥
nghia thong ké t6t dé du bao gia tri khach hang cam
nhan, trong d6 chi sb PR co6 B* am, c6 nghia né co
tac dong nguoc chiéu véi PCV, con lai 4 bién doc
1ap déu co tac dong thuan chidu. Tuy nhién, cac bién
nay c6 mirc tac dong dén PCV khong giéng nhau, c¢6
thé chia thanh 3 nhom: nhom 1 gdm SQ (chét luong
dich vu ban 1é tryc tuyén) va WM (Truyén khau truc
tuyén) co ¥ nghia dong gop 16n nhat, tiép theo nhom
2 1a PU (cam nhan tinh hitu ich) va nhom 3 c6 tac
dong nho nhat gdbm EU (cam nhén tinh dé& st dung)
va PR (Rui ro cam nhén).

3.3. Kiém dinh gii thuyét nghién civu

Tir phan tich hoi quy bdi trén cho thay, thong qua
céc tri sO R timg phén, t va mirc ¥ nghia Sig. = 0,000
< 0,05 cho mdi mét gia thuyét cho phép két luan ca
5 gia thuyét noi chung déu duoc chip nhan

4. Mot s6 két luan va ham y

Mot la, ciing nhu moi loai hinh ban I¢, chét
luong dich vu ban 1¢ ndi chung luén 14 yéu té quyét
dinh hang dau dén gi4 tri cam nhan cua khach hang.
Vi nha ban 1¢ tryc tuyén nho trén Facebook ciing
vay, cung ung chét luong dich vu ban 1€ truc tuyén
hiéu sudt cao va ludn 1a nhéan t6 quyét dinh hiéu qua
va hi€u nang nang cao gia tri ca nhan cua khach

hang tryc tuyén. Cac nha ban 1¢ nay cin tip trung
vao 5 bién phap quan trong sau. Nang cao chit
luong Website, t6 chire tot mat hang; Pam bao giao
hang tin cdy ding cam két; Dich vu khach hang
trung thuc, chu dao; Cé co ché gia canh tranh tdt.

Hai la, khac véi ban 1¢ offline noi ma truyén
thong marketing co tic dong dén gia tri khach hang
cam nhan cao, trong ban 1€ online trén Facebook,
quang c4o online hiu nhu khong c6 tac dong dén gia
tri khach hang cam nhan (M. Salehi - 2012), ma
truyén khéu truc tuyén lai c6 tic dong 16n (thw 2)
dén gia tri khach hang cam nhédn. Vi vdy nha ban 1é
truc tuyén nho trén Facebook mot mit can nang cao
chét lugng dich vu ban 1¢ trén con thyc hanh tdt
quan tri quan hé khach hang, dac biét cac khach
hang cung nhém s¢ thich trén facebook, cac ban bé
dé qua ho 1am makerting truyén khau truc tuyén
thay cho ban than tu 1am quang céo tryc tuyén.

Ba 13, hoan thién cong nghé ban 1¢ online cua
minh dé t6i da hoa gia tri cam nhan khach hang
thong qua tan dung va mo rong tinh hiru ich va tinh
dé str dung cac cong cu mua hang tryc tuyén cia
minh trén Facebook.

Cuodi ciing, giam thiéu i ro cam nhan khach
hang tryc tuyén dé ting gid tri cam nhan, nha béan 1é
can tang cudng cac yéu to chat lugng dich vu ban 1é
phu hop, nhat quan va tin cdy, dong thoi chap nhan
rii ro c¢6 thé bang chinh sach ddi lai hang khong
dam bao chét lugng, ching loai, thoi han giao hang
nhu cam két, dong thoi ling nghe va xir ky phu hop
hai long khach hang va dam bdo an toan, an ninh
giao dich khach hang hai long khéach hang chinh la
yéu t6 phong ngira va quan tri rai ro ban 1¢ online
hiéu qua.

Trén day la nhing két qua nghién ctru cac nhan
t6 tac dong dén gia tri cam nhén cua khach hang véi
cac nha ban 1é truc tuyén nho trén Facebook. Nghién
clru ndy con mot s6 han ché sau:

=

46 thuong mai

S6 130/2019



- Nghién ctru nay moéi tap trung diéu tra khach
hang & mot s6 trang mang Facebook ma chua mo
rong dugc $6 lugng nha ban 1¢ tryc tuyén nho trén
mang x3a hdi nay.

- S6 lwong dbi tuong diéu tra du quy mo t6i thiéu
cht chua dugc mod rong dé du phan tich da nhém
khach hang theo thu nhép, theo nhom s¢ thich, theo
nghé nghiép.

- Con thiéu cac nghién ctru so sanh vé gid tri
khach hang ctia nha ban 1¢ truc tuyén nho so véi cac
siéu thi ban 1€ trén mang Facebook.

Hudng nghién ctru tiép tuc sé 1a phat trién mau
nghién ciru dii 16n va dai dién, da dé phan tich d6i
sanh va c6 thé mo rong thém nhan té dé xay dung
dugc mot mo hinh va thang do gia tri khach hang
cam nhan chung cho cic nha ban 1é tryc tuyén &
Viét Nam. @
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Summary

The aim of this paper in order to define compo-
nent factors of the customer value in general and
perceived customer value in particular in buying at
smaller online retailers on Facebook... Testing the-
oretical matrix and model on the data set from sur-
vey 250 customers of the small online retailers in
Hanoi conducted to the results that real model
includes 5 in dependent variables with 20 items and
5 items for the dependent variable Perceived
Customer value to small online retailers on
Facebook in Hanoi. In contributional order, they are
online retailing service quality; E word of mouth;
Perceived usefulness, perceived ecase of use;
Perceived Risks.
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