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TOM TAT:

Dich vu gidi tri phat nhac truc tuyén dang din trd nén phd bi€n tai thi trudng Viét Nam.
Nghién cttu dudc thyc hién nhim nhan dién va do ludng cic yéu t6 Anh hudng dén y dinh st dung

ting dung nghe nhac truc tuyé&n, thong qua viéc khdo sat 207 ddi tugng da sit dung tng dung trén
dia ban Thanh phd HO Chi Minh (TP. HCM). M6 hinh UTAUTR diéu chinh gom 8 y&u td doc lap
v6i 30 bi€n quan sat dudc st dung d€ ddnh gia tic dong ctia cdc y&u t6 1én bi€n phu thudc. K&t

qué phan tich nhin t6 khdm pha va hdi quy bdi cho thiy 5 y&u & ¢6 tdc dong duong dén y dinh si¥
dung tng dung Spotify 1an lugt 1a: (1) CAm nhan gi4 ca, (2) Pong luc thu hudng, (3) Piéu kién
thuan 1gi, (4) Nb luc st dung va (5) Su d6i mdi. Phan tich ANOVA cho thdy c6 su khic biét giita
cdc nhém ddi tugng phan biét theo nhém tudi, nghé nghiép, thdi gian s dung trung binh trong

ngay va s6 lugng thé loai nhac dugc nghe. Tir d6, d& xuit cac ham ¥ quan tri cho doanh nghiép.
T khéa: y dinh sit dung, (tng dung nghe nhac truc tuyén, EFA, UTAUT2.

1.Pat van dé

Trong nhitng nim gin day, dich vu gidi tri phat
nhac truc tuyé€n dang ngay cang trd nén phd bién,
thi phan nghe nhac tryc tuyén déng gép 16n nhit
vao tdng doanh thu clia nginh thu A&m 4m nhac
toan cAu. Viéc trd thém phi d€ ning cao trai
nghiém khi stt dung cdc dich vu giai tri truc tuyén
cling khong con qud xa la v&i ngudi dung. Cong ty
Spotify 1a nha cung cip dich vu truyén thong va
phdt truc tuyén Am thanh cung cAp cdc bdn nhac,
podcast k§ thuat s6 han ch& bidn quyén ctia Thuy
Dién. Hién nay, Spotify din diu th& gidi vé thi
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phan phdt nhac truc tuy&n (chi€m khodng 32% thi
phin), v6i hon 155 triéu ngudi ding trd phi & 171
thi trudng Am nhac. Tuy nhién, Spotiify vin chua
thé git hdi dugc thanh cong tai Viét Nam, khi sy
khdc biét vé cung, cAu ciing nhu thi hi€u tiéu diing
dang 12 mot rao cian khong hé nhd. Bén canh d6,
céc do6i thd canh tranh nhu ZingMP3, Nhaccuatui
hay Apple Music ciing khong hé kém canh trong
viéc tranh gianh “mi€ng bdnh” béo b& nhung khé
x0i nay. Du Spotify ting budc chinh phuc thi
trudng Viét Nam bing cdc khd ning doc vi gu Am
nhac, thda mén cdm xdc nguSi nghe, tinh “cd
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nhan héa” cao va khdng ngirng md rdong kho 4m
nhac phlt hop véi thi hi€u khach hang, nhungsd
lugng ngudi ding chdp nhén trd phi dé nghe nhac
truc tuyé&n trén tdng s& khach hang clia Spotify tai
Viét Nam chi dirng & con s6 dudi 10%, rat thap so
v6i miit bing chung clia th€ gidi trong khi con s6
ndy & thi trudng thé gidila 45% (Theo Business of
Apps, 2021). Theo Cong ty MIDia Research (Anh)
du bdo, d€n nim 2025, doanh thu dich vu phat
nhac tryc tuyé&n toan cau sé vugt 20 ty USD véi
khodng 336 tri€u ngudi nghe tra phi, trong dé thi
truong Viét Nam s€ dat 15 triéu USD (Tai, 2018).
Pay qua that 12 mot thi trudng ddy tiém ning cAn
dudc chi ¥ md rong. Bai nghién cifu ndy nhim
gitip doanh nghiép nhén dién cdc hanh vi cla
khdch hang vé y dinh st dung dich vu nghe nhac
truc tuy€n va cdc tic nhan dnh hudng d€ gitp
doanh nghiép kinh doanh trong nganh hiéu r5 yéu
cau clia khach hang, tir d6 ¢6 cdc chinh sich hoat
dong tot hon, nhim thich nghi v6i bdi cdnh canh
tranh va ddp ¢ng nhu cu ngdy cang cao hon clia
ngudi tiéu dung.

2. Co's6 1y thuyét

P& nghién citu hanh vi khach hang trong viéc st
dung ng dung nghe nhac tryc tuyén, cic nén ting
ly thuy&t nhu thuyét hanh dong hop 1y (TRA) clia
Fishbein va Ajzen, thuyé&t hanh vi du dinh (TPB)
clia Ajzen (1991), mo hinh chap nhin cong nghé
(TAM) ctia Davis (1989), m6 hinh UTAUT2 ctia
Venkatesh va cdng sy (2012) dudc thio ludn nhim
nhan dién cdc y&u t§ do ludng phu hgp véi bdi canh
nghién cttu. Theo d6, UTAUT?2 la m6 hinh k€ thira
gan nhu tit c cdc y&u td, cling nhu khic phuc duge
cdc nhuge diém ctia cic md hinh trudc d6. Nghién
ctru cia Venkatesh (2012) da cap nhiat vao mo hinh
gdm 7 nhan t& k¥ vong két qua, nd luc sit dung, 4nh
hudng xa hoi, dong luc thy hudng. Pidu kién thuan
161, cdm nhan gid cd, va thdi quen cia ngudi tiéu
dung sé& tic dong d&€n y dinh hanh vi. Ngoai ra,
Agarwal & Prasad (1998) ciing gitip lam sing to
céch ngudi tiéu dung chaAp nhan mdt cong nghé mébi
thong qua nhin t& Sy d6i mdi cd nhan véi lap luan
cho thiy nhan t§ nay 1a quan trong khi nghién cttu
hanh vi khdch hang trong thi trudng trién khai cong
nghé thong tin. Nghién ctu ciia L& Phi Khanh
(2020) cho truong hgp SVOD (dich vu phat video

truc tuyén theo yéu ciu) ciia Viét Nam ciing di cho
thdy viéc st dung md hinh UTAUT2 c6 bS sung
thém nhan t& Sy di méi c4 nhin 13 phit hgp. Biing
1ap luan tuong tv, nghién cifu nay s& b§ sung thém
nhén t& Sy d6i m&i c4 nhan vao mo hinh UTAUT2
dé nghién cttu cho trudng hop thi trudng nghe nhac
truc tuy&n. Nghién cttu s& xdc dinh tdc dong cla 8
y&u t6 1én ¥ dinh hanh vi ctia khach hang. T cdc
k&t qui cta nhitng nghién ctu di true, cic gid
thuy&t nghién citu ky vong cic y&u td déu cé tic
dong duong dén y dinh st dung tng dung nghe
nhac tryc tuyén.

3. Phuong phap nghién citu

Nghién cttu ¢ng dung md hinh UTAUT?2 diéu
chinh dugc trién khai thong qua nghién ctu dinh
tinh so bd bing viéc thido luAn nhém chuyén gia va
phéng van ngudi ding c6 kinh nghiém trong thi
trudng nghe nhac truc tuyén dé lva chon md hinh
va thang do phit hgp véi bdi cdnh nghién ciiu, trong
d6 nhém cdc chuyén gia clia Sportify bao gdm
chuyén gia phu traich mang truyén thdng tich hop,
chuyén gia Marketing phu trach dy dn gidi tri,
chuyén gia chdm soéc khiach hang va chuyén gia
phu trach sin xuit va ghi &m nhac k¥ thuat s6 clia
Spotify. Tir d6, thang do goc k& thira tir mo hinh
UTAUT?2 clia Venkatesh (2012) va y&u t& b3 sung
clia Agarwal & Prasad (1998) k&t hop tham khdo
thang do nghién citu cho trudng hgp Viét Nam cta
Lé Phi Khanh (2020), cdc nhan t6 va thang do da
duge diéu chinh va bd sung thich hop; ngoai viéc
diéu chinh cau chit, cic nhan t6 Ky vong két qua,
diéu kién thuan 1gi va dong luc thy hudng déu duge
bd sung thém bién do ludng. Bing ciu hdi so bd
gdm 33 bi€n do ludng hanh vi dudc kiém dinh va
hiéu chinh thdng qua khdo sit s bd ¢ miu nhd
(30) va thdng nhit vdi chuyén gia truSc khi tién
hanh khéo sit dai tra. Khdo st dugc thuc hién trén
dia ban TP. HCM dau niam 2022 thu dudc 207/245
mau dat yéu cau phan tich. Cic tiéu chuin kiém
dinh thong thudng trong phan tich nhan t6 kham
phd (EFA), phan tich hdi quy da bién, va phin tich
ANOVA dudc st dung d€ danh gid két qui va dé
xudtcdc haim y quan tri.

4. K&t qua nghién ciiu

Pic diém miu khdo sit cho thdy nam gidi
chi€m 54%; c6 92% c& mau duéi 35 tudi, trong d6
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hoc sinh sinh vién chi€m 50.7% mau khdo sit.
Diéu nay ciing phdn 4nh phin ndo dic thi cla thi
trudng sin phim phit hgp véi gidi tré, ning dong
- ddi tugng khdch hang tiém ning. Do ty 1& khio
sdt cao l1a hoc sinh, sinh vién nén ty trong ngudi
c6 thu nhap thdp dudi 5 triéu dong/thdng ciling
khd cao (44%), trong khodng 5-10 triéu
ddng/thdng 1a 25,5%, khodng 10-15 triéu P/thdng
1a 15%, con lai hon 15% c6 thu nhép trén 15 triéu
ddng/thing. Pa phan khdch hang st dung tir 2
thé loai nhac trd 1&n khi st dung dich vu, trong d6
g4n 48% st dung tir 4 thé loai nhac tr 1én, chi ¢
gin 7% khach hang st dung 1 thé loai nhac khi
diing dich vu. DPiéu nay cho thdy nhu ciu gidi
tri da dang ctia khdac hang khi st dung loai dich
vu nay.

DPa phin cdc bi€n hanh vi c6 gid tri giao dong
tir 1 dén 5, trong d6 céc bi€n thudc nhan t8 Anh
hudng xa hoi, Théi quen va Cadm nhén gid cé cé
su bi€n dong 16n nhat (PO 1éch chuidn hon 1,0
trong thang do likert 5). Mic du k&t qué phan tich
dd tin cAy bing Cronbachs Alpha déu cho k&t qua
dat yéu cAu vdi cdc gid tri alpha déu trén 0,6 va
cdc hé s6 tuong quan bién tdng déu trén 0,3; két
qua phan tich EFA bing phuong phdp Principle
Axis Factoring v6i phép xoay Promax cho thdy c6
kha nhiéu bi€n bi loai 1an lugt khdi md hinh do
khong dat yéu cau vé hé so tdi hodc ciing tdi cao
trén nhiéu nhin t&, trong d6 cdc bi€n clia y&u td
Anh hudng Xa hoi va théi quen khach hang hiu
hét bi loai bd. K&t qua sau 6 14n loai bi€n, cédc
bi&€n con lai hinh thanh 6 nhém y&u t6 gdm: Ky
vong k&t qud, Ky vong nd lyc, Piéu kién thuin
1¢i, Pong lyc thy hudng, Cam nhén gid ca, va Sy
ddi mdi. Ngoaira, bi€n bd sung trong ky vong két
qué la “St dung Sportify gitp t6i tim dugc cam
hing cho cong viéc, hoc tdp” lai hdi tu v6i nhém
nhin t6 Pong luc thu hudng, diéu nay ciing khd
phl hdp véi gid tri ndi dung ctia bi€n trong yé&u t&
ndy. Nhu vay, y€u t6 Ky vong k&t qud con lai 4
bié€n va y&u t6 Dong luc thy hudng sé c6 5 bié€n (4
bi€n gbc + bi€n bd sung). Cic gia tri ki€ém dinh
Barlett véi hé s6 KMO dat 0,892 (> 0,5), Sig. =
0,000 (< 0,005), phuong sai trich 62,448% (>
50%) cho khodng Eigenvalue lon hon 1 1a dat yéu
cAu. Bi&n phu thudc ciing cho két qua ki€m dinh
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thang do, ki€m dinh gid tri hoi tu va gid tri phdn
biét dat yéu cau vdi phuong sai trich dat 85,76%.

Gi4 tri c4c y€u t6 dai dién, dugc tinh bing trung
binh cdng clia bi€n thanh phin, sé& dugc sit dung dé
ki€m dinh do tuong quan cip vdi nhau. K&t qua cho
thay c4c bi€n doc 1ap déu c6 tuong quan duong c6 ¥
nghia thong ké (1%) véi bién phu thudc, trong d6
gid tri tvong quan thap nhat Ia nhan td Ky vong két
qud (dat 0,382) va cao nhit la nhan t6 Ky vong
dong luc (dat 0,601). Ngoai ra, tudng quan cédp gilta
céc bién doc 1ap déu dusi mic 0,5.

Phan tich hdi quy da bién cho thdy k&t qua mo
hinh 13 phii hop, kiém dinh F dat yéu ciu v6i mic y
nghia bing 0,000. C4c bién ddc lap gidi thich dudc
55,9% sy thay d6i ctia bi€n phu thudc (R2 hiéu
chinh = 55,9%). Tuy nhién, trong kiém dinh T cho
céc bi€n doc lap, yéu t6 Ky vong két qua KQ bi loai
do ¢6 Sig.=0,89. Céc bién con lai déu dat yéu cau
ki€m dinh c6 Sig. < 0,05. Ngoai ra, cic hé s& VIF <
2 nén cling khdng c6 hién tugng da cong tuyé&n. K&t
qué phan tich phan du chuin héa ciing cho thiy gid
tri trung binh biing 0 va dd léch chuin gin bing 1
(0,985) cho thdy gi4 thuyét phan phdi chuin trong
hdi quy khdng bi vi pham. Phuong trinh hdi quy
chuén héa dugc tdng két nhur sau:

YD =0,135*NL + 0,156*PK + 0,332*GC

+0,1115*SPM + 0,263*DL.

K&t qud phan tich cho thdy trong 8 y&u t§ doc
1ap dugc xem xét c6 3 y€u t6 bi loai khéi mo hinh 1a
y&u t6 Ky vong k&t qui, Anh huéng x4 hoi va Théi
quen khach hang. Céc yé€u td con lai déu c6 tic
dong dudng 1én bién phu thudc Y dinh st dung. Céc
tdc dong x&p tir manh d&n yéu, 1an lugt 1a: Cam
nhén gid cd, Pong luc thu huéng, Diéu kién thuin
16i, Ky vong nd lyc va Sy ddi mdi.

Kiém dinh ANOVA dudc thyc hién nhim phan
tich sy khdc biét gifta cic nhém ddi tugng vé ¥ dinh
hanh vi. K&t qud cho thdy c6 su khic biét ¢6 §
nghia thdng ké& vé y dinh st dung Spotify ddi véi
cdc nhém do tudi, nghé nghiép, thdi lugng st dung
ting dung va sd luong thé loai nhac nghe trén
Spotify v6i mitc y nghia 5%, nhung khong cé su
khac biét gifta cdc nhém gidi tinh va thu nhap.

Vé nhém dé tudi: Nhém 25-34 tudi thé hién y
dinh st dung tng dung truc tuy&n cao hon hin céc
nhém tudi thAp hon, trong khi nhém trén 34 tudi lai
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khong c6 khac biét so vGi cdc nhém con lai. VGi
y&u t6 tdc dong manh nhit 1a cAm nhan gid, nhém
25-34 tudi cho thiy c6 su hai long vé gid cao hon
cdc nhém con lai va nhém du6i 18 tudi danh gia
thap nhat vé chit luong dich vu Spotify so véi chi
phi bd ra. Pidu nay ciing dé hiéu khi nhém 25-34 14
nhém di c6 thu nhap 6n dinh. Bi€n nd luc s dung
va diéu kién thuan 16i, nhém 25-34 tudi cling cho
d4nh gid di€m cao nhat va khac biét cé y nghia véi
2 nhém tudi thap hon. Tuy nhién, sy d6i m&i va
dong luc thu hudng lai khong cé khic biét trong
dénh gi4 giita cdc nhém tudi.

Vé nghé nghiép: Nhém nhin vién vin phong va
quan ly khd da dang trong d4nh gid nén hiu nhu
khong c6 khdc biét c6 y nghia thong ké véi cic
nhém con lai. Nhém hoc sinh, sinh vién c6 ¥ dinh
st dung thp nhat cling nhu cdc dénh gid thap nhat
cho cdc bi€n doc 1ap, Tuy khdc biét khdong nhicu
v6i nhém nhan vién vin phong nhung lai thdp hon
nhiéu so véi nhém hoat dong nghé thuit v nhém
khéc. Pic biét, 2 nhém nay déu c6 mifc hai long vé
gid ca cao hon nhdém hoc sinh sinh vién, trong d6
cam nhan vé gid tuong xtng vdi chat lugng dich vu
gdi premium chua cao & ci 3 nhém ddi tuong. VE
diéu kién thuan 16, tuy nhém hoc sinh sinh vién dat
ddnh gi4 tuong do6i cao (dat 3,8/5), nhung van thap
hon nhiéu 2 nhém con lai.

Vé thoi lugng sit dung: Nhin chung, nhém c6 thdi
lugng st dung dudi 1 gid/ngay cé y dinh st dung
thap nhat va c6 y nghia thong ké. Cdc nhém con lai
c6 khdc biét nhung khong nhiéu va khong dat mic
y nghia thong ké 5%. Khi xem xét su khac biét
trong cdc ddnh gid & cac bi€n doc 1ap nhu nd luc st
dung, diéu kién thuan 1¢i, sy d8i méSi va dong luc
thy hudng, k&t qua cling tuong tu vé két luan khac
biét. Riéng y&u t& Hai 1ong vé gid ca cho thiy c6 su
khdc biét c6 ¥ nghia thong ké cho tit cd cidc nhém,
thdi lugng st dung it nén mic hai long ciing thap.

Vé s6 lugng thé loai nhac nghe trén Spotify:
tuong ty nhu thdi lugng st dung, nhém nghe it thé
loai nhac ciing cho thdy y dinh st dung thip va
ngudc lai. Y&u t6 ndy cho thiy c6 su khdc biét ¢ ¥
nghia thong ké trong 3 nhém yéu t6 tdc dong 1a yéu
t6 Diéu kién thuan 1gi, CAm nhan gi4 ca va Sy ddi
méi, nhém nghe cang nhiéu thé loai nhac s& c6
danh gia cang cao.

5.Ké&tluan

Nghién cttu cho thdy, yéu t& CAm nhin gi cd c6
tdc dong manh nhat 1én y dinh st dung cla ngudi
diing Spotify, nhung day cling 12 y&u & c6 mitc do
ddnh gid khdo sat thip nhat. K&t qua phan tich va
thdo luan vé6i cdc chuyén gia cho thiy gia thanh cla
g6i Premium khong hoan toan chi phdi cAm nhan
clia ngudi dung, ma bén canh dé con cb cac tic
nhan khéac nhu kha niing ti€p cin hay trdi nghiém
g6inay. Ngoai ra, cAn hop tic m§ rong thém nhiéu
hinh thiic thanh todn khac phit hgp véi thi hi€u tiéu
diing; cin c6 cdc hanh dong nhim ngin chin tinh
trang tiéu cuc, gitp cling c¢d niém tin cho ngudi
dung, tao dung cdng bing trong chi tiéu va 16i kéo
ngudi dung st dung cac gbi dich vu chinh thong.

Ki€n tao Pong luc thu hudng cho khach hang:
day 1a y&u td c6 tdc dong manh thit hai 1&n bién phu
thudc. Mot sd chinh sich cin quan tim, nhu: gia
ting s6 lugng cdc san phadm ding tai ddoc quyén trén
nén ting. HY trg biing cic chuong trinh gidm gi4,
khuyé&n mai cho ngudi ding khi mua album thdng
qua dudng din dinh kém trén trang thong tin cla
nghé sy d6. St dung hé thong Al dé sang loc k§ hon
céc quang cdo xuathién trén ting dung ctia minh.

Kién tao Piéu kién thuin 1di & N§ luc st
dung: trong qud trinh thdo luin lai véi cdc chuyén
gia vé k&t qua sau phan tich, c6 ¥ ki€n cho ring s
di y dinh st dung Spotify cia nhirng ngudi dudi 18
tudi va ddi tugng hoc sinh/sinh vién thap hon hin
nhirng nhém khéc 1a vi tng dung nay doi hoi phai
c6 k&t noi Internet méi st dung dudc. Trong khi
d6, da s6 cdc trudng cao ding/dai hoc hay cap 3
trd xudng & TP.HCM hé thdng wifi vin chua diy
dd, thim chi giéi han khéng cho hoc sinh/sinh
vién st dung. Vi vdy, cAn nhic cung cip cho
nhitng ngudi ding mién phi mot s6 ludt tdi nhac
dé nghe ngoai tuyén theo tudn, theo thiang hoic
ting lugt tai theo s6 ngdy st dung ng dung lién
ti€p; nén c6 cdc chi€n dich quing bd, phd cip
thong tin cd ban cho nhirng ngudi dung; md cdc sy
kién khuyé&n khich ngudi dung gidi thiéu ng dung
dé&n ban be, ngudi quen.

Can khuyén khich va thic ddy Su ddi méi ctia
ngudi dung: diy ciing 1a yé&u t6 phi hop véi xu
huéng cong nghé mdi. Doanh nghiép cin cii tién
hé thong gdi ¥ nhac, kich thich ngudi dung dang
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nghe it thé loai va st dung ng dung khong thudng
xuyén thit trdi nghiém nhitng thé loai méi, gia ting
thoi gian trdi nghiém; md rong hgp tac vdi cdc nghé
sy dang dudc gi6i tré wa chudng, hd trd nhitng nghé
sy mdi nhim da dang héa va ludn luon d6i méi kho
Am nhac d6 sd cia ting dung.

Nhin chung, thong qua qud trinh k€& thira, hiéu
chinh thang do, xtt Iy dinh lugng phi hgp bing cdc
phuong phdp thong ké&, ddnh gid va phan tich hoi
quy da bi&n, nghién cttu da xdc dinh 5 y&u t& doc
1ap (dugce do ludng biing 21 bi€n quan sdt) c6 tic
dong dé&n y dinh st dung tng dung nghe nhac truc
tuyén. Phan tich ANOVA ciing cho thdy su khdc
biét v6i mitc y nghia thong ké giita cic nhém tudi,
nhém nghé nghiép, vé thdi gian st dung trung
binh trong ngay va sd lugng thé loai nhac nghe
trén Spotify. Tt d6, nhitng ham y quén tri va giai

TAILIEU THAM KHAO:

phdp dugc dé xui't nhim hd trg cho viéc khai thdc
tot hon cdc phan khiic khich hang tiém ning cla
[inh vyc nay.

Mot trong nhitng han ch& clia dé tai la cach chon
miu va pham vi dia ban thuc hién ciing nhu hé s6
xdc dinh con thap, cdc bién tac dong chi gidi thich
dugc gin 56% bién phu thudc. Ngoai ra, d€ gitip
doanh nghiép c6 dinh huéng t6t hon vé chinh sdch
va chién lugc phat tri€n, c6 thé mé rong nghién citu
hanh vi theo huéng phét trién bd sung hoan chinh
thang do nhiim Iam ndi bat tinh c4 nhAn héa va chat
Iugng 4m nhac trén tng dung; nghién ctdu cic gbéi
dich vu thich hgp véi tirng phan khic thi trudng cho
loai hinh dich vu nay, vi day 1a yé&u t&§ c6 tic dong
16n d&n y dinh va ngudi diing ciing dang dan c6 xu
hu6ng chdp nhan tra phi d€ dugc thu hudng nhitng
dich vu tot hon m
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ABSTRACT:

Online music streaming services have become popular in Vietnam. This study identified and
measured factors that influence the intention of people to use online music streaming apps
through a survey of 207 correspondents in Ho Chi Minh City. The adjusted UTAUT2 research
model, consisting of 8 independent variables with 30 items, was used to evaluate the impacts of
factors on independent variables. The exploratory factor analysis and multiple regression
analysis showed that there are five factors positively impacting the intention of people to use
Spotity, including: (1) price value; (2) hedonic motivation; (3) facilitating conditions; (4) effort
expectancy; and (5) consumer innovativeness. In addition, ANOVA analysis showed that there
are differences in terms of age groups, careers, time used per day, and music genres. Based on
the study’s findings, some managerial implications were recommended.

Key words: buying intention, online music streaming service, EFA, UTAUT2.
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