TAP CHi CONG THUONG

CAC YEU TO CUA TIEP THI
TRUYEN THONG XA HOI TAC PONG PEN
LONG TRUNG THANH THUONG HIEU
CUA UNG DUNG NHAN TIN ZALO

® LE VANTY

TOM TAT:

Nghién cttu tdp trung vao tim hi€u xem cdc y&u t& hinh thanh nén 1ong trung thanh thuong

hiéu ciia tng dung nhin tin Zalo thong qua ti€p thi truyén thong xa hodi. Phuong phdp 14y miu

phi x4c suit va 14y mau thuin tién dudc st dung trong nghién citu véi mau khio sit gom 366
ngudi diing Ging dung va theo ddi cdc nén tdng mang xa hoi clia Zalo. Dit liéu dugc thu thap tir
thdng 6 dén thang 7 nim 2024 va xi Iy bing md hinh hdi quy tuyé&n tinh boi. Tinh gidi tri, tly
chinh, c4c chi€n dich quing cdo va truyén miéng dién tir dudc cho thi'y c6 dnh hudng tich cuc
dé&n 1ong trung thanh thuong hiéu clia ngudi dung, trong khi tinh thdi thugng va sy tuong tic
khong c6 dnh hudng. Nghién ctiru nay dugc xem nhu mot tai liéu tham khdo cho cdc nha quan ly

va hoach dinh chinh sich trong viéc xay dung chié€n Iugc cho tng dung nhin tin thong qua ti€p

thi truyén thong xa hoi tai Viét Nam.

Tir khoéa: ti€p thi truyén thong xa hoi, cic hoat dong ti&p thi truyén thong xa hdi, ti€p thi mai

quan hé, marketing k¥ thuat sd, 10ng trung thanh thuong hiéu.

1. Dt van dé

V6i su phét trién clia cong nghé thong tin va
kinh t& toan ciu trong nhitng thap ky gan day da
lam thay d6i cich thifc giao ti€p, kinh doanh va
tuong tac xa hoi clia con ngudi. Sy phat trién vugt
bicnay di din d&n sy ra ddi va phat trién manh mé
clia cic nén ting mang xa hoi, bién chiing trd thanh
mot phan khong thé thi€u trong cudc sdng hang
ngay. Tinh d&€n hé&t naim 2023, “c6 khodng gan 2/3
dan s6 toan cau st dung internet vad mang xa hoi.
Tai Viét Nam, c6 t6i 99% dan sd st dung internet,
trong d6 c6 hon 73% st dung mang xa hoi (Kemp,
2024). Cac mang xa hoi dugc yéu thich nhat tai
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Viét Nam Ia Facebook, Tiktok, Instagram va
Youtube”. Vi vay, tiép thi trén mang xa hoi da trd
thanh cong cu ti€p thi khong thé thi€u d6i véi
doanh nghiép. SMM khong chi tao diéu kién cho sy
tuwong tdc hai chiéu giita thuong hiéu va khdch
hang, tir d6 xay dung mdi quan hé gin giii va ting
cudng long trung thanh, ma con hd trg quang ba
hinh 4nh thuong hiéu mot cich sdng tao qua nhiéu
hinh thi'c ndi dung da dang. SMM ciing gitp ting
cudng uy tin doanh nghi€p thong qua viéc phit
trién thuong hiéu c4 nhan va chia sé kién thic. Sy
linh hoat, sdng tao va c4 nhan héa cao la nhitng yéu
t6 chinh gidp mang xa hoi trd thinh mot cong cu
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khong thé thi€u trong chié€n lugc ti€p thi hién dai,
md ra cd hoi ting trudng cho doanh nghiép. Zalo -
mot tng dung nhin tin “made in Viet Nam”, ciing
dd ndi 1én nhu mdt minh chitng dién hinh cho xu
huéng nay.

SMM da va dang ching minh 1a mdt phuong
tién quang cdo hiéu qua, gitp cic thuong hiéu ti€p
can mot cach chinh x4dc va tuong tic truc ti€p vdi
khach hang muc ti€u. Nghién ctu nay s€ tip trung
vio viéc phan tich cdc chién lugc ti€p thi truyén
thong xd hdi da dugc Zalo trién khai, cling nhu
d4nh gid hiéu qua cda chiing, dong thdi dua ra cic
khuyé&n nghi va dé xuit d€ cai thién cac chién dich
trong viéc tao dung va duy tri 1ong trung thanh cta
khich hang.

2. Co'sé 1y thuy€&t va mé hinh nghién citu

Ly thuyét trao ddi xa hoi (SET) SET la mot
khudn khd trong hanh vi t§ chifc, nhaAn manh vai tro
clia niém tin, sy cam két, danh gid chd quan vé
phan thudng va chi phi trong cic tuong tic xa hoi
(Varey, 2015), dudc phat trién dya trén nén ting
clia cac nghién ctu xa hdi hoc va tim 1y hoc, tip
trung vao sy trao d6i 10i ich giifa cic c4 nhan trong
mot mdi quan hé. SET cho riing, cdc cd nhan tham
gia vao cdc mdi quan hé xd hoi v6i muc tiéu dat
dugc nhitng phin thudng cao hon so vdi chi phi ma
ho bd ra.

Ly thuyét ti€p thi mdi quan hé tap trung vao viéc
thi€t 1ap, phat trién va duy tri cc trao ddi quan hé
thanh cong (O'Malley, 2014). N6 bao gdom cic chién
lugc wu tién moi quan hé 1au dai véi khdch hang va
cic bén lién quan @€ diéu chinh sin phim va dich
vu phit hgp v6i nhu cau clia ho, cudi cling dat dudc
1¢i th€ canh tranh (Plewa va cong sur 2005).

Tiép thi truyén thong xa hoi va long trung
thanh thuong hi¢u

Tiép thi truyén thong xa hdi (SMM) duge dinh
nghia 12 viéc st dung cdc nén ting truyén thong xa
hoi d€ quang b4 sin phim, dich vu va xiy dung
thuong hiéu. Céc nghién citu cia Kim va Ko (2012)
da chi ra SMM c6 thé nang cao gia tri thuong hiéu
va 4nh hudng tich cuc dé€n hanh vi mua hang cla
ngudi tiéu dung. Piéu ndy dugc cling ¢d bdi Bilgin

(2018), nguvi da khﬁng dinh cdc hoat dong SMM
khong chi tao ra nhin thic thuong hi€u, ma con
thic ddy long trung thanh thdng qua viéc gia ting
su tuong tic va gin k&t cia ngudi tiéu dung.

Cdc yéu t6 cdu thanh tiép thi truyén thong
xd hoi

Mot s6 nghién citu trude day da xac dinh mot s6
y&u t& chinh cia SMM c6 thé anh hudng dén long
trung thanh thuong hi¢u:

Tinh thoi thuong (Trendiness)

Tinh thdi thugng c6 thé dugc hiéu 1a viéc chia sé
thong tin cAp nhat nhit vé cic sdn pham hoic dich
vu hién cé (Seo va Park, 2018). Xu huéng trén
mang xa hdi mo td kha ning cia modt nhan hiéu
nhat dinh trén cdc trang mang xa hoi trong viéc lan
truyén thdng tin mdi nhit va pht hgp vé nhin hiéu
do (Fetais va cong su, 2022). Tinh thi thugng bao
gdm céc thanh phian khic ciia chién lugc ti€p thi
truc tuy&n, nhur cip nhat cho khach hang thdng tin
m&i nhat vé san pham cla thuong hiéu (BILGIN,
2018). Theo do, gia thuy&t H1 dudc dé xuat:

H1: Tinh thdi thugng c6 tdc ddng tich cuc dén
long trung thanh thuong hiéu.

Tinh tuong tdc (Interaction)

Trong boi cidnh hién dai, cic kénh truyén thong
qua mang xa hoi chi€m uu th&é hon phuong thiic
truyén thong nhd vao tinh tuong tdc, kha ning chia
sé ndi dung va hdp tic v6i khiach hang (BILGIN,
2018). (Lamkadem va Ouiddad, 2021) cho ring
giao ti€p tryc tuyén dugc khich hang d4nh gid cao
nhd cung cip dich vu cho phép chia sé thdng tin va
y ki€n v6i nhitng ngudi tiéu dung khéc, du d6 la
giao ti€p mot chiéu giita cong ty va khach hang.
Hon nira, tuong tic dugc coi 1a dong luc md rong
mang x3 hoi t6i ngudi diing va ddng thdi thé hién
sy thay d6i trong cich thifc tuong tic giita thuong
hi¢u va khach hang (Wang va cong su, 2019). Do
do, gid thuyé&t H2 duge dé xuat:

H2: Tinh tuong tic c6 tdc ddng tich cuc dén long
trung thanh thuong hi€u.

Tinh tity chinh (customization)

Tuy chinh 1a mic d6 cic dich vu c6 thé dugc
diéu chinh dé dap tng su lya chon clia mot ngudi,
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chéng han thuong hiéu Bubbery va Gucci dwa vao
phuong tién truyén thong xa hoi c6 thé truyén tai
thong diép cd nhan d&n khach hang dé€ sdn phim
mua phu hgp (Wang va cong su, 2019). Mit khéc,
theo BILGIN (2018), tiiy chinh, cu thé 1a mic do
dich vu dudc cung cip phit hgp vé6i nhitng gi khich
hang mong mudn dya trén yéu ciu ctia ho. Tuy
chinh nhu mdt y&u t6 hanh dong tao ra sy hai long
clia khdch hang d6i v6i mdi quan hé kinh doanh véi
ngudi dung c4 nhan, gid thuy&t H3 dugc dé xuat:

H3: Tinh tlly chinh c6 tdc dong tich cuc dén long
trung thanh thuong hiéu.

Tinh gidi tri (Entertainment)

Giai tri 1a khd ning ddp ng nhu ciu clia mot
ngudi thdong qua viéc tao ra niém vui va cdm xic
(Lamkadem va Ouiddad, 2021). Y&u t& nay chi
yé&u kich thich ngudi tham gia tuong tic, tao ra
nhitng cAm nhan tich cyc vé thuong hiéu trén mang
x4 hoi (BILGIN, 2018). Giai tri d6ng vai trd quan
trong trong viéc huéng khach hang vé phia thuong
hiéu va néu thuong hiéu lan tda cdc bai ding trén
mang xa hdi v6i ndi dung hap din, ngudi diing sé
tuong tic vdi thuong hiéu, di€u nay dnh hudng dén
nhén thirc va hinh dnh cla thuong hiéu. Tir day, tac
gia dé xuit gia thuy&t H4:

H4: Tinh gidi tri c6 tdc dong tich cuc d&n long
trung thanh thuong hi€u.

Truyén miéng dién tit (WOM)

Theo Lamkadem va Ouiddad (2021), truyén
miéng dién tr gidi thich thdng tin ti ngudi ndy sang
ngudi khac dé€ hd trg quyét dinh mua hang va long
trung thanh ctia khach hang ddi vdi thuong hiéu
thudng khong dugc thé hién rd rang va ho cé xu
huéng lan truyén nhitng nhan xét tich cyc trén
mang (Maulid va cong su, 2022). Truyén miéng
dién tr 12 mot cong cu manh mé trong viéc khuyén
khich ngudi khiac mua sian phim, sau dé tiép tuc
gidi thiéu cho ngudi khic (Maulid va cOng su,
2022, gid thuy&t H5 dugc dé xuit:

H5: Truyén miéng dién tir c6 tic dong tich cuc
dé&n long trung thanh thuong hiéu.

Cdc chién dich qudng cdo

Theo Zakaria va cong su (2019), dé tao ra mot
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chién dich quang cdo hiéu qua, cdng ty cin xem xét
gia tri, 10i ich va Igi th€ ma quang cdo c6 thé mang
lai cho khach hang, ciing nhu nhitng y&u t thic day
hanh ddng thuc sy ctia ho. Mot yéu td quan trong 1a
cidch st dung mang xa hoi dé cung cAp uu dai,
khuy&n mdi va Idi ich cho khach hang, gitp ning
cao long trung thanh véi thuong hi¢u. Nhitng quang
cdo nay khong chi tao diéu kién thuan 10i cho khiach
hang, ma con xay dung niém tin vao thuong hiéu.
Do d6, gia thuyé&t H6 dugc dé xuat nhu sau:

H6: Cac chién dich quing cdo c6 tdc dong tich
cuc dé€n 1dng trung thanh thuong hiéu.

3. Phuong phap nghién ciu

3.1. Nghién citu dinh tinh

Nghién cifu dinh tinh nhim lam rd va diéu chinh
céc bién quan sit trong md hinh. Qua trinh nghién
cttu bit diu bing viéc dich va diéu chinh thang do
tif cac nghién ctu trude, sau d6 t6 chitc cac budi
thao ludn nhém vé6i 5 chuyén gia ti€p thi d€ thu thap
¥y ki€n phan hdi. C4c yé&u t6 SMM dudc danh gid
bao gdm tinh gidi tri, tuong tic, thdi thugng, tiy
chinh, truyén miéng dién t& va khuy&n mii. Tuy
nhién, y&u t6 khuy&n mai chi ¢6 tdc dong ngin han,
din dé&n dé xuAt thay thé& bing "chi€n dich quing
cdo" dé phan 4nh toan dién hon cic hoat dong
marketing. Nghién ctfu dinh tinh da gitdp diéu chinh
md hinh SMM phu hgdp véi thi trudng Viét Nam,
dam bdo thang do chinh xdc va md hinh phdn dnh
diy di cic y&u t6 dnh hudng d&n 1ong trung thanh
clia ngudi dung Zalo.

3.2. Nghién citu dinh luong

Nghién cttu dinh lugng nhim kh4o sdt mdi quan
hé gifta cdc y€u t6 cia SMM va long trung thanh
thuong hiéu clia ngudi ding Zalo tai Viét Nam. D&i
tugng nghién ctu la ngudi dung tng dung Zalo
trong do tudi tir 18 dén 44, chi€ém 71% tong ngudi
dung, dudc chon thdng qua phuong phap 14y mau
phi xdc suft thuin tién véi kich thu6c mau 300
ngudi. Nghién cttu dugc thyc hién tai tir thidng
03/2024 dén thiang 07/2024. Bang cau hdi gom 2
phan: thdng tin nhan khiu hoc va ddnh gid tuong
tac, trai nghi€m vdi Zalo, st dung thang do Likert 5
diém cho 31 cAu hdi lién quan d&n cc bi€n nhu tinh
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thdi thugng, gidi tri, tuong téc, tly chinh, truyén
miéng dién t&, long trung thanh thuong hiéu va
chi&n dich qung cdo. Dit liéu thu thap dugc thong
qua Google Form va phan tich d€ x4c dinh tic dong
clia céc yéu t6 SMM dén Iong trung thanh thuong
hiéu, ddm bdo tinh chinh x4dc va dai dién cia két
qud nghién citu.

4. K&t qua nghién cifu

Sau khi thu thap dit liéu khdo sit, c6 tdng cong
366 miu khio st hdp 1& va dugc phan tich bing
céc k¥ thudt nhu Cronbach’s alpha, phan tich EFA,
ki€m dinh ANOVA va mé hinh hdi quy tuyé&n tinh
boi dudc xay dung dé danh gia mitc do tic dong clia
tiing y&u to.

4.1. Kiém dinh su khdc bi¢t trung binh giita cdc
bién dinh tinh lén bién dinh lugng

K&t qua ki€ém dinh ANOVA cho thi'y khong c6

st khdc biét c6 y nghia thong ké giita cic nhém
clia cdc bién dinh tinh nhuv gidi tinh, do tudi, trinh
dd hoc van, thu nhap va thdi gian sit dung mang xa
hoi d6i véi long trung thanh thuong hiéu (LOY).
Piéu nay dugc thé hién qua cdc gid tri Sig.
(ANOVA) déu 16n hon 0,05, cho thdy cdc yé&u to
nay khong tao ra 4nh hudng ding ké dén mic do
trung thanh cla ngudi ding d6i vé6i thuong hiéu
trong mau nghién cttu. (Bang 1)

4.2. Danh gid mo hinh do luong

Kiém dinh do tin cdy cia nghién citu
(Cronbach’s Alpha)

Theo Kopalle va Lehmann (1997), hé s&
Cronbach’s Alpha > 0.7 dudc cho 1a hop 1€. 0 Bang
2, hé s& Cronbach’s Alpha clia cdc bi€n quan sit
déu théa, cho thdy thang do cdc bi€n quan sit 12
d4ng tin cdy, c6 thé ti€p tuc c4c phan tich sau hon.

BAng 1. K&t qud ki€m dinh su khdc biét trung binh gitia céc bi€n dinh tinh va bién dinh lugng

Bigh Dinh tinh Lc::?etr::e (Pmi:ig;; sai F Sig. Kétluan
Statistic | dangnhaty | NOVA) | (ANOWA) '
Gi6i tinh 2.791 0.096 1.335 0.249 Khong c6 su khac biét ¢ y nghia
Do tudi 1.025 0.413 0.922 0.506 Khong cé su khac biét cé y nghia
Trinh d6 hoc van 2913 0.006 1.274 0.249 Khong c6 su khac biét cd y nghia
Thu nhap 3.001 0.004 1.718 0.083 Khong c6 su khac biét cd y nghia
Thai gian s dung mang xa héi 1.103 0.361 1.164 0.317 Khong cé su khac biét cd y nghia

Nguén: Tdc gid phan tich

Bdng 2. Két qud ki€m dinh db tin céy Cronbach’s Alpha thang do céc bién quan sat

Bién Thang do S0 Bién quan sét Hé so Cronbach’s Alpha Panh gia do tin cay
Tinh giéi tri (ENT) 3 0.862 Datyéu cau
Tinh tuong tac (INT) 3 0.732 Datyéu cau
Tinh thdi thugng (TRE) 2 0.767 Datyéu cau
Tinh thy chinh (CUS) 3 0.745 Dat yéu cau
Truyén miéng dién ti (WOM) 3 0.724 Dat yéu cau
Cac chién dich quang cao (ADS) 5 0.890 Dat yéu cau
Long trung thanh thuong hiéu (LOY) 3 0.721 Dat yéu cau

Nguén: Tdc gid phdn tich
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Phantich EFA

Cécbién doc lap:

Theo Bing 3, chi s6 KMO do ludng mitc do diy
dd cia miu 13 0.752, cao hon mifc yéu ciu 0.6. Do
d6, miu nay da diéu kién cho phan tich va cdc bién
c6 moi lién k&t chit ché véi nhau. Thém vao do,
gid tri y nghia ctia ki€ém dinh Bartlett’s test of
sphericity 1a 0.000, thap hon 0.05, tir d6 c6 thé suy
ra tip dif liéu di diéu kién cho cdc budc phan tich
ti€p theo.

Céc bi&n phuy thudc:

Chi s6 KMO do ludng miic do day dd cia miu
12 0.676, cao hon mifc yéu cau 0.6, cho thiy ring
mau nay dd diéu kién cho phan tich nhan t8. Kiém
dinh Bartlett’s test of sphericity c6 gid tri Chi-
Square xap xi 215.492 véi bac ty do 1a 3 va gid tri
y nghia Sig. 12 0.000, thap hon 0.05. Piéu nay
khing dinh cdc bién c6 mdi lién hé chit ché véi
nhau va di diéu kién cho phan tich nhin t& siu
hon. (Bang 4)

4.3. M6 hinh hoi quy tuyén tinh bji

Theo két qui tir Bdng 5, md hinh hdi quy du
dodn thé hién kha t6t vé6i gid tri R 12 0.807, cho thdy
miic dd tin cdy & mic tuong ddi cao va gid tri R
Square dat 0.652. Piéu nay c6 nghia 65.2% cia

Bdng 3. hé sé KMO and Bartlett's Test
cdc bién déc I1ap

1ong trung thanh thuong hiéu c6 thé dugc giai thich
bing 4 y&u t6 nay, trong khi 34.8% con lai c6 thé
chiu tdc dong bdi cic yéu t6 khac chua duge dua
vao md hinh.

Theo Pallant (2013), d€ so sdnh va ddnh gid
tdc dong clia cdc bi€n ddc 1ap d6i véi cdc bién phu
thudc, hé s6 chuin héa Beta 1a hé sd dugc lua
chon @& phan tich trong nghién ctfu nay. Quan sit
Béng 6, tinh gidi tri dugc xem 1a ¢6 dnh hudng
manh nhit d&€n 1ong trung thanh thuong hiéu véi
hé s6 Beta cao nhat (0.587), cho thdy sy thi vi clia
san phdm hay dich vu c6 tic dong tich cyc 16n.
Chién dich quing cdo, tinh tiy chinh va truyén
miéng dién t 1an ludt ciing d6ng gép quan trong
nhung véi mic dd thap hon. Ngugc lai, cic y&u to
nhu tinh tuong tdc va tinh thdi thugng khdng cé tic
dong dang k€, véi gid tri Sig. cao hon 0.05, cho
thdy 2 yé€u t6 ndy khong mang y nghia thdng ké
trong md hinh nay.

5. Thao luan két qua nghién citu

Tinh thoi thuong (TRE): Trong nghién ctu nay,
tinh thdi thugng khong c6 tic dong ding ké dén
long trung thanh thuong hi¢u (Beta = -0.051, Sig.
= 0.105), khic v6i nhitng nghién citu trong linh
vuc thdi trang xa xi, nhu cia Kim va Ko (2012),

BAng 4. Hé s& KMO and Bartlett's Test
céc bién phu thuéc

KMO and Bartlett's Test KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure 750 Kaiser-Meyer-Olkin Measure 676
of Sampling Adequacy. ’ of Sampling Adequacy. ’
Bartlett's Approx. Chi-Square 2550,125 Bartlett's Approx. Chi-Square 215.492
Test of df 171 Test of df 3
Sphericity Sig. 000 Sphericity Sig. 000
Nguén: Tdc gid phan tich Nguén: Tdc gid phdn tich
Bdng 5. K&t qud mé hinh héi quy bdi
Model Summary®
Model R R Square Adjusted R Square Std. Error of the Estimate Durbin-Watson
1 ,8072 ,652 ,646 ,34457 1,852
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Nguén: Tdc gid phdn tich
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Bdng 6. Hé sé tuong quan gilia cdc bié€n quan sét

Coefficients?
o U’gi’:;g;ed S;'::;c’i‘;':t‘:d t g, | ColinartySttsics
B Std. Error Beta Tolerance VIF

(Constant) -,102 211 -,483 ,629
ENT ,313 ,017 ,587 18,268 ,000 ,940 1,064
ADS ,289 ,028 ,329 10,353 ,000 ,958 1,044
1 Cus ,253 ,018 ,458 14,065 ,000 913 1,095
WOM 223 ,028 ,255 7,958 ,000 ,943 1,061
INT -,019 ,022 -,027 -,843 ,400 ,967 1,034
TRE -,034 ,021 -,051 -1,623 ,105 ,967 1,034

noi tinh thdi thugng déng vai trd quan trong trong
viéc ting cudng long trung thanh thong qua SMM.
Piéu nay cé thé 12 do su khéc biét trong Iinh vuc
nghién citu, khi ma tinh thdi thuong c6 thé khong
phdi 12 y&u t& quyét dinh d6i véi tng dung nhin
tin nhu Zalo.

Tinh tuong tdc (INT): K&t qua nghién cifu nay
ciing chi ra ring tinh tuong tdc khdong c6 tic dong
tich cuc ding ké dén long trung thanh thuong hiéu
(Beta =-0.027, Sig. = 0.400). Tuong tu v6i két luAn
cia Ebrahim (2020) khi dng nhan thay, tinh tuong
tdc khong phai 1a y&u to chinh 4nh hudng dé&n long
trung thanh trong boi cdnh vién thong. Cho thiy,
ddi v6i cac nganh ma sin phdm khdng yéu ciu
tuong tic cao, y&u to nay khong thuc sy 4nh hudng
16n d&n long trung thanh.

Tinh gidi tri (ENT): Trong nghién ctfu nay, tinh
gidi tri c6 tdc dong manh mé& nhat d&€n long trung
thanh thuong hiéu (Beta = 0.587, Sig. = 0.000). Cac
nghién ctru truGc day ciing Ging hd vai trd quan
trong clia tinh gidi tri. Ching han, Kim va Ko
(2012) chi ra ring tinh gidi trf ting cudng 10ng trung
thanh trong nganh thdi trang xa xi, Erdogmus va
Cicek (2012) ciing cho thay hiéu qud tuong tv trong
cic hoat ddng SMM. Piéu nay cho thdy, ddi véi
Zalo - mot tng dung nhin tin phd bi€n, y&u to gidi

Nguén: Tdc gid phan tich

tri c6 thé 12 mot phan quan trong trong viéc thu hit
va duy tri su gén b6 cta khdch hang.

Tinh tity chinh (CUS): K&t qua cho thiy tinh tiy
chinh c6 tdc dong tich cuc dén long trung thanh
thuong hiéu (Beta = 0.458, Sig. = 0.000), phu hgp
vGi nghién cdu ctia Kim va Ko (2012), ndi tinh tuy
chinh gidp ting sy tin tudng va long trung thanh
trong linh vyc thoi trang. Tudng tu, nghién ctiu cla
Sano (2015) ciing chi ra ring tinh thy chinh déng
vai tr0 quan trong trong viéc ning cao sy hai long
khich hang trong ngianh bio hi€m. Tuy nhién,
trong bdi canh &ng dung nhin tin nhu Zalo, k&t qua
nay lam ndi bat su quan trong cla viéc cd nhan hda
noi dung va trdi nghiém d€ nang cao long trung
thanh, dic biét v6i doi tuong khich hang tré wa
chudng su ca nhan héa.

Truyén miéng dién tit (WOM): Trong nghién
ctfu nay, truyén miéng dién tif c6 tic dong duong
nhung y&u dén long trung thanh (Beta = 0.223,
Sig. = 0.000), diéu nay phi hgp véi cdc nghién
ctu nhu Yadav va Rahman (2018) va Ningrum va
Roostika (2021), nhdn manh riing ti€p thi truyén
miéng tryc tuy&én dnh hudng d€n nhan thic va
hanh vi ngudi tiéu diing. Tuy nhién, tic dong y&u
clia truyén miéng dién tlf trong nghién ctfu nay c6
thé phdn dnh dic thi cda #ng dung nhin tin, khi
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ngudi dung it bi 4nh hudng bdi truyén miéng hon
s0 v&i cdc nganh hang ¢6 tinh x4 hdi cao nhu thdi
trang hoic my phaim.

Chién dich qudng cdo (ADS): Tac dong manh
mé cla cdc chi€n dich qudng cdo trong nghién
cttu nay (Beta = 0.329, Sig. = 0.000) phtu hdp véi
cdc nghién cdu trudc diy, nhu cia Mangold va
Faulds (2009) va Bilgin (2018), trong d6 quang
cdo khong chi tao ra nhan thi'c ma con cling c6
long trung thanh thong qua viéc ggi 1én cadm xic
tich cuc. Pdi v6i Zalo, cdc chi€én dich quing cdo
nhu Zalo Connect va chatbot phong chdng Covid-
19 da cho thdy tdic dong 16n dén l1ong trung thanh,
khdc biét v4i cdc nganh chi tdp trung vao quéang
cdo san phadm. Piéu nay cho thdy quing cio mang
lai gid tri xa hoi diac biét hiéu qua trong viéc xay
dung 1ong trung thanh thuong hi€u.

6. K&t luan va mét s6 ham y

Nghién cttu cho thiy cdc yé&u t6 nhu tinh gidi
tri, tinh tiy chinh, chi€n dich quing cdo va truyén
miéng dién tif ¢6 tdc dong tich cuc d&€n 1ong trung
thanh thuong hi€u, trong d6 tinh giai tri va tinh tay
chinh déng vai trd quan trong nhit. V6i hé so
tuong quan Pearson va hé sd Beta lan lugt 1a
0.587 va 0.458, tinh gidi tri dugc néu bat nhu y&u
td tdc dong 16n nhat, ggi y ring Zalo nén uu tién
phét trién ndi dung gidi tri da dang va phong phd
trén cdc kénh truyén thong xa hoi. C4c hinh thic
nhu video hai hudc, trd choi tuong tdc va sy kién
truc tuy€n c6 thé gitip thuong hiéu tao ra sy gin
k&t manh mé véi ngudi dung.

TAILIEU THAM KHAO:

Tinh tiy chinh ciing cho thiy tic dong dang ké
dén long trung thanh, khuyén nghi Zalo nén tip
trung vao cd nhian héa trdi nghiém va nodi dung.
Bing cich st dung dir liéu ngudi dung d€ cung
cip cdc gdi y ndi dung phi hop va chién dich
quiang cdo cd nhin héa, thuong hiéu c6 thé
ting cudng sy gin k&t va cdm gidc than thudc tir
ngudi dung.

Chién dich quidng cdo 12 y&u t6 quan trong
trong viéc tao dung va duy tri long trung thanh
thuong hiéu, thong qua viéc thi€t k&€ quing cdo da
kénh, quang cdo dich danh va cdc chuong trinh
khuy&n mai hap din. Piéu nay doi hdi Zalo cin
chii trong phét trién cdc quing cdo sing tao va
hap dan, tao ra ndi dung két ndi cdm xtc va thic
ddy ngudi dung tudng tic.

Truyén miéng dién t& c6 tic dong tich cuc
nhung y€u, cho thay chi€n ludc nay nén dugc két
hdp véi cic y€u & khdc. Khuyé&n khich ngudi
dung chia sé trdi nghiém tich cuc, tin dung
ndi dung do ngudi dung tao (UGC) va hgp tic
v6i Influencer s€ gidp gia ting tuong tic va sy
gin két.

Nhitng phédt hién nay cung cAp huéng din thi€t
y&u dé Zalo t8i uu héa chi€n ludc tiép thi truyén
thong xa hoi, nhim ning cao long trung thanh
thuong hiéu. Tap trung vao tinh gidi tri, cd nhin
héa trdi nghiém, quing cdo hiéu qui va truyén
miéng dién ti s& gitip doanh nghiép phat trién
mdi quan hé bén vitng v6i khach hang, tir d6 dat
dugc cdc muc tiéu ting trudng dai han m
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ABSTRACT:

This study investigates the factors influencing brand loyalty for the Zalo messaging application,
focusing on the role of social media marketing. Using a quantitative research approach, data were
collected from 366 Zalo users between June and July 2024 through non-probability and
convenience sampling methods. Multiple linear regression modeling was employed to analyze the
data. The results reveal that entertainment, customization, advertising campaigns, and electronic
word-of-mouth significantly enhance consumer brand loyalty, while trendiness and interactivity
show no substantial impact. This study provides valuable insights for managers and policymakers
in developing strategies for over-the-top (OTT) platforms and messaging applications, particularly
within the context of social media marketing in Vietnam.

Keywords: social media marketing, social media marketing activities, marketing relationship,
digital marketing, brand loyalty.
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