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Toém tat:

Nghién ciiu nham nhdn dién va ddnh gid cdc yéu t6 quyét dinh dén hanh vi mua sam truc tuyén cia
ngudi dan tai khu vic TP. H6 Chi Minh. Trén co sé tdng quan cdc ly thuyét vé hanh vi khdch hang
trong moi trudng so, tdc gid dé xudt mé hinh nghién ciiu gom cdc bién doc lap: chdt lugng sdn phdm,
miic do uy tin cua gian hang, cd ché bdo mat va bdo vé quyén lgi ngudi mua, tdm dnh hudng clia cdc
cd nhan dai ching (KOL/KOC), va trdi nghiém gidi tri tich hgp. Phuong phdp nghién ciiu dinh lugng
dugc dp dung thong qua viéc khdo sdt thuc té, kiém dinh thang do bang hé s6 Cronbach's Alpha, phan
tich nhan to khdm phd (EFA) va mo hinh hoi quy bgi. Két quad phan tich khong chi lam ré muic dg tdac
dong ciia tiing cdu triic khdi niém ma con chi ra sy khdc biét mang tinh théng ké theo ddc diém nhan
khdu hoc. Tt do, bai viét dé xudt cdc gidi phdp qudn tri thuc tién gitp cdc doanh nghiép va nha bdn
Ié t6i uu héa chién lugc dinh vi, cing cd long tin ctia ngudi tiéu dung va khai thdc hiéu qud tiém ndng
ctia thi truong Nam Bo.

Tu khoa: quyét dinh mua sam, TikTok Shop, ngudi tiéu dimg, TP. H6 Chi Minh, thuong mai gidi tri,
hanh vi khdch hang.

Factors affecting the satisfaction of Ho Chi Minh City residents
when using the MoMo e-wallet service

Abstract:

This study identifies and evaluates the factors determining the online shopping behavior of consumers
in Ho Chi Minh City. Based on a review of theories concerning customer behavior in digital
environments, the study proposes a model comprising the following independent variables: product
quality, store credibility, security and buyer-protection mechanisms, the influence of key opinion leaders
and key opinion consumers (KOLs/KOCs), and integrated entertainment experiences. A quantitative
research approach was employed through an empirical survey, with measurement scales assessed
using Cronbach’s Alpha, exploratory factor analysis, and multiple regression analysis. The findings
clarify the influence of each conceptual construct and identify statistically significant differences across
demographic characteristics. Based on these results, the study proposes practical managerial solutions
to help enterprises and retailers optimize their positioning strategies, strengthen consumer trust, and
effectively exploit the potential of the Southern Vietnamese market.

Keywords: purchase decision, Tik Tok Shop, consumers, Ho Chi Minh City, shoppertainment, customer
behavior.
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1. Pit van dé

S6 hoa thuc ddy thuong mai dién tr Viét Nam bung nd, dua mua sam tryc tuyén thanh théi quen hang
ngay. Hién nay, bén canh Shopee hay Lazada, TikTok Shop ndi 1én nhu mot budc ngodt véi xu hudng
"Shoppertainment” - két hop giai tri va thuong mai. Qua video ngén va livestream tuong tac, nén tang
nay ddi moi cach tiép can san phim cua ngudi tiéu dung, nhét 14 tai TP. H6 Chi Minh. Tuy nhién, TikTok
Shop van gip thach thirc vé kiém dinh chét lwong, minh bach thong tin va dich vu hau mai nham gilt chan
khach hang. Do d6, nghién ciru nay tap trung phén tich cac yéu té anh huong dén quyét dinh mua sim trén
TikTok Shop ctia ngudi dan TP. H6 Chi Minh. Két qua thu duoc s& 1a tai liéu tham khao hitu ich, goi mo
giai phap giup doanh nghiép dia phuong nang cao strc canh tranh trong ky nguyén so.

2. Co s6' 1y thuyét va tdng quan nghién ctru

2.1. Co 56 Iy thuyét

Trong ky nguyén kinh té s, mua sam truc tuyén da dich chuyén tir giao dich thuan tay sang trai nghiém
da kénh (Omni-channel) va thuong mai x4 hoi (Social Commerce). Dién hinh 1a mé hinh "Shoppertainment"
trén TikTok Shop, noi hanh vi tiéu dung dugc dan dét bai cam xuc tir cac ndi dung giai tri thay vi nhu cau
tim kiém chu dong. Quyét dinh mua sam tai ddy thuong dién ra tirc thoi, 1a két qua cua sy chuyén hoa tir y
dinh sang hanh dong sau khi nguoi ding bi thuyét phuc boi cac thong tin tryc quan. Dudi goc do 1y thuyét,
su thanh cong ciia mé hinh nay dugc giai thich qua 3 khung kho: (1) M6 hinh TAM nhan manh tinh hitu
ich va su tién lgi cta thanh toan "mot cham"; (2) Thuyét TPB tap trung vao thai dg, ap luc xa hdi tir cac
cong dong review va ning luc kiém soat cong nghé cua ca nhan; (3) M6 hinh S-O-R chi ra cach cac kich
thich thi giac/am thanh tac dong vao tdm Iy ngudi xem dé tao ra phan tmg chét don. Tir d6, cac yéu t6 then
chét thiic day hanh vi bao gdbm: Sy tin tudng vao nén tang va tinh trung thuc cuia KOC; Stc hip dan cua
n6i dung sang tao; Anh hudng tir KOL/KOC c6 stc thuyét phuc cong dong; ciing cac wu dii kinh té va tinh
tuong tac thoi gian thyc. Sy két hop nay bién qua trinh mua sdm tré thanh mot trai nghiém ca nhéan hoéa,
x6a bo rao can vé khong gian va tam 1y dén do ctia khach hang.

2.2. Tong quan nghién ciru

Nhiéu nghién ctru qubc té da két hop mé hinh TAM (Davis, 1989) va UTAUT2 (Venkatesh et al.,
2012) dé giai thich y dinh hanh vi, trong d6 "su hitu ich cdm nhan" va "gia tri thu huéng" 1a hai dong luc
cbt 15i. Riéng voi TikTok Shop, cac thuc nghiém ching minh "trai nghiém giai tri cam nhan" (Perceived
Enjoyment) c6 tac dong vuot trdi so v6i Shopee hay Lazada. Do dic thu van hanh biang video ngén va
livestream, cac nghién ctru giai doan 2023-2025 bét ddu tip trung vao "niém tin k¥ thuat s6" va "ning luc
thuyét phuc cua nguén phat". Tai Viét Nam, quyét dinh mua sdm cta khach hang d6 thi chiu chi phéi manh
boi danh gia tir KOC thay vi truyén thong chinh thdng. Sy "tuong tac dong thoi" khi livestream gitip giam
rii ro cam nhan va x6a bo tim 1y hoai nghi. Riéng tai TP. H6 Chi Minh, ngudi tiéu dung dic biét nhay bén
v6i dich vu logistics, khuyén mai, tinh linh hoat cta thanh todn va ap luc tir nhém tham chiéu. Du d¢ tai
vé TikTok Shop rat phong phii, cac nghién ctru hién tai thuong danh gia TP. Ho Chi Minh theo goc nhin vi
md, bo qua tinh phan hoa va sy dich chuyén thi hiéu nhanh chong ciia khach hang noi day - nhiing ngudi
vira phong khoang, thich thir nghiém, vira khit khe vé dich vu hau mai. Dic biét nim 2026, khi thuat toan
Al di tién dén cap d6 ca nhan hoa siu sic (Hyper-personalization), viéc bd sung cac bién sé "Ca nhén
hoa ndi dung khuyén nghi" va "Trai nghiém giao dich khéng cham" 1a can thiét dé 1ap day khoang trong
nghién ctu tai dia ban nay.

2.3. Thiét ké nghién ciru

M6 hinh va gia thuyét nghién ciru

Céc nghién ctru trude day di cung cap nén tang 1y thuyét vimg chéc, tir d6 tac gia phat trién cac gia
thuyét cho bai viét nay nhu sau:
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Cdc gid thuyét nghién ciru dé xuat: Hinh 1: M6 hinh nghién ciru dé xudt

H1: Anh huong xi hoi (XH) c6 tac
dong tich cuc dén quyét dinh mua sim
trén TikTok Shop (QD).

H2: Gia ca (GC) ¢ tac dong tich cuc
dén quyét dinh mua sam trén TikTok
Shop (QD).

H3: Gia tri cdm nhan (CN) co6 tac
dong tich cyc dén quyét dinh mua sam
trén TikTok Shop (QD).

H4: Nhén thuc rai ro (RR) c6 tac dong tieu
cuc dén quyét dinh mua sam trén TikTok Shop (QD).

H5: Niém tin (NT) c6 tac dong tich cuc dén quyét dinh mua sdm trén TikTok Shop (QD).

2.4. Phwong phdp va dir li¢u nghién ciru

Quy trinh nghién ciru gdm 2 giai doan chinh: nghién ctru so bd va nghién ctru chinh thirc nhim dam bao
d6 tin cdy cua két qua. Nghién ciru so bo két hop dinh tinh (phong véan sau chuyén gia, giang vién va thao

Anh huéng xa hoi

Quyét dinh mua sim qua
TikTok Shop

Nhaén thitc rii ro

Niém tin
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Nguon: Tong hop va dé xuat cua tac gia

luan nhém) dé diéu chinh thang do quéc té cho phul hop bdi canh dia phuwong, hoan thién bang hoi gdm 24
bién quan sat. Nghién ciru chinh thirc trién khai theo 5 budc:

Buoc 1 (Cong cu khéo sat): St dung thang do Likert 5 muc do.

Budc 2 (C& mau): Dya trén nguyén tic thong ké cho EFA (t6i thiéu 135 mau) va hdi quy (tdi thiéu 90
mau), nghién ctru hudng téi thu thap it nhat 135 mau hop 1.

Budc 3 (Thu thap dit liéu): Ap dung phuong phap chon mau thuan tién qua khao sat truc tuyén trong
thang 12/2025 tai TP.H6 Chi Minh.

Budc 4 (Sang loc dit liéu): Phat ra 300 phiéu, thu vé 234 phan hoi (78%), sau khi loc con 182 quan sat
hop 1¢€.

Budc 5 (Phan tich dit liéu): Str dung phan mém SPSS 26.0 dé chay thdng ké mé ta, kiém dinh Cronbach's
Alpha, phén tich nhan t6 kham pha (EFA) va hdi quy da bién nham kiém dinh cac gia thuyét H1-HS5.

Pé dam bao chat luong, nghién ciru ap dung quy trinh danh gia nghiém ngit ngay tir budc khao sat so
b voi it nhat 100 ngudi. Két qua cho thay, hé s6 Cronbach's Alpha déu vurgt ngudng 0.6, hé s6 tai nhan tb
(factor loading) 16n hon 0.5 va twong quan bién téng 16n hon 0.3. Sau khi diéu chinh ngén ngit bang hoi
dat chuén, nghién ctru chinh thirc dugc tién hanh.

3. Phin tich két qua nghién ciru

3.1. M6 td méu nghién ciru

Khao sat thang 12/2025 thu vé 182 phan hoi hop 18, dap tng quy mé mau phan tich. V& gidi tinh,
nit giéi chiém da s6 v6i 60,4% (110 nguoi), cho thdy xu huéng quyét dinh mua sim trén TikTok Shop
manh m& hon nam gidi (39,6%). V& do tudi, nhom 18-24 tudi ap déo véi 63,2% (115 ngudi) nho kha
ning tiép can cong nghé nhanh va sin sang chia sé trai nghiém truc tuyén; cac nhom tudi con lai tir
dudi 18 dén trén 45 tudi chiém ty 1é nho. Pac diém tai chinh phan anh tép khach hang chu yéu 1a gidi
tré ¢6 thu nhap vira phai, trong d6 nhom thu nhap dudi 5 triéu dong chiém cao nhat véi 47,3% (86
nguoi). Didu nay twong thich v&i hanh vi chi tiéu khi c6 dén 52,7% (96 ngudi) lya chon gia tri don
hang & mirc trung binh tir 100.000d dén 300.000d. Vé hanh vi mua sam, tan suét 1- 2 lan/thang chiém
ty 1& 16n nhat voi 40,7% (74 ngudi), tiép theo 1a 3-5 1an/thang (35,7%). Két qua nay minh ching
ngudi tiéu dung phan 16n van ¢ giai doan thir nghiém, ¢6 tim 1y thim do va can nhéc gitra tinh tién
lgi véi mirc d9 tin tudng nén tang.
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3.2. Phan tich két qud nghién ciru
3.2.1. Két qua phan tich a6 tin cdy Cronbach’s Alpha va EFA
Kiém dinh thang do cho thiy, h¢ s6 Cronbach’s Alpha déu > 0.8, dat muc "rat t6t" vé do tin cay. Cac hé
s6 trong quan bién tong (> 0.3) va hé s6 tai nhan t6 (> 0.7) déu dat ngudng quy dinh, khang dinh gia tri
hoi tu manh mé va tinh nhat quan ndi tai cta dir liéu. Két qua nay dam bao cac thang do du diéu kién dé
thue hién cac phan tich chuyén sau tiép theo.
Bang 1. Két qua kiém dinh Cronbach’ Alpha

Bién Trung binh thang do Phwong sai thang do Twong quan Alpha néu
quan sat néu loai bien néu loai bien bién téng loai bién
Thanh phan dé tin cay “Xa héi”: Cronbach's Alpha = ,832
XH1 14.13 7.883 575 .814
XH2 14.06 7.505 .648 .793
XH3 14.05 7.661 701 779
XH4 13.88 7.583 .642 .795
XH5 14.03 8.115 .593 .809
Thanh phén dé tin cdy “Gid ca”: Cronbach's Alpha =,810
GC1 14.66 7.749 .674 .753
GC2 15.04 7.264 .619 .767
GC3 14.74 7.817 .631 .764
GC4 14.80 8.019 525 .794
GC5 14.52 7.577 .555 .787
Thanh phan dé tin cay “Gid tri cdm nhan”: Cronbach's Alpha = ,877
CN1 14.54 9.311 .696 .853
CN2 14.86 9.383 672 .859
CN3 14.68 9.049 717 .848
CN4 14.58 8.765 771 .835
CN5 14.63 8.898 .683 .857
Thanh phan dé tin cdy “Nhén thiec ridi ro”: Cronbach's Alpha = ,856
RR1 14.94 9.648 .671 .827
RR2 15.13 9.750 .695 .821
RR3 15.10 9.526 .651 .832
RR4 15.14 9.611 .690 .822
RR5 15.10 9.172 .657 .832
Thanh phan dé tin cdy “Niém tin”: Cronbach's Alpha =,807
NT1 11.41 5.061 .644 .748
NT2 11.22 5.167 .684 731
NT3 11.13 5.552 544 795
NT4 11.47 5.002 .628 757
Thanh phén dé tin cdy “Quyét dinh mua sdm”: Cronbach's Alpha =,717
QD1 7.19 2.687 529 .639
QD2 7.68 2.517 516 .656
QD3 7.28 2.556 .568 .591

Nguon: Két qua phan tich dit liéu ciia nghién ciru

EIEIMIE Google Scholar

| =
7 Crossref | 277



TAP CHi CONG THUONG - CAC KET QUA NGHIEN CUU KHOA HOC VA UNG DUNG CONG NGHE

Két qua phan tich d¢ tin cay va EFA khéng dinh dix liéu dat chuan hoc thuat. Céc thang do XH, GC, CN,
RR, NT va QD déu c6 hé¢ s6 Cronbach’s Alpha > 0.6 va twong quan bién tong > 0. Trong phén tich EFA,
hé s6 KMO (0.844 va 0.865) cung kiém dinh Bartlett (p < 0.05) cho thdy dit liéu phu hop. Téng phuong
sai trich dat mirc cao (68,781% va 77,335%) voi cac hé s6 tai nhan td déu > 0.5, khong co tai chéo. Tong
thé, cac thang do dam bao gia tri cau triic va do tin cay dé thuc hién phan tich hdi quy tiép theo.

Bang 2. Két qua ma trin xoay nhén té

i o o . i Hé s6 tai nhan t6 nhém thanh phan
Nhém nhan to - Phwong sai trich | Bién quan sat
1 2 3 4 5
RR4 .786
RR5 .785
Nhan thtrc rdi ro - 36.804% RR2 779
RR3 770
RR1 .730
XHA1 741
XH2 731
Xa hoi - 11,086% XH5 722
XH3 .716
XH4 677
CN4 .809
CN1 .716
Gia tri cdm nhan - 8,327% CN5 .710
CN3 .637
CN2 .625
NT1 .750
Niém tin - 6,945% NT4 1A
NT2 .740
NT3 722
GC2 .829
GC3 .765
Giacad -5,618% GC1 .726
GC4 673
GC5 578
Phwong sai trich: 68,781 %
KMO: 0,844
Sig: 0,000
Quyét dinh mua s&m trén QD1 816
TikTol§ Shop clia ngui tiéu dung QD2 ,814
TP. HO Chi Minh QD3 796
Phwong sai trich: 77,335 %
KMO: 0,865
Sig: 0,000

Nguon: Két qua phan tich dit liéu cia nghién ciru
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Nghién ctru xac dinh 5 nhan té anh huéng dén quyét dinh mua sim trén TikTok Shop cta ngudi tiéu
dung TP. H6 Chi Minh, giai thich 68,781% su bién dong dit lidu. Thu ty anh huéng giam dan gdm: Nhan
thirc rai ro (36,804% - manh nhét); Xa hoi (11,086%); Gié tri cam nhan (8,327%); Niém tin (6,945%); Gia
¢4 (5,618% - yéu nhat). Phan tich EFA cho bién phu thudc (QD) dat phuong sai trich 77,335%, khang dinh
thang do c6 do tin cdy cao va du diéu kién biéu didn mé hinh nghién ctru.

3.2.2. Phan tich murc do tuwong quan

Phan tich tuwong quan Pearson duoc thuc hién nham kiém tra mdi lién hé gilra cac bién doc 1ap va
bién phy thudc (QD), dong thoi kiém soét hién tuong da cong tuyén trudc khi hoi quy. Két qua phan tich
Pearson qua SPSS 26.0 cho théy, gia tri Sig. trong kiém dinh tuong quan giita bién phu thudc va cac bién
doc 1ap déu nho hon 0,05 nén khang dinh rang bién phu thudc c6 mdi quan hé twong quan vai cac bién doc
1ap nay va du diéu kién dé dwa vao phan tich hdi quy.

3.2.3. Phan tich hoi quy da béi

Sau khi kiém dinh thang do, nghién ctru tién hanh phan tich hdi quy da bdi theo mo hinh:

QD =a+ B1.XH + B2.GC + B3.CN + f4.RR + B5.NT + &.

Nghién ctru str dung R2 hiéu chinh (adjusted R?) dé danh gia do tin cdy cia mo hinh hdi quy da bién

phan anh ding muc dd phu hop thuc sy ctia mé hinh véi dir liéu.

Bang 3. Tong hop két qua hoi quy

Hé s6 chwa Hé sb Théng ké
Nhan té chuén héa da chuan hoa t Sig. da cong tuyén
B Sai s6 chuan Beta Tolerance VIF
Hang sb .839 .301 2.786 .006
RR .046 .065 .046 .707 .481 .796 1.257
XH 101 .079 .092 1.282 .202 .667 1.500
CN .268 .083 273 3.245 .001 484 2.067
NT .017 .071 .018 243 .808 .633 1.581
GC .349 .076 .339 4.593 .000 .629 1.591
R 787
R? .638
R? hiéu chinh .594
Durbin - Watson 1.819
Sig. Anova .000

Nguon: Két qua phan tich dit liéu ciia nghién ciru
Phan tich hdi quy boi cho thdy, mé hinh giai thich 59,4% sy bién dong ciia "QD" (Adjusted R? = 0,594).
40,6% con lai do cac yéu t6 ngoai nghién ctru hodc sai sé. Tinh ¥ nghia théng ké cuia mé hinh dwgc khang
dinh qua kiém dinh F toan bo (Sig. = 0,000; p < 0,05). Céc gia dinh hdi quy dd duoc tudn thu: khong c6 da
cong tuyén (VIF < 2) va khéng c6 tu twong quan (Durbin-Watson = 1,819). M hinh hdi quy chuin hoa:
QD =0.339 x GC + 0.273 x CN + 0.092 x XH + 0.046 x RR + 0.018 x NT. Trong do, "Gia ca" (GC) c6
anh huong manh nhat, tiép dén 1a "Gia tri cam nhan" (CN).
3.3. Thao ludn két qud nghién ciru
Thong qua viéc xu 1y sb liéu dinh lugng, nghién ctru da cho théy co ché hanh vi tiéu dung truc tuyén
trén nén tang TikTok Shop tai dia ban TP. H6 Chi Minh. M6 hinh 1y thuyét dé xuit gdm 5 cau tric khai
niém sau khi vuot qua cac bude kiém dinh déu dat y nghia thdng ké. Su cong huong giita Chién lugc chi
phi va Gia tri cam nhén tro thanh nguyén nhan tryc tiép cho hanh vi chuyén d6i. Dit liéu thuc nghiém
chtrng minh khéach hang tai TP.HCM s¢ httu mic d§ nhay cam cao dbi v6i cac chinh sach trg gia, md mién
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phi van chuyén (Freeship) va cac chuong trinh vu déi gio vang (Flash Sale). Tuy nhién, ho khong lua chon
san phdm chi dya trén tiéu chi gia ré don thuan; thay vao d6, ngudi mua ludn thuc hién mot phép toan kinh
té dé can bang giita chi phi co hdi bo ra va tong thé loi ich nhin v&, bao gdm ca gia tri tinh than cam nhan
dugc trong sudt qua trinh trai nghiém.

4. Két luan va mot s6 ham y chinh sach

4.1. Két lugn

Két qua kiém dinh thuc nghiém cho thay, quyét dinh mua sim truc tuyén ciia nguoi tiéu ding tai do thi
kinh té nang dong nay duoc dinh hinh béi 5 tru cot ¢t 16i: Hé sinh thai x3 hoi, Chién luoc chi phi, Gia tri
trai nghiém, Quan tri rui ro va Nén tang niém tin. Diém khac biét mang tinh ban dia nim & dic trung vin
hoa tiéu dung Nam B0 - noi nguoi dan cuc ky nhay bén v6i xu huéng méi, dé cao tinh ca nhan héa va tde
do trai nghiém.

4.2. Ham y qudn tri

Mt la, t6i uu héa anh huong xa hoi va xu hudng cong dong do thi. Cac thuong hiéu cin xay dung mang
ludi KOC ban dia tai TP. H6 Chi Minh véi phong cach sang tao ndi dung phong khoang, thuc té va ngon
ngit mang dam tinh dai chiing ctia nhip séng Sai Gon dé tao ra sy dong diéu 16n.

Hai la, linh hoat chién lugce dinh gia va giai phap logistics siéu téc. Nha ban hang can da dang hoa
cac dai san pham, két hop cac mirc gia chién luge voi cac chuong trinh wu dai doc quyén. Pong thoi
t6i uvu hoa chudi cung tmg bang cach khai thac hé théng kho van noi dé dé thuc hién dich vu giao hang
siéu toc.

Ba la, nang cao gia tri cam nhan thong qua trai nghiém tich hop. Céc video thuwong mai nén 16ng ghép
céc kién thirc g dung thyc tién, gan lién v6i nhip sdng va van hoa do thi Sai Gon. Tdi wu héa tuong tac
thoi gian thuc trong cac phién phat song truc tiép.

Bon la, ting cudng quan tri rai ro va minh bach hoa giao dich s6. Doanh nghiép nén chu dong cong
khai cac video ghi lai cong doan kiém tra chit luong va dong goi san pham trude khi xuat kho, dong thoi
ap dung chinh sach "dong kiém".

Nam la, cung ¢d nén tang niém tin va chién lugc hau mai chuyén nghiép. Nguoi sang lap hodc chu
doanh nghiép nén truc tiép xudt hién dé cang cd 10ng tin, thiét 1ap quy trinh ddi tra nhanh chong tai khu
vuc TP. H6 Chi Minh dé x6a bé tam 1y lo ngai vé rui ro sau mua.

Tém lai, dé chinh phyc tam Iy va hanh vi ctia ngudi tiéu dung tai thi truong TP. H6 Chi Minh trén nén
tang TikTok Shop, cac nha ban 1¢ can trién khai mot chién lugc déng bo va toan dién: Léy Gia tri trai
nghiém giai tri 1am cong cu tiép can, sir dung Chién lugc chi phi hop 1y 1am dong luc kich cau, va t6i wu
héa Niém tin k¥ thuét s6 lam bé d& cbt 16i cho moi muc tiéu ting trudong dai han m
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