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Tém tit:

Nghién ciru nay nham phan tich cdc yéu té anh hwéng dén nhan thire thwong hiéu ciia nguoi tiéu ding thong
qua twong tdc trén mang xd hoi tai Thanh phoé Ho Chi Minh. Dit liéu dwoc thu thdp tir khdo sat ngueoi tiéu
diing sir dung cdc nén tang mang xd hdi phé bién va dwoc phan tich bang mé hinh PLS-SEM dé kiém dinh
cdc gida thuyét nghién ciru. Két qud cho thdy, cdc yéu té gom trai nghiém thiwong hiéu, danh tiéng thiwong
hiéu, nhdn thirc chuirc nang, nhdn thirc cam xuc va muc do twong tdac trén mang xa hoi déu o tdac dong tich
cuc dén nhan thiee thwong hiéu. Trén co so do, nghién ciiu nhan manh vai tro cua mang xa hoi trong viéc
ndng cao nhan thirc thwong hiéu va dé xudt mét sé6 ham ¥ quan tri nham giip doanh nghiép xdy dung chién
liwgc marketing so hiéu qua, gia tang sw gdn két véi khach hang va néng cao nang lwc canh tranh trong méi
trueong kinh doanh so.

Tw khéa: nhdn thicc thuong hiéu, mang xa hoi, twong tac nguoi tiéu dung, trai nghiém thuong hiéu

Impact of social media interaction on consumers’ brand awareness
in Ho Chi Minh City

Abstract:

This study examines the factors influencing consumers’brand awareness through social media interaction in
Ho Chi Minh City. Data were collected from consumers using popular social media platforms and analyzed
using partial least squares structural equation modeling to test the research hypotheses. The findings show
that brand experience, brand reputation, functional cognition, emotional cognition, and the level of social
media interaction all positively affect brand awareness. These results highlight the important role of social
media in strengthening consumers’ ability to recognize and recall brands. The study provides managerial
implications for enterprises seeking to develop effective digital marketing strategies, enhance customer
engagement, strengthen brand value, and improve competitiveness in the digital business environment.

Keywords: brand awareness, social media, consumer interaction, brand experience
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1. Pit van dé

Su phét trién manh mé ciia cong nghé sb va cac nén tang mang xa hoi di 1am thay doi dang ké cach thirc
doanh nghiép tiép can va xay dung mbi quan hé véi khach hang. Cac nén tang nhu Facebook, Instagram,
TikTok va YouTube khong chi 1a kénh truyén thong ma con tré thanh méi truong dé nguoi tidu dung tuong
tac, chia sé trai nghiém va hinh thanh nhan thuc vé thuong hi¢u. Thong qua cac hoat dong nhu theo doi,
binh luén, chia sé va tao ndi dung, nguoi tiéu ding c6 thé tic dong truc tiép dén hinh anh va gia trj thuong
higu trong méi trudng tryc tuyén (Dwivedi et al., 2021; Lemon & Verhoef, 2016).

Nhan thirc thuong hiéu dugc xem 1a mot trong nhimng yéu t6 cdt 161 quyét dinh hiéu qua ctia hoat dong
marketing, boi day 12 nén tang hinh thanh thai o, niém tin va y dinh mua hang ctia nguoi tiéu ding. Theo
Keller (1993), nhan thirc thwong hiéu phan anh kha nang ngudi tiéu dung nhan biét va ghi nhé thuong hiéu
trong cac tinh huéng mua sidm khac nhau. Trong bdi canh mang xa hoi phat trién manh, nhan thirc thuong
hiéu khong chi chiu anh huong boi cac hoat dong truyén thong ciia doanh nghiép ma con dugc hinh thanh
thong qua trai nghiém thuwong hiéu, danh tiéng thuong hi¢u va cac twong tac giita nguoi tiéu dung voi
thuong higu trén nén tang sb (Brakus et al., 2009; Brodie et al., 2013).

Mic du d3 c6 nhiéu nghién ciru trong va ngoai nude phan tich mbi quan hé giita marketing trén mang
xa hoi va nhan thie thuong hiéu, két qua van chu yéu tap trung vao timg nganh hodc timg qudc gia riéng
biét (Amanda & Nurlaela, 2025; Barajas-Portas, 2015; V6 Minh Sang va cdng sy, 2023). Trong khi do,
Thanh phé H6 Chi Minh 1a dia phuong ¢6 ty 1€ sir dung mang xa hgi va murc do canh tranh thuong hi¢u rit
cao, song cac nghién ciru vé cac yéu td anh huong dén nhan thirc thuong hiéu ciia ngudi tiéu ding trong
bdi canh nay van con han ché. Do do, nghién ctru dugc thuc hién nham danh gia tac dong cua trai nghiém
thwong hiéu, danh tiéng thwong hiéu, nhan thirc chirc ning, nhin thirc cam xtc va mirc do tuong tac trén
mang xd hoi dén nhan thirc thuong hiéu ciia nguoi tidu dung tai Thanh phd H6 Chi Minh. Két qua nghién
ctru khong chi gop phan bd sung co s6 1y ludn vé marketing trén mang xa hdi ma con cung cap cac ham y
quan tri giup doanh nghiép xdy dung chién lugc truyén thong sé hiéu qua, nang cao gi tri thuong hidu va
tang cuong ning lyc canh tranh trong bdi canh chuyén ddi sb.

2. Co s6' 1y thuyét

2.1. Cac khdi niem

2.1.1. Nhan thiec thuong hiéu

Nhan thirc thuong hiéu 1a kha ning nguoi tiéu dung nhan biét va ghi nhé mot thuong hiéu trong cac
tinh hudng mua sam. Theo Keller (1993), ddy 1a mot thanh phan quan trong ctia gia tri thwong hiéu, phan
anh mirc d thuong hiéu duogc luu giir trong tri nhd ctia khach hang thong qua kha nang nhan dién va hoi
tuong.

Theo Aaker (1996), nhan thirc thuong hiéu giup ngudi tiéu dung giam rui ro khi lya chon san pham
va tao nén tang dé hinh thanh niém tin ciing nhu thai d¢ tich cuc dbi voi thuong hidu. Trong méi truong
mang xa hodi, qua trinh nay con chiu dnh hudng boi cac hoat dong tuong tac va chia sé thong tin ciia nguoi
dung (Dwivedi et al., 2021).

Trong nghién ctru ndy, nhan thic thuong hiéu duoc hiéu 1a mirc do ngudi tiéu dung cé kha nang nhan
biét va ghi nhé thuong hiéu thong qua qué trinh twong tic trén cic nén tang mang xa hoi. Pay 1a bién phu
thudc, duge sir dung dé danh gia tac dong cia cac yéu té trong mé hinh nghién ciru.

2.1.2. Trdi nghiém thuong hi¢u

Trai nghiém thwong hiéu 1a nhirng phan tng ctia nguoi tiéu dung vé cam giac, cam xuc, nhan thic va
hanh vi khi tiép xtic véi thwong hiéu. Theo Brakus et al. (2009), trai nghiém thuwong hiéu dugc hinh thanh
tir cac yéu td nhu thiét ké, nhan dién thuong hiéu, truyén thong va cac diém tiép xtic giita doanh nghiép
voi khach hang.
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Nhiéu nghién ctru cho thiy, trai nghiém thuong hiéu tich cuc giup gia ting sy hai long, cing ¢d niém tin
va ting cuong mdi quan hé giita khach hang vai thuong hiéu. Trong méi trudng mang xa hoi, trai nghiém
nay duogc tao ra thong qua viéc nguoi ti€u dung tuong tac voi ndi dung, chia sé cam nhan va tham gia vao
cac hoat dong do thuong hiéu t6 chtrc (Lemon & Verhoef, 2016; Dwivedi et al., 2021).

Trong nghién ctru nay, trai nghiém thuong hiéu duoc hiéu 1a nhitng cam nhan va danh gia cta nguoi
tiéu dung trong qua trinh twong tac voi thuong hiéu trén cac nén tang mang xa hoi. Pay 1a mot trong nhirng
yéu té duoc ky vong co tac dong tich cuc dén nhan thirc thuong hiéu ctia ngudi tiéu dung.

2.1.3. Danh tiéng thwong hiéu

Danh tiéng thuong hiéu 1a sy danh gia tong thé cua nguoi tidu dung vé mire d6 uy tin, chat luong va
d6 tin cay ctia mot thuong hiéu sau qua trinh tiép xtic va trai nghiém. Theo Fombrun (1996), danh tiéng
thuong hiéu dugc hinh thanh tir nhitng nhan thirc tich liiy ctia khach hang va cac bén lién quan vé hinh
anh, hi¢u qua hoat dong va trach nhiém cua doanh nghiép.

Trong bdi canh truyén thong s6, danh tiéng thuong hiéu chiu anh huéng 16n tir cic danh gia, binh luan
va ndi dung do nguoi dung tao ra trén mang xa hoi. Mot thuong hiéu c6 danh tiéng tich cuc s€ tao dung
duogc niém tin, ting sy gan két voi khach hang va nang cao kha ning canh tranh trén thi truong (Alalwan
et al., 2017; Dwivedi et al., 2021).

Trong nghién ctru nay, danh tiéng thuong hiéu duoc hiéu 1a mirc do ngudi tiéu dung danh gi tich cuc
vé uy tin va hinh anh cua thuong hiéu thong qua cac thong tin va trai nghiém trén mang xa hoi. Yéu tb nay
dugc ky vong c6 tac dong tich cuc dén nhan thirc thuong hiéu ctia nguoi tiéu dung.

2.1.4. Nhan thirc chirc nang

Nhén thtrc chtrc nang la mrc d6 nguoi ti€u dung nhan thirc va danh gia cac thudc tinh chirc nang cia
san ph'flm hoidc dich vy, nhu chat luong, tinh hitu ich, hiéu qua va kha nang dép ung nhu cau. Theo Lou
va Yuan (2019), nhan thtic chtic ning duoc hinh thanh théng qua qua trinh tiép nhan va xu 1y thong tin vé
thuong hiéu tir nhiéu nguén khac nhau, dic biét 1a trén cac nén tang mang xa hoi.

Céc nghién ctru cho thiy, khi nguoi tiéu dung nhan thirc 1d gid tri va loi ich chirc nang cta san pham,
ho s& co xu hudng danh gia tich cuc hon vé thuong hiéu va gia ting niém tin ddi voi doanh nghiép. Trong
moi truong s6, viéc cung cap thong tin ddy dii, chinh x4c va minh bach trén mang xa hoi gép phan nang
cao nhén thirc chirc nang cua khach hang (Dwivedi et al., 2021).

Trong nghién ctru nay, nhan thirc chtrc ning dugc hiéu 1a mic do nguoi tidu dung danh gia cac gia tri
sir dung va loi ich ctia san pham hodc dich vy théng qua thong tin tiép cn trén mang xi hoi. Yéu té nay
duoc ky vong c6 tac dong tich cuc dén nhan thire thuong hi€u cua nguoi tiéu dung.

2.1.5. Nhan thirc cam xuc

Nhan thttc cam xuc (Emotional Cognition) la qua trinh nguoi tiéu dung hinh thanh nhéan thic va danh
gi4 thuong hiéu dya trén nhirng cam xuc phét sinh trong qué trinh tiép xtic v6i san pham, dich vu hodc cac
hoat dong truyén thong. Theo Clore va Ortony (2000), cam xtc 13 mot yéu td quan trong anh huong dén
cach con ngudi tiép nhan, xtr 1y thong tin va dua ra quyét dinh.

Céac nghién ctru cho thdy, nhitng ndi dung truyén thong cé kha nang khoi goi cam xtc tich cuc s& gitip
nguoi tiéu ding ghi nhé thuong hiéu tét hon va tao dung mdi quan hé bén viing v6i doanh nghiép. Trong
moi trudng mang xa hoi, hinh anh, video va cau chuyén thuong hiéu 1a nhimng yéu té gop phan ning cao
nhan thtrc cam xtic cua khach hang (Gobe, 2001; Dwivedi et al., 2021).

Trong nghién ctru ndy, nhan thirc cam xtc dugc hiéu 1a mirc dd cam xtic tich cyuc cliia ngudi tiéu ding
khi tiép xuc va tuong tac voi thuong hiéu trén cc nén ting mang xa hoi. Yéu t6 nay duoc ky vong co tac
dong tich cyc dén nhan thirc thuong hidu ctia nguoi tiéu ding.
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2.2. Ly thuyét nén

Nghién ctru duge xdy dung trén nén tang 1y thuyét vé gia tri thwong hiéu dya trén khach hang cia
Keller (1993), trong d6 nhan thirc thuong hié¢u duge xem 1a bude khai dau trong qua trinh hinh thanh gia
tri thuong hiéu. Theo 1y thuyét nay, khi nguoi tiéu dung c6 kha ning nhan biét va ghi nhé thuong hiéu,
doanh nghiép s& c6 nhiéu co hoi tao dung hinh anh tich cuc va thuc day hanh vi mua hang.

Bén canh d6, nghién ciru ké thira Iy thuyét trai nghiém thuong hiéu cua Brakus et al. (2009), cho ring
cac trai nghiém vé gidc quan, cam xtc, nhan thirc va hanh vi trong qué trinh tiép xtc véi thuwong hidu co
tac dong tich cuc dén nhan thic va thai d6 cua nguoi tiéu dung. Trong méi trudng s, cac hoat dong twong
tac trén mang xa hoi gop phan gia ting trai nghiém thuong hiéu va thiic ddy su gin két giira khach hang
v6i doanh nghiép.

Ngoai ra, nghién ctru ciing van dung ly thuyét tuong tic khach hang ciia Brodie et al. (2013), theo d6 su
tham gia cua nguoi tiéu dung thong qua cac hoat dong nhu binh luan, chia s¢, danh gia va tao ndi dung trén
mang x3 hoi giup ting cuong gia tri thwong hiéu va nang cao nhan thirc cua khach hang. Pong thoi, 1y thuyét
hanh trinh khach hang ctia Lemon va Verhoef (2016) khﬁng dinh mang xa hoi 1a mot diém cham quan trong
trong qua trinh hinh thanh trai nghiém thuong hiéu, qua d6 anh huong dén nhéan thirc va hanh vi tiéu ding.

2.3. Phdt trién gid thuyét

Trai nghiém thuong hi¢u dong vai tro quan trong trong viéc hinh thanh nhan thtc ciia nguoi ti€éu dung
dbi v6i thuong hiéu. Theo Brakus et al. (2009), nhiing trai nghiém tich cuc trong qué trinh tiép xtic véi
thwong hiéu gitp khach hang ghi nhé va nhan dién thuong hiéu tét hon.

Trong moi trudng mang xa hoi, cac hoat dong tuwong tac nhu xem ndi dung, chia sé trai nghi¢m va phan
hoi véi thuong hidu gop phan nang cao muc d6 nhan thirc ciia ngudi tiéu dung (Lemon & Verhoef, 2016).
Vi vy, gia thuyét dugc dé xuét la:

HI: Trai nghiém thuwong hiéu co tac dong tich cuc dén nhan thire thuong hiéu.

Danh tiéng thuong hi¢u phan anh mac d6 uy tin va sy tin cidy ma nguoi tiéu dung danh cho doanh
nghiép. Mot thuong hiéu c6 danh tiéng tot s& gitup khach hang dé dang ghi nhé va dénh gia tich cuc hon
vé thuong hiéu.

Nghién ctru ctia Alalwan et al. (2017) va Dwivedi et al. (2021) cho thdy, danh tiéng thuong hiéu trén
moi trudng sd cé anh hudng tich cuc dén nhan thirc va hanh vi cua ngudi tiéu dung. Do d6, gia thuyét
duge dé xuat la:

H?2: Danh tiéng thwong hiéu co tac dong tich cuc dén nhén thirc thwong hiéu.

Nhén thtrc chtre nang giup ngudi tidu ding danh gia cac gia tri sit dung va loi ich cta san phim hoic
dich vu. Khi khach hang tiép can dugc thong tin rd rang va day di vé cac thudc tinh chirc ning ctia thuong
hiéu trén mang xa hoi, ho s€ dé dang nhén biét va ghi nh¢ thuong hi¢u hon (Lou & Yuan, 2019). Vi vay,
nghién ctru dé xuét gia thuyét:

H3: Nhan thirc chirc nang co tac dong tich cuc dén nhan thirc thwong hiéu.

Nhan thtrc cam xtic dugc hinh thanh thong qua nhiing cam xtuc tich cuyc cua ngudi tiéu dung trong qua
trinh tiép xuc voi thwong hidu. Theo Gobe (2001), cac ndi dung truyén thdng mang tinh cam xuc gitp ting
kha ning ghi nh¢ va tao dung mdi lién két bén viing giira khach hang voi thuong hiéu.

DPdng thoi, Dwivedi et al. (2021) ciing cho rang cic twong tac trén mang xa hoi c6 kha ning khoi goi
cam xuc tich cuc, tir d6 nang cao nhan thirc thuong hiéu. Vi vay, gia thuyét cudi ciing dugce dé xuat 1a:

H4: Nhan thirc cam xuc co tdac dong tich cuc dén nhén thire thuong hiéu.

3. Phwong phap nghién ciru

Nghién ciru duoc thuc hién theo phuwong phap dinh lugng nhim kiém dinh tac dong cua trai nghiém
thuong hi¢u, danh tiéng thuong hiéu, nhén thirc chttc nang va nhén thtrc cam xuc dén nhan thtc thuong
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hiéu ctia nguoi tiéu dung trén mang x hoi tai Thanh phé HO Chi Minh. Quy trinh nghién ctru gom 2 giai
doan: nghién ctru so bo thong qua tong quan tai lidu va tham khao ¥ kién chuyén gia dé xay dung thang
do, sau d6 tién hanh nghién ctru chinh thirc bang khao sat thong qua bang cau hoi.

Dir lidu duoc thu thap tir nguoi tiéu dung dang st dung cac nén tang mang xi hoi va co trai nghiém
v6i cac thuong hiéu. Bang cau hoi sir dung thang do Likert 5 mirc, tir 1 (Hoan toan khong dong y) dén 5
(Hoan toan dong ¥). Sau khi loai bo cac phiéu khao sat khong hop 18, dit liéu duoc téng hop va sir dung
cho cac bude phan tich tiép theo.

Dit liéu duge xir Iy bang phan mém SPSS. Thang do dugc kiém dinh d6 tin cdy bang hé s6 Cronbach's
Alpha, tiép theo 1a phan tich nhan t6 kham pha (EFA) dé danh gia gia tri hoi tu va gia tri phan biét cta cac
thang do. Cudi cung, phan tich twong quan Pearson va hdi quy tuyén tinh boi duoc sir dung dé kiém dinh
céc gia thuyét nghién ctru va danh gia mirc d6 tac dong cia cac bién doc 1ap dén nhan thirc thuong hiéu.

4. Két qua

Két qua phan tich dit liéu tir 250 phiéu khao sat cho thiy, mé hinh nghién ciru dap Gmg cac yéu cau vé
do tin cay va gia tri cua thang do. Két qua kiém dinh Cronbach's Alpha cho thay cac thang do déu dat do tin
cay voi hé sé dao dong tir 0,798 dén 0,877, dong thoi tat ca cac bién quan sat c6 hé sb twong quan bién téng
16n hon 0,30 va khong c6 bién nao bi loai bo. Phén tich nhan t6 kham pha (EFA) tiép tuc khang dinh tinh
phtt hop cua thang do véi hé s6 KMO cua cac bién doc 1ap va bién phu thude déu 16n hon 0,70, kiém dinh
Bartlett c6 Sig. = 0,000, cac Eigenvalue > 1, tong phurong sai trich cta cac bién dc lap 16n hon 50%, bién
phu thudc dat 64,822%, toan bo hé sb tai nhan té déu 16n hon 0,50 va khong xudt hién hién tuong tai chéo.

Ngoai ra, két qua twong quan Pearson cho thy, cac bién doc 1ap déu c6 mdi twong quan thuan véi nhan
biét thuong hi¢u & mirc y nghia Sig. < 0,01, trong khi hé sb twong quan giira cac bién doc 1ap déu nho hon
0,80, cho thdy khong xay ra hién tugng da cong tuyén. Két qua hdi quy tuyén tinh da bién cho thdy mo
hinh nghién ctru c6 mirc &6 phi hop t6t véi dir liéu khao sat. Hé s6 xac dinh R2 = 0,512 cho thdy bon nhan
td trong mo hinh giai thich duoc 51,2% su bién thién cua nhan biét thuong higu.

Kiém dinh ANOVA cho két qua F = 64,250 v6i Sig. = 0,000, khing dinh mé hinh c¢6 ¥ nghia thong ké.
Dong thoi, mé hinh dap tng céac gia dinh hoi quy khi Durbin—Watson = 1,571, cic hé sb VIF dao dong tir
1,351 dén 1,472 (déu nho hon 5), biéu dd Histogram, Normal P-P Plot va Scatterplot déu cho thay phan
du phan phéi gan chuan, phuong sai khong d6i va khong c6 hién tuong tu trong quan hay da cong tuyén.

Két qua kiém dinh gia thuyét cho thiy, ca 4 gia thuyét H1-H4 déu duoc chip nhén (Sig. < 0,05). Trong
d6, Danh tiéng thuong hiéu (BR) c6 tic dong manh nhat dén nhan biét thwong hiéu (B = 0,327; t = 6,215;
Sig. = 0,000), tiép theo 1a Nhan thtrc chuc niang (FB) (B = 0,241; t = 4,532; Sig. = 0,000), Trai nghiém
thuwong hi¢u (BE) (B = 0,236; t = 4,861; Sig. = 0,000) va Nhan thtrc cam xuc (EP) (B = 0,189; t = 3,876;
Sig. = 0,000). Thi ty anh hudng nay cho thay, viéc xay dung uy tin thuong hiéu va truyén tai rd cac gia
tri chirc nang c6 vai tro quan trong hon so voi viéc tao dung trai nghi€ém va cam xuc trong viéc nang cao
nhan biét thuong hiéu. Két qua nghién ctru pht hop vai co s6 1y thuyét va phan 16n cac nghién ciru trude,
d6ng thoi cung cip co sé thuc tién dé doanh nghiép xay dung chién lugc phat trién thuong hiéu hiéu qua
trén moi truong mang xa hai.

5. Két luan

Nghién ctru dugc thuc hién nham phan tich cac yéu td anh huong dén nhéan thire thuong hiéu cia nguoi
tiéu dung trén mang xa hoi tai Thanh phé H6 Chi Minh. Trén co sé tong hop 1y thuyét va cac nghién ciru
trudc, md hinh nghién ctru duoc xay dung vai bon bién doc 1ap gom trai nghiém thuong hiéu, danh tiéng
thuong hiéu, nhan thirc chtic nang va nhan thirc cam xtic. Két qua phan tich dir liéu bang phan mém SPSS
cho thiy, cac thang do déu dat do tin cay va gia tri st dung, dong thoi moé hinh hoi quy cd ¥ nghia thdng
ké va giai thich dugc 51,2% su bién thién cua nhén thuc thuong higu (R?=0,512).
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Két qua kiém dinh gia thuyét cho théy, ca 4 yéu t6 déu co tac dong tich cuc va c6 y nghia thong ké dén
nhan thire thuong hiéu. Trong d6, danh tiéng thuong hiéu 1a yéu té c6 anh huéng manh nhit (§ = 0,327),
tiép theo 1a nhén thic chire nang (p = 0,241), trai nghiém thuong hi€u (f = 0,236) va nhén thirc cam xuc
(B = 0,189). Piéu nay cho thiy viéc xiy dung uy tin thuong hiéu, cung cip thong tin rd rang vé gié tri san
pham, tao trai nghiém tich cuc va khoi goi cam xuc ciia khach hang trén mang xa hoi déu gép phan nang
cao nhan thirc thuong hiéu.

Két qua nghién ctru gop phan bo sung co so 1y luan vé nhan thirc thuong hiéu trong bdi canh truyén
thong s6, dong thoi cung cip co s thyc tién giup doanh nghiép xay dung cic chién lugc marketing trén
mang xa hdi theo hudng nang cao uy tin thuong hiéu, cai thién trai nghiém khach hang va tang cuong
truyén thong gia tri chirc ning cling nhu cam xuc cua thuong hiéu. Bén canh d6, nghién ctru van con mot
s6 han ché nhu pham vi khao st chi tap trung tai Thanh phd H6 Chi Minh va mé hinh méi giai thich duoc
51,2% su bién thién cta nhan thirc thuong hi¢u. Do d6, cac nghién clru trong tuwong lai co6 thé mo rong
pham vi khao sat, tang kich thudc mau va bo sung cac yéu td khac nhu chat luong ndi dung, truyén miéng
dién t (eWOM), muc do gén két trén mang xa hoi hodc anh hudng ctia nguoi c6 strc anh hudng (KOLs/
KOCs) dé nang cao kha nang giai thich ciia mo hinh m
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