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(V-phit triin nhanh ehdng vi manh mi cOa mang xa hdi da tic ddng vi lim thay dii hinh vl, thdi 
_^)quen eua dai da so ngudi dung true tuyen. Theo bao cao cua Forrester Research, chl ridng mang 

xabSi Facebook liiin nay da vUdt qui con so 2 ty tai khoin vi ngudi dOng m$ng xi bdi hdi ehung ' 
thudng cd thdi quen hgc tip. nghe ngdng. thio luin, chia se kinh nghidm ttf ban bi dtfdi tic ddng qua 
lai lib nhau. Dudi su lan tda nhanh ehdng eua mang xa hdi. rat nhieu to chtfcya doanh nghi$p tai hau 
liit quic gia trdn thi gidi trong dd cd Vidt Nam da tfng dting truyen thdng xa hdi vao hoat ddng kinh 
doanh, d$c biet li kinh doanh trtfc tuyin nham tin dung khi nang lan tda. phit triin thUdng hieu, tao 
kdnh thdng tin trao ddi true tiep giQa doanh nghidp vdi ngudi dung, cung cap dich VIJ khieh hing... Tuy 
nhiin, cho din nay tai Vidt Nam van chua cd cac nghidn ctfu dinh gia dOng dan vi khoa hpe vi t^ 
ddng cua truyen thdng xa hdi tdi boat ddng kinh doanh trtfc tuyin ei}a doanh nghiip. Diiu niy da khiin' 
cho tinh trang tfng dtjng d at vi khdng bii ban truyen thdng xa hdi vdi bi$u qua tfng dting thip diin ra 
pho biin tai eie doanh nghidp TMDT Viit Nam trong bil cinh ehi phi truyin thdng xa hdi bat dau cd xu 
hudng gia tang. Bai viit cOa tae gii da xie lap eae tieu ehf dinh gia tie ddng eua truyin thdng xa hdi, 
phan tich thtfc trang vi dua ra md hinh hoi quy danb gia tic ddng nham diiu ehfnh kip tbdi, dting hUdng, 
dam bao tfng dung truyen thdng xa hdi mdt cich hidu qui cua cie doanh nghidp Vidt Nam. 

kinh doanh true tuyen. 
bai, hinh inh , video clips... sau dd xuat ban tren 
Internet fhdng qua eae mgng xa hdi hay c ic dieh 
dan, eae blogs... Cae san pham truyen thong nay 
se dupe edng dong mang chia se, phan hdi, binh 
luan nen ludn cd tinli doi thoai, tuong t i c hai 
ehieu. Dieu nay gidp eae doanh nghiep de'dang 
ket ndi, tdong t i e vdi khaeh hang tryc tuyen [2], 

Sd da dang trong each tiep cgn ve mgng x i hpi 
v i c ie djch vu tuong t i c sd dyng mgng xa hdi da 
va dang tgo ra nhieu chuan muc khii nigm khac 
nhau v l truyen thdng xa hpi. Hieu nguygn nghTa 
thi truyen thdng x i hdi l i c i c trang web v i eac 
dng dyng eho phep ngUdi ddng tgo va ehia se nfli 
dung hoic tham gia vao cac mang xa hot (Jordi 
Paniagua & Juan Sapena, 2014). 

Jonathan A. Obar & S. Wildman (Social media 
definition and the governance challenge: An Intro
duction to-the special issue, 2015) cho rang fruyen 
thdng xa hgi la nhdng cdng nghg may tinh trung 
gian cho phep fao va chia se thdng tin, y tudng, s6 
thich nghe ngliigp va c ic hinh thQe bieu hien 
thdng qua c ic edng ddng ao v i c i c mang [6]. 

Ttf khda: danh gia tic ddng, truyen thdng xa hdh 
Md dau 
La mpt trong bi'y md htnh kmh doanh B2C phd 

bien nhit hign nay t r in Internet, mang xa hdt cd 
sy ra ddi kha sdm. Tuy nhidn phai den khi nen 
tang web 2.0 dupc hoan thign vdi edng nghg giQp 
cho ngudi ddng ty xay dung dupe ndi dung va ket 
ndi vdl nhau thi truyen thdng xa hpi mdi thye sy 
bung no va nhgn duqc su quan t im rgng khap cua 
eic to chdc, doanh nghigp v i eie hpc .gia, Theo 
Andreas M. Kaplan & Michael Haenlein (The chal
lenges and opportunities of social media, 2010) thi 
truyen fhdng x i hdi l i nhdng dng dung Intemet 
dupc xay dUng tren nen t ing edng nghg v i ly 
tudng cda web 2,0 de tgo dieu kign cho vi ic ki ln 
tao v i trao dd'i thdng tin cua ngddi ddng [3]. 

1. Khai qui t ve tmyen thdng xa h$i 
Truyen thdng x i hpi la mdt xu hudng va 

phUdng thdc truyen thdng mdi dUdc xay dung va 
vgn hinh tren nen tang cdng nghe web the hg mdi 
cho phep tao ra va tQy bien cac trao ddi mdt c ich 
linh hoat, td dd giup fang eudng tinh k i t ndi giQa 
doanh nghiep vdi khich hang fryc tuyen. Bang 
cich tao ra nhQng san phi'm truyen thdng nhU; tin, 
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Jan H. Kietzmann et al (Social media? Get seri
ous! Understanding the functional building blocks of 
social media, 2011) cho rang truyen thdng xa hdi sQ 
dung edng nghe dya trin web, may tinh de bin va 
cong nghe dien thogi di ddng (vi dy nhu diln thoai 
thdng minh va may tinh bang) de tao ra cae nin tang 
tuong tac cao^ Thdng qua^ dd eic ea nhan, cdng 
dong va eic td ehQc ed the chia se, eung nhau tgo 
ra, thao luan va sQa do! ndt dung do ngudi dung tgo 
ra hoac tnJdc khi dang true tuyen [5]. 

Theo Nghj djnh 72/i2013/ND-CP v l quin ly, 
cung cap, sd dyng djCh vu Internet va thong tin 
dign fQ tren mang, truyin thdng xa hpi la hg thong 
thdng tin cung cap eho edng ddng ngudl s'Q dyng 
mang eac djch vu luu trd, eung cap, sd dung, tim 
kiem, chia se va trao ddi thdng tin vdl nhau, bao 
gdm djch vy tgo trang thdng tin dien tQ ea nhin, 
dieh dan (forum), trd chuyen tryc tuyen (chat), 
chia se i m thanh, hinh anh va eae hinh thdc djch 
vu tuong t i e khie [1]. 

Co the thay h iu h i t c i c khi i niem ke tren deu 
ngu dupc eae dae die'm ehfnh eua truyen thong x i 
hpi nhu'ng lai qua thien ve edng nghe va ed phan 
trung lap vdl mang xa hpi. Vi vay trude khi dUa ra 
kha; niem ve truyen thdng xa hpi, van de can thiet 
la phai phan biet giQa truyen fhdng xa hpi (social 
media) va mang xa hdi (social network). V I mat 
ban chat edng nghe, hat dang n iy deu dya t r in 
nen tang web 2,0 giup ngudi sQ dyng ed the tao 
l ip va truyen tai thdng tin. Tuy nhien, thugt ngQ 
truyin thdng x i hoi mang nghTa rdng hon, bao 
ham ca phuong t i ln lah nfli dung truyen thdng, 
cdn mang x i hot nhan mgnh nhieu hon tdt nen 
tang cdng nghe. 

Vdt eae nhgn dmh nhu vay, cd the hieu truyin 
thdng xa hdi ii tat ci cac hoat ddng tao ra ndi 
dung thu hdt su quan tam vi khuyen khich ngudi 
dung tham gia xem. binh luan, chia si trdn m^ng 
xa hdi nham thi/c hidn eae no'lue marketing cua 
doanh nghiep dtia trdn nin tang edng nghd web 
2.0 va cic phUdng tidn didn tO khic. 

Vdi caeii tiep c in nhu tren, truyen thdng xa hdi 
se bao gdm mdt so d ie dtem sau day: 

+ Truyen thdng xa hot sd dyng c i c phUOng 
tien tUdng tac dda tren nen tang Internet v i 
cdng nghe web 2.0. Ve cd ban dupc chia lam ba 
phUdng t i in chinh; 

- Social media news, phuong tten eho phep ngUdi 
dung dpc «n, sQ dung cdng ey vdte/ltke va dUa ra 
quan dtem fidng qua comment fren bai dpc. 

- Social bookmarking. phUdng ttgn eho phep ngUdi 
dung chia se, dinh dau cae trang nia hp yeu thich, 

- Social sharing: phuong tien eho phep ngUdi 
sd dung chia se anh, video, mang ludi nhd Video, 
Facebook. 

+ Cac ndi dung do ngudi ddng tgo ra nhu bat 
viet van ban, y kien binh luin, ehia se, hinh anh ky 
thuat so hoge video va dd iieu l i nhdng tUdng fae 
true tuyen va ehu yeu cda truyen thflng xa hfli. 

+ Ngudi dung tao profile djch vy cy the eho c ic 
website hoae Qng dung dupe thief ke v i duy tri bdi 
e ic td chQe truyen thdng xa hot. 

+ Truyen thdng xa hot tao dieu kien cho su phit 
trie'n cda cac mang x i hdi truc tuyin bang each 
k i t ndi thdng tin cda ngiidi ddng vdi nhdng ca 
nhan v i /ho ic cae nhdm khae. 

2. TS'ng quan nghien cdu ve tac dpng cda 
truyen thdnsi xa hdi doi vdi hoat dpng kinh doanh 
tryc tuyi'n cua doanh nghigp 

Cae van de ve tae dpng eua truyen thflng xa 
hdi dot vdt hoat ddng kinh doanh ndi ehung va 
kinh doanh true tuyen ndi rieng da dUdc nhieu 
nha nghien cQu dat van dd quan tam d eac khia 
canh khie nhau. Nghien cQu eua E, Qualman 
(Socialnomics' How social media transforms jhe 
way we live and do business, 2011)' ehi ra rang 
ngudi fieu dQng cd kha nang nhin thay nhOng gi 
ban be va ddng nghigp eua hp ttm thay cd iien 
quan, ngtiiln cQu, mua va binh lu in. Nghien edu 
danh g i i cao gia trj eua Mtfc dd lan toa cQa 
truyin thdng xa hdi thdng qua; Sd lupng thdng 
dlgp fruyln thdng cua doanti nghiep dUdc ngudi 
dung ehia se; So lupng ngudl dang tai cam xQc, 
suy nghT v l thdng diep hay thuong higu eua 
doanh nghtip; So ludhg ngudi gan the ban be 
eua minh khi ddOc t i ip can vdi thdng digp Bgn 
canh dd (Hill et al, 2010)=, (Puneet et al, 2008)^ 
(Nam va cpng sU, 2010)'' cho rang MQc dfl lan 
tda l i nhdng Ipt ich to ldn trong viec tiet kiem thdi 
gian, nang lupng, chi phi cua mpi ngUd̂ i v i la 
nhilm vy quan trpng cho eac cdng ty hieu rang 
tae ddng cua phUdng t i ln truyen thdng xa hdi s l 
lam thay ddt thye tien kinh doanh truyin thdng 
trong tiep thj, tuyen dung, san xuat, v.v... 

1. £ Qualman (2011). Socialnomics: How social media transforms the way we live and do business. John Wiley 
& Sons Inc Publishing, New Jersey, Canada. 

2. A. L Hill et al (2010), Emotions as infectious diseases In alarge social network: the SiSa model. The Royall 
Society Publishing, US. 

3. M Puneet et ai (2008), The Role of Targeted Communication and Contagion in Product Adoption. Marketing 
Science, Volume 27, pages 961-976. 

4. S. Nam et ai (2010), The effect of signal quality and contiguous word of mouth on customer acquisition for a 
video-on-demand ser/ice. Marketing Science, volume 29, pages 690. 
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Cae nghien cQu ve t i c ddng eua truyen thdng 

x i hdi tdt thuong hieu cda doanh nghigp lat nhin 
dinh sy tuong t ie nang ddng, pho bien v i thUdng 
xiiyen trong thdt gian thye dupc kich hoat bdi cac 
phuong t i ln truyen thdng xa hot da l im Uiay ddi 
dang ke cich thdc quan \y thuong hieu. Tfnh tUdng 
t ic cua truyin thdng xa hdi tac ddng den hieu qua 
doanh nghiep dupe do ludng bdi 3 bien quan sitj^ 
so lupng ngudi ttiich, sd lupng ngudi chia se, so 
iUPng ngudi binh lugn. Sy hidu bi l t sau sac ve t i e 
ddng niy l i r i t quan trpng vi nd ed thi ' anh hudng 
d in higu suat eua thUdng htiu (Gensler et al, 
2013)^ Trong khi dd Labre'cque (2013)^ va 
Hollebeek et al (2014)^ tai eho rang t ie ddng cda 
cie phuong tien fruyln thdng x i hdi ddi vdi thUdng 
higu dang tien trien, nhung thieu sU nhin dign ed 
hg thdng cae thach thdc ehfnh iien quan den quin 
\y thuong higu trong mflt trudng mdi niy. Ngudi 
tieu dung dang trd thanh nhdng t ie gia quan trpng 
trong c ie eau ehuyen thUdng hieu do mang iudi 
nang ddng mdi cda hgudi t i lu ddng v i thdong hieu 
ddoe hlnh thinh thdng qua c ie phUdng t i ln truyen 
thdng xa hdi v i chia se kinh nghiem thudng hieu 
de'ding trong c ic mang nhu viy. Nghiin cQu ciia 
Labrecque (2013) dd xuat 3 bien quan s i t do 
ludng Tinh tuong t i c cda ngUdi tieu ddng ddi vdi 
c ie thdng diip truyen thdng trdn mang x i hgi, bao 
gdm; so lupng ngddi chia se, sd lupng ngudl btnh 
luin, thdi gian tUOng t ic , Cdn nghien edu eua 
Hollebeek et al (2013) lai do ludng Kh i nang tiep 
can cda ngddi tieu dung anh hUdng den truyen 
thdng thuong hieu cda doanh nghiep thdng qua 3 
bien: lupt theo ddi, so lan truy cgp, sd luong truy 
cgp, Cic nghien cdu nay deu efii rd cae cdng ty 
can quan t im den c ic e iu chuygn thUdng higu do 
ngudi t i lu ddng tao ra de dam bao thanh cdng eua 
thdong hilu tren th| trudng. 

Van l i nghiin cdu ve moi quan hg gida thudng 
hilu eua doanh nghiip vdi ngUdi tieu ddng trin 
mang xa hdi nhUng Hyejune Park & Youn Kyung 
Kim (The role of social network websites in the 
consumer-brand relationship, 2015)° eho rang xay 
dung v i thdc day edng ddng thuong higu tren 
mang xa hgi nhU Facebook la met trong nhQng 
chien lUde truyen thdng xa hdi phd bien m i cac 
edng ty sd dung de xay dung mdi quan hg giQa 
ngudi tieu ddng vdl nhau. Nghien cQu nay thyc 
nghiem kidm chdng mdt luan cd \y thuyet de kiem 
ehdng Tam anh hddng cua c ic khich hang trung 
thinh tdi truyen thdng thUOng higu cua doanti 
nghigp bao gdm: so luong khach hang tnjng thanh 
va so tuong ngudi tao ra them chia se eho doanh 
nghiip. trong khi ddAkar&Topcu (2011)°; Chu& 
Kim (2015)'°deu ed ehung nhin dmh nhdng ipi ich 
eua trang web mgng xa hdi ddi vdi lan tda thiidng 
hieu cda cgng dong khaeh hang ed anh hudng rat 
Idii den mdi quan he eua ngudi tieu dung vdi 
thUdng higu. Cac nghien cdu n iy cung chi rd cac 
hoat ddng Xay ddng edng ddng khach hang dot 
vdi thddng higu cua mpt doanh nghigp tr in mang 
xa hgi bj anh hudng bdi soludr^ ngddi thich trang, 
so Idpng ngddi dang ky va so lupng ngUdi tham 
gia danh g l i xep hgng trang. NhQng hoat ddng 
nay deu eo anh hddng tich eye den nhan thdccCia 
khach hang ve dau tu moi quan h i do thUOng higu 
tao ra, mang lai chat lupng mdi quan hg tfiUdng 
hieu v i sy san Idng truyen tai nhdng Idi hay tren 
mang xa hdi ve thUdng higu. 

Ben eanh dd, cac nghign cdu thuc nghiem ve 
t i c dpng cda truyen thdng xa hgi tdi ngudl ban, 
cae nh i b in l e v i ngudi fieu dQng dUde eae t ie gia 
nhu Rapp et al (2013)"; Aral &Walker (2011)"; 
Andzulis et al (2013)'^ phat trien eac khung khai 
niem v i c ie k i t qua thye nghigm eung cap nhdng 
hieu biet mdi ve nhQng t i c ddng lan truyen cua 

5. S. Gensler et al (2013), Managing brands in the social media environment. Joumal of interactive Marketing, 
volume 27(4), pages 242-256. 

6. L. I. Labrecque (2013). Fostering Consumer - Brand Relationships in Social Media Envimnments: The Rote 
of Parasocial Interaction. Journal of Interactive Marketing, volume 28, pages 134- 148. 

7. I D. Hollebeek et al (2014), Consumer Brand Engagement In Social Media: Conceptualization. Scale 
Development and Validation, Journal of Interactive Marketing, volume 28, pages 149 -165. 

8. H. Park &Y.K Kim (2015). The role of social network websites in the consumer-brand reiaOonship, intematiocial 
Joumal of Marketing Studies; Joumal of Retailing & Consumer Sen/ices, Volume 21, Issue 4, pages 46QA67. 

9. E. AkarA B. Topcu (2011). An Examination of the Factors Influencing Consumers'Attitudes Toward Social 
Media Marketing, Joumal of Internet Commerce, Volume 10, issue 1, pages 35 - 67. 

10. S. C, Chu & Y Kim (2011), Detenninants of consumer engagement in electronic word-of-mouth (eWOM) in 
social netivorking sites. The Review of Marketing Communications. Volume 30. Issue 1. pages 47 - 45. 

11. A. Rapp et al (2013), Understanding social media effects across seller, retailer, and consumer interactions, 
Journal of the Academy of Marketing Science, Volume 41. Issue 5. pages 547- 566. 

12. S. Aral & D. Walker (2011). Creating Social Contagion Thmugh Viral Product Design: A Randomized Trial of 
Peer Influence in Networks. Management Science. Volume 57, Issue 9. pages 1623 - 1639. 

13. J. M. Andzulis et al (2012). Review of Social Media and implications for the Sales Process, Joumal of 
Personal Selling & Sales Management, Volume 32, Issue 3, pages 305 - 316. 
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vigc sd dung phuong fien truyen thdng xa hdi gua 
kenh phan ph^ , eung lihu cae cd che inh tiuong 
xa hdi quan trpng de nang eao higu qua hogt dgng 
bin hang vdi vide nghiin cdu mdt loaf eie yeu to 
anh hudng: Mdc dd lan tda, Tim anh hudng va 
Cdng ddng khaeh hing. Ca 3 y i u td n iy d iu phd 
hdp vdi dy doin va cd ddng gop tfch eye v io hieu 
suat thUdng higu, higu suat cua nha b in le v i ldng 
trung thanh cua ngudi tieu ddng vdi nhQng nha 
bin le. Ngoai ra, cac t i c gia nhQ Agnihotri et al 
(2012)'^ Trainpr (2012)'=; Choudhury & Harrigan 
(2014)'*^ cho rang higu qua sd dung phUdng t i ln 
truyen thdng x i hdi cda doanh nghiep ndi ehung 
ddi vdi eae hoat ddng ban le, cung c ip djch vy 
khich hang ehju sy ehi phoi cua e ic y iu td nhtj 
Kha nang^tlep cgn, MQc dfl lan toa v i Tim anh 
hudng. De ddi phd vdl nhQng thay dd'i xa hgi v i 
edng nghi dang hinh thinh mdi quan h i giQa 
khach hing kinh doanh v i doanh nghidp, c in phi i 
thay ddi c ich tidp c in cda c ic doanh nghiip ddi 
vdi quan ly quan h i khaeh hang (CRMJ v i phat 
tridn eac kha nang mdi tao ra sy ddng tai trp cho 
khaeh hang thdng qua t i c ddng v io c ic yeu td cd 
tfnh chat chi phoi d tren (Marshall, 2013}". Hoat 
dflng nay se lam thay ddi c i c k i t qu i l i ln quan 
din hi lu suaf kinh doanh cua doanh nghigp tren 
mang xa hdi, d ie bi l t l i hogt ddng ban hang 
(Wahyonoetal,2017)'^ 

3. Cac tieu chf danh gia tac ddng cua truyen 
thong xa h$i doi vdi hogt dpng kinh doanh tryc 
tuyen cua cac doanh nghigp 

Tren ed sd nhin dinh khai qui t ve khii nigm, 
die didm va td'ng quan c ic nghien edu v l t i c 
ddng cda truyen thdng xa hgi dot vdt hoat ddng 
kinh doanh trye tuyen cda doanh nghiep nhu t r in , 
cho phep t i c gia ke thda mdt c ich h i thong eie 
tieu ehi dinh g i i sau day; 

+ Tinh tudng tic. Tinh tuong tac cua truyin 
thdng xa hdi cua doanh nghigp t i c dgng tdi e ic 
khach hang hoic ngUdi dung true tuyin dupe do 
ludng bdi so lu'png ngUdi thich, binh lugn hoic 
chia se ve ndi diing dang t r in website va thdi gian 
tUdng t ie eiia khaeh hang vdi thdng diep tmyen 
thdng cua doanh nghiip. 

- Sd lupng ngudi thich the hien sy h i i Idnp, 
cam thay thd vj cda minh vdi thdng diep truyen 
thdng xa hpi eua doanh nghiep. Thdng diep ed so 
lUdng ngudl thieh ldn eung se tgo higu dng thu hut 
dot vdi nhdng ngudi dung khac tren mang xa hdi. 

- So luong ngudi binh lugn the hign thdng diep 
dupe truyen thdng cda doanh nghiep cd su thu hiit, 
cd sdc hap dah, khien cho nhdng ngudi ddng true 
tuyen the' hign quan diem v i nhdng phan hoi eija 
minh vdi thdng diep truyen thdng. Chi so nay the 
hien tinh tUdng t ic sau hdn va manh hdn so vdi sd 
luong nhQng ngudl thich thdng diep. NhQng binh 
lugn tieh cyc se giQp doanh nghiep thu dupe nhieu 
g i i tri Ipi ieh tQ eae khaeh hang tiem nang khae. 

- So IQpng ngQdi chia se la mdt trong nhQng chi 
sd quan trong nhi t de gidp doanh nghiep gia tang 
hign dign thuang higu va sQc anh hudng tren 
mang x i hdi. Khi mdt i<hich hing chia se nfli dung 
cda doanh nghiflp t r in mang xa hfli thi dd la mdt 
dau hilu rang doanh nghigp se cd them mdt ngudi 
ung hd thUOng hieu v i mdt v i i khach hang mdi. 
Tat nhiln, chia se eung la mflt hanh ddng tUdng 
t ie ma mpt doanh nghigp deu mong mudn nhung 
khd tfiyc iiign hdn rat nhieu so vdi vi le like hay 
binh luan fren ndi dung cua ban. C ic nfli dung ed 
g i i tn, phd hdp, bat ddngxu hudng, se cd ed hdi 
dupe khich hing ehia se eao hPn. 

- Ttidi gian tUdng t ie, neu ndi dung cda thflng 
digp truyin thdng cd thd khien khach hang tUdng 
tac trong thdi gian cing l iu fhi thUdng hieu eua 
doanh nghiep cing cd thign cam tot vdi khieh 
hang dd. Mdt thdng digp ed ndi dung dUde d iu tU 
chin ehu se cd thdi gian tUdng tae vdi thdng diep 
thUdng hieu l iu hdn. Va ro rang dd l i mdt chi sd 
de ehdng minh rang ehien djch truyin fhdng x i hdi 
dang t i c ddng v i lam gia tang g i i tn thUdng hieu 
eua doanh nghigp. 

+ Kha nang tiep can (reach): la so ngudi xem 
ndi dung cda thdng digp truyin thdng. Tilu ehi nay 
diipe do ludng bang sd lan truy c ip , lupng truy cap 
va luot theo ddi. 

- LUdt theo ddi: la so lupng khaeh hang hoge 
ngudi ddng hiln hdu dang theo ddi cae hogt ddng 
eua doanh nghiip trgn mang x i hdi. Day la t i lu 

14 R. Agnihotri et al (2012), Bringing 'Social" Into Sales: The Impact of SalespeopleS Social Media Use on 
Ser/ice Behaviors and Value Creation, Joumal of Personal Selling & Sales Management. Volume 32. Issue 3, 
pages 333 - 348. 

15 K. J. Trainor (2012). Relating Social Media Technologies to Perfomiance: A Capabilities-Based Perspective, 
Journal of Personal Selling & Sales Management, Volume 32, Issue 3, pages 317- 331. 

16. M. M. Choudhury & P. Harrigan (2014). CRM to social CRM: the integration of new technologies into cus
tomer relationship management, Joumal of Strategic Marketing, Volume 22, Issue 2, pages 149- 176. 

17. G. W. Marshall et al (2013). Revolution in Sales: The Impact of Social Media and Related Technology on the 
Selling Environment, Joumal of Personal Selling & Sales Management, Volume 32, Issue 3, pages 349 - 363. 

18. Wahyono et al (2017), The Impact of Interactions between Retailers and Consumers in Social Media toward 
Consumers Loyalty and Sales Performance. Review of Integrative Business and Economics Research, Volume 6, 
no. 1. pages 21-32. 
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ehi the hien su tiep cgn cda mdt thdng diep do 
doanh nghiep tao ra vdi nhQng theo ddi doanh 
nghiep So Iddng tiep e in cda thdng di ip Idn hdn 
hoic bang so iQpt thep ddi l i mgt trpng nhQng chl 
t i lu quan trpng trong thuc hi ln truyin thdng mang 
xa hdi ddi vdi bat kJ doanh nghigp nao, 

- Sd l in truy cap: la so lan mpt ngudi ddng trdc 
tuyen truy cap v io mgt trang mgng xa hdi cd chda 
ndt dung ttidng diep eua doanh nghiep, Di lu nay 
eho thay sdc hap dah eua ndt dung thdng di lp, 
khiin ngddi ddng trye tuyen phai truy cap nhieu 
lan de xem binh luiri, xem lUdt chia se, xem phan 
hdi tQ phia doanh nghiip v i eae khach han^ khac. 

- Sd lupng truy cgp' dgi dign cho so lUdng 
khich hing m i doanh nghigp thu hut dupc bang 
nhilu tai ithoan mgng xa tidi khae nhau nhU: 
instagram. Twitter, F'interest va Youtube, eac mdi 
quan h i tren Ltni<edtn va nhdng ban tie, ngudt 
fheo ddi eua doanh nghiep tren Facebook, Day la 
sd lieu vd edng quan trong bdi nd t i c ddng den 
chat luong c ic bat viet cua doanh nghiip. Cae bat 
dang eua doanh nghigp cang hap dah thi lUOng 
fan v i ngudi theo doi c ing ldn, doanh nghigp eang 
cd cd hdi Idn hdn de tao sy hien dien, lan truyen 
tren c ic mang xa hfli, 

+ Mtfe do lan tda (Share of voice): mile dd lan 
tda eua thdng digp hoge thUdng higu eua doanh 
nghiep tren mgng xa hot dupe do tiidng td nhdng 
ngddi ddpe tiep cgn hoic tdOng tac vdi thdng digp. 
Phan ldn mpt ngddi deu ttn tUdng vao bgn be hay 
gia dinh minh hdn la eae thdng digp quang eao. 
Chinh vi vgy, neu ngUdt than quen cua mdt ea 
nhan dupc tiep can fhdng diep chia se lat mdt 
thdng tin gi dd t r in mang x i hdi lien quan den 
thflng digp truyen thdng hoge doanh nghiep, thi 
phan Idn nhdng ngudi than quen eua ea nhin n iy 
se xem thd thdng tin dd. Tuy nhien vdi edng nfli 
dung nhu vgy, nhQng ngQdi nay se khdn^ mudn 
click vao, neu nd xuat hign nhu mdt quang cao 
thdng thudng. Day ehinh l i y iu td mang lai sQc 
manh cho truyen thdng x i hdi trong kinh doanh 
fryc tuyen cua doanh nghigp, Chi so do ludng mQc 
dd lan tda dupc the hign boi ba ehi tieu; Sd lUOng 
thdng dilp truyin thdng cua doanh nghiip diidc 
ngudi dung chia se; So iupng ngudi dang f i t cam 
xdc, suy nghT ve thdng di ip hay tiiUdng hieu cua 
doanh nghiep; Sd lupng ngudi gan the ban be eua 
minh khi dupc tiep c in vdi thdng dilp. 

- So luong thdng diep truyen thdng dupe ngudi 
dung chia se: Chi tieu nay do ludng mQe dp quan 
tam, theo doi cua ngUdi dQng tren mang xa hdi ddi 
vdl doanh nghiip. Ben canh dd, chi tieu nay cung 
eho biet thdng digp truyen thdng cua doanh 
nghiip cd hap dah, cd hQu ich hay khdng ddi vdi 
nhQng ngudi ttep can hay tUOng tae. 

- Sd luong ngudl dang tai cam xuc, suy nghT ve 
thdng dilp truyen thdng hay thUdng higu cua 
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doanh nghiep: Chi tieu nay khac so vdt eie binh 
lugn thdng thUdng vi d iy la cae bat viet dUde ngufli 
dQng tao ra dl ' ndi ve doanh nghiep. Vt day l i 
nhQng cam nhin, suy nghT eua ngudl ddng dupc 
chinh ngudi ddng t h i hi ln tren trang mgng xa hdi 
ea nhan eua minh nen chi tteu n iy die bigt quan, 
trpng. Dieu n iy ddi hdi su dau tU ve thdi gian va 
chi phi cda ngUdi dung, ddng thdi cung ehdng td 
dUde ngddi dung fhyc su quan t im v i muon ndt 
t in ' suy nghT cua niinh ve thdng digp hay sin 
phi'm djch vu cda doaph nghigp, 

- Sd luOng ngudi gan the ban be cua minh khi 
dudc tilp cgn thdng digp. khac vdi hoat ddng chia se 
tfidng thudng, ngudi tiep ein thdng diep se gan the 
cda mdt hoge mdt so ca nhan eu the ma ngudi fiep 
cin eho rang ed liln quan hoie nhdng ngudi dUpc 
gan the dang quan tam tdi nhiing van de ma thdiig 
digp tnjyen tai. Dieu nay gidp eac hoat dflng va 
thddng higu doanh nghiep ducfc chia se tnJc ttep dai 
nhdng khach hang cy the va thit sd cd nhu cau. 

+ 7am inh huoig: nhdng ngudi hdi v l thuong ht^ 
cda doanh nghigp ed lupng ban be/ngudl theo doi 
nhu the nao, ed kich fhieh va gay anh hudng den 
nhiing ngudi khie hay khdng. Luyng ngUdi t^o ra 
thim so chia se cho thdng dilp truyen thdng cua 
doanh nghiep do bj anh hUdng bdi vice tham gia vao 
mang tudi quan h i c i nhin cda khaeh hang tnjng 
fhanh fren mang xa hpi. Xef den euoi edng, ̂  ca cac 
chien djch tniyen thdng mgng xa hdi cda mdt doanh 
nghtip kinh doanh tnic tuyin d iu ntiam muc'didi fliu 
hQt them nhiing khach hang mdi, ddng thdi chim soc 
nhdng khieh hang da quan tam td tnJde. Bang cich 
khai thae mang xa hflt, doanh nghiep dang sU dung 
mang ludi khieh hang iiign tgi eua minh d i tgo ra m5t 
mang ludi khach hang tiem nang khac cdn rflng hon 
thi . Tieu chi t im anh hudng dupc do ludng bdt hai chl 
tilu quan frpng dd la: So lupng khach hang tnjng 
thanh cd anh liudng eua doanh nghiep va sd lUdng 
ngudi tao ra them chia se eho thdrig digp fruyen 
thong cua doanh nghidp (trudc dd nhi3ng ngudi nay 
v in chua phai ia khach hang cda doanh nghigp).̂  

- Sd lucfng khaeh hang trung thinh co anh 
hudng cda doanh nghiep; day l i so ludng khich 
hang trung thanh dUOc doanh nghigp tgo ra tren 
mpt trang mang xa hpi. NhQng khach hang nay 
thiidng xuyen hd'trp, tham gia binh luin, chiase 
cae hogt dflng truyen thdng cua doanh nghiip tren 
mgng xa hfli. Quan trpng hdn nhQng khich hang 
nay ed anh hudng bdi vi hp ed mang ludi quan h| 
c i nhin rdng trdn mang x i hdi. 

- Sd lupng ngudi tao ra them chia se cho thdng 
di lp truyen thdng eua doanh nghigp: c in phan 
biet ehi tieu n iy vdi so lupng khieh hing ehia se, 
bdi vi trong thyc te so lupng chia se cda phan ldn 
khaeh hang khdng t i e ddng tdi sy chia se tiep 
theo eua nhdng ngUdi kh i c Day la trudng hpp cua 
nhdng ngudi ehju sy t i c ddng, anh hudng boi 
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nhdng khich hang trung thinh cda doanh nghigp. 
Nhdnq ngudi nay bj kieh fhieh hoic ddng thugn, bj 
dah dat v i l im thep khich hing trung thanh cua 
doanh nghigp, chang hgn khi khich hing trung 
thanh cd anh hudng chia se dah dat nhQng doi 
tQpng bl anh hQdng eung thye hign sy chia se, 
Hoat dgng niy tao ra sd lupng chia se tang th im 
cho doanh nghiip. Tr in cd sd dd, nhQng doi tUdng 
bj anh hudng cd the frd thanh nhdng khieh hing 
nidi day f i lm nang cda doanh nghiip. 

+ Xiy dtfng cdng ding khach hing. ly thuyet 
Pareto ndi rang; 80% doanh thu d in td 20% khich 
hing thin thiet, do dd khach hing trung thanh la 
nguon sdng cda bat cQ edng ty nio, D iy la tieu chl 
rat quan trpng cd anh hudng fryc tiep tdi vigc thu 
hdt thim c ic khach hang mdi va mang lai ngudn 
thu on djnh eho doanh nghiep. Doanh nghiep x i y 
dyng dupe edng ddng khieh hing eang Idn chdng 
td doanh nghigp cd dupc sy gan ket giQa thuong 
hieu vdi khach hang eang cao, cd dfl hien dign 
thifdng hilu rdng v i kha nang anh hudng manh 
m l tdi c ic khich hang khae. Thye t l da chdng 
minh, trang nao ed dupe sd lupng khaeh hang ldn 
se thu hdt va ed anh hudng rhanh m l tdi nhQng 
ngudi dung khae do xu hudng t im \y d im ddng v i 
sy hieu ky eua nhQng ngudl ddng mgng x i hgi. 
Tigu chi n iy ddOc do iudng chd y iu dya v io sd 
lupng ngudi thich frang va so luong ngudi dang k̂ '. 

- So luong ngudi thich trang (like page) can duoc 
phan bigt vdi so luong ngUdi thich thdng diep truyin 
thdng trong tieu chi Tinh tuong t ic. Trin thyc te, so 
lupng thich thdng dilp thudng nho hon nhieu tan so 
vdi sd lupng ngudi thich trang bdi vi vao thdi didm 
thdng dilp dupe dang tai se cd nhilu ngUdi khdng 
the theo doi (ehang han dang ngoai tuyin hoie 
khdng chu y) rat nhanh sau dd su hien thj fren bang 
tin v i trong fridng bio cua nhdng ngudi nay se bi frdi • 
xudng dudi v i bj chen bdi nhdng thflng bao hoae tin 
mdi hdn. Do do, so lupng ngudi thich va tUdng t ie 
vdl thdng dlgp thudng se nhd hOn nhieu so vdi so 
tupng ngudi ihlch trang. 

- So lupng ngudl dang ki': 'diy l i nhdng ngudl 
ty nguygn dang ky nhan ban tin, thdng digp truyen 
thong, dang ky thinh vidn hoge tham gta vao cac 
sy kign cda doanh nghigp t r in trang mgng xa hdi. 
Day ia nhdng khaeh hang fhiet friUe ludn cd su 
fheo ddi sat sao va thye sy quan tam cac hogt 
dpng eua doanh nghiep. So lUOng ngudi dang ky 
eing Idn chdng to eae hogt ddng cda doanh 
nghidp cing dupc nhieu khach hing tin cay, quan 
tam v i thdng qua dd doanh nghigp x iy du'ng ducjc 
mdt cdng dong khaeh hing rdng ldn, vdng chic, 

' - So Iddng ngUdi d inh g i i (nhgn xet) trang: d iy 
la nhdng ngUdi tu nguydn tien hanh hoat ddng 
dinh gia trang sau khi da dupc tUdng t ic , sd diing 
drch vu, mua b in giao djch vdi trang mgng xa hgi 
eua doanh nghiep. Neu nhdng danh gia mang tinh 

tich eye se gidp doanh nghiep thu hQt them khieh 
hing mdi va tgo sy y in t im tin tudng vdi nhQng 
khieh hang t i im ning khi tien hinh giao djeh, su 
dung djeh vy eua doanh nghigp. NIu nhQng dinh 
g i i mang tinh t i iu cyc s l lam' giam bdt sy tin cgy 
cda khich hing vdl doanh nghigp, vigc thii hdt c ie 
khaeh hang mdi se khd khan^hdn v i tao ra fam ly 
nght ngd khi sd dung s in pha'm dicti vu hoSc giao 
djch vdl doanh nghiep. 

4. Mo hlnh va phUdng phap nghien cdu 
a. Md hlnh nghiin ctfu 
Tren ed sd hg thdng eie tieu ehi danh tae ddng 

cda truyen thdng xa hdi tdi hoat dpng kinh doanh 
true tuyen cua doanh nghigp, md hinh nghien cQu 
s l dQde the hien nhQ sau' 

Y= p + |3i"TTT + pz'KNTC + Bj'MDLT + 
p4'TAH + pj*CDKH 

Trong do; 
+ Y; Bien phu thude the hien tae ddng eua 

fruyen thdng xa hdi tdi hogt dpng kmh dpanh tnJe 
tuyen eua doanh nghigp. 

+ TTT la ftlu chl tinh tUPng tac dupc do lUdng 
bdi 4 bien quan sat; sd lupng ngudi thieh, sd luqng 
ngudi ehia se, sd lupng ngudl binh lugn, thdi gian 
tuong t ie. 

+ KNTC l i t i lu chf kha nang tiep e in dupe do 
ludng bdi 3 biln quan sat, lupt theo ddi, so lan truy 
c ip, sd lupng tnjy c ip . 

+ MDLT l i t i lu chi mQc dd lan tda dQpe do 
ludng bdi 3 biln quan s i t : sd lUdng thdng diep 
truyin thdng dUde chia se, sd lupng ngudl ding tai 
cam xQc suy nghT ve thdng digp truyen thdng, sd 
lupn^ ngudl gan the ban be khi tiep cgn thdng di lp 
truyen thdng. 

+ TAH la tilu ehf fam anh hudng dupe do ludng 
bdi 2 bien quan sat: so lupng khaeh hang trung thinfi 
cd anh hudng ctja doanh nghiep, so lupng ngudi tgo 
ra thim chia se cho thdng diep truyen thdng. 

+ CDKH la t i lu chl xay dyng edng dong khaeh 
hing cda doanh nghiip tren mgng xa hdi, tieu ehi 
n iy dupe do ludng bdt 3 bien quan sit : sd lupng 
ngudi thfeh trang, so lupng ngudi ding ky, so 
luong ngudi danh g i i trang, 

+ p i , p,. Pa, Pi, Ps l i c i c tham so tuong dng vdi 
TTT, KNTC, MDl?r, TAH, CDKH. 

+ p; He sd dinh g i i t i c ddng eua eae yeu to 
khic ngoii md hinh d in bien phy thude Y trong 
dieu kien c ic bien dgc Igp bang 0... 

Vdi md hinh nghign cdu tren, eie g i i thuyet 
nghiin cdu dupe phit bidu nhu sau: 

Gii thuyet H1: Tinh tUdng tac cda fruyln thdng 
mang xa hdi cd t i c ddng den hoat ddng 4<lnh 
doanh tryc tuyen cda c ic doanh nghiep Vigt Nam. 

Gii thuyet H2, Kha nang tiep cgn cua truyen 
thdng mang x i hdi cd t ie ddng den hoat ddng kmh 
doanh triic tuyen cua c ic doanh nghiep Viet Nam. 
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Gia thuyet H3: Mdc dd lan tda eua truyin thdng 
mang xa hdi ed t i c dflng den hogt ddng kinh 
doanh true t i iyln cua eac doanh nghigp Vief Nam. 

Gia thuyit H4: Tam anh huong eua truyin 
thdng mgng xa hdt ed t i c dpng den hcgt ddng kinh 
doanh triJc fuyen cda eae doanh nghiep Viet Nam. 

Gli thuyit H5: Xay dung cflng ddng khach 
hang cda truyin thdng mang xa hot cd t ie ddng 
den hoat ddng kinh doanh trye tuyen cua eie 
doanh nghigp Vil t Nam, 

b. PhUdng phap thu m$p vaxtfl^dQ lidu 
Sau khi da h i thong dupc cac tieu chi do lUdng 

t ic dflng cua truyen thdng mang xa hfli tdi hoat 
dflng itinh doanh true tuyin cua c ic dcanh nghiep, 
de khio sat thdng tin v l thyc trgng t i c dflng tdi 
cae doanh nghiep tr in pham vi rpng, t ie gia xay 
dung phieu khio sat vdt e ic cau hoi dang thang 
dd Likert vdi 5 mde dd t ie dgng danh cho c ic 
doanh nghiep kinh doaiih trye tuyen tai Vigt Nam. 
Trong do, mde 1 - K im; mde 2 - YIu; mdc 3 -
Trung Binh; mdc 4 - Kha; mdc 5 - Tdt, 

Cic bud:; dieu Ira khao sat d i duoe tieh hanh nhu sau: 
+ Mfl ta mau nghien cQu. vile lay ma'u eho phd 

hop trong phan tteh y iu td va phan tieh hdi quy cd 
nhieu quan diem khae nhau. Theo nghien edu cua 
Hair va edng sy (1998) n iu quan diem ve kich 
thudc mSti su dung eho eic phin tich fUdng quan 
va hdi quy du ki ln tdi thieu la gap 5 Ian fdng sd 
bien quan sit , Mflt nghien cQu khae cda B. 
Tabachnick &L, Fidell(1996) lai eho rang cd mau 
tdi thieu c in dgt dupe tinh theo cdng thdc la (50 + 
8*sd biln dflc i ip). Nghien edu cda Roger (2006) 
cho tha'y ed mau toi thieu i p dyng dupe frong eae 
nghien edu dmh Iddng la td 100 den 150. 

Vdl sd bien doe lap cua md hlnh nghien edu la 
5, bien quan s i t l i 15 bien, nghien edu dy kienjay 
mail tuong duong td 100 den 150. Tuy nhiln de d l 
phdng c ic phieu fra ldi khao sat khdng hop le v i 
ty l l tra Idi qua email thap, nghien cdu dy kiln lay 
mail gdm 200 doanh ngfiidp. 

+ Thief ke phieu di lu tra, fien hinh di lu tra 
khao s i t vdi 200 doanh nghigp kinh doanh tryc 
tuydn dien hinh tgi Vi l t Nam. Dot tupng tra Idi cac 
phieu dilu tra i i cac trudng, phd phdng marketing 
va kinh doanh cua doanh nghiep. Thdi gian tien 
hanh, td thing 1 den thing 4/2017. So phieu phat 
ra 200 phieu. Hinh thdc khao sat; gdi email v i 
khao sat tnic tiep tat ddn v\. So phiiu thu ve 135 
phieu (chiem 67,5%), trong dd chl sd dyng 124 
phiiu chp muc dich nghien edu. 

+ Tdng hO[D thdng tin thu dupc td eac phiiu dieu 
tra, phin loai v i s ing lpc phieu dieu tra de sd 

- dung eho mue dieh nghien cQu Sd dyng cac phan 
mem fhdng kd Excel va SPSS de tdng hpp thdng 
tin, dO tidu va thdng kg eae chl tieu can thilt, phan 
tich thdng tin cd dupc de rQt ra cac ket luan v i tra 
ldi cac eau hdi nghiin cQu. Thdi gian thyc hign td 
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thing 4/2017 den thing 6/2017. ] 
Vdi 124 bang c i u hdi thu thgp dupe, sau khi 

nhap eic dd l i lu vao phan mem SPSS d i xd 1 ^ 
k i t qua phan logt eac tieu ehieu the dupe tdm t i w 
nhu sau: v l gidl tinh, ty le nam (62,1%), ty l l l i i l a 
(37,9%); ve nhdm tudi, d ^ tUpng tham gia phdn« 
van phan Idn dudi 35 tudi (chiim 69,35%), cpn l an 
td 35 den dddi 45 tudi, khdng ed doi tupng phonM 
van n io t r in 45 tudi; v l kinh nghigm edng t ic c o l 
27,42% doi tupng phdng van ed thdi gian edng fapa 
dudi 5 nam, da so ed thdt gian cdng t ie td 5-tOH 
nam vdt ty le 54,84%, cdn lai cd kinh nghidm c6fig|l 
tae fren 10 nam chiem 17,74%; ve frinh dfl h o ^ 
van cda nhan vien v i nha quan frj d cac doarilra 
nghigp kinh doanh true tuyen tgi Viet Nam kl^|S 
cao: trinh dg t r in Dai hoc chidm 20,16%. da s d c ^ l 
trinh dd dai hpe vdt ty te 71,78%, cdn Igi cd lr ini# 
dd cao daiig vdi ty I I 8,06%. Ket qua dupc m d a l 
trong bang 1 nhu sail; m 

5. Ke't qua nghien cdu . .,|^ 
a. Kiem dinh stf tin c$y cda cac bien trong rni 

hinh nghidn ctfu ^M 
Bang 1.- Ket qui phan loai miu nghien cOu M 

TiSu ch( 
GlMllab 
-Nam 
-NS 

Nlidm taai 
-Ta25de'n35 
-Tir 33 den 45 
- Trfln 45 

- Oudi 5 n9m 
-TffSdcn lOnam 
-Tren 10 nam 

- Tren Dai hoc 
- Dai hoc 
- CaodSnR 
-Khic 

TSnsufi't 

77 
47 

86 
3S 
0 

34 
63 
22 

23 
S9 
10 
0 

Tvie 

62,1 
37,9 

69.35 
30,65 

0 

27,42 
54'.84 
17,74 

20.16 
71,78 

B,OS 
0 

TvieiDvkg-

S2.1 
100 

69.35 
lOQ 
100 

27.42 
82,26 

too 

2ai6 
91,94 

too 
100 

Ki t qua kidm dinh thang do e ic y iu td bang h ^ 
so Cronbach Alpha cho thdy; Cac yeu td "^pm 
tUdng t ie", "Kha nang tiep can", "Mdc dd tan toai^ 
"Tam anh hudng" v i "Xay dting cdng dong kh id i l 
hang" deu ed Cronbach's Alpha nhdm tQ 0.85^ 
den 0.893 deu ldn hdn 0,6; c i c hg sdtUdng ^ua j l 
bien tdng cua cac bien quan sat trong mgt yeiJ to i 
deu ldn hdn 0,3. Ket lugn tat ea c ic biln trongi 
nhdm deu dat dp tin cay va phd hpp. J 

b. Phin if(^ kham phi yeu to H 
Sau khi dat yeu eau v l kiem tra dp tin cgy, 15 

bien quan s i t dUOo dua v io phin tich yeu to. Kffl 
qua phan tich td dQ li|u nghiin edu cho thay h i so ; 
KMO kh i cao (0.848> 0.5), kie'm dmh Bartlett ai 
p-value = 0.00 < 0.05, vdi tdng phddng sat dCing 
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Bang 2 : Kit qua kiem dinh stf tin cdy 

KuVhotcbHhMcltp 

de giai friieh eae yeu to l i 80.457% (> 50%) 
nen thda dieu kign cda phan tieh kham phi 
yeu to. Cae hg so t i i yeu td (Factor loading) 
deu ldn hdn 0.5, h i sd Eigenvalue dat dign 
cho lupng bien thign dUOc giai thieh deu > 1. 
Nhu vgy, ket qua phan tich eie yeu to t ie 
dpng den to chdc, hoat dpng cda he thong 
thdng tin KTQT d i rdt trich dupe 5 yeu fo vdi 
15 bien quan sat. 

Bang 3 • Kit qua phin tfch kham phi 
yeu to cic bien ddc lip 

tUdng quan glOa eie bien trong md hlnh bang vigc 
sd dung hg sd Pearsons Correlation de lupng hda 
mde dd chgt che eua mdi lien he giOa cae bien dde 
l ip vdi bien phu thudc. K i t qua eho thay bien phu 
thupc cd tuong quan vdi hau het eae bien nghien 
cQukhae va cd h i so tUOng quan deu dat mdc y 
nghia thong k l td 0.791 d in 0.872 (bang 4). 

Qua sd ligu phin tich d bang t r in , k i t qua kiem 
dmh cho thay cd moi tUdng quan kh i chit che 
gida hieu qua hogt ddng kinh doanh true tuydn 
eua doanh nghigp Vigt Nam vdi eie yeu td t i e 
ddng cda truyin thdng xa hpi the hien d cie h i sd 
tUPng quan deu > 0.6. DUa 6 yeu to t r in vao chgy 
hdi quy nham danh g i i mdc dd phd hpp cua md 
hinh hdi quy bpi bang phuong phip Enter. Gia frj 
cua mdi yeu to dupc ddng de chay hdi quy l i g i i 
frj frung binh cda eac bien quan sat thudc yeu td 
dd. Ket qua hdi quy cho thay mdc dp phd hdp eua 

M l 
KNTC 
MDLT 
TAH 
CDKH 
V 

Bang 4 ' Ma trin tUdng quan giQa dc 
Gia tij 

Ining binh 

3 5452 
3 6263 

34339 

36513 

£)dl«ch 
chuan 

E925 
7952 

,760fl 
7838 
7425 

TTT KNTC MOLT 

791 
964 

™ 

949' 
944' 

biin 

CDKH 

921" 
314' 
BID" 
829" 

' 
833" 
831" 
934" 
945" 
942" 

1 

Kghquanitt 

nT2 
TFTI 

TTT3 
KNTC2 
KWTC3 
KNTCl 
MDLT3 
MDLT2 
MDLTl 
TAHl 
TAH2 
Cl»(H2 
CDKH 5 
CDKH3 

KMO 

Explained 
(Phuang sai 
<ii^ilhldi)(%) 

Y f t i B 

9ie 
787 
983 
921 

7 ISO 

2 

921 

3308 

811 
537 

815 
807 

945 
000 

90 457 

5 

744 
838 
795 

C) TUdng quan cd y nghTa d mOe 0.01 

md hinh vdi dd lieu nghidn edu vdi hg so R' di lu 
ehinh = 0.852 vdi mde y n^hTa 0.05. Dieu do cho 
thay 5 bien dpc t ip da giai thich dupc 85,2% sy 
thay ddi eua bien phy thude (bang 5). 

Bang 5; Danh gii mtfc dd phu hdp cua md hinh 

Ma hlnh 

1 

HSsSR 

.933* 

H I s S R ' 

.BS3 

H^ aS fl'hilu 
chlnh 

B40 

•v" 
Lfdc lu^ng sai sfi 

.45003 

H^ sfi Durbin-
Watson 

2 057 

a Predictors (Conslanll. TTT. KNTC, MDLT, TAH, CDKH 

b Dependent Variable YIHDKDTTI 

Ket qua phan tieh hdi quy ve 5 yeu td t i c ddng 
cua truyin thdng xa hdi den hieu qua hogt dgng 
kinh doanh tryc tuyen cua doanh nghiep Viet Nam 
nhu sau; 

c. Phan tfch hoi quy va kiem d|nh gia 
Ehuyel nghien cdu 

Sau khi p h i n tieh yeu to kham pha, se 
thuc hi in kiem dmh c ie gia Uiuyef dupc dua 
ra fhdng qua kiem dinh tUdng quan v i hdi quy 
bdi. Trude khi kiem dinh md hinh nghiin cQu 
bang phan tieh hdi quy bdi, se xem xet moi 

iang 3,' Kit qui phan tieh hoi quy 

».» 

a BWn ohg IhuOc 

M B 

B 
C 4 I M 

2X 

054 

chujr 

s . . 

S70 

n i l ' 

' 

3.899 
5933 

7 341 

SiB 

001 

Thdng U aa cfng tuyfn 

Of chip 

740 

1932 
2123 

2 217 

(HQKDTTl 
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Kit qua phan tieh d bang 2.7 eho thay ca 5 yeu 
fd t ie ddng cda truyin thdng xa hdi deu ed mdc y 
nghia sig. < 0.05 nen deu cd y nghTa thdng ke va 
do do eac gia thuyet nghien edu H I , H2, H3, H4, 
H5 deu duoc chap nhgn vdi dp tin c iy 95%. Hg sd 
phdng dai phuong sai (Variance inflation factor -
VIF) deu'> 1 n in ed the ket lu in l i khdng cd hien 
tuong da eong tuyen gida 5 yeu td n i y 

Phuong trinh hdi quy tuyen tinh boi the hien 
mdt quan hg giOa 5 y iu to t i c ddng eua truyen 
thdng x i hdt tdi hieu qua hogt ddng kinh doanh 
true tuyen cda doanh nghidp Viet Nam dupc xay 
dung nhu sau: 

• Y = -0,381 + 0,653TTT + 0,717KNTC + 
0,724MDLT + 0,745TAH + 0,731 CDKH 

6. Ket lu in 
Qua nghien edu d tren eho thay cd 5 y iu td cda 

tnjyIn thdng xa hdi t i c ddng den hogt ddng kinh 
doanh tryc tuyen cda cie doanh nghigp Viet Nam, ea 
5 yeu to deu ed mdc sig. <0.05 do do ed y nghTa 
thdng ke va c ic^ ia thuyet tQ HI den H5 dupe chap 
nhan, Ca 5 yeu to deu ed hg so p > 0 ehdng td cd mdi 
quan he ty.le thuin vdi higu qua hoat dpng kmh 
doanh tare tuyen cua cie doanh nghiep ViSt Nam. 
Trong do; he so p = -0,381 mang gi i tri i m dgt dign 
cho eae yeu td khie cda tmyin thdng xa hdi ngoai md 
hinh ed anh hudng ngUde ehieu den higu qua hoat 
dpng kinh doanh true tuyen eua doanh nghiep. 
Chang han nhu; g i i ca hay ehi phi eua cae hoat dpng 
quang cao tren mang xa hdi dang gia tang nhanh 
ehdng, ed ch l that chit va kiem scat chat che hdn 
eac ndt dung truven thdng cda cie mang xa hdi, tap 
quan thdi quen eua ngudi ddng Viet Nam... Tat ca cac 
yeu to nay deu cd anh hudng ngupc chieu den hieu 
qua kinh doanh tryc tuyen cua doanh nghiip, Vi vgy, 
hang sd 3 dai dieh cho cic yeu td niy se mang gia 
fn am; yeu td TTT (P, = 0,653) ed anh hudng nhd 
nhat v i yeu td TAH (P4 = 0,745) ed anh hudng ldn 
nhat den hoat ddng klntn doanh tryc tuyen eua doanh 
nghiep, Cae gia trj td p, den P5 khdng cd sy chenh 
lech dang ke ve mit gta trj la do tam quan trpn^ cua 
eae yeu to trong md hinh kha tUOng ddng va deu cd 
tac dpng kha mgnh, ddng deu den hieu qua hoat 
ddng kinh doanh tnic tuyin eua doanh nghiip. Kit 
qua hdi quy cho fhay khi cac yeu td khie khdng thay 
ddi. neu tang tan lUdt eae yeu td: TTT, KNTC, MDLT, 
TAH, CDKH tin mdt dOn v| thi Y (hilu qua hogt ddng 
kmh doanh true tuyin eua doanh nghiep) tang l ln lan 
luot t i 0,653 ddn v;; 0,717 dOn vi; 0,724 ddn vi; 0,745 
don Vl va 0,731 ddn vi. 

Nhu vgy, kit qua phan tieh hoi quy eho thay each 
thdc rat rd rang de cae doanh nghigp Vigt Nam dgt 
dupe hilu qua hogt ddng kinh doanh tnJc tuyen theo 
cae mue tieu da dif ra bang each t ie dpng vao cae 
yeu tdphu hop trong mohinh nghien edu , • 
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Summary 

The fast and strong development of social net
works has impacted on and changed ttie behavior 
and habits of many online users. According to reports 
by Fen-ester Research, the number of Facebodt 
users only exceeds 2 billion. Users ofsocial networks 
in general often have the habits of leaming, dis
cussing and sharing experience witti each ottier. With 
the CMnsiderable popularity of social networits, many 
organizations and enterprises in most countries in the 
worid, Vietnam induded, have applied social commu
nications in ttieir business activities, espectaily online 
business, to make use of spill-over effects, develop 
brands, create communicatton channels between 
enterprises and consumers or provide customer serv
ices, etc. However, so fer in Vietnam there has not yet 
been a study with scientific and accurate evaluation of 
the impacts of social communtcattons on online busi
ness activities of enterprises. This has resulted in the 
asynchronous and ineffective application of social 
networks in many Vietnam e-commerce enterpnses 
while the costs of social communications are tending 
to rise. In this paper, ttie author establishes criteria to 
evaluate the impacts of social communications, 
analyses ttie situation, presents ttie regression model 
to evaluate ttie impacts so ttiat Viettiam enterprises 
can make ttmely and proper adjusttnent to make full 
use of social networks in ttieir business. 
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