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phét tnén nhanh chéng va manh mé ctia mang xa hoida téc dong va lam thay doi hanh vi, thoi
@' n ca dai da s¢ ngudi diing tryc tuyén. Theo bda cdo ciia Forrester Research, chi riéng mang
xa | Facebook hién nay d vuot qud con 56 2 1y 147 khedn va ngudi ding mang x4 hoi néi chng *
udng ¢4 théi quen hoc t4p, nghe ngong, hao lugn, chia sé kinh nghiém t ban bé dudi téc déng qua
la: Idh nhau. DUdi sy lan toa nhanh chong ciia mang x4 hoi, rat nhidu 16 chic va doanh nghiép tai héu
hét quéc gia trén thé gidi trong d6 c6 Vidt Nam a4 ting dung truyén thong xa hai vao haat dong kinh
doanh, dac bigt 13 kinh doanh tryc tuydn nhdm fan dyng kha nang ian téa phdl trign thvong higu, tao
kénh théng tin trao déj truc tiép gida doanh nghiép vdi ngudi ding, cung cdp dych vii khdch hang... Tuy’
nhién, cho dén nay tai Viét Nam van chua co cac nghién cdu danh gia ding dan va khoa hoc v§ tdc
déng ctia truyén thang xa héi téi hoat dong kinh doanh trc tuyén cla doanh nghidp. Diéu ndy di khidh
cho tinh trang ting dung & at va khing b bdn truydn thang x& hoi vdi hidu qud lng dung thép digh ra
phé bién tai céc doanh 1 nghiép TMOT Viét Nam trong b6l canh chi phi truyén thong x3 héi bét G4u 66 xu
hudng gia ting. Bai viét cla tdc gia da xdc Iap cée tiéu chi dénh gla téc dOng cua rruyen thong x4 hdi,
phén tich thuc rang va dua ra mo hinh héi quy dénh gid téc déng nhém didu chinh kip théi, ding hudng,

dam bdo rJng dung truyén thdng xa hoi mdt cdch hiéu qué cua cdc doanh nghiép Viét Nam.

T khda: dénh gid tc dong, truyén thong xa hoi, kinh doanh trifc tuyén.

M3 dau

La mét trong bdy mé hinh kinh doanh B2C phd
bign nhat hién nay trén Intemel, mang xa hdi c6
sy ra ddi kha sém. Tuy nhign phdi dén khi hén
tang web 2.0 duge hoan thién vos céng nghé gidp
cho ngusi dang ty xdy dyng dugc ndi dung va két
ndi vdi nhau thl truyén thang xa hat méi thue sy
bing a8 va nhan duge sy quan t&m ong khép cla
céc 16 chilc, doanh nghidp va céc hoc gid. Theo
Andreas M. Kaplan & Michael Haenlein (The chal-
fenges and opportunities of social media, 2010) thi
truyEn théng x& hoi 1 nhing ng dung Intemet
duge xay dung trén nén téng c6ng nghé va Iy
tu&ng cla web 2.0 dé tao dleu kign cho viéc kién
taa va trao ddi lhong tin clia ngudr ding [3]).

1. Khii quat vé h'uyen théng x4 hdi

TruyEn thdng xa ol A mt xu hudng vi
phuong thic truyen théng méi duge xay dyng va
van hanh trén nén tang cong nghe web the hé mdi
cho phép tao ra va tiy bién cac trao ddi mot céch
linh hoat, ti 46 gitp téing cudng tinh két ndi
doanh nghigp véi khach héng tric tuyén. B: ng
céch tao ra nhﬂng san pham truyén thang nhu: tin,

a hoe

bai, hinh énh, video olips... sau d6 xuat ban trén
internet thong qua cac mang xa hdi hay céc diéh
dén, cdc blogs... Céc san phdm truyen thdng ndy
s& dudc cdng ddng mang chla s&, phan hdi, binh
ludn nén luén ¢ tinh d6i thoal, tuong tac hai
chiéu. Biu nay gidp cac doanh nghiép dé dang
ké&t ndl, tuong tac vai khach hang fruc tuyén [2].

Su da dang trong céich iSp can vé mang xd hoi
va cac dich v} tuong tac s( dung mang xa héi d&
va dang tao ra nhiéu chudn myg khai niém khéc
nhau vé truyén thong x& hoi. Hidu nguyén ngh!a
thi truyén thang x& hoi 14 cac trang web va cac
Ung dung cho phép ngudi duing tao va chia sé ndi
dung ho&c tham gia vao cac mang x& hoi (Jordl
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 réng truyén
thong X2 hdi la nhiing cong nghé mady tinh trung
gian cho phep tac va chia sé thong tin, ¥ tudng, sd
thich nghé nghiép va cdc hinh thic bidu hien
théng qua céc cfng a6ny o va céc mang [6].
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Jan H. Kietzmann et al (Social media? Get seri-
ous! Understanding the functional | building blocks of
sacial media, 2011) cho réng truyén théng xa héi sl
dung cdng nghe difa trén web, may tinh d& ban va
odng ngh# dign thoai di déng (VI duy nht dién thoal
théng minh v& may tinh bang) d& tao ra cacnén tang
tuang tac cao, Théng qua dé cag ¢d nhén, cong
déng va cac 16 chiic 6 thé chia s&, cling nhau tao
ra, thdo luén vé slia doi nai dung do ngudi dting tao
ra hokc trude khr dang tryc tuy&n [5].

Theo Nghl dinh 72/2013IND-CP v8 quan Iy,
cung cép, st dung dich vu_Intemet va thong tin
dign it trén mang, fruyén théng xa hét 1a hé théng
théng tin cung cap cho edng dong ngual sif dyung
mang cdc dich v luu frd, cung cap, s dung, fim
k;em chia sé va trao ddi théng tin vdi nhau, bao
gom dich vu tao trang thdng tin dién i ca nhan
digh dan (forum), trd chuyén truc tuyén (chat),
chia s& am thanh, hinh anh va céc hinh thie dich
vu tigng tac khac [11.

Co thé thay hau heét cac khal niém k€ trén déu
néu dudc cac déc diém chinh cda truy&n thong xa
hoi nhung lai qua thién ve cong nghe va co phan

14 phai phan bigt gida truyén thong x& hoi (soc:|al
media) va mang x& hdi (social network). Vé mat
ban chat cong nghé, hai dang nay déu dya | trén
nén 1ang web 2.0 gilip ngudi sit dung c6 thé tao
13p va truyén tai thong tin. Tuy nhién, thuat ngd
truyén thong x4 hoi mang nghla réng hon, bao
ham ¢ phutng tién 14h ndi dung truyén thong,
con mang x& hoi nhan manh nhidu hon t6i nén
1ang cong nghg.

Véi cde nhan dinh nhu vay, o6 thé hidu truyén
théng x4 hoi ia it ca ede hoat déng tao ra noi
dung thu hit sy quan tim va khuyén khlch ngudi
ding tham gia xem, binh Juan, chia 6 lrén mang
xd hoi nhém thue hién céde nd luc marketing clia
doanh nghiep dya trén nén tang cong nghé web
2.0 v& cac phuong tién dign tf khac.

Vi cach tiép can nhu trén, truy8n théng xa hoi
s& bao gom mot 83 dic diém sau day:

+ Truyén théng x§ hoi st dung céc phuong
tién tuong tac dua trén nén tang Internet va
céng nghé web 2.0. V& cg ban dugc chia lam ba
phucng tign chinh:

- Social media news. phuong tién cho phép ngudi
dung doc fin, s dung céng cu volefike va dua ra
quan digm théng qua comment trén bar doc.

- Social bookmarking. phtong tign cho phep ngudi
diing chia sé, danh dau céc trang ma ho yéu thich,

- Social sharing. phuong tién cho phép ngudi
sl dung chia sé& anh, video, mang ludi nhu Video,
Facebook.

+ Géc néi dung do ngudi dling tac ra nhu bai
vigt van ban, ¥ kién binh Juan, chia sé, hinh anh ky
thuat s6 hcéc video va du T8y 1a nhung tudng tac
tryc tuyén va chil y&u ctia truyén thong xa hai.

+ Ngudi dung tao profile dich vis cy thé cho céc
website hodic Uing dung dudc thist k& va duy tri bdi
cac t6 chilc tfruyén théng x& hol.

+Truyen thdng xa hdi tao diéu kign cha su phat
trién cua céc mang Xa hgi truc tuyén bang cach
két ngi théng tin cla ngudi ding véi nhing ca
nhén va/hesc cae nhom khac.

2. Tong quan nghién ciu vé tac djng cia
truyén théng xa hdi 951 vai hoat ding kinh doanh
truc tydn cua doanh nghiép

Cac van dé vé tac d6ng cla truyén thang xa
héi d8i vdl hoat déng kinh doanh néi chung va
kinh doanh tric tuyén ndi riéng dé dudc nhiéu
nha nghién cdu dat van dé quan tam & céc khia
canh khac nhau. Nghién ctu cia E. Qualman
(Socialnomics' How social media transforms the
way we live and do business, 2011)' chi ra réng
ngudi fieu ding co khé néng ‘nhin th&y nhing gl
ban bé va dong nghiép cua ho tim thdy co lién
quan, nghién clu, mua va binh luén. Nghién cdu
danh gid cao gla cla Muc do lan tda cia
truyén théng xa héi thong qua: S lugng thdng
diép truyén thon, cla doanh nghiép dudc ngud\
dung chia se $6 lugng ngusi dang té cam xde,
suy nght vé thong digp hay thwdng hidu eila
doanh nghiép: S6 lugng nguai gén 1hé ban be
cla minh khi dudc ti€p can véi thong digp Bén
canh g6 (Hil et al, 2010)%, (Puneset st al, 2008)°,
(Nam va cbng su, 2010)* cho rang Muc d6 lan
toa 1& nhiing 1gi ich 1o Idn trong viec st kiem thai
gian, nang lugng, chi phi clia mai ngudl va la
nhiém vu quan trong cho cac cong ty hiéu rdng
tac dong cua phuong | tién truyén thong xa hdi sé
1am thay ddi thifc ti€n kinh doanh fruyén thang
trong ti€p thi, tuyen dung, san xudt, v.v...

1, E. Quaiman {2011), Socialnomics: How social media transforms the way we live and do business, John Wiley

& Sons Inc Publishing, New Jersey, Canada.

2. A. L. Hilt et al (2010), Emations as infectious diseases in a large social network: the SISz model, The Royall
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Cac nghién cliu vé tdc dong cila truyén thong
& hoi téi thuang higu cla doanh nghiép lai nhéan
dinh sy tuong tac nang ddng, phé bién va thuong
xuyén trong thoi gian thyc dudc kich hoat bdi cac
phudng tién truyen lnong xa hol dd lam thay ddi
dang | 8 cach thic quan Iy thuang higu. Tinh tuong
tac clia truyén thong x3 hdi tac dOng dén higu qua
doanh nghi¢p dugc do Iucng bdsi 3 bigh quan st
s8 lugng ngudi thich, s6 lugng naudi chia se s&
fuang nguai binh Iuan Sy hidu bi t sau sAc vé tac
dong nay 1a rat quan trong vi né ¢6 thé anh huéng
@&n hidu sudt cha thudng hiéu (Gensler et al,
2013)%, Trong kni dé Labrecque (2013) va
Hollebeek et al (2014 lai cho rang tac dgng clia
cac phuong %ién truyén théng xa hot ddi vai thueng
higu dang tién trién, nhung thi€u su nhan dién co
hé théng cac thach thitc chinh fién quan dén quan
Iy thuong higu trong méi trudng méi nay. Ngudi
tiéu dung dang 1rd thanh nhiing tac gia quan trong
treng C&c cAu chuyén thuong higu do mang ludi
nang E6ng mdi cla ngudi tiéu dang va thuang hiu
dudc hinh thanh thdng qua céc phudng tién truyén
thong x& héi va chia s& kinh nghiém thuong higu
dé'dang trong cac mang nhu vay. Nghién cuu cla
Labrecque (2013) gé xuat 3 bién quan sat do
lusng Tinh tusng tac cla ngudi tisu ding aGi vé
céc thdng digp truydn théng trén mang x hel, bao
g6m: s lugng ngudi chia sé, s§ lucng ngum binh
1ugn, théi gian tueng tac. Con nghieén ciu clla
Hullebeek et al (2013) (ai do udng Kha nang tiep
cdn clia ngudi tiéu dung anh huong dén truyén
thcmg thuong hiéu clia doanh nghisp 1hnng qua 3
bién: iugt theo ddl, s& Ian truy cap, s6 udng truy
cap. Céc nghién clu nay déu chi ro cac cang ty
cén guan tam d&n céc cau chuyén thuong higu do
ngudi tiéu ding tao ra dé dam bao thanh cong ciia
thuong hiéu trén thy trudng.

Van 1& nghién cliu vé& mai quan hé glﬂa thudng
higu cla doanh nghiép véi ngudi tieu ding trén
mang xa héi nhung Hyejune Park & Youn Kyung
Kim (The role of social network websites in the
consumer-brand relationship, 2015)° cho ring xay
dung va thuc ddy cong déng thuong hiu trén
mang x& hdi nhu Facebook 2 mat trong nhiing
chién luge truyén théng xA hol pho bi&n ma céc
cdng ty st dung dé xay dung mdi quan hé gida
ngudi tiéu ding vdi nhau. Nghién ciu nay thyc
nghiém kidm ching mét luan ci Iy thuyét d& kigm
chiing Tdm nh hudng clia cac khach hang trung
thanh td1 truyén théng thudng hidu ciia doarh
nghigp bao gém: 58 lueng khach hang trung thanh
va 86 Iugng ngudi tao ra thém chia sé cho doanh
nghiép. Trong khi do Akar & Topcu (2011)% Chu &
Kim (2015)**déu 6 chung nhan dinh nhang idi ich
cia trang web mang x& hoi 46t vdi lan toa (huon_g
higu cla cgng déng khach hang cé anh huéng rat
19n dén méi quan hé cla nguéi tiéu ding véi
thudng higu. Cc nghlen cdu nay cling chi 3 cc
hoat dgng Xay dyng céng ddng khach hang dgi
vdi thuang higu cla mot doanh nghiép trén mang
*& hdi by anh hunng bdi 88 lugng ngugi thich trang,
s6 lugng ngudi dang ky va s& lugng ngudi tham
gia danh gid x&p hang trang. Nhiing hoat dong
nay déu c6 anh hudng tich cyc dén nhan thitc clia
khach hang vé dau t méi quan hé do thuong higu
tao ra, mang lai chdt lugng m&i quan hé thiong
higu va sy san I6ng truyén tai nhing I5i hay trén
mang x3 h§i v& thudng hiéu.

Bén canh d6, cac nghisn clu thuc nghiem vé
tac dong cila lruyen thong xa hoi tdi ngual bén,
cac nha bén 1& va ngudi tiéu ding dugc cac tacgwa
nhu Rapp et al (2013)"; Aral &Walker (2011)%
Andzulis et al (2013)" phat trién cac khung khéi
niém va cac k&t qua thyc nghiém cung cap nhung
higu i€t mdi vé nhing tac dong lan truyén cla
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vigc sl dung phuong tién truyén théng xa hoi gua
kénh phén phdi, clng nhu céc ¢d ché énh hudng
xa hoi quan trong dé néng cao hiéu qua hoat dong
bén hang vdi vidc nghién clfu mdl loat cic y&u 1o
anh hudng: Mitc 3¢ lan t6a, Tam dah hudng va
Céng ddng khach hang. Cé 3 yéu t& nay déu phd
hap vdi du dodn va cé ddng gop tich cuc vao higu
sudt thudng higu, higu sudt cla nha ban 1& va long
trung thanh cla ngudi tiéu ding vai nhiing nha
ban 16. Ngodi ra, cac tac gia nhu Agnihotri et al
(2012); Trainor (2012)*%; Choudhury & Harrigan
(2014)* cho ring hidu qua sd dung phudng tién
truyén thdng x3 hai clia doanh nghiép néi chung
@51 vdi cdc hoat dong ban |¢, cung ¢dp dich vy
khéch ham}; chyju suf chi phdi cla cac yéu t§ nhu
Khd nang 1igp can, Mic do lan 16a va Tdm anh
hudng. D€ ddi phé vdi nhilng thay ddi xa hdi va
cong nghé& dang hinh thanh mdi quan hé gida
khéch hang kinh doanh va doanh nghiép, cdn phai
thay ddi cach tiép c4n cla cac doanh nghiép doi
vdi quén Iy quan hé khdch hang (CRM) va phat
trién cdc kha nang mdi tao ra sy dong tai rg cho
khach hang thénég gua tac ddng vao cac yéu t8 c6
tinh chat chi phdi frén (Marshall, 2013)". Hoat
ddng nay sé lam thay d&i cac k&t qua lien quan
dén hidu sudt kinh doanh cla doanh nghiép trén
mang x3 hgi, dic bist & hoat dong ban hang
(Wahyono et al, 2017)*.

3.'Céc tiu chi danh gid tic ddng cla truyén
thang x& hdi a8l vdi hoat dgng kinh doanh tric
tuyén cla céc doanh nghiég

Trén cd s6 nhén dinh khai qual vé& khai niém,
dic digm va 6ng quan c¢ac nghién cliu vé tac
déng cua truyén thong x& hoi ddi vdi hoat dong
kinh doanh truc tuyén clia doanh nghiép nhu trén,
cho phép tac gid k& thira mét cach hé théng cac
fiéu chi dénh gid sau day: .

+ Tinh tuong téc: Tinh tudng tac cila truyén
théng xa hdi cUa doanh nghiép tac ddng t6i cac
khach hang hosic ngudi ding true tuyén dugc do
luBng bdi 86 lugng ngudi thich, binh luan hodc
chia & vé ndi dung déng trén website va thdi gian
fuong tac clia khach hang véi thong digp truyén
théng ciia doanh nghiép.

I[ QUAN TR] KINH p"

- S8 Iigng ngudi thich thé hign sy hai iong,
cam thdy thd vi cha minh véi thang diép truyén
théng xa hoi clia doanh nghiép. Thong diép co s6
{ugng ngudi thich I8n cling s& 1ao hisu dng thu hit
48i vél nhilng ngusdi duing khdc trén mang x& héi.

-~ 86 lugng ngudi binh luén thé hién thong digp
dugc truyén thng cila doanh nghiép co su this hat,
<4 sic hgp dan, khién cho nhiing ngudi dung tryc
tuyén thé hidn quan diém va nhiing phan héi cia
minh vdi théng diép truyén théng. Chi s& nay thd
hign tinh ludng tac sau hon va manh hon so vdi s6
lugng nhiing ngudi thich thong diép. Nhiing binh
luan tich cuc sé gilp doanh nghiép thu duge nhiéu
gia tr Idi ich U cac khach hang tiém nang khac,

- 56 lugng ngudi chia sé |a mét trong nhiing chi
0 quan trang nhat d8 gillp doanh nghiép gia tang
hign dién thuang hiéu v& sdc anh hudng trén
mang xa hoi. Khi mét khdch hang chia sé ndi dung
clia doanh nghiép trén mang xa hdi thi dé 1a mot
d4u higu rang doanh nghiép s& ¢d thém mot ngudi
u § thuong hiéu va mot vai khach hang mdi.

hién, chia sé cling 1& mdt hanh ddng tudng
tac ma moi doanh nghiép déu mong mudn nhung
kho thyc hién hon rat nhigu so vdi viéc hke hay
binh luan trén né1 dung ca ban, Cac ndi dung ca
gia tr, phd hap, bat dingxu hudng, s& ¢6 cd hdi
duac khach hang chia 5& ¢ao han.

- Thdi gian tuong téc, néu nd1 dung ctia thang
diép truyén thong co thé khign khach héng tuong
tac trong thdl gian cang Jau thi thudng hiéu cia
doanh nghigp cang cd thién cdm 6t vé1 khach
hang dé. Mét thang digp cé ngi dung dude ddu tu
chin chu s& c6 thdi gian tudng tac vdi théng digp
thudng hiéu |au hon. Va 6 rang do la mot chi s§
dé ching minh réing chién dich fruyén thang xa héi
dang tac adng va lam gia tang gia tn thuong higu
clia doanh nghiép.

+ Kha nang tiép cén (reach): 13 sG nguéi xem
ndl dung ciia thong digp fruyén thong. Tiéu chi nay
dugc do ludng bang s6 1 truy cap, fugng fruy cap
va lugt theo déi.

- Lugt theo dBi: 1A 6 lugng khach hang hosic
nguéi ding hign hilu dang theo dai cac hoat dong
cla doanh nghiép trén mang xa héi. Day la tiéu

14, R. Agnirotri et al (2012), Bringing *Social” Into Sales: The Impact of SalespeopleS Social Media Use on
Service Behaviors and Value Creation, Journal of Personal Selling & Sales Management, Volume 32, lssue 3,

pages 333 - 348.
15 K. J. Trainor (2012), Relating Social Media

tof AC: ilities-Based

Jousnal of Personal Selling & Sales Managsment, Volume 32, fssue 3, pages 317 - 331.

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

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

18, Wahyono et al (2017), The Impact of Interactions between Retailers and Consumers i Social Media toward

Consumers Layalty and Sales Pe; Review of and E Volume 6,
no. 1, pages 21-32.
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|QUAN TR KINH DOANH |

chi thé hign su tiép can cba mot thang diép do
doanh nghiép tao ra véi nhing theo ddi doanh
nghigp S6 lugng tiép can cua thong diép Idn hon
hoac béing s6 lugt theo d&i ta mét trong nhing chi
{idu quan trong trong thuc hién truyén thang mang
%& héi d6i vo1 bét ky doanh nghiép nao.

- 56 Idn fruy cap: 1a s6 ldn mot ngusi ding truc
tuyen truy ¢ap vao mét trang mang xa hoy ¢6 chita
néi dung théng diép clia doanh nghiép. Biéu nay
chio th&y suc hép ddn clda nél dung théng dléép,
khign ngudi diing tryc tuy€n phéi truy cap nhigu
|An d& xem binh lun, xem luat chia se, xem phan
hdi tif phia doanh nighiép va cac khach hang khac.

- §¢ ludng truy cép dat dign cho s8 lugng
khach hang ma doanh nghiép thu hit duge bang
nhigu tai khodn mang %3 hdi khdc nhau nhu:
Instagram, Twitter, Pinferest va Youtube, cac m&i
quan hé {rén Linkedin va nhing ban be, ngudi
theo ddi clia doanh nghiép trén Facebook. Day 1a
56 ligu vd cung quan trong bdi nd tac ddng dén
chiit ludng cac bai viét clia doanh nghiép. Cac bai
dang clia doanh nghiép céng hap dan thi lugng
fan va ngudi theo do1 cang Ion, doanh nghiép cang
©6 co hoi Idn hdn dé tao sy én dién, lan truyén
trén céc mang xa hoi.

+ Mc 46 Tan téa (Share of voice): mite do lan
téa cia théng diép hodc thuong hiéu cla doanh
nghidp trén mang x& hoi dugc do Iuéng tlf nhilng
nguai duse tigp can hodic tudng ta¢ vdi thong didp.
Phan {dn moi ngudi déu tin tudng vao ban bé hay
gia dinh minh han 14 céc théng diép quang cdo.
Chinh vi vy, ndu ngudi thén quen cla mot ca
nhan dugc tié’p can théng diép chia sé lai mot
théng fin gi do trén mang xa hoéi 1én quan dén
thong digp truyén thdng hodc doanh nghigp, thi
phén 6n nhiing ngudi than quen cua cd nhan nég
s& xem thi thdng tin d8. Tuy nhién véi cung ndi
dung nhu vy, nhing ngudi nay s& khdng mudn
click vao, néu né xudt hién nhu mot quang cao
thdng thudng. Bay chinh 1a yéu t& mang lai sitc
manh cho truy8n théng xa hdi trong kinh doanh
tryc tuyén ctia doanh nghiép. Chi s do ludng milc
4 lan t6a dugc thé hién boi ba chi tieu: S6 lugng
thong digp truyén thang cila doanh nghiép dudc
ngudi ding chia sé&; S& lugng ngudi dang tai cam
xic, suy nght vé thong diép hay thudng hiéu cla
deanh nghiép; S& lugng ngudi gan thé ban bé cila
minh khi duge tigp can vai thdng diép.

- 56 Iuong théng digp truyén thong duge ngudi
ding chia se: Chi iéu ndy do ludng muc dg quan
tam, theo 461 cla ngudi dung trén mang X3 hdi dai
vdi doanh nghiép. Bén canh a4, chi fiéu nay cing
cho bigt thong diép truyén thang clia doanh
nghigp ¢4 hdp dah, cd hiu ich hay khang déi véi
nhiing ngusi ti€p can hay tuong tac.

- 56 ludng ngud ddng tai cam xic, suy nghf vé
théng digp fruyén thdng hay thuong hiéu cla

doanh nghiép: Chi tiéu nay khac sa véi cac binh
Iuan théng thudng vi day 14 cac bai viét dugc ngudi
dung tao ra dé noi vé& doanh nghiép. Vi day 1a
nhing cdm nhan, suy nght cua ngudi ding duge
chinh ngudi ding thé hién trén trang mang xa hoi

cd nhan clia minh nén chi iéu nay dac bigt quan,

trong. Biéu nay doi hdi sy déu tu vé& thdi gian va
chl phi cla ngudi dong, dBng thdi cling ching t3
dugc ngudi ding thyc sy quan t&m va mudn ndi
1én_suy ngh cla minh v& thong diép hay san
pham dich vy cilia doanh nghiep.

- 6 lugng ngusi gan the ban bé ciia minh khi
dudc tiép can thong diep. khac vdi hoat dong chia s&
thong thuding, ngudi tiep can thang disp s& gan thé
clia mot hoic mot s& ¢4 nhan cu thé ma ngudi tigp
cén cho rang ¢4 lién quan hodic nhiing ngudi dude
gan thé dang quan 1am 18l nhing van d& ma thong
digp truyén t4i. Didu nay gidp cic hoat dong va
thuong hiéu doanh nghugp dudc chia sé truc tiép dén
nhting khach hang cy thé va that sif cé nhu céu,

+ T@m anh huang: nhiing nguﬁi néi vé thuong higu
clba doanh nghiép cé lugng ban bé/ngudi theo da
nhu th& ndo, c6 kich thich va gy anh hudng dén
nhiing ngudi khac hay khang. Lugng ngud: tao ra
thém s& chia s& cho ﬂ'\r‘:ng digp truyén thdng cila
doanh nghiép do b anh hudng bdi viec tham gia vae
mang ludi quan hé ca nhan clia khéch hang tung
thanh trén mang xa hoi. Xét dén cudi cung, tat ¢ cic
chign dich truyén thohg mang X3 hai clia mat doanh
nghigp kinh doanh truc tuyén déu nham myc dich thy
hiit thém nhiing khach hang méi, dong thot cham séc
nhiing khéch hang da quan tam t trudc. Bang céch
khai thac mang xa hdi, doanh nghiép dang sif dyng
mang ludi khéch hang hién tai ciia minh 6é taa ra mét
mang |Ugi khach hang tiém ndng khac cdn rdng han
the Tiéu chi tm anh hudng dugc do ludsng bdi hai chl
tidu quan trong do la: Sa lugng khach hang trung
thanh 6 dnh hudng ciia doanh nghiép va s0 lugng
ngudi tgo ra hém chia sé cho thong digp truyén
thong clia doanh nghiép (trude dd nhiing nguoi néy
v&n chuia phai la khach hang clia doanh nghiép).,

- 88 lugng khéch hang trung thanh co anh
hudng cila doanh nghiép: day la s6 ludng khéch
hang trung thanh dusc doanh nghiép tao ra frén
mot trang mang x3 hadi, Nhiing khach hang nag
thudng xuyén h& trg, tham gia blnh lun, chia§
cdc hoat ddng truyén thong ctia doanh nghiép trén
mang xa hdi. Quan frong hon nhiing khach hang
nay ¢6 anh hudng bdi vi ho 6 mang Iudi quan hg
canhén rong frén mang xa hol. .

- §6 lugng ngudi tao ra thém chia 56 ¢ho thong
diép truyén thong clia doanh nghigp: cén phn
biét chi tiéu nay vdi s& lusng khach hang chia s8,

bdi vi trang thuc & s6 luong chia sé cla phan kn |

khach hang khong tac dong tdi sy chia s tigp

theo cira nhing ngudi khéc. Day 14 trusng hop cla |
nhiing ngudi chiu sy tac déng, dnh hudng bdi ‘

&
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nhiing khach hang trung thanh clia doanh nghieg.
Nhiing ngudi nay by kich thich hoac déng thuan, by
dan dat va lam thep khach hang trung thanh cla
daanh nghiép, chéng han khi khéch héng trung
thanh ¢4 @nh hudng chia sé d&h dt nhing dgi
tugng bl anh hudng elng thyc hién st chia sé.
Hoat dong nay tao ra sa lugng chia se tang thém
cho doanh nghiép. Trén ca sd da, nhiing ddi tugng
by dnh hudng ¢& thé Ird thanh nhiing khéch hang
mdi ddy tiém nang cla doanh nghiép.

+ Xdy dung cong déng khach hang. 1y thuyét
Pareto néi rang: 80% doanh thu dén tis 20% khéch
hang than thiét, da do khach hang trung thanh Ia
nguon séng clia bat ouf cong ty nao. Day la tidu chi
rat quan trong c6 anh hudng true tiep t6i vige thu
hut thém cac khach hang mdi va mang lai ngudn
thu 8n dinh cho doanh nghiép. Doanh nghiép xay
dung dude edng d6ng khach hang cang idn chdng
16 doanh nghiép cé duge sy gan két gida thuong
higu véi khach hang cang cao, ¢d 46 hién dién
thuong hidu rdng va khd nang ank hudng manh
mé tdi cac khach hang khac. Thuc t€ da ching
minh, frang néo c6 duge s§ lugng khach hang 18n
5& thu hit va <6 anh hudng manh mé 16i nhiing
ngudi ding khac do xu hudng tam Iy dam dﬁn%vé
su higu ky clla nhiing ngudl ding mang xa héi
Tigu chi nay duge do 1udng chi ydu dua vio s6
IUQn%nguei thich trang va 56 ludng ngudi daing kY.

- S luong ngudi thich trang (like page) cén dudc
phan biét vdi sd ludng ngud thich thong digp truyén
théng trong tigu chi Tinh tudng tée. Trén thyc t&, s§
luigng thich thdng diép theidng nhd hon nhiéu 18n so
vdi s8 lugng ngudi thich trang bai vi vao thai didm
théng diép dudc dang téi s& co nhifu ngudi khéng
thé theo déi (chang han dang ngoai tuyén hozc
khdng chu ¥) rét nhanh sau d6 sy hién thy trén bang

tin va trong thdng bao clla nhiing ngudi ndy s& by troi-

xudng dudi v b chén bdi nhiing thong bao hoc tin
mdi han. Do d6, s& lugng ngudi thich va tuang tie
vdi théng digp thudng s& nhd han nhidu so véi s3
tugng ngudi thich frang. X

~ S8 lugng ngudi dang ky: day Ja nhing ngudi
tf nguy@n dang ky nhan bén tin, thdng diép truyén
théng, dang ky thanh vién hodc tham gia vao céc
sy kign clia doanh nghiép trén trang mang xa hor.
Day la nhiing khach hang thigt thuc luén cé sy
theo d6i sat sao va thyc sy quan tam cdc hoat
déng ciia doanh nghiép. S6 ludng ngudi déng ky
cang 16n ching t0 cac hoat dong cla doanh
nghiép cang dugc nhiéu khach hang tin céy, quan
tam va thong qua do doanrh nghidp xay dung dugc
mot cang ddng khach hang rdng Idn, ving chac,

- 56 lugng nguidi dnh gié (nhan xét) trang: ddy
1a nhifng nguds ty nguyén tén hanh hoat déng
déanh gia trang sau khi da dudc tudng tac, sif dung
dich vy, mua bén giac dich i trang mang x3 hdi
¢tta doanh nghigp. N&u nhing dénh gia mang tinh

[
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tich cye s gidp doanh nghiép thu hit thém khéch
hang mdi va tao sy yén tam tin tudng véi nhin:
khach hang tiém nang khi tién hanh giao dich, sif
dung dich vu clia doanh n?hiép. N&u nhiing danh
gia mang tinh tidu cyjc s8 fam gidm bat su?in cay
¢(ila khach hang véi doanh nghiép, viéc thu hut cac
khéch hang mdi s& khé khan hon va tao ra tdm Iy
nghi ngd khi sl dung sén phdm dich vu hozic giao
d|cr; vdi doanh nghiép,
. M hinh va phuong phd| ign cdu
a. Mé hinh fglv‘n Glglp P o

_ Trén d s hé thdng c4c tiéu chi ddnh tdc déng
cha truyén théng xa héi t6i hoat dong kinh doanh
truc tuy€n clia doanh nghiép, md hinh nghién cliu
$& dudc thé hign nhu sau’

Y= B+ BSTTT + B KNTC + ByMBLT +
By"TAH + B5*CEKH

Trong do:

+ Y: Bién phy thudc thé hién tic dong cia
truyén thdng xa héi tdi hoat dong kinh deanh truc
tuy&n ciia doanh nghiép.

+ TTT Ia tiéu chi tinh tudng tac dudc do ludng
bdi 4 bién quan sat: s8 lugng ngudi thich, s6 lugng
ngudi chia $é, s6 lugng ngudi binh luan, thél gian
tuang tac.

+ KNTC I fiéu chl khé néng ti€p can dudc da
IUdng béi 3 iEn quan sat. lugt theo ddi, s6 Ian truy
c2p, 56 luai !rug cag.

+ MBLT [a tiéu chi mic d6 lan toa dugc do
ludng bdi 3 bién quan sat: s6 ludng thdng digp
truyen théng dudc chia s8, sd lugng nguei dang tai
cAm xdc suy nght vé thang diép truyen théng, s&
lugng ngudi gan thé ban bé khi tip can théng digp
truyen théng.

+ TAH Ia tiéu chi tdm &nh hudng dudc do ludng
b3 2 bién quan sat: s& lugng khach hang trung thanh
¢6 anh hudng clia doanh nghiép, s& lugng ngudi tao
ra thém chia sé cho thang Giép truyén thong.

+ CDKH la tiéu chl xay dung cing dang khéach
hang clia doanh nghidp trén mang xa hai, tigu chi
nay dude do ludng bdi 3 bién quan s&t: s6 lugng
ngudi thich trang, 3§ lugng ngudi déng ky, s&
ludng ngudi danh gl;é Itgar:ég, ® "

+ By, By, Ba, Ba, cac tham s tuong Ung véi
117, KNP N FAn- Cok

+ B: H& s0 danh gid tac dong cla céc yéu t5
khac ngoai moé hinh dén bién phy thudc Y trong
diéu kign cac bién déc fap bang 0...

V@i ‘mé hinh nghién cdu trén, chc gid thuyét
nghién clu dugc phat bigu nhy sau: )

Gid thugé’t H1: Tinh twang tac cla truyén théng
mang x& hdi c6 tdc déng G€n hoat ddng kinh
doanh truc tw{én clia cac doanh nghiép Vigt Nam.

Gia thuyét H2: Kha néng tiép can cla fruyén
thang mang xa héi c6 tac déng den hoat dong kinh
doanh trifc tuyén ¢lia ¢&¢ doanh nghiép Vigt Nam.
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Gid thuy€t #3: Muc 48 lan t6a clia truyén théng
mang xd héi 66 tac déng dén hoat dong Kinh
doanh tryc tuyen clia cac doanh nghlép Viét Nam.

Gid fhuyer H4. Tdm anh huong cla truyén
théng mang x4 hdi ¢¢ tac dong dén hoat dong Kinh
doanh tryc tuyén clia cic doanh nghlep Vigt Nam.

Gid rhuyer HS: Xay dung cbng ddng khdch
hang clia truyén thong mang xa hoi ¢ tac déng
dén heat dong kinh doanh truc tuyén cla cac
doanh nghigp Viét Nam.

b. Phuong phép thu thap va xi ly dd ligu

Sau khi d3 hé théing duge cac ti€u chi do iudng
téc dong cla truyén thdng mang xa hoi i hoat
dbng kinh doanh truc tuyen cla cac doanh nghiép,
46 khao sat thdng tin vé thuc trang téc dﬁng toi
cac doanh nghiép trén pham vi rong, tac gia xay
dung phiéu khao sat vdi cac cau hoi dang thang
do Likert véi 5 mic do tdc dong danh cho cdc
doanh nghiép kinh doanh tryc tuyén tai Viét Nam.
Trong d3, mic 1 - Kém; mic 2 - Y&u; mic 3 -
Trung Blnh mic 4 - Knd; midc 5 - ot

Cac budcdmuakhmsad’éduocnm hanh nhu sau;

+ M6 ta mau nghién ciu. viéc 18y mau cho phu
hop trong phén tich y&u {0 va phan tich héi quy cé
nhi€u quan diém khac nhau. Theo nghign clu cla
Hair va cong sy (1998) néu quan diém vé kich
thudc mal st dung cho cac phan tich tuong quan
va héi quy du kién 16i thisu 1a gap & tdn 10ng 56
bién quan sat. Mot nghién clv khic cla B.
Tabachnick &L. Fidell(1996) lai cho rang c& mau
161 thidu can dat dugc tinh theo cdng thic 1a (50 +
8s6 bien déc [ép) Nghlen ciu cda Roger (2006)
cho thay 8 mau {61 thidu ap dung dugc trong cac
nghién cuu dinn luang |4 tif 100 dén 150.

V6i s bign doc lap ca mé hinh nghién clu la
5, b\en quan sat §a 15 bién, nghién cuu du kién \ay
mau tuong duaong ta 100 d&n 150. Tuy nhién dé de
phong cac phiéu tra 18 khao sat khong hdp l& va
ty e fra i6i qua emaul thap, nghién clu du kidn Iay
mal gdm 200 doanh nghiép.

+ Thigt k€ phiéu disu tra, tién hanh diéu tra
kido sét véi 200 doanh nghlép kinh doanh true
tuyen dien hinh tai Viét Nam. D61 tugng trd I8 cac
phneu digu lra Ja cac trudng, pha phong marketing
v& kinh doanh clia deanh nghiép. Thai gian tién
hanh. tir thang 1 dén thang 4/2017. S6 phleu phaﬁ
ra 200 phiéu. Hinh thic khao sat _gui email va
khdo sét tryc ti€p tai don vi. SE phigu_thu vé 126
phicu (chiém 67,5%), trong do6 chi sit dung 124
phi€y ¢he muc dich nghién clu.

+Tdng hop théng tin thu dudc tif cae phigu diéu
tra, phéan lcai va sang loc phleu didu tra dé si
dyng cho mug dich nghién ctfu Su‘ dung cac phan
mém thang k& Excel va SPSS d& lurlg hdp théng
tin, di liéu va théng ké cac chi tiéu can thit, phan
tich (héng tin c6 duge dé rat ra céc két luan va tra
161 céc cau hor nghién cdu, Thoi glan thyc hien tr

khoa hoe

théng 4/2017 dén (hang 612017,

V@i 124 bang céu hoi thu thap dude, sau Xhi
nhép céc di lieu vao phdn mém SPSS dé xii Iy
két qua phan logi cac tiéu chi cu the dudc tém
nhy sau: v& gidi tinh, ¥ 16 nam (62,1%], ty 1& n
(37.9%); v€ nhom tudi, d6i tugng tham gia pl ho
van phan |G dudi 35 tusi (chi¢m 89,35%), can g
{35 dén dudi 45 tuél khang ¢4 @81 tugng phorn
van ndo trén 45 tudi; vé kinh nghi¢m cong tac
27,42% d6i tugng phong van ca thdi gian cdng
Judi & nam, da s co 1hai gian cong tac t 5-16}
nam véi ty 1& 54,84%, con [ai o kinh nghigm cbag!
tac trén 10 nam chiém 17,74%; vé trinh d6 ho

trinh 4% dai hoc véi ty le 71 \78%, con lai ¢b gk
dg cao dang VoI 17 18 8,06%. K&t qua duge mo %
trong bang 1 nhu sau:
6. K8t qua nghién cliu B
a. Kigm dinh sy tin cdy ciia céc biéh h-ongma
hinh nghién ciu

Bang 1: K&t qué phan loai mal nghién ciu «

Tigu chi Ténsudt | Tyl | T7le iy ke 'Z%
Gidigak JR
- Nam 77 62,1 6211, '
- Nit 47 379 100
Nisbm wudi L
- Tir25 dén 35 8] 69,35 6535
- Tir 35 dén 45 38 30,65 @{
Tida4s ) 3 100
Kind nghifm céng e i
- Duds $ nim M| N4 2142 '
TY5dén10nim _ | 68] 5484 26|
- Trén 19 nim 2] nm w
Trinh d¢ hgc vén !
- Teén Dyt hoo 25| 016 20,16,

- Baihoe 89] 7178 9194
- Cao din; 10 #.06 100
-Khic [ ° 1%

Két qua kim dinh thang do céc yéu t& béng he
s6 Cronbach Alpha cho thdy: Cac yéu 15 “Tink
{ugng tac”, “Kha nang tiép can" "Muc @6 lan t9al
"Tam anh hucng va "Xay ding cong déng Khdeh]
hing” déu co Cronbach's Alpha nhom tif 0. 858
d&n 0.893 déu 19n hon 0,6; cac hé s6 tuong guan
bign tdng clia céc bién quan sat trong mét yau [
déu lén_hon 0,3. K&t ludn 15t ca cac bign trong
nhom déu dat 6 tin cay va pho hgp.
b. Phdn tich kham 1phd you

uts o
Sau khi dat yéu cdu vé kiém tra do tin cé_y
bign quan sét dudc dua vao phan tich yéu 6. K&t
qua phan tich fir di [idu nghién cdu cho thdy hé 56 :
KMO khd cao (0.848> 0.5), kidm dinh Bartleft ¢t
p-value = 0.00 < 0.05, vdi {ong phttdng sai ding :

1y thuidng mal
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Bang 2: K&t qud kidm dinh su tin cay

|QUAN TRI KINH DOANH

tudng quan gilia c4c bién trong mé hinh béing viée
sUrdung hé 58 Psarsons Correlation € lugng hoa

HpusComacia | Heathong | 6h | mifc dO chat ché cda mé) lién hé gitda céc bign déc
e 0 |ap véi bién phy thudc. K&t qua cha thay bign phu
thuge 6 tudng quan véi hau hét céc bién nghién
clu khéc va co hé s6 tuang quan déu dat mic ¥
nghta théng ké t 0.791 dén 0.872 (béng 4).
) Qua s [i2U phan tich & bang trén, két qua kiém
dinh cho thdy c6 mai tudng guan khd chat ché
glda higu qua hoat dang kinh doanh trifc tuysn
P} cha doanh nghiép Viét Nam véi cac véu 18 tac
:;— ddng clia truyen thong xa hdi thé hién & cde hé 56
5557 tuong quan déu > 0.6. Bua 6 y&u td trén vao chay
&t ] héi quy nhim danh gig mlc dé phi hop cla mé
s hinh hdi quy boi bng phuong phap Enter. Gia try
[ Trerom B85 —|clia méi yéu 6 duge dmg dé chay hdi quy 13 gia
o 21— tn trung binh cla cac bign quan s&t thude yéu 16
[ Ten s d6. K&t qua héi quy cho théy mic dé pha hgp cia
d€ gidi thich céc y&u 15 14 80.457% (> 50%) Béng 4' Ma trén tuong quan gida cac bién
nén thoa diéu kién cda phan tich khdm pha - - 9 quan g
yéu 16. Cac hé s8 ti y8u t6 (Factor loading) wngih | it | 777 | wore | wour | vae | conn | v
d8u 16n hon 0.5, hé &3 Eigenvalue dai dign
cho lugng bién thién dugc giai thich déu > 1. - i
Nhu vay, két qua phan tich céc y&u 15 tac
dong déh 1§ chite, hoat ddng cla hg thong
thong tin KTQT &4 rit trich dugc 5 yéu 16 vdi
15 bién quan sat.

Bang 3° Két qué phan tich kham pha
Y6 18 cde bién doc lap

md hinh vdi dif liéu nghién ciiu voi hé s& R? digu
chinh = 0.852 véi muc ¥ nghta 0.05. Biéu dé cho

st | ——— thdy 5 bién doc lap da gidi thich dudc 85,.2% sy
07} e thay d8i clia bién phu thudc (bang 5).
T o Bang 5: Bénh gig mdc 98 phi hop cia mé hinh
s [ =
KNTC2 25
S6R | HesSRE | Ha o Rinig [22 55 HE 56 Qurbin-
WOLLS [ 1 T 4503 | 2057
v a1 s Pradicios {Comstant), TTT. KNG, MOLT, T8, CORH
;‘:t," : a5 T Lt 0ependent vanabie ¥ (HOKDTT)
i LN M K&t qué phan tich héi quy vé 5 y&u 1 tac dong
Lo = clia truyn thong xa héi dén higu qua hoat déng
CKH3 705 kinh doanh tryc tuy&n clia doanh nghigp Viét Nam
[ Exgenvaive 7160 | 5306 | 5130 | sams [ 4127 nhu sau;
7 - Biing 6 K8t qud phan tich hoi quy
Tolal Vamance | 20457
Explanad m '
m;ué“ H i achusn s Thing K d cing uyiin
o hinh 1| =
¢. Phan tich h&i quy vA kism dinh gia o o |, omp G
thuyst nghigncidu L cintsn | sm(ar)
Sau khi phan tich y&u t& khdm pha, sé ' ey i =
hyc hign kiém dinh cac gi& thuyet duge dua Tir 73 25
ra théng qua kiém dinh tudng quan va hai quy 2] T tan]
61 Truge khi kiém dinft md hinh nghién cdu o s = pira)
ofing phan tich hGi quy bdl, $& xem X8t MGl [ g e viekr
ko hoe -
vy thuieng mal 5
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K&t qua phan tich 8 bang 2.7 cho thay ca 5 yéu
15 tac dang cla truy8n thdng xa héi déu co muc y
nghia sig. < 0.05 nén déu ¢o ¥ nghia thdng ké va
do d6 cac gia thuyst nghién clu H1, H2, H3, H4,
HS5 déu dugc chap nhan véi dd tin cdy 95%. He s&
phong dai phuong sai {Variance inflation factor -
VIF) @8u> 1 nén co the két lugn 13 khang cé hign
1ugng da cgng tuyéh gilla 5 ysu S nay.

Phuong trinh hdi quy tuyén tinh bdi thé hign
méi quan hé gida 5 y&u 1§ tac dong cla truyén
thang xa hdl t6i hiéu qud heat déng kinh doanh
truc tuyén cla doanh nghiép Vigt Nam duge xay
dung nhu sau;

Y = -0,381 + 0653TTT + 0717KNTC +
0,724MDLT + 0,745TAH + 0,731CDKH

6. K&t luén

Qua nghién ctu & frén cho thay ¢d 5 y&u 16 ciia
truyén théng xa hoi tac dong dén hoat dang kinh
daanh truc tuy&n clia cac doanh nghiép Vigt Nam, ca
5 y&u t8 déu co mic sig. <0.05 do do cd ¥ nghla
théng k& va cac gia thuydt tu H1 dén H5 duge chdp
nhan. Ca 5 y&u 16 déu co hé s6 3> 0 chuing to c6 mdi
quan he ty 18 thuan véi hiéu qué hoat dong kinh
doarh trfc tuy8n cla cac doanh nghigp Viét Nam.
Trong dé: hé s6 B = 0,381 mang gia i am dai dign
cho cac y&u t8 khég clia truy8n thong xa g0 mo
hinh ¢6 Anh hudng nguge chidu dén hidu qua hoat
déng kinh doanh tric tuyén cla doanh nghigp.
Chang han nhu: gia ¢& hay chi phi clia cac hoat déng
quang cao rén mang xa hdi dang gia tang nhanh
chong, co ché that chit va ki€m soat chat ché hon
cac ndi dung truyén thong clia cAc mang xa hdi, tap
quén théi quen ctia ngudi ding Viet Nam... Tt ca cac
yéu 16 nay déu ¢b anh hudng nguoc chidu dén hi¢u
qua kinh doanh truc tuy&n clia doanh nghigp. Vi vay,
hang s6 P dai dién cho cac yéu 5 ndy s& mang gid
tr; am; y8u t6 TTT (B, = 0,653) c6 anh hudng nhd
nhat va y8u 16 TAH (3, = 0,745) ¢6 anh hudng I6n
nhat dén hoat déng kinh doanh truc tuyén clia doanh
nghigp. Cac gid tr] 1t By d&n Bs khéng cd su chénh
Iéch dang ké vé mat gié tri fa do tdm quan trong cla
cac y8u 16 trang mé hinh kha fuong ddng va deu co
tac déng kha manh, déng déu dén higu qua hoat
ddng kinh doanh truc tuyén cla doanh nghigp. K&t
qua hdl quy cho thay khi cac y&u 16 khéc khdng thay
d3i, néu tang I18n IUgt cac y8u t&: TTT, KNTC, MDLT,
TAH, CDKH 1én mét don v| thi Y (higu qua hoat dong
kinh doanh truc tuyén clia doanh nghiép) tang 1&n 13n
lucl 14 0,653 don vi; 0,717 dan vi; 0,724 don vi; 0,745
don viva 0,731 don vi.

Nhu vay, két qua phén tich hdl quy cho thay cach
thifc rét rd'rang d€ cac doanh nghiép Viét Nam dat
dugc hiéu qua hoat dang kinh doanh truc tuyén theo
Céc muc tiu da dat ra bang cach tac dong vao cac
y&u {6 phii hdp frong mé hinh nghién clu. 4
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Summary

The fast and strang development of social net-
works has impacted on and changed the behavior
and habits of many online users. Accerding fo reports
by Fomester Research, the number of Facebook
users only exceeds 2 billian. Users of sacial networks
in general often have the habits of leaming, dis-
cussing and sharing experience with each other. With
the considerable popularity of sociai networks, many
organizations and enterprises in most countries in the
woild, Vietnam included, have applied social commu-
nications in their business activiies, especially online
husiness, to make use of spill-over effects, develep
brands, create communication channefs between
enterprises and CoNSUMETS Or provide Custemer serv-
ices, etc. However, so far in Vietnam there has notyat
been a study with scientific and accurate evaluation of
the impacts of social communications on onfing bust-
ness activities of enterprises. This has resulted in the
asynchronous and ineffective application of socia
networks i many Vietnam e-commerce enterpnses
while the costs of social communications are tending
fo rise. In this paper, the author establishes criteria to
evaluate the impacts of social communications,
analyses the situation, presents the regression modet
to evaluate the impacts so that Vietnam enterprises
can make fimely and proper adjustment to make ful
use of social networks in their business.
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