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Toém tat:

Sw phdt trién manh cua vi dién tir da thiic day cac doanh nghiép dp dung tro choi héa nham gia
ting twong tdc ciia nguoi ding. Trong boi canh dé, nghién ciru nay phan tich co ché tac déng cia
tré choi héa dén dong tao gid tri ciia nguwoi ding vi dién tir Momo. Dit liéu tir 456 nguwoi ding
dwoe xir 1y bang SmartPLS 4.1.1.2, cho thay tro choi héa anh hiong tich cwc dén dong tao gid
tri thong qua trai nghzem cia nguoi ding va long trung thanh thwong hiéu. Niém tin thiwong hiéu
la yéu to diéu tiét, lam tang siec anh hu"ong cua trai nghiém lén long trung thanh. Nghién cuu
mao réng mé hinh S-O-R, dong thoi ciing co Iy thuyét logic trong dich vu khi khdng dinh vai tro
dong tac nhan ciia ngieoi ding trong qua trinh tqo gid tri. Két qua goi y doanh nghiép can xem
tré choi héa nhw mot chién lwoc trdi nghiém két hop bao mdt va phdan tich di liéu nham néing
cao long trung thanh thwong hiéu va thic ddy dong tao gid tri ciia ngieoi dung trong vi dién tit.
Tir khoa: Niém tin thuong hiéu, trai nghiém, tro choi hoa, 10ng trung thanh, dong tao gié tri.
Ma JEL: M30, M31, M39.

How gamification drives users’ value co-creation in the Momo E-Wallet: An extended
S-O-R model with brand trust moderation

Abstract:

The rapid growth of e-wallets has encouraged enterprises to adopt gamification as a strategy to
enhance user participation. In this context, this study examines the mechanism through which
gamification influences value co-creation among MoMo e-wallet users. Data collected from 456
users were analyzed using SmartPLS, revealing that gamification positively affects value co-
creation through user experience and brand loyalty. Brand trust functions as a moderating factor,
strengthens the impact of user experience on brand loyalty. The study extends the S-O-R model
and reinforces Service-Dominant Logic by confirming the role of users as co-acting partners
in the value creation process. The findings suggest that firms should view gamification as an
experiential strategy integrated with security and data analytics to enhance brand loyalty and
foster value co-creation among e-wallet users.

Keywords: Brand trust, experience, gamification, loyalty, value co-creation.

JEL codes: M30, M31, M39.
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1. Giéi thiéu

Vi dién tir phat trién manh mé trd thanh mot kénh thanh toan chu dao, chiém 50% giao dich thuong mai
dién tir va 30% giao dich tai cira hang, tuong tmg 14.000 ty USD gia tri giao dich trén toan cau vao nim
2023 (Precedence Research, 2024). S6 nguoi dung vi dién tir toan cau du kién vuot 5,2 ty ngudi vao nim
2026.

Tai Viét Nam, sy tang trudng nhanh cia vi dién ti dugce thuc déy boi co cau dan sb tré, ty 1¢ st dung dién
thoai théng minh cao va cac chinh sach ctia Chinh phi. Dén cudi nam 2024, ca nudc ¢ khoang 50 triéu vi
dién tu hoat dong. MoMo la vi dién tr dan dau voi 63% thi truong va dang mo rong tur thanh toan co ban
sang tiét kiém, dau tu, bao hiém nham xay dung hé sinh thai tai chinh toan dién (Minh Ngoc, 2025). Trong
moi trudng canh tranh gay git, vi dién tir MoMo d tién phong timg dung tro choi hoa. Céc chién dich nhu
“Thanh phé MoMo”, “Vong quay Deal luyén” hay “Hoc vién MoMo”, thu hut hang triéu luot tham gia va
thac déy muc dd tuong tac sdu cia ngudi dung véi hé sinh thai dich vu. Tro choi hoa dugc hiéu 1a viéc tich
hop céc co ché va yéu t6 trd choi vao nhitng bdi canh phi tro choi, qua d6 giup khoi goi hing thu, sang tao
va cam xuc tich cuc cua nguoi dung (De Canio & cdng su, 2021). Thuc tién cho th:?iy, tro choi hoa tang kha
nang tiép can va tuong tac véi nguoi ding, khuyén khich sy tham gia sau hon va chi dong hon cua ngudi
dung vao hé sinh thai vi dién tr.

Pong tao gia tri dugc hiéu 1a sy chit dong hop tac voi doanh nghiép thong qua viée chia sé thong tin, phan
hoi dé xuét giai phap hodc tham gia vao cac hoat dong gitip hoan thién dich vu (Pourjahanshahi & cong su,
2023). Niém tin thwong hiéu 1a mtrc d6 ma ngudi tiéu dung cam thay yén tdm va tin tuong rang thuong hiéu
s& thye hién diing nhimg gi ho hira va mang lai gia tri nhu ky vong (Chaudhuri & Holbrook, 2001). Céc yéu
t6 ndy ngdy cang trd nén quan trong trong vi dién tir, noi trai nghiém va su tin tuong quyét dinh kha ning
duy tri va mé rong hanh vi cua nguoi dung.

Cac nghién ctru hién tai vé tro choi hoa trong thanh toan dién tir cho thay tro choi hoa c6 thé gia ting su
gan két, kéo dai thoi gian twong tic va cung cb trai nghiém cta nguoi dung (Raza & cong su, 2024; Zhang
& cong su, 2023; Akhtar & cong su, 2024; Cao Quéc Viét & Vii Thi Héng An, 2023). Tuy nhién, cac nghién
cuu tap trung vao dong luc hanh vi, thai d hodc ¥ dinh str dung, chua 1y giai co ché thong qua do tro choi
hoa dan t6i dong tao gia tri, dic biét trong vi dién tir (Tabaeeian & cong su, 2024). Phan 16n nghién ctiru danh
gi4 cac yéu t6 trd choi don 16 nhu bang xép hang, canh tranh hay diém thuéng, ma chwa do luong muc do
tuong tac thuc té ciia nguoi dung voi hé thong dugce tro choi héa (Hoang Trong Truong & Nguyén Trung
Luong, 2024). Dic biét 1a tai Viét Nam, hau nhu chua c6 nghién ctru nao kiém dinh co ché trd choi hoa
thiic day dong tao gia tri trong boi canh vi dién tir, noi niém tin va an toan thong tin dong vai tro quyét dinh.

Do d6, nghién ctru nay tap trung phan tich co ché tic dong cia tro choi hoa dén ddng tao gié tri ciia nguoi
dung, dong thoi xem xét vai trod trung gian cua trai nghiém va 1ong trung thanh, cting véi vai tro diéu tiét cua
niém tin thuong hiéu. Bang cach két hop 1y thuyét logic trong dich vu (Service Dominant Logic - SDL) va
md hinh Kich thich - Trang thai ni tai - Phan tng (Stimulus-Organism-Response S-O-R), nghién ctru nham
giai thich rd cach tro choi hoa duoc chuyén héa thanh cac phan ung tam 1y, hanh vi tich cuc ciia ngudi ding
vi dién tu.

Bai viét gdbm s4u phan: (1) Gi6i thidu vin dé nghién ciru; (2) Co so 1y thuyét va moé hinh dé xuét; (3)
Phuong phap nghién ctru; (4) Két qua, (5) Thao luan; (6) Han ché va huéng nghién ciru tiép theo.

2. Co s& Iy thuyét

2.1. Vi dién tir

Theo Hamzah & cong su (2023), vi dién tir dwoc phat trién dudi dang tmg dung phan mém cai dit trén cac
thiét bi di dong, may tinh bang, may tinh xach tay hodc hé thong théng minh trong xe hoi, cho phép ngudi
dung thanh toan, mua sdm hodc chuyén tién & ca khoang cach gan va xa. Nguoi ding co thé lién két vi voi tai
khoan ngan hang hodc nap tién truc tiép qua thé tin dung va cac kénh truc tuyén khac dé giao dich (Chawla
& Joshi, 2019). Theo Nghi dinh 80/2016/ND-CP, vi dién tur la tai khoan dién tir dinh danh do td chirc trung
gian thanh toan phat hanh, duoc bao chimg bang s tién ky quy tai ngan hang theo ty 18 1:1, dam bao an toan
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va niém tin cho nguoi sir dung (Chinh phii Viét Nam, 2016).

2.2. Ly thuyét SDL va S-O-R

SDL cho rang gia tri dugc tao ra thong qua qua trinh twong tac va hop tac giita doanh nghiép véi khach
hang dua trén sy tich hop ngudn lyc ctia hai bén (Vargo & Lusch, 2016). Khach hang tré thanh dong tac nhan
trong viéc trai nghiém, thiét ké, chia sé thong tin va déng gdp vao qua trinh van hanh dich vu. SDL nhén
manh ban chét ctia gié tri trong qua trinh str dung va dong tao gia tri, phi hop véi dich vu vi dién tir, noi su
tham gia chi dong cua nguoi ding quyét dinh mirc do tao gia tri.

Mo hinh S-O-R cuia Mehrabian & Russell (1974) mé ta hanh vi nguoi dung theo chudi tic dong tir bén
ngoai din dén nhan thirc, tim 1y bén trong va phan hoi hanh vi. Trong nghién ciru nay, tro choi hoa 1a kich
thich; trai nghiém cua ngudi dung phan 4nh trang thai bén trong; 10ng trung thanh thuong hiéu va dng tao
gid tri cia nguoi dung 1a két qua phan hoi. Bén canh d6, niém tin thuong hiéu 1a yéu té didu tiét trong giai
doan hinh thanh va ctng c¢b phan tng cia ngudi dung. Qua d6, mé rong cach tiép can S-O-R, cho thdy niém
tin thwong hiéu c6 kha nang diéu chinh mtrc d6 chuyén hoa trai nghiém thanh 1ong trung thanh tir d6 anh
huong dén dong tao gia tri cia nguoi dung trong vi dién tir ¢6 trién khai tro choi hoa.

Nhu vdy, SDL cung cip nén tang dé hiéu rd ban chat tuong tac, sy chu dong ciia nguoi dung va co ché
ddng tao gia tri, nhung mang tinh dinh hudng va chua mo ta cau tric dién giai tic dong. Nguoc lai, mé hinh
S-O-R dua ra cau tric tuyén tinh gitip kiém dinh thuc nghiém tic dong cta trd choi hoa 1én trai nghiém,
10ng trung thanh va dong tao gia tri. Tuy nhién cac nghién ctru trude ddy s dung S-O-R chu yéu xem hanh
vi nhu phan g ma it xem xét dén vai tro hop tic va dong tao gid tri ctia nguoi ding nhat 1a dudi tic dong
clia tro choi hoa. Su két hop hai 1y thuyét di bo sung han ché cua nhau gitip tao nén mot khudn khd nghién
cliu c6 chidu sau va cdu tric.

2.3. Gid thuyét nghién citu va mé hinh dé xudt

Trai nghiém ctia nguoi dung phan anh sy cam nhén va danh gia cta ho trong qua trinh tuong tac vdi dich
vu (Raza & cong sur, 2024). Tro choi hoa ndi 1én nhu mot cong cu hidu qua gip nang cao trai nghiém, thic
day sy tham gia va gia ting gia tri cam nhan (Mominzada & cong sy, 2022). Cac yéu t6 diém thuong, xép
hang va phan qua trong tro choi c6 thé ting cudng dong luc va muc do gin bo cua khach hang (Helmefalk
& Marcusson, 2019). Trong linh vurc thanh toan dién tir, tro choi hoa duge xem 1a giai phap tiém ning gitp
gia tang gia tri trai nghiém ctia ngudi dung va duy tri twong tac 1au dai (Ciunova-Shuleska & cong su, 2022).
Do d6 gia thuyét dat ra:

HI: Tro choi héa cé anh huong tich cuc dén trdi nghiém cia nguoi ding trong vi dién tir.

Long trung thanh thuong hiéu dugc hiéu 1a sy cam két mua lai hodc vu tién mot san phém trong tuong
lai, thé hién qua viéc mua 1ap lai va gidi thiéu tich cuc cho nguoi khac (Mominzada & cong su, 2022). Khi
ngudi ding c6 trai nghiém tich cuc, ho thudng gia ting su gin bé va giam xu hudng chuyén sang thuong
hiéu thay thé (Bae & Kim, 2023). Cac nghién ctru trudc ciing khang dinh trai nghiém ctia ngudi ding ¢
thé nudi dudng long trung thanh thong qua dam mé, két ndi cam xuc va dong nhét ban than voi thuong hiéu
(Mostafa & Kasamani, 2020). Do d6, nghién ctu gia dinh:

H2: Trdi nghiém ciia ngudi diing cé danh hwéng tich cwc dén long trung thanh thwong hiéu.

Céc tuong tac chit luong cao gitip ngudi ding va doanh nghiép cung trao doi kién thirc, tich hop ngudn
lyc va tao ra gia tri 16n hon cho cé hai bén (Hughes & cdng sy, 2016). Nobre & Ferreira (2017) cho ré'lng trai
nghiém ctia ngudi dung thiuc ddy dong luc tham gia vao cac hoat dong dong tao gid tri ctia ho. Gia tri trai
nghiém khuyén khich chia sé¢ kién thtrc va thong tin (Weretecki & cong s, 2021). Ngoai ra, Liu & Meng
(2024) va Samsa & Yiice (2022) chung minh gid tri cdm nhan va chét lugng trai nghiém tac dong tich cuc
dén hanh vi tham gia va hanh vi céng dan ctia ngudi dung, day 1a nhitng yéu t cdt 16i cua ddng tao gia tri.

H3: Trai nghiém ciia ngudi ding c6 anh hwéng tich cwce dén dong tao gid tri.

Theo Keller (1993) 1ong trung thanh thuong hiéu khong chi thé hién qua hanh vi st dung lap lai, ma con
bao ham cam xc tich cyc va sy gan bo lau dai ciia nguoi ding voi thwong hiéu. Nguoi dung trung thanh
thuong duy tri hanh vi sir dung lap lai, gioi thiéu va thé hién cam két vuot ra ngoai giao dich don thuan
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(Sahin & cong su, 2011). Nghién ctru ctia Albuquerque & Ferreira (2022) khing dinh long trung thanh
thuong hiéu 14 yéu té quan trong anh huong dén hanh vi dong tao gia tri. Theo Yi & Gong (2013) cac hanh
vi nhu phan hdi, hd trg, bénh vuc hay khoan dung thé hién vai trd chii dong cua ngudi dung trong viée tao
ra gia tri chung va dugc thuc déy manh mé khi ho trung thanh véi thuong higu.

H4: Long trung thanh thwong hiéu c6 anh hwong tich cuc dén dong tao gid tri ciia nguoi ding.

Niém tin thuong hiéu 1a yéu t6 quan trong trong viéc hinh thanh va duy tri méi quan hé giita nguoi ding
va thwong hiéu (Chaudhuri & Holbrook, 2001). Khi nguoi ding cam nhén thuong hiéu dng tin ciy va nhit
quan trong viéc cung cap gid tri, ho s& giam bdt rii ro cam nhén trong qua trinh ra quyét dinh (Wang, 2002).
Niém tin thuong hiéu dugc hinh thanh thong qua trai nghiém tich cyc va on dinh (Bae & Kim, 2023), giup
didu chinh mbi quan hé giita trai nghiém cta ngudi dung va cac phan tng cam xuc tich cuc ddi voi thuong
hi€u nhu long trung thanh. Khi nguoi dung cé nhiing trai nghiém dich vu tich cuc, dé chju va dang nho, ho
s& phat trién murc do tin tuong va gin bo cam xiic sdu sic hon véi thwong hiéu (Bairrada & cong su, 2018).

HS5: Niém tin thirong hiéu c6 vai tro diéu tiét tich cuc anh hieong trdi nghiém cia ngwoi ding dén long
trung thanh thuwong hiéu.

Hinh 1. Mé hinh nghién ciru dé xuit

Kich thich (S) - Chii thé (0) - Phan héi (R)
Niém tin thuong hiéu (BT)
Long trung thanh
HI (+) H5(+) thuong hiéu (LO)
Trai nghiém | H2 ()
. S1 . > C H4 (+)
Tro choi héa (GA) cua nguoi dung (UE) v
]
H3 (+) Pdng tao gia trj
B cua ngudi dung (VC)
Ly thuyet logic trong dich vu SDL

3. Phwong phap nghién ciru

3.1. Thang do

Céc thang do dugc ké thira tir cac nghién ctru trudc, tro choi hoa (Akhtar & cong sy, 2024), trai nghiém
ctia nguoi dung (Trivedi, 2019), 1ong trung thanh thuong hiéu (Sarkar & cong su, 2019), niém tin thwong
hiéu (Molinillo & cong su, 2017) va dong tao gia tri (Iglesias & cong su, 2020). Quy trinh dich ngugc duge
thuc hién nham dam bao tinh twong dwong ngit nghia.

Thang 03/2025 nhém tac gia tién hanh phong van chuyén gia 1a hai giang vién marketing va mot chuyén
gia 1am viéc tai vi dién tt MoMo nham danh gia muc do phu hop vé ndi dung, ngdn ngir va tinh rd rang cua
cac muyc hoi trong bdi canh Viét Nam. Dya trén gop ¥, mot s6 cau chir duge diéu chinh dé hiéu hon, thir tyr
cac muc hoi dugce sap xép lai dé giam cang thang cho nguoi tra 16i. Cac bién quan sat dugce do bang thang
do Likert 5 mtrc d6 v6i 1 1a “Hoan toan khong dong y” dén 5 1a “Hoan toan dong y”.

3.2. Phwong phap thu thdp dir liéu va phdn tich

Nghién ctru so b voi 100 bang tra 161 hop 1€ dugce tién hanh nhdm kiém dinh do tin cay va gia tri clia
thang do. Két qua cho thay céc chi sb Cronbach’s Alpha, CR va AVE déu nam trong ngudng khuyén nghi
ctia Hair & cong su (2021). Do d6 khong c6 bién quan sat nao bi loai va bd thang do dugc sir dung cho khao
sat chinh thuec.

C& mau tdi thiéu cho nghién ciru chinh dugc xac dinh theo Soper (2024) thong qua cong cu tryc tuyén tai
https://www.danielsoper.com/statcalc/calculator.aspx?id=89. Vi d¢ tin cdy 95%, murc ¥ nghia 0,05 va kich
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thudc hidu tmg trung binh 0,3, két qua cho thay téi thiéu 223 mau 1a phu hop.

Dbi tuong khao sat 1a ngudi dung vi dién t MoMo tir 18 tudi trd 1én, 6 trai nghiém cac tinh ning duoc
trd choi hoa trong vong 6 thang gan nhét. Bang hoi dugc xay dung trén Google Forms, thiét ké voi ché do
bét budc tra 16 va ciu hoi sang loc dé loai trir cac ddi twong khong phu hop. Dit lidu duoc thu thap trong
thang 04/2025 bang phuong phap qua cau tuyét thong qua cc kénh ca nhan (Zalo, Facebook) va co cam két
vé tinh 4n danh va bao mét thong tin.

Tong cong thu duge 520 bang hoi. Sau khi loai bo cac phan hoi ¢6 dau hiéu thiéu tap trung nhu lya chon
cung mdt muc diém cho cac muc hoi, hodc xuét hién mé hinh tra 1o 1ap lai bét thuong; con lai 456 bang hop
1¢ dugc dua vao phan tich. Kich thudc mau nay dap tmg yéu cau tdi thiéu vé do tin cay thong ké va phi hop
v6i goi ¥ vé ¢& mau trong PLS-SEM. Dit liéu dugc xir Iy bang SmartPLS 4.1.1.2 thong qua mé hinh phwong
trinh c4u trac PLS-SEM nham kiém dinh mé hinh nghién ciru va céc gia thuyét dé xuat.

4. Két qua nghién ctru

4.1. Pic diém méu nghién civu

Bang 1. Pic diém miu nghién ciru

Tiéu chi Pic trung S6 lwgng Phin trim %
Gidi tinh N 259 56,80
Nam 178 4320
Do tudi Tir 18 - dudi 25 tudi 181 39,69
Tlr 25 - dudi 35 tudi 148 32,46
Tir 35 - dudi 45 tudi 109 23,90
Trén 45 tudi 18 3,95
Thu nhap Duéi 10 triéu 70 15,35
Tu 10 - dudi 20 triéu 216 47,37
Tt 20 - dudi 30 triéu 134 29,39
Trén 30 triéu 36 7,89
Thoi gian st dung Dudi 6 thang 42 9,21
vi T 6 - dudi 1 nam 61 13,38
Tu 1 - dudi 2 nam 65 14,25
Tu 2 - dudi 3 nam 102 22,37
Trén 3 nam 186 40,79

Nguon: Két qua phan tich ciia nhom téc gia.

Bang 2. Két qua dd tin ciy va hdi tu

Hé s0 tai Cronbach's alpha CR AVE
BT1 0,787 0,753 0,859 0,669
BT2 0,839
_BT3 0,828 S
UE 1 0,888 0,727 0,847 0,649
UE 2 0,782
GAl 0,859 0,854 0.902 0,698
GA2 0,838
GA3 0,737
_GA4 0,899 S
LO1 0,806 0,864 0,907 0,710
LO2 0,823
LO3 0,830
VCl1 0,848 0,836 0,891 0,671
vC2 0,830
vC3 0,832
VC4 0,763

Nguon: Két qud phan tich ciia nhom tac gia.
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Mau khao sat phan anh kha t6t nhom ngudi tiéu dung chu luc, trong d6 phan 16n 14 ngudi tré tir 18 dén 35
tudi (72,15%), nhém nay c6 xu hudng tiép can nhanh véi cong nghé va nhan thirc rd gi tri khi st dung vi
dién tir. Ty I nit chiém 56,8% va nam chiém 43,2%. Phan 16n nguoi tham gia c6 muc thu nhap trung binh,
dudi 20 triéu d(”)ng/théng (62,72%), trong khi 63,16% da st dung vi dién tu trén hai ndm (Bang 1).

4.2. Danh gia mé hinh do lwong

Bang 3. Két qua kiém dinh phan biét

BT UE GA LO
UE 0,822
GA 0,748 0,806
LO 0,728 0,780 0,637
VC 0,740 0,818 0,813 0,668

Nguon: Két qua phan tich ciia nhom téc gid.

Bang 4. Gia tri R*> va Q?

R? R? hiéu chinh Chi s Q?
UE 0,408 0,407 0,404
LO 0,498 0,495 0,427
vC 0,457 0,454 0,429

Nguon: Két qua phén tich ciia nhém tac gid.

Hinh 2. Két qua kiém dinh mé hinh

BTL o
0.000 LO2
BT2 <«0.000
0.000
. 4 LO3

2l 0.169 (0.000) : Loa

GAl 3

%0 000 GA . 0.438 (0.000
GA2 4.0'000 ’ (0000 0.283 (0.000)
7 0.639 (0.000) 0.408
4-0.000 VC4
GA3 VC v
‘/0.000 0.460 (0.000) 0.000
0.000—% V(C3
GA4 g
v X 0.000_
UEL UE2 UE3 VCl

Nguoén: Két qud phdn tich ciia nhom tdc gid.

Nhin chung, cac két qua dap ing diy du cac tidu chi danh gia thang do theo huéng din cua Hair & cong
su (2021) bao dam mo hinh do luong dat d6 tin cay va gia tri can thiét. Hé sb Cronbach’s Alpha dao dong
tur 0,727-0,864 vuot ngudng 0,7; ching to thang do ¢d do tin cay tbt. Gia tri AVE cua céc bién quan sat dao
dong trong tir 0,649-0,710 16mn hon 0,5; khéng dinh duoc gia tri hoi tu. B tin cay téng hop CR cua cac thang
do 16n hon 0,7 thé hién tinh nhét quan ndi bo cao. Ngoai ra, chi s6 HTMT (Bang 3) déu dudi 0,85; cho théy
thang do dat gia tri phan biét.

4.3. Pdnh gid mé hinh céu tric

Tat ca cac gia tri VIF nho hon 2 (Bang 5), thip hon ngudng canh bao ctia Hair & cong su (2021) (VIF
<3)cho théy md hinh khong ton tai hién tuong da cong tuyén. Theo Hair & cong su (2021), hé s6 R2 hiéu
chinh dao dong tir 0 dén 1, phéan anh mrc d¢ giai thich cua bién doc lap ddi voi bién phu thude. Cu thé, gia
tri R2 hiéu chinh ciia cac bién UE, LO, VC lan luot 1a 0,408; 0,498; 0,457 chimg t6 sy bién thién ciia bién
phu thudc duoc giai thich t6t bai cac bién doc lap (Bang 4).
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D¢ danh gia kha nang du bao, nghién ciru sir dung chi s6 Q2, gia tri duong ciia Q* cho thiy mé hinh c6
nang lyc du bao dang tin cdy (Hair & cong su, 2021). Két qua cho théy ca ba bién UE, LO, VC c6 Q*>0,
véi cac gia tri 0,404; 0,427 va 0,429, chung td6 mo hinh ¢6 kha nang dy bao manh (Bang 4).

Chi s6 2 duge su dung dé danh gia cuong do tac dong cua tung bién doc lap 1én bién phu thudc, véi cac
ngudng 0,02; 0,15 va 0,35 lan luot phan anh muc anh hudng nho, trung binh va manh (Hair & cdng sy,
2021). Bootstrapping v6i 5.000 mau lip cho thay hé sb tac dong co y nghia thong ké, gi tri p < 0,05; cac
gia thuyét dé xuét duoc ung ho (Bang 5).

Hinh 3. Tac dong diéu tiét ciia Niém tin thwong hiéu

BT x UE
1062
0912
0762
0612
0462
0312
0162
0012

-0.138
-0.288
-0438
-0.588

-0.738
-11 -1 -09 -08 -07 -06 -05 -04 -03 02 01 -0 01 02 03 04 05 06 07 08 09 1 11

UE

LO

BT at -1 SD

BT at Mean

BTat +1SD

Nguén: Két qud phdn tich ciia nhom tdc gid.

Bang 5. Két qua kiém dinh gia thuyét

Gia thuyét Hé s6 tac dong (O)  GiatriP Hés6f?  VIF Két luan
HI1: GA > UE 0,639 0,000 0,689 1,000  Chap nhdn
H2: UE -> LO 0,438 0,000 0,240 1,594  Chép nhan
H3: UE > VC 0,460 0,000 0,233 1,670  Chép nhan
H4: LO -> VC 0,283 0,000 0,089 1,670  Chép nhan
H5: BT x UE->LO 0,169 0,000 0,059 1,068  Chap nhan

Nguon: Két qud phdn tich ciia nhom tdc gid.

5. Thao luin

5.1. Théo ludn két qua

Két qua phan tich (Hinh 3) cho thiy trd choi hoa c¢6 tic dong manh dén trai nghiém cua ngudi dung (B
=0,639), pht hop voi Raza & cong su (2024) va Mominzada & cong su (2022); trd choi hoa gdp phan tao
nén su himg thii va gin bo cua nguoi ding khi twong tac v6i vi dién tir. Tro choi hoa mang lai gia tri giai tri
va giip nang cao trai nghiém tong thé, dugc xem nhu ciu ndi cam xuc giita nguoi ding va thuong hiéu dic
biét trong cac dich vu nhu vi dién tu noi sy gén két thuong kho duy tri.

Trai nghiém cua nguoi ding duge xac nhan 13 yéu to c¢6 tic dong manh dén long trung thanh thuong
hiéu (B = 0,438), cling c6 Bae & Kim (2023) v6i B = 0,490. Bén canh do, trai nghiém cta ngudi dung duge
chimg minh c6 anh hudng tryc tiép dén dong tao gia tri (B = 0,460). Két qua nay phi hop véi Samsa & Yiice
(2022) khi ghi nhan trai nghiém anh huéng dén cac thanh phan ctia ddng tao gi tri 1a hanh vi tham gia (B
= 0,148) va hanh vi cong dan (f = 0,485). Trai nghiém tich cuc gitip twong tac thuong xuyén hon, gia tang
mirc d6 sir dung va giam nguy co rdi bo tmg dung dong thoi khuyén khich nguoi ding thic day cac hanh
vi tr nguyén va mang tinh hop tac nhu chia sé nhu cau, hop téc giai quyét van dé va tham gia phat trién cac
tinh nang mai cua dich vu.

Long trung thanh cling duoc chimg minh c6 anh huong dang ké dén hanh vi dong tao gia tri (B = 0,283),
turong dong voi Albuquerque & Ferreira (2022) v6i p = 0,157. Long trung thanh 1a mot tai san chién lugc va
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14 1oi thé canh tranh bén viing cua doanh nghiép, khuyén khich nguoi tiéu ding tham gia sdu hon vao qua
trinh phat trién dich vu. Khach hang trung thanh khong chi duy tri hanh vi mua lap lai ma con chu dong hd
trg, dong gop y tudng, cai thién va quang ba tu nguyén cho thuong hi¢u.

Cudi cing, nghién clru x4c nhan vai tro diéu tiét cta niém tin thuong hiéu trong mdi quan h¢ giira trai
nghiém cta ngudi dung va 10ng trung thanh thwong hiéu (B = 0,169). Khi niém tin duoc cing cb, tac dong
clia trai nghiém dén long trung thanh cang manh mé hon (Hinh 3). Phat hién nay khac véi Bae & Kim (2023)
(B=0,001; p=0,561), dong thdi mé rong mé hinh S-O-R, cho thay vai tro diu tiét cia niém tin thwong hiéu
trong vi dién tir. Trong méi truong vi dién tir, nguoi ding thuong quan tim dén tinh bao mat va d6 an toan,
niém tin thuong hiéu khong chi 1a yéu t6 tim 1y ma con 1a rao chan bao vé mdi quan hé gitra ngudi dung voi
thwong hiéu. Khi niém tin manh, moi trai nghiém tich cuc d& dang chuyén hoa thanh sy trung thanh dai han.

5.2. Dong gop vé Iy thuyét

Nghién ctru dong gop dang ké cho nén tang 1y thuyét vé trd choi hoa trong vi dién tir. Trudce hét, nghién
ctru mé rong SDL bang cach chimg minh tro choi hoa khong chi tao himg thii ma con kich hoat qué trinh
ddng tao gia tri thong qua sy twong tac va chia sé ngudn luc cua ngudi ding. Phét hién nay cing ¢d quan
diém coi nguoi dung 1a dong tac nhan trong hé sinh thai gia tri.

Viéc x4c nhan chudi tac dong S-O-R, cu thé 1a tro choi hoa anh hudng dén trang thai ndi tai (trai nghiém
ctia nguoi dung) tir d6 din dén phan tng hanh vi 1a 1ong trung thanh thuong hiéu va dong tao gia tri. Qua
d6 1am rd vai tro trung gian va bd sung bang chimg thuc nghiém cho kha ning van hanh ctiia S-O-R trong vi
dién tir noi cac kiém dinh truéc con han ché.

Ngoai ra, nghién ciru cung cap bang ching méi vé vai tro diéu tiét cia niém tin thwong hiéu trong giai
doan chuyén hoa tir trai nghiém cua ngudi dung sang 10ng trung thanh thuong hiéu. Viée xac dinh niém tin
thuong hiéu nhu mét yéu t6 didu chinh muc do tac dong mé rong moé hinh S-O-R theo hudng tich hop yéu
t tam 1y c6 kha niang khuéch dai hodc suy giam mdi quan hé.

Cudi cting, viée sir dung SDL va S-O-R tao nén mot khung 1y thuyét lién nganh khi két hop goc nhin dong
tao gia tri trong dich vu v6i co ché tam 1y - hanh vi, qua d6 giai thich qua trinh chuyén héa cac kich thich tro
choi hoa thanh trai nghiém va dong tao gia tri cia ngudi dung.

5.3. Pong gop vé thuc tién

Két qua nghién ctru cung cap ham ¥ thyc tién cho cac nha cung cap dich vu vi dién tir trong viéc thiét
ké va van hanh tro choi hoa nhim néng cao trai nghiém cta ngudi dung va duy tri 10ng trung thanh thuong
hi¢u. Doanh nghiép can phat trién tro choi héa nhu mot chién luge quan tri trai nghiém va mbi quan h¢ thay
vi chi la cong cu giai tri.

Viéc thiét ké tro choi can dya trén phan tich hanh vi thuc té ciia nguoi ding, tich hop cac diém cham quan
trong cua hanh trinh sir dung va dam bao tin suét twong tic phi hop dé duy tri su quay lai img dung. Viéc
két hop tro choi hoa véi ca nhan hoa dich vu gitp tily bién nhiém vy, t6i wu ndi dung, co ché thudng theo
nhu cu, so thich va murc d6 twong tac cua ting nhom ngudi dung, tir d6 tao ra trai nghiém phu hop hon va
duy tri mdi quan hé lau dai trong hé sinh thai vi dién tu.

Doanh nghiép can cung ¢ niém tin thong qua minh bach hoa co ché tro choi, ning cao bao mat va dam
bao tinh 6n dinh cua hé théng. Truyén thong rd rang vé quyén loi, ti 18 trang thuong hodc quy tic doi qua
gitip giam hoai nghi va ctng c¢6 su tin nhiém.

Pé ting cuong dong tao gia tri, c6 thé khai thac dir liéu hanh vi trong qua trinh nguoi dung tham gia cac
hoat dong tro choi nham kich hoat phan hoi theo ngir canh, thu thap dé xuét tinh ning va khuyén khich cac
hanh vi hop tac. Viéc xdy dung cac diém cham tuong tac nhu khao sat nhanh, nhiém vu doéng gop ¥ tudong
hoic bang xép hang cong dong gitip mo rong vai tro tham gia ctia nguoi ding trong qua trinh cai tién dich
V.

6. Két luan va khuyén nghi

Nghién ctru xac nhén rang tro choi hoa la co ché hi¢u qua trong viéc nang cao trai nghi€ém cta nguoi
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dung tir d6 dan dén long trung thanh thuong hi¢u va dong tao gia tri ciia ngudi dung. Nghién ctru mé rong
mo hinh S-O-R bang cach 1am 13 vai tro trung gian thong qua trai nghiém cia nguoi dung. Dic biét, niém
tin thuong hi€u dugc xac dinh la yéu td didu tiét quan trong, khuéch dai moi quan h¢ gitra trai nghiém cua
ngudi ding va long trung thanh thwong hiéu trong bdi canh vi dién tir. Dong thoi cing ¢b SDL khi khing
dinh gia tri dwoc ddng tao ra théng qua tuong tac giita ngudi dung va nén tang. Nhirng phat hién nay cung
cip co so 1y thuyét va thuc tidn quan trong cho viée thiét ké va quén tri co ché tro choi hoa trong vi dién tir.

Nghién ctru sir dung dit liéu cat ngang, cac nghién ctru tiép theo nén sir dung dir liéu doc dé danh gia sy
thay d6i hanh vi ngudi dung. Can phan tich thém cac yéu té ¢4 nhan, xa hoi, cong nghé hién dai c6 thé anh
huong dén phan tng ciia ngudi dung. Nghién ctru mo rong nhiéu vi dién tir sé ting tinh khai quat hodc so
sanh cac nén tang tai chinh s khac nhau s& gitip 1am rd hon sy khac biét vé trai nghiém ciia nguoi dung,

niém tin thuong hi¢u va déng tao gia tri gitra cac hé sinh thai dich vy.

Phu luc

Thang do

Tro choi héa (Akhtar & cong su, 2024)

’ GA1: Viéc nhan thuong sau mdi giao dich trong vi dién tir Momo khién t6i cam thay nhu dang hoan thanh

cap dg trong tro choi.

GA2: Cac budce thyc hién giao dich trong vi dién tir Momo tao cam giac giéng nhu dang choi tro choi.

GA3: Cac nhiém vu trong vi dién tir Momo tuong tu nhu trai nghi€m tro choi.

GA4: Viéc st dung vi dién tr Momo giéng nhu trai nghiém tro choi.

Long trung thanh thwong hi¢u (Sarkar & cong su, 2019)

LO1: Toi s& tiép tuc sir dung vi dién tir Momo cho céc giao dich sau nay.

LO2: Vi dién tir Momo s& 1a lua chon hang dau cua toi trong tuong lai.

LO3: Toi sé gidi thiéu vi dién tr Momo cho ban be va nguoi than.

LO4: Trong twong lai, toi s& tiép tuc trung thanh véi vi dién tir Momo.

Trai nghiém ctia nguoi dung (Trivedi, 2019)

UEL: Trai nghiém st dung vi dién tor Momo ddi voi toi 1a tha vi.

UE2: T6i cam thiy vui va thoai mai voi trai nghiém str dung vi dién tir Momo.

UE3: Toi thay hai long khi sir dung vi dién tir Momo.

Niém tin thwong hi¢u (Molinillo & cong sy, 2017)

BT1: Vi dién tt Momo mang lai cam giac an toan.

BT2: Vi dién tr Momo la mét thuong hi€u trung thyec.

BT3: T6i tin cdy vao vi dién t Momo.

Pong tao gia tri ciia ngudi dung (Iglesias & cong su, 2020)

VC1: Téi thuong chia sé nhu cdu va mong mudn ciia minh véi vi dién tir Momo.

VC2: T6i thuong cung vi dién tir Momo tim ra giai phap cho nhing vin dé ciia minh.

VC3: Tbi chu dong tham gia khi vi dién tir Momo phat trién cac tinh nang hodc giai phap méi.

VC4: Vi dién tir Momo khuyén khich ngudi ding cting tham gia tao ra cac giai phap méi.
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