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Toém tat

Nghién ciu nay diéu tra anh huong cua von xd héi (gdn két va két noi) dén sw tham gia cong
dong thwong hiéu truc tuyén (¥ dinh phan héi va hop tac), dong thoi xem xét vai tro diéu tiét ciia
dé nhay cam ciia von xa hgi & cap do ca nhan va nhom. Dya trén dit liu khao sat 719 nguoi tiéu
dung tai Viét Nam, mo6 hinh cau truc tuyen tinh (SEM) va macro PROCESS duoc sir dung dé kiém
dinh cac gia thuyet Két qua chi ra rang, ca von xd hji gan két va ket noi déu thic day tich ciee Y
dinh phan hoi va hop tac. Pic bi¢t, do nhay cam cia von xd hoi ¢ cap do nhém dong vai tro dleu
tiét tiéu cuc dong bé 1én cdc moi quan hé nay. T rong khi do, do nhay cam cua von xa hgi o cap do
cd nhan chi thé hién vai tro kim ham tiéu cuc doi véi hau hét cac moi quan hé, ngoai tru tac dong
tir von xd héi két noi dén y dinh hop tac. Phat hién nay mang lai géc nhin moi vé co ché phong vé
tam ly cua nguoi tiéu dung, lam phong phi them Iy thuyét vé von xd hdi trong boi canh cdc cong
dong thwong hiéu trirc tuyén.

Tir khéa: Y dinh hop tac, ¥y dinh phan hoi, dd nhay cam cua von x3 hoi, von xa hoi, cong déng
thuong hiéu truc tuyén.

Ma JEL: M31.

The relationship between social capital and consumers’ online brand community engagement
in Vietnam: The moderating role of social capital susceptibility

Abstract

This study investigates the impact of social capital (bonding and bridging) on consumer
engagement in online brand communities (intentions to respond and collaborate), while
examining the moderating role of social capital susceptibility at both individual and group levels.
Based on survey data from 719 consumers in Vietnam, structural equation modeling and the
PROCESS macro were utilized for hypothesis testing. The results indicate that both bonding
and bridging social capital positively influence intentions to respond and collaborate. Notably,
group-level social capital susceptibility exerts a consistent negative moderating effect across
these relationships. In contrast, individual-level susceptibility only acts as a negative constraint
on most paths, except for the relationship between bridging social capital and the intention to
collaborate. These findings offer fresh insights into consumers’psychological reactance, enriching
social capital theory within the context of online brand communities.

Keywords: Collaboration intention, feedback intention, social capital susceptibility, social
capital, online brand community.
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1. Pat van dé

Trong ky nguyén dit liéu 16n, sy bung nd clia mang xa hoi, dic biét 1a Facebook, di thuc diy cic cong ty
khuyén khich nguoi tiéu dung tich cuc két ndi v6i doanh nghiép va cac thanh vién khac trén trang thuong
hiéu (Abid & cdng su, 2025; Carlson & cong sy, 2018; Mostafa, 2021). Cong déng thuong hi€u truc tuyén
(OBC) la nén tang thiét yéu gitip doanh nghiép nang cao ning luc canh tranh, cing ¢6 mdi quan h¢ véi khach
hang va thu hat khach hang tham gia dong sang tao thuong hiéu (Tsai & Men, 2013). Theo Meta (2025),
hién c6 hon 90 tri¢u trang doanh nghiép hoat dong trén toan cAu. Tai Viét Nam, véi hon 76,2 dén khoang 79
triéu nguoi dung, Facebook da trg thanh nén tang marketing s6 quan trong, dugc nhiéu doanh nghiép ding
dé thiét 1ap sy hién dién truc tuyén. DU nguoi tiéu dung 14 tac nhan cdt 16i quyét dinh su thanh cong cta
OBC, cac nghién ctru v& hanh vi ctia ho trong bdi canh nay hién van con nhiéu han ché.

Thir nhdt, sy tham gia ctia nguoi tiéu ding qua y dinh phan hoi va hop tac dong vai tro quyét dinh trong
viéc thuic déy ddi moi va tao gia tri cho doanh nghiép (Carlson & cong sy, 2018; Garcia-de-Frutos &
Estrella-Ramoén, 2021; Wang & Yang, 2025). Tuy nhién, nghién ctru vé cac yéu td tién dé du bao hai hanh vi
ndy trén mang x4 hoi hién van con nhiéu han ché (Gong, 2018; Mostafa, 2021; Zhao & cong su, 2023). Dang
cha ¥, cac hoc gia gan day bat dau dat cau hoi vé viée lidu cac ¥ dinh tuong tic nay don thuan 1 phan tmg
cam xuc tuc thoi hay 1a mot hanh dong phurc tap, c6 tinh toan dya trén ky vong tuong lai va cac dac tinh tam
ly ca nhan (Lee, 2017; Luo & cong su, 2025; Srivastava & cong sy, 2025). Do do, viéc 1am rd nhiing dong
o ndi tai sdu xa ding sau y dinh phan hoi va hop tac clia ngudi tiéu dung 1a can thiét dé cac nha marketing
t61 uu hoa loi thé canh tranh sd.

Thir hai, i von xa hoi, ngudn luc tir cac mbi quan hé (Adler & Kwon, 2002) 14 yéu t6 du bao quan trong
cho hanh vi truc tuyén, nghién ctru vé vai trd ciia nd dbi véi twong tac ciia ngudi tiéu dung van con han ché
(Jones & Taylor, 2012; Mostafa, 2021; Zhang & cdng su, 2025). CAu truc nay gém hai khia canh (Huang,
2016): von xa hoi két ndi gitip md rong tam nhin qua twong tac giita nhitng nguoi khac biét nén tang, va von
x4 hoi gin két gitip chia sé cam xuc giita cac c4 nhan than thiét nhu gia dinh, ban bé (Williams, 2006). Bén
canh d6, d6 nhay cam cua vbn x3 hoi dugce cho 1a yéu tb quyét dinh tac dong cia von x3 hoi 1én hanh vi hodc
y dinh tham gia (Larsen & Ketelaar, 1991). Tuy nhién, van chua co6 nhiéu nghién ctru lam ro li€u do nhay
cam ciia von xa hoi co thé 1am giam khoang cach giita von x4 hoi va hanh vi tham gia trong bdi canh cong
ddng thuong hiéu truc tuyén hay khong (Lee, 2017). Trén co s khoang trong nghién ctru va 10i kéu goi cua
Lee (2017), nghién ctru nay nham muc dich kiém dinh vai tro diéu tiét tiém nang cua SCS dbi véi mbi lién
két trén trong bdi canh cong dong thuong hiéu truc tuyén.

Nhim thu hep nhing khoang tréng, nghién ciru nay tra 10i hai cau hoi c6t 16i: (1) Von xa hoi (gén két va
két nbi) tic dong nhu thé nao dén y dinh phan hoi va hop tac ciia nguoi tiéu dung trong cong dong thuong
hiéu truc tuyén? (2) Li¢u do nhay cam cua von x3 hoi (6 mtrc ca nhan va nhdém) c6 dong vai tro trong viéc
thu hep khoang cach gitta von xa hoi voi hanh vi tham gia cong dong thuong hiéu truc tuyén cua nguoi tiéu
dung hay khong?

Dé giai quyét cac cau hoi trén, nghién ciru dé xuat mo hinh 1y thuyét vén xa hoi nham 1am rd ¥ dinh tham
gia cong ddng thuong hiéu truc tuyén cua ngudi tiéu dung Viét Nam dudi tac dong cua von xa hoi (gin két
va két néi), déng thoi kiém dinh vai tro didu tiét cia do nhay cam cua von x4 hoi. V& mat thyc tién, két qua
nghién ctru s& goi ¥ cac chién lugc phi hop gitp doanh nghiép va nha hoach dinh chinh sach khuyén khich
ngudi tiéu dung tich cuc tham gia vao cac cong ddng thuong hiéu truc tuyén.

2. Co so ly thuyét va gia thuyét nghién ciru

2.1. Cong dong thwong hiéu truc tuyén

Khai niém Cong dong thuong hiéu duoc Muniz Jr & O’guinn (2001) dinh nghia 1a mot tip hop nhiing
nguoi tiéu dung ¢ cung niém yéu thich mot thuwong hiéu khong bi giéi han vé dia 1y. Khi phat trién sang
khong gian s, Jang & cong su (2008) mé rong khai niém thanh Cong ddng thwong hiéu truc tuyén (OBCs),
nhin manh sy tham gia chii dong va hoat dong trao ddi thong tin ciing nhur chia sé cam xtc trén nén tang
Internet. Trong cac nghién ctru tiép theo, OBCs dugc tiép can nhu mot moi truong twong tac va trai nghiém.
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Dessart & cong sy (2015) dinh nghia OBCs 1a méi truong két ndi da chiéu noi ngudi tiéu ding khong chi
két ndi don thudn v6i thuong hiéu ma con chii dong twong tac v6i cac thanh vién khac va voi cong dong noi
chung trén ca ba khia canh nhan thirc, cam xtc va hanh vi. Carlson & cong su (2018) xem OBCs 1a nén tang
quan hé, noi thanh vién tich hop va trao d6i cac ngudn luc xa hoi dé cung thuong hiéu dong sang tao gia tri.

2.2. Vén xi hi va sw tham gia vio cong dong thwong higu truc tuyén ciia ngwoi tiéu diing

Vén x3 hoi 1a tong hop cac ngudn luc thuc té va tiém ning tir mang ludi quan hé (Nahapiet & Ghoshal,
1998), gdm hai khia canh 14 két ndi va gan két phat trién qua mang xa hoi (Kim & cong su, 2016). Viéc
tuong tac trén trang thwong hiéu gitip ngudi dung thoéa man nhu cau trai nghiém va két ndi voi nhitng ngudi
cung chi hudng, tir d6 thic diy ho tham gia tw nguyén thong qua hai ¥ dinh c6t 18i: phan hoi va hop téc
(Carlson & cong su, 2018; Gong, 2018). Trong d6, y dinh phan hdi thé hién viéc tu nguyén danh gia, dong
gop ¥ tudng d6i méi theo yéu cau cua doanh nghiép (Bowden & cong sy, 2018; Van Doorn & cong su,
2010). Trong khi, y dinh hop tac 1a sy san long hd tro, chia s¢ thong tin véi ngudi dung khac (Cao & cong
su, 2022; Wang & Yang, 2025) nham tao cong huong kién thuec, mang lai gidi phdp sang tao cho thuong hi¢u
(France & cong su, 2018; Harmeling & cong su, 2017).

Vén x4 hoi g:fln két hinh thanh tir cic mbi quan h¢ mat thiét, mang lai sy ho tro cam xuc va cam giac thude
vé (Molinillo & cong s, 2020; Williams, 2006). Khi c¢6 duge cam giac thude vé ndy qua viéc twong tac trén
mang x3 hoi, ngudi tidu dung s& duy tri gin két bang cach chia sé thong tin, cung cip phan hoi va gitp do
nguoi khac (Carlson & cong sy, 2018). Nho mure dd tin tudng cao dac trung cua von xa hoi gén két, chiéu
sdu va pham vi thong tin cing ¥ tudng san pham moi duoc chia sé s& manh mé hon (Adler & Kwon, 2002;
Cheng & cong su, 2024). Do do, sy twong tac voi nhirg ngudi ciing chi hudng trong cong dong truc tuyén
lam ting tinh ty nguyén ciia ngudi tiéu dung ddi véi cac y dinh c¢6 loi cho doanh nghiép nhu phan hdi va
hop téc. Tir cac 1ap luan trén, bai viét cho rang von xa hoi gin két trén trang thwong hiéu gitip ting cuong sy
tuong tac cta ngudi tiéu dung, din dén cac gia thuyét sau:

Hla: Von xd hdi gdn két c6 tac dong tich cuec dén y dinh phan hoi ciia ngueoi tiéu ding.

HIb: Von xd hdi gdn két c6 tac dong tich cuee dén y dinh hop tac ciia ngueoi tiéu ding.

Bowden & cong sy (2018) khéng dinh von xa hoi két ndi c6 tinh bao ham va rat thuan loi cho viée phé)
bién thong tin d6i méi. Viéc twong tac giira cac ca nhan c6 nén tang khac nhau mang lai nhitng dong thong
tin va trién vong méi (Maghrabi & cong su, 2014), tir d6 ting cudng su twong tic cua ngudi tiéu ding.
Nhitng ca nhan c6 von xa hoi két ndi manh mé thudng ¢ xu hudng thao luan va chia sé thach thirc véi cac
thanh vién khac, tao diéu kién thuan loi cho tuong tac xa hoi truc tuyén (Bowden & cong su, 2018; Cao &
cong su, 2022; Kim & cong sy, 2016; Molinillo & cong su, 2020; Wang & Yang, 2025). Diéu nay thuc déy
su hop tac giita nguoi diung va 1am sau sic hon mdi quan hé ciia ho véi thwong hiéu. Dua trén cac 1ap luan
nay, cc gia thuyét sau day duoc dé xuit:

H2a: Von xd hdi két néi cé tac dong tich cwee dén y dinh phan hoi ciia ngueoi tiéu ding.

H2b: Von xd hdi két noi cé tac dong tich cwee dén y dinh hop tac ciia ngueoi tiéu ding.

2.3. g nhay cim ciia von xi hji

D6 nhay cam von xa hoi (SCS) phan anh mirc d6 ca nhan dé b tac dong boi cac twong tac va ngudn luc
xa hoi trong mang ludi (Lee, 2017). Khai niém nay dwoc chia thanh hai cap do: cap ca nhan (ISCS) va cp
nhoém (GSCS). Trong d6, ISCS do ludng muc do chii trong ciia ca nhan vao chiéu siu cam xuc, tinh chan
chinh va su déng diéu cua cac mdi quan h¢ truc tiép (Lee, 2017). Nguoc lai, GSCS phan anh muc d6 nhay
cam cla ca nhan d6i vai thé dién, sy cong nhan vi thé va mure do ndi tiéng mang tinh tap thé trude toan cong
dong (Lee, 2017). Khac voi khong gian mang x3 hoi thong thudng von hudng téi duy tri tinh ban thuan
tay (Lee, 2017), cong dong thwong hiéu tryc tuyén mang ban chat thuong mai rd rét gan lién voi muc tiéu
marketing ctia doanh nghiép (Muniz Jr & O’guinn, 2001). Do d6, khi d6i mit véi cac cong dong nay, ca
nhan c¢6 SCS cao dé kich hoat co ché hoai nghi thwong mai (Obermiller & Spangenberg, 1998). Ho lo ngai
viéc tuong tac tich cuc s& khién mang ludi xung quanh danh gié ho thuc dung, tir d6 lam ton hai thé dién va
thuong mai hoa cac mbi quan h¢ thuan tay dang c6 (Lee, 2017; Muniz Jr & O’guinn, 2001). Dé bao vé von
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xa hoi, nhitng ca nhan nay s& chu dong kiém ché hanh vi. Noi cach khac, SCS déng vai trd nhu mot co ché
tam 1y lam suy giam tac dong tich cuc ctia von xa hoi dén ¥ dinh tham gia. Tir d6, cac gia thuyét sau duoc
dé xuét:

H3ab: Do nhay cam cua von xd hoi & cd’p ca nhan diéu tiét tiéu cuc tac dong cua von xd héi gcfn két ién
¥ dinh (phan hoi va hop tac) ciia nguoi tiéu ding trén trang céng dong thwong hiéu triec tuyén.

H3cd: By nhay cam cua von xa héi & cd'p cd nhdn diéu tiét tiéu cuc tac dong cua von xd hoi két néi lén ¥
dinh (phan hoi va hop tac) cia nguoi tiéu ding trén trang cong dong thirong hiéu truec tuyén.

H4ab: Do nhay cam cua von xd héi & cdp nhém diéu tiét tiéu cuc tac dong cua von xd héi gcfn két lén ¥y
dinh (phdn hoi va hop tic) cia nguwoi tiéu ding trén trang cong dong thiwong hiéu triec tuyén.

H4cd: Bo nhay cam cua von xd hoi o ccfp nhém diéu tiét tiéu cyec tac dong cua von xa hoi két néi lén ¥y
dinh (phan hoi va hop tdc) cia nguoi tiéu dimg trén trang cong dong thirong hiéu truec tuyén.

Dua vao nhitng thao ludn trén, md hinh nghién ctru dugc dé xuat trong Hinh 1.

Hinh 1. M6 hinh nghién ctru dé xuit

Do nhay cam cua
von xa hoi ¢ cap ca nhan

Y - / Tham gia cng dong thwong higu ™,

Vén xa hoi \ | trwc tuyén ciia nguoi tiéu ding i
i ) H3a /H3b/H3c\ \H3d i !
} 4 N : H ( Y :
| A A g ! Hla ! o o .
| Vénxa hoi gin két ; Y dinh phan hoi i
N ) THpp N J o
Lo N e : f N
3 Vén xa hoi két nbi ; , Y dinh hop tac !
| ! H2b ! )
S - H4a\ \H4b/H4c 4d P !

D6 nhay cam cua
vbn xa hoi & cip nhom

3. Phwong phap nghién ctru

3.1. Phat trién thang do

Céc bién quan sat cia mdi nhéan td trong nghién ciru dwoc diéu chinh tir cac nghién ctru trude day. Tac
gia di tién hanh nhiing diéu chinh nho vé tir ngit cua cac bién quan st trudc day cho phu hop véi bdi canh
nghién ciru. Vi nghién ctru nay duoc tién hanh tai thi truong Vi€t Nam, nén cac bién quan sat da dugc dich
tir tiéng Anh sang tiéng Viét va sau d6 dich nguoc sang tiéng Anh dé kiém tra 6 chinh xac. Néu can thiét,
ban dich tiéng Viét ¢6 thé dugc didu chinh.

Thang do Likert 5 diém tir 1 = “hoan toan khong dong y”” dén 5 = “Hoan toan dong ¥ duoc sir dung dé do
ludng cac bién quan sat trong nghién ciru. Y dinh phan hoi duge do luong bang 4 bién quan sat, trong khi, y
dinh hop tac duoc do ludng boi 3 bién quan sat ca Carlson & cong sy (2018). Von xa hoi gan két duge do
luong boi 8 bién quan sat, trong khi 6 von xa hoi két ndi duoc do ludng bang 9 bién quan sat cia Huang
(2016). Trong khi d6, mirc nhay cam ciia von xa hdi cap ca nhan dugc do ludng bing 6 bién quan sat, va do
nhay cam cuia von xa hoi cip nhom duge do ludng boi 4 bién quan sat ciia Lee (2017).

3.2. Thu thap va phan tich div liéu

Nghién ctru thuc hién khao sat truc tuyén bang phuong phap 1dy miu thuan tién ddi v6i ngudi dung
Facebook c6 tham gia cong dong thwong hiéu tai Viét Nam tir thang 2 dén thang 4 nim 2026. Bang hoi bét
dau bang hai cau hoi diéu kién nhim dam bao dap vién la nguoi dung mang xa hoi Facebook tai Viét Nam
va c6 tham gia it nhat mot cong dong thuong hiédu truc tuyén trong 3 thang gan nhét. Trong s6 766 phiéu thu
vé, tac gia da tién hanh ra soat va loai bo phiéu khong hop 1. Két qua thu duoc 719 phiéu hop 18, dat ty 1&
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phan hoi hop 18 13 93,8%, duoc dira vao phan tich chinh thirc, bao gdm 178 nam (24,8%), 541 nit (75,2%).
90,7% mau c6 thoi gian sir dung mang x3 hoi trén 2 gid/ngay. Ty 18 dap vién nir chiém da s (75,2%) c6
thé dat ra vin dé vé hién twong thién 1éch co cdu mau. Tuy nhién, didu nay phan 4nh dung xu huéng thuc té
tai Viét Nam. Céc bao céo gan day chi ra rang, mic du ty 1& ngudi ding mang xa hoi gitta hai gidi kha can
bang, phu nit c6 mirc d6 tuong tac, tim kiém giai phéap tiéu dung va tham gia vao cic cong dong thuong hiéu
truc tuyén cao hon so v6i nam gidi.

Dir liéu duoc xir Iy bang phan mém SPSS 29.0 va Amos 24.0 theo quy trinh hai budc ctia Anderson &
Gerbing (1988). Pau tién, phan tich nhan t6 khang dinh (CFA) dugc thuc hién dé danh gia do phu hop va gia
tr cia cac thang do. Sau d6, mé hinh ciu triic tuyén tinh (SEM) duoc ap dung dé kiém dinh cac gia thuyét
nghién ctru.

4. Két qua nghién ctru

4.1. Kiém dinh thang do

Két qua CFA cho thdy mé hinh dat d§ phu hop tét: Chi-square = 1718,833, p = 0,000; Chi-square/df
(CMIN/DF) = 3,357, GF1 = 0,870, RMSEA = 0,057, IF1 = 0,929, TLI = 0,922, CFI1 = 0,929. Mac du CMIN/
DF > 3 va GFI < 0,9, diéu nay hoan toan phd bién do hai chi s6 nay nhay cam vé&i quy mé méu 16n N = 719
(Hair & cong sy, 2010). Khi quy mé mau 16n, d6 phu hop ctia mé hinh can dugc danh gia phdi hop qua cac
chi s6 doc 1ap nhu TLI va CFI (déu > 0,90), RMSEA < 0,08. Do d6, mé hinh van bao dam d6 phu hop tong
thé dé kiém dinh gia thuyét. Cac thang do déu bao dam gié tri khoa hoc nho dat: Tinh hoi tu va do tin cay
v6i hé s6 tai chuan héa > 0,6 (p < 0,001), Cronbach’s alpha tir 0,862 dén 0,924, CR > 0,7 va AVE > 0,5. Tinh
phan biét do hé sé twong quan giira cac khai niém déu khac 1(p < 0,05) va cin bac hai AVE cua timg nhan t6
déu 16m hon cac hé sb twong quan chéo. Bén canh do, Kkét qua kiém dinh don nhén t Harman cho théy nhan
t6 dau tién chi giai thich 45,89% (<50%) tong phuong sai (Podsakoff & cong s, 2003). Do d6, hién tugng
phuong sai phuong phap chung khong gay anh huong nghiém trong dén chat luong dit liéu ciia nghién ciru.

Biang 1. Tong hop Cronbach’ alpha, CR, AVE va hé sb tai ciia thang do chinh thirc

Nhén tb va thang do H¢sé tii  Cronbach C.R. AVE
chuan héa  Alpha
Vén xi hoi gin két (BOSC) 0,919 0,920 0,589
Néu t6i can vay khan cap, t6i biét c6 nguoi trong Cong dong X ma toi c6 thé 0,739

nho cay.

Nhirng ngudi t6i trong tac trong Cong ddng X sin sang chia sé voi toi ngay 0,755
ca khi ho chi con rat it.

C6 ngudi trong Cong ddng X ma i c¢6 thé nhd tw van khi cin dua ra quyét 0,735
dinh quan trong.

Khi t6i cam thdy c6 don, c6 mot vai ngudi trong Cong dong X ma toi co thé 0,762
tro chuyén cung.

Nhimng nguoi t0i twong tac trong Cong ddng X sin sang ding uy tin ciaho 0,804
de ung ho toi.

C6 mot vai ngudi trong Cong dong X ma toi tin tudng co thé gitip toi giai 0,779
quyet van de.

Nhimg ngudi t61 twong tac trong Cong ddng X s& giup t6i d4u tranh khi ggp 0,774
su bat cong.

Nhitng ngudi t6i twong tac trong Cong dong X c6 thé 1a ngudi gidi thidu tét 0,788

cho cong viéc cua toi.

Vén xi héi két néi (BRSC) 0,924 0,925 0,578
Twong tac v6i moi ngudi trong Cong dong X khién t6i cam thay minh dugc 0,763

ket ndi voi bue tranh 16n hon.

Tuwong tac voi moi nguoi trong Cong ddng X khién t6i cam thiy minh lamét 0,785
phan ciia mgt cong dong rong 16n hon.

Trong Cong ddng X, t6i thuong xuyén tiép xtc v6i nhimg ngudi mai. 0,707
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Tuong tac vi moi nguoi trong Cong ddng X mang lai cho t6i nhitng ngudi 0,798
méi dé tro chuyén.

Twong tac v6i moi ngudi trong Cong ddng X nhic nhé i rang tit ca moi 0,806
nguoi déu co su két noi.

Tuong tic véi moi ngudi trong Cong dong X khién t6i quan tim dén nhitng 0,750
diéu xdy ra bén ngoai khu vuc t6i song.

Tuwong tac v&i moi ngudi trong Cong dong X khién t6i mudn thir nhig diéu 0,774
mé6i mé.

Tuong tic véi moi ngudi trong Cong ddng X khién t6i quan tim dén suy 0,722
nghi ctiia nhitng nguoi khac biét vai minh.

Téi sin sang danh thoi gian dé tham gia hd tro cac hoat dong chung trong 0,732

Cong dodng X.
Mikc dj nhay cdm véi von xi hi 6 cip dp cd nhin (ISCS) 0,895 0,896 0,589

Néu t6i nhan duge mot luot tuong tac tir mot thanh vién trong nhom, téi s€ 0,777
cam thay hai long vi diéu d6 cho thay moéi quan hé cta chiing t6i da gan ket
hon.

Néu t6i nhan dugc mot luot twong tac tir mot thanh vién trong nhom, toi s& 0,787
cam thay tich cuc vi di€u d6 cho thay ho dong y véi ¥ tudng cia toi trong
bai dang.

Néu t6i nhan dugc mot luot tuwong tac tir mot thanh vién trong nhom, toi s& 0,776
cam thay vui vi diéu d6 cho thay ho dong tinh véi cach toi suy nghi.

Néu t6i nhan duqc‘ mot luot tuong tac tir mot thz‘iph vién trong nhom, tois€cam 0,719
thay hai long vi diéu d6 cho thay ching t6i ¢6 thé than thiét hon trudc.

Néu t6i nhan dwoc mot luot twong tac tir mot thanh vién trong nhom, téi s€ 0,777
cam thay co gia tri vi dicu d6 cho thay chung t6i c6 cung s¢ thich.

Néu t61 nhan duge mot lugt tuong tac tir mot thanh vién trong nhom, téi s€ 0,768
cam thay thoa man vi diéu do6 khién t6i thay than thién hon véi ho.

Mikc dp nhay cidm véi von xi hpi & cip dp nhém (GSCS) 0,862 0,864 0,614

Néu t6i nhan dwoc nhidu luot twong tac tir cic thanh vién, ti s& thdy hai 0,744
long vi diéu d6 cho thay t6i dugc nhiéu nguoi cha y.

Néu t6i nhan duoc nhiéu luot twong tic tir cac thanh vién, toi s€ thdy twhao 0,828
vi diéu d6 cho thay t6i noi bat trong nhém ban.

Néu t6i nhan duoc nhiéu luot twong téc tir cac thanh vién, t6i s&€ cam thdy hanh 0,778
phiic vi thanh vién khac s& nghi ring t6i dugc nhiéu ngudi yéu mén.

Néu t6i nhan dugc nﬂhleu luot twong tac tu’cac thanh vién, t6i s€ cam théy 0,780

c6 gia tri vi toi cd thé ching minh su noi tieng clia minh véi nguoi khac.

Y dinh phin héi (FBI) 0,892 0,893 0,675
Khi t6i gdp vén dé vai thuong hiéu, ti c6 y dinh thong bao cho Cong dong X 0,805

Khi t6i co mot y t}xc’mg hitu ich dé cai thién thuong hi€u, t6i c6 y dinh chia 0,824
sé n6 trén Cong dong X.

T6i c6 y dinh dua ra nhimg goi y mang tinh xay dung cho thuong hi¢u thong 0,834
qua Cong dong X vé cach cai thién.

Toi san sang hoan thanh khao sat hogc dura ra phan hoi trén Cong dong X. 0,824

Y dinh hop tic (CBI) 0,876 0,876 0,702
T6i ¢6 y dinh chia s¢ y tuong cua minh vé thuong hiéu véi cac thanh vién 0,833

khéac trong Cong dong X.

T6i c6 y dinh giup d& cac thanh vién khac trong Cong ddng X khi ho gip 0,828
vén dé lién quan dén thuong hiéu.

Téi c6  dinh nhan sy gitip d& tir cac thanh vién khac trong Cong dong X. 0,853

4.2. Kiém dinh mé hinh va cdc gii thuyét nghién ciru
Mo hinh cau tric tuyén tinh (SEM) da duoc str dung dé danh gia mo hinh nghién ctru dé xuét va kiém dinh
céc gia thuyét nghién ctru. Sy phit hop ctia mé hinh da duge chap nhan: Chi-square = 1085,908; Chi-square/
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df=4,396; p = 0,000; GFI = 0,887; TLI = 0,921; CF1 = 0,930; RMSEA = 0,069.

Két qua u6e lugng SEM cho thay cac mbi quan hé gia thuyét da dugc kiém tra nhu trinh bay trong Bang
2. Vén x3 hoi gin két ¢6 anh hudng tich cuc dén ¥ dinh phan hdi cua ngudi tiéu dung (B = 0,240, t = 4,878,
p<0,001) va ¥ dinh hop tic cia ngudi tiéu dung (8= 0,188, t= 3,784, p <0,001). Do d¢, cac gia thuyét Hla
va H1b duoc ung ho. Vén xa hoi két ndi ¢ anh hudng tich cuc dén y dinh phan hdi cua nguoi tiéu dung (B
=0,549,t=10,572, p < 0,001) va y dinh hop tac cua nguoi ti€u dung (8 = 0,596, t = 11,150, p < 0,001). Do
do, cac gia thuyét H2a va H2b dugc tng ho.

Bang 2. Két qua kiém dinh mdi quan hé (chuin héa)

Hé s6 wée lwong B S.E. C.R. P Gia thuyét
FBI <--- BOSC 0,240 0,039 4,878 #*%  Hla: Pugc ung hd
CBI <--- BOSC 0,188 0,040 3,784 #*%  Hlb: Pugc ung hd
FBI <--- BRSC 0,549 0,050 10,572  ***  H2a: Puoc ing ho
CBI <--- BRSC 0,596 0,052 11,150  ***  H2b: Pugc ung hd

Lueu y: ***p<0,001.

4.3. Kiém dinh vai tré diéu tiét ciia mivc dé nhay cam ciia von xa hji

Céc gia thuyét diéu tiét ciia do nhay cam v6n xa hoi cip ca nhan va cap nhom trong mdi quan hé gitra
von x4 hoi gan két va von xa hoi két ndi v6i y dinh phan hoi va y dinh hop tac duoc kiém dinh bang cach
sir dung macro PROCESS Model 1 (Hayes, 2013). Phan tich diéu tiét cho thiy do nhay cam ctia von xa hoi
cAp ¢4 nhan c6 tac dong dang ké dén mdi quan hé giita von xa hoi gin két v6i ca ¥ dinh phan hoi va ¥ dinh
hop tac. Dong thoi, d6 nhay cam cta von xa hoi & cap nhom ciing c6 tac dong dang ké dén mdi quan hé gitra
von x3 hoi két ndi v6i ca y dinh phan hdi va y dinh hop tac. Do d6, cac gia thuyét H3a (B = -0,070%**; t =
-3,330), H3b (B =-0,045%; t=-2,114), H3c (B =-0,034*; t=-2,050) va H4a (f = -0,091***; t =-4,255), H4b
(B =-0,074***; t =3 387), Hdc (B =-0,053**; t =-2,861), H4d (B = -0,052%*; t = -2,793) déu dugc ung ho.
Trong khi, gia thuyét H3d (B = -0,023; t =-1,378; p = 0,169) khong duoc ung ho (Bang 3).

Bing 3. Két qua kiém dinh vai trd diéu tiét ciia ISCS va GSCS

Moi quan h¢ ciu p t- pP- 95% C.I. R- Gia thuyét
truc value values square

BOSCxISCS - FBI  -0,070 -3,330 0,000 (-0,111,-0,029) 0,429 H3a: Bugc ung hd
BOSCxISCS - CBI  -0,045 -2,114 0,034 (-0,087,-0,003) 0,411 H3b: Duoc ung ho
BRSC x ISCS - FBI -0,034 -2,050 0,041 (-0,067,-0,001) 0,442 H3c: Bugc ung ho
BRSCxISCS-> CBI  -0,023 -1,378 0,169 (-0,055,0,010) 0,443 H3d: Khdong dugc ung ho
BOSC x GSCS - FBI  -0,091 -4255 0,000 (-0,133,-0,049) 0,468 Hd4a: Bugc ung hd
BOSCx GSCS - CBI  -0,074 -3,387 0,000 (-0,117,-0,031) 0,441  H4b: Pugc ung ho
BRSCxGSCS > FBI  -0,053 -2,861 0,004 (-0,089,-0,017) 0,471 Hé4c: Bugc ung ho
BRSCxGSCS—> CBI  -0,052  -2,793 0,005 (-0,088,-0,015) 0,467 HA4d: Puogc ung hd

Luu y: f: woe lwong chudan héa; C.1.: Khodng tin cdy.

5. Két luan

Nghién ctru cho thiy ca von xi hoi gin két va két ndi déu thuc ddy manh mé& ¥ dinh phan hoi va hop
tac clia nguoi tidu dung trong cong dong thuong hiéu truc tuyén. Phat hién vé tac dong tich cuc theo mic
d6 tang dan nay hoan toan twong thich véi cac bang chimg thuc nghiém trude day (Kim & cong su, 2016;
Maghrabi & cong su, 2014; Mostafa, 2021; Zhang & cong sy, 2025). Cu thé, vn xa hoi két ndi thic day
viéc thao luan va chia sé tich cuc cac thong tin mang tinh d6i méi sang tao giita cac thanh vién. Trong khi,
von xa hoi gin két gia ting mirc d6 tham gia twong tic nhd cung ¢b niém tin ndi b, thuc ddy ngudi ding sin

sang trg gitp va chia sé thong tin ca nhan trong mang luéi (Bao & Wang, 2021; Moe & Schweidel, 2017).
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Dic biét, nghién ciru mang lai dong gop 1y thuyét quan trong bang viéc 1am rd tinh ludng dién ciia d6 nhay
cam von xa hoi. Trai voi tac dong thic diy trong bdi canh ca nhéan phi loi nhuan cia Lee (2017), nghién ciru
nay chimg minh SCS déng vai tro kim hdm trong méi truong thuong mai ciia cong dong thuong higu truc
tuyén. Nhitng ngudi c6 SCS cao ludn ¥ thirc bao vé danh tiéng va su thuan khiét cua cac mobi quan hé (ca
gén két va két néi) trude ap luc hoai nghi thuwong mai. Do d6, SCS hoat dong nhu mot b phanh tdm ly, chu
dong ngdn chian dong chay tir von xa hoi chuyén hoa thanh cac ¥ dinh phan hdi va hop tac truc tuyén vi lo
ngai ruii ro bi thuong mai hoa thé dién cé nhan.

Tuy nhién, b phanh tdm 1y nay chi thé hién tinh théng nhat & cap d6 nhom; riéng tai cip do ca nhén, gia
thuyét H3d khong dugc tng ho. Diéu nay 13 do vén x hoi két ndi dai dién cho mang lu6i xi giao rong 16n
huéng dén tim kiém thong tin 1y tinh (Mostafa, 2021), trong khi y dinh hop tac doi hoi sy din than cong khai
(Tsai & Men, 2013). Do d6, sy nhay cam cam xtuc 1-1 mang tinh vi ky ¢ cép ca nhan (Lee, 2017) khong du
dong luc kich hoat co ché phong vé tam 1y, khién bd phanh nay mét hiéu luc diéu tiét.

Bén canh d6, nghién ctru ndy cung cp nhitng hudng dan hiru ich cho nha quan tri.

Thir nhat, két qua chirmg minh v6n xa hoi gan két va két ndi thiic ddy manh mé y dinh phan hdi va hop tac
cua nguoi tiéu dung. Trong bdi canh canh tranh truc tuyén khéc liét, nghién clru nay giai ma dong co ndi tai
clia thanh vién, cung cép 10i giai thich kha thi vé 1y do va céch thirc ho twong tac, gitip doanh nghiép ti wu
héa chién luge thu hat khach hang trén mang xa hoi.

Thit hai, nha quan tri cin tac dong vao hai nhom bién diéu tiét dé thic day y dinh cia thanh vién. Dbi véi
nhém nhay cam loi ich ca nhén, toi wu hoa trai nghiém riéng 16 thong qua hé théng danh hiéu, bang xép hang
dong gop, phan cap thanh vién va cung cip cac dic quyén phan thudng cho ca nhan phan hoi chit luong
hoac tich cuc déng sang tao. Déi v6i nhom dé cao gia tri hoi nhom, thuc déy hoat dong tap thé béng cac thu
thach nhom, chién dich cong dong vi muc dich xa hoi va xay dung khong gian thao luan lanh manh. Pong
thoi, can tan dung d6i ngii quan tri vién xuét than tir chinh nguoi tiéu dung dé dan dat, dinh hinh van hoa
g xr tich cuc trong cong dong.

Thir ba, tiét ché toi da cac bai ddng ban hang tryc tiép. Doanh nghiép nén tap trung vao ndi dung chia sé
gi4 tri trung 1ap dé giam co ché phong vé tdm 1y va sy hoai nghi cta thanh vién nhay cam. Thiét 14p céc tinh
nang twong tac an danh, bao mat danh tinh hodc t6 chirc hoat ddng qua nhém nhé. Giai phap nay gitip thanh
vién thoai mai phan hdi va hop tac dong sang tao qua d6 giam lo ngai vé& nguy co anh hudng dén hinh anh,
vi thé ctia ho trong mang ludi xa hdi ngoai moéi trudng tryc tuyén.

Nghién ctru con mot s6 han ché, mo ra cac hudng phat trién twong lai bao gdm: (1) Mé rong khao sat
sang cac loai hinh cong dong va nén ting mang xa hdi khac ngoai cong ddng thuong hiéu truc tuyén; (2) Po
ludng hanh vi thuc té thay vi ding lai & muc y dinh phan héi va hop tac; (3) Kham pha thém céc bién diéu
tiét khac va bd sung cac bién kiém soat nhu gidi tinh, khu vuc sinh sdng dé nang cao d¢ sau ctia mé hinh.
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