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TOM TAT

Long trung thanh cia khach hang dong vai tro then chét trong viéc dam bao sy phat trién
bén vitng dbi véi cac thuong hiéu thoi trang trong thoi dai s6. Dua trén cac 1y thuyét nén tang
nhu 1y thuyét tai san thwong hiéu, 1y thuyét dap tng kich thich, 1y thuyét hién dién xa hoi va
mo hinh thanh cong ctia hé thong thong tin, nghién ciru nay phan tich tac dong cua chit luong
noi dung va twong tac voi thuong hiéu qua Facebook dén 1ong trung thanh thwong hiéu, dong
thoi xem xét vai tro trung gian ciia nhan thic thuong hiéu trong mdi quan hé nay. Mé hinh
cu triic tuyén tinh PLS-SEM duoc st dung dé kiém dinh céac gia thuyét nghién ctru thong qua
phan tich dit liéu khao sat tir 201 khach hang da tirng mua hang va biét dén thuong hiéu thoi
trang CEVONNI. Két qua nghién ctru cho thiy chat luong ndi dung va twong tac thuong hiéu
déu anh hudng tich cyc dén nhan thirc thuong hiéu, tir d6 thiic day long trung thanh thuong
hiéu. Pic biét, nhan thirc thwong hiéu dong vai trd trung gian quan trong trong mdi quan hé
giita cac yéu t6 truyén thong sé va hanh vi gan bé ctia khach hang. Nghién ctru nay khong chi
1am rd co ché hinh thanh 1ong trung thanh thuong hiéu trén nén tang mang xa hoi Facebook,
ma con mang lai ham ¥ thuc tién trong viée toi wu hoa chién luoc truyén thong, nang cao trai
nghiém thuong hiéu va tao ra gia tri bén vimng trong giai doan chuyén doi s6 tai thi truong
thot trang Viét Nam.

Tir khoa: Chdt lwong néi dung; Twong tic thwong hiéu; Nhan thire thuwong hiéu; Long
trung thanh thuong hiéu.
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ABSTRACT

Customer loyalty plays a key role in ensuring sustainable development for fashion brands
in the digital age. Based on fundamental theories such as Brand Equity Theory, Stimulus
Response Theory, Social Presence Theory and Information System Success Model, this study
analyzes the impact of content quality and brand interaction via Facebook on brand loyalty,
and examines the mediating role of brand awareness in this relationship. The PLS-SEM linear
structural model is used to test the research hypotheses by analyzing survey data from 201
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customers who have purchased and known the fashion brand CEVONNI. The research results
show that content quality and brand interaction both positively affect brand awareness, thereby
promoting brand loyalty. In particular, brand awareness plays an important mediating role in
the relationship between digital media factors and customer engagement behavior. This study
not only clarifies the mechanism of brand loyalty formation on the Facebook social networking
platform, but also provides practical implications in optimizing communication strategies,
enhancing brand experiences and creating sustainable values in the digital transformation

stage in the Vietnamese fashion market.

Keywords: Content quality, Brand interaction, Brand awareness, Brand loyalty.

1. GIOI THIEU

Su phat trién manh mé cta cac nén tang
mang xd hoi trong nhitng nim gan diy da
lam thay d6i cin ban cach thuong hiéu thoi
trang tiép can va xay dung mdi quan hé véi
khach hang. Trong bbi canh nganh thoi trang
canh tranh ngay cang khoc liét, viéc duy tri
long trung thanh ctua khach hang khong chi
phu thudc vao chat luong san phim ma con
nam & cach thuong higu truyén tai thong
diép va duy tri két ndi thong qua cic kénh
truyén thong sd. Cac nén tang nhu Facebook,
Instagram hay TikTok dang tré thanh cong
cu chinh giup thuong hi¢u gia taing do phu
va tao ra sy gan két cam xuc véi nguoi tiéu
dung. Tai Viét Nam, 72% nguoi ti€éu dung
sir dung mang xa hoi dé tim hiéu thuong
hiéu truéc khi ra quyét dinh mua hang, va
68% trong sd d6 trung thanh hon véi nhiing
thuong hi¢u c6 mirc do tuong tdc cao (We
Are Social & Hootsuite 2024).

Trong linh vuc thoi trang — noi ma cam
xuc, xu huéng va sy dong diéu thim my
dong vai tro quyét dinh hanh vi mua sim —
chat luong ndi dung va mic do twong tac
thuong hiéu duwoc xem 13 hai yéu té then
chdt tac dong dén su hinh thanh nhan thuc
va long trung thanh cua khach hang. Tuy
nhién, thuc té tai mot sd thuong hi¢u Viét
cho thay viéc duy tri gén két voi khach hang
van con nhiéu han ché. Trudng hop thuong
hiéu CEVONNI 1a mét vi du dién hinh: du
c6 dinh vi 0 rang va san phém chét lugng,
nhung ty 1¢ khach hang quay lai va muc do
tuong tac truc tuyén van con thap hon so véi

murc trung binh nganh, cho thay thuong hiéu
van chua tao duoc du két ndi cam xuc thong
qua ndi dung va twong tic trén nén tang so.
Hién nay, Facebook van 1 kénh truyén thong
duogc cac thuong hiu thoi trang tai Viét Nam
uu tién sir dung nhd vao pham vi tiép cén
rong. Tai Viét Nam, Facebook c6 hon 70
triéu nguoi dung, trong d6 61% la nir gidi, va
nhom tudi tir 22-45 chiém dén 58% (We Are
Social & Hootsuite 2024), trung khép véi
tép khach hang chinh cua cac thuong hi¢u
thoi trang nhu CEVONNI. Cac bai dang
trén Facebook cua thuong hi¢u thoi trang co
ty 1¢ tuong tac trung binh cao hon 36% so
v6i Instagram khi sir dung két hop noi dung
dang storytelling va cac chuong trinh tri an
khach hang (eMarketer 2023). Diéu nay cho
thay tinh phu hop dic biét ciia Facebook ddi
voi cac thuong hi¢u nhu CEVONNIL

Nhiéu nghién ctru hoc thuét da chi ra mbi
quan hé chat ché gitra ndi dung thuong hiéu,
twong tac thuong hi¢u va long trung thanh
ciia khach hang trong mdi truong truyén
thong s6. Noi dung tiép thi chat lugng cao c6
kha nang nang cao nhan dién thuong hi¢u,
thu hat sy cha y va thuc day sy twong tac
tor phia khach hang (Hollebeek & Macky
2019). Pong thoi, mirc d6 tuong tic giita
thuong hi¢u va khach hang trén mang xa hoi
dugc xem 1a yéu té ting cuong su két ndi
cam xtc, qua do tac dong tich cuc dén hanh
vi mua hang va long trung thanh (Dessart,
Veloutsou & Morgan-Thomas 2015). Mot
huéng tiép can khac dugc dé xudt boi
Kumar & Hsieh (2024) cho thdy cac hoat
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dong tiép thi trén mang xa hoi (Social Media
Marketing Activities — SMMA) anh huong
dén bdn khia canh chinh trong trai nghiém
thuong hiéu, bao gébm cam xuc, hanh vi,
tri tu¢ va cam giac. Trong do, trai nghi¢ém
cam xtic, hanh vi va tri tué c6 méi lién hé
chat ché v6i y dinh sir dung tiép tuc va long
trung thanh v6i thuong hiéu. Pic biét, yéu td
nhén thuc thuong hi¢u cling dugc xac dinh 1a
trung gian quan trong trong mo hinh hanh vi
khach hang. Nhan thtc thuong hi¢u khong
chi phan anh kha ning khach hang nhé dén
thwong hiéu ma con 1a co s¢ dé ho danh gia
va ra quyét dinh mua sim (Keller 1993).
Trong mdi trudng sb, nhan thirc nay duoc
hinh thanh khong chi tur trai nghiém truc
tiép ma con tir ndi dung va hinh anh truyén
thong ma thuong hi¢u xay dung (Dwivedi va
cong su 2021). Kumar & Hsieh (2024) nhan
manh rang trai nghiém cam xtc va tri tu¢ ma
khach hang tiép nhan qua ndi dung s ¢6 anh
hudng tryc tiép dén nhén thirc thuong hiéu,
tir d6 thiic day y dinh mua lai va cting c6 1ong
trung thanh. B6 sung thém goc nhin nay, Zha
va cong su (2024) cho rang trai nghiém cam
gidc — thuong dén tir hinh anh, mau sic, va
cau chuyén thuong hi¢u — cling dong vai tro
quan trong trong vi¢c tao ra su hai long va
cam giac gin bo voi thuong hiéu thoi trang.

Mic dil nhidu nghién ctru trén thé gioi da
dé cap dén vai tro cua chét lugng noi dung,
twong tac thuong hi¢u va nhan thic thuong
hi¢u trong viéc hinh thanh long trung thanh
khach hang (Keller 1993), (Hollebeek &
Mack 2019), (Kumar & H51eh 2024) nhu'ng
phan 16n cac cong trinh van tiép can cac yéu
t6 ndy mot cach riéng 1¢ va chu yéu trong
cac thi truong phat trién. Tai Viét Nam, dic
biét trong nganh thoi trang, cadc nghién ctru
hoc thuat vé chu dé nay con kha khiém tén.
Hon nira, vai tro trung gian cuia nhan thic
thwong hiéu trong mdi quan hé giita cac
yéu t6 truyén thong sd va long trung thanh
khach hang van chua dugc 1am rd mot cach
hé théng.

Trén co s& do, nghién cuu nay duoc
thyc hién nham lam rd moéi quan hé gitra

chat lugng ndi dung, tuong tac thuong hiéu
va long trung thanh cia khach hang, dong
thoi phan tich vai tro trung gian cua nhan
thirc thu'(mg hi¢u trong moi quan he nay —
trong bdi canh truyén thong trén nén tang
Facebook va voi truong hop cu thé 1a thuong
hi¢u thoi trang CEVONNI.

2. NEN TANG LY THUYET VA
PHAT TRIEN GIA THUYET

2.1. Cac khai niém chinh

2.1.1. Chét lwong néi dung

Chat luong ndi dung (Content Quality)
duoc xac dinh la mot yéu td cot 151 trong
truyén thong s6, dic biét trén cac nén tang
mang xa hoi, noi ndi dung dong vai tro thu
hut sy chu y, tao két ndi cam xuc va thuc déy
hanh vi tuong tac cua khach hang (Pulizzi
2014), (De Vries va cong sy 2012). Theo
DeLone & McLean (1992), chat lwong noi
dung phan anh muc do phu hop, chinh xac,
kip thoi va hitu ich cua thong tin dugc cung
cap, trong khi cac hoc gia khac bd sung
thém cac yéu td nhu tinh sang tao, gia tri
cam nhan, mic do lién két thuong hiéu va
kha nang tuong tac (Ashley & Tuten 2015),
(Tafesse & Wien 2018), (Liu va cong su
2017). Trong nganh thoi trang, noi cam xtc
va thAm my giit vai tro trung tim, viéc dau
tu vao ndi dung chat luong cao khong chi
gitip tang kha ning ghi nhé ma con thac day
nhan thuc va long trung thanh thuong hi¢u
(Ashley & Tuten 2015).

2.1.2. Twong tic thwong hiéu

Tuong tic thuong hi¢u (Brand
Interactivity) 12 mdt khai niém trung tadm
trong marketing s, phan anh muc do
khach hang chu dong tham gia vao cac
hoat dong lién quan dén thuong hiéu trén
ca phuong di¢n nhén thtrc, cam xtc va
hanh vi (Hollebeek 2011), (Dessart va cong
su 2015). Tuong tac co thé dién ra dudi
dang chu dong nhu chia sé, binh luan, tao
ndi dung; hoac thu dong nhu theo doi ma
khong tham gia truc tiép (Dessart va cong
su 2015). Nhiéu nghién ctru di chi ra rang
mirc d§ tuong tac cao gitip nang cao sy hién



dién xa hoi cua thuong hiéu, tir d6 thuc day
nhan thutc va long trung thanh cua khach
hang (Schivinski & Dabrowski 2016),
(Brodie va cong sy 2011). Khi mang xa hdi
ngay cang pho bién, tuong tac thuong hiéu
dong vai tro then chét trong viée xay dung
két ndi cam xtic va hanh vi gin b6 1au dai
gitra khach hang va thuong hiéu.

2.1.3. Nhin thirc thwong hiéu

Nhan thtrc thuong hiéu (Brand Awareness)
dugc xem 14 yéu t6 nén tang trong qua trinh
xay dung tai san thuong hi¢u. Aaker (1991)
dinh nghia day la kha nang nguoi tiéu dung
nhén dién va ghi nhé thuong hiéu trong mot
danh muc san phim, bao gdm hai cip do:
nhéan dién thuong hi¢u (brand recognition)
va ghi nhé thuong hi¢u (brand recall). Keller
(1993, 2001) mo rong khai niém nay qua mo
hinh CBBE véi hai khia canh: @0 sau va do
rong cua nhan thirc thuong hi¢u. Trong moi
truong s, nhan thirc thuong hiéu cang tré
nén quan trong, khi cic nghién ctru déu cho
thay sy hién dién va ndi dung chat luong trén
mang xa hoi giup tang kha nang nhan dién
va ghi nh¢ thuong hiéu, tir d6 thic diy su
gan két cua khach hang (Bruhn va cong su
2012), (Hutter va cong sy 2013), (Barreda va
cong su 2015).

2.1.4. Long trung thanh thuwong hiéu

Long trung thanh thuong hi¢u (Brand
Loyalty) 1a yéu t6 cot 16i trong mo hinh
tai san thuong hi¢u (Aaker 1991), (Keller
1993), phan anh sy cam Kkét, gén bo va uu
tién cua khach hang danh cho mdt thuong
hi¢u trong dai han. Theo Oliver (1999),
long trung thanh 1a mot cam két sdu sic
dé tiép tuc mua hodc ung hd thuong hiu
bét chip cac anh hudng tir bén ngoai. Long
trung thanh bao gdm ca hanh vi mua lap
lai (behavioral loyalty) va sy gan két cam
xuc (attitudinal loyalty) (Keller 2001).
Céc nghién ctru nhu Chu & Kim (2011) va
Hollebeek (2011) khang dinh rang su twong
tac tich cuc gitra khach hang va thuong hi¢u
trén mang xa hoi co thé ting cudng su gin
b6 va thuc day long trung thanh thuong
hiéu trong thoi dai s6.
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2.2. Co s6 ly ludn

2.2.1. Ly thuyét tai sin thwong hiéu
(Brand Equity)

Ly thuyét tai san thwong hiéu (Brand
Equity) 12 nén tang 1y thuyét quan trong
trong marketing hién dai, nhim ly giai cach
thuong hiéu tao ra gid tri gia tdng thong qua
cam nhan va phan ung tich cyc tir phia nguoi
tiéu dung. Theo Aaker (1991), tai san thuong
hiéu bao gém nam thanh tb chinh: nhan thirc
thuong hiéu, chét luong cam nhén, lién tuong
thuong hi¢u, 1ong trung thanh thuong hi¢u va
cac tai san thuong hi¢u khac. Trong d6, long
trung thanh thuong hiéu dugc xem 1a két qua
then chdt phan anh thanh cong trong viéc xay
dung gia tri thuong hiéu. Mo rong 1y thuyét
ctia Aaker, Keller (1993) phat trién mo hinh
tai san thuong hi¢u dua trén nhan thirc nguoi
titu dung (Customer-Based Brand Equity
— CBBE), nhin manh vai trd trung tim cta
nhan thuc thuong hi€u trong viée lién két cac
hoat dong truyén thong vé6i phan tmg hanh vi
cua khach hang. Khi khach hang c6 nhan thic
tich cuc vard rang vé thuong hiéu, ho dé dang
phat trién niém tin, su yéu thich va gin bo lau
dai (Keller 2003), (Oliver 1999), (Chaudhuri
& Holbrook 2001). Trong linh vuc thoi trang
— noi yéu t6 cam xuc, tham my va ban sic ca
nhan anh huong manh dén hanh vi tiéu dung
— vai tro cua nhan thuc thuong hi¢u cang tro
nén thiét yéu. Cac nghién ctru gan day (Ko va
cong su 2019), (Park va cong su 2008) cling
chi ra rang hinh anh thwong higu r6 rang, nhét
quan va phi hop véi gia tri ca nhan co thé
gia tang su cam két va 10ng trung thanh khach
hang trong mdi trudng truyén thong s6. Trén
co s& d6, nghién ctru nay tmg dung 1y thuyét
tai san thuong hiéu dé 1am 13 vai trd cta nhan
thirc thuong hiéu trong méi quan hé véi long
trung thanh, ddc biét trong bdi canh sb hoa
hién nay.

2.2.2. Ly thuyét dap irng kich thich S-O-R
(Stimulus-Organism-Response Model)

M6 hinh S-O-R (Stimulus-Organism-
Response), do Mehrabian va Russell (1974)
phat trién, dugc str dung rong rii trong nghién
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ctru hanh vi ngudi tiéu dung dé 1y giai cach
cac yéu té moi truong anh huong dén trang
thai tdm ly va hanh vi phan iing cta ca nhan.
Theo mé hinh nay, hanh vi nguoi tiéu dung
1a két qua cua qua trinh xir Iy nhan thic va
cam xﬁc ndi tai (organism) dudi tac dong cua
cac yeu t6 kich thich bén ngoai (stlmulus) tr
d6 din dén cac phan ung cu thé (response)
Trong linh vuc marketing, cac yéu t6 nhu
chat luong noi dung thuong hiéu va mirc do
tuong tac voi khach hang trén nén tang sb
thuong dugc xem la cac “kich thich” c6 kha
nang anh huéng manh dén nhan thtc, cam
xuc va su danh gia cad nhan cia nguoi tiéu
dung (Jacoby 2002), (Bagozzi 1986). Trang
thai “organism” trong mo hinh nay c6 thé
duoc biéu hién thong qua nhan thirc thuong
hiéu — bao gdm muc do ghi nho, lién tuong
tich cuc va su danh gia gia tri thuong hicu.
Twr do, cac phan tng hanh vi (response) nhu
long trung thanh, hanh vi mua Idp lai va sy
gi6i thiéu thwong hiéu cho nguoi khac c6 thé
duogc hinh thanh. Nhiéu nghién ctru gan day
da ap dung thanh cong mo hinh S-O-R trong
bdi canh truyén thong mang xi hoi. Zhang
va cong su (2017) cho thay ring ndi dung
truc quan, cam xuc tich cuc va sy tuong tac
ca nhan hoa gilp tang cuong nhan thuc tich
cuc vé thuong hi¢u. Tuong ty, Lim va cong
su (2020) khang dinh rang kha niang phan
hoi twong tac va ndi dung sang tao trén mang
xa hoi ¢ vai tro thiét yéu trong viéc thuc day
hanh vi trung thanh. Trén co s¢ do, nghién
ctru nay van dung mé hinh S-O-R dé lam
16 moi quan hé giita chat luong ndi dung va
twong tac thuong hi¢u (stimulus), nhan thac
thuong hiéu (organism) va long trung thanh
thuwong hiéu (response) trong moi trudng so.

2.2.3. M6 hinh thanh cong ciia hé théng
thong tin (Information System Success
Model — ISSM)

Mo hinh thanh cong cua hé thong thong
tin (ISSM), dugc DeLone va McLean phat
trién vao nam 1992 va cap nhat nam 2003,
1a khung 1y thuyét pho bién trong viéc danh
gi4 hiéu qua cua cac hé thong thong tin trong
moi truong ky thuat s6. Mo hinh xac dinh

sau thanh phan cdu thanh sy thanh cong,
trong d6 chit lugng thong tin — dugc do bang
cac yéu té nhu do chinh xac, day du, 1d rang,
kip thoi va pht hop — 12 nén tang quyét dinh
murc do hai long va nhan thtc tich cuc cua
nguoi dung (DeLone & McLean 2003). Khi
dugc tmg dung vao bdi canh truyén thong
thu’orng hiéu sd, chit lwong thong tin dugc
hiéu 1a chat luong ndi dung ma thuong hi¢u
cung cap thong qua cac nén tang nhu mang
xa hoi, website hay email marketing. Nelson
va cong su (2005), Xu va cong su (2015) déu
khang dinh rang ndi dung dang tin cdy va
phit hop vé6i hinh anh thuong hiéu gop phan
nang cao long tin va nhan thuce tich cuc tir
phia nguoi tiéu dung. Trong nganh thoi trang
—noi trai nghiém hinh anh, ngdn ngir thuong
hiéu va ndi dung truyén thong dong vai tro
cdt 161 — chat lugng ndi dung con quyét dinh
kha ndng thuong hi¢u dugc ghi nhé va danh
gia cao trong tam tri khach hang. Wang va
cong su (2020) cho rang, trong bdi canh
mang xa hoi tran ngdp thong tin, ndi dung
chat lugng cao s& 1a yéu t6 gitp thuong hiéu
ndi bat va tao ra su khac biét canh tranh. Tur
d6, md hinh ISS dugc xem 1a co s6 1y thuyét
phu hop dé 1y giai vai tro cta chét lugng noi
dung trong vi¢c hinh thanh nhan thirc thuong
hiéu trong moi truong so.

2.2.4. Ly thuyét hién dién xa hoi (Social
Presence Theory)

Ly thuyét hién dién xa hoi (Social
Presence Theory) do Short, Williams va
Christie (1976) d& xuit nham 1y giai mirc d6
cam nhan vé sy hién dién thyuc su cua nguoi
khac trong mot twong tac truyén thong trung
gian (Short va cong sy 1976). “Hién dién
x4 hoi” phan anh cam giac gan giii, c4 nhan
héa va chan thyc ma mot nguoi co thé cam
nhan dugc trong qué trinh giao tiép qua cac
kénh truyén thong s6 nhu mang xa hoi, email
hay nén tang tryc tuyén (Short va cong su
1976). Mtic @6 hién dién xa hoi cang cao,
nguoi tham gia twong tac cang c6 xu hudng
danh gia tich cuc va cam thiy dugc két ndi
sau sic hon (Short va cong su 1976). Trong
bbi canh truyén thong thuong hiéu, 1y thuyét



hién dién xa hoi dugc van dung dé ly giai
tac dong cua cac hoat dong tuong tac thuong
hiéu dén nhéan thirc thuong hi¢u (Kang &
Johnson 2011), (Kim & Song 2016). Cac
hanh dong nhu phan hdi binh luan, tra 1o tin
nhén, t6 chic hoat dong hai chiéu hodc cé
nhan hoa théng diép truyén thong co thé 1am
tang muc do hién di¢n xa hdi ma khach hang
cam nhan dugc tr phia thuong hi¢u (Kang
& Johnson 2011). Khi khach hang cam thiy
rang thuong hiéu dang “hién dién” mot cach
chu dong va chan thyuc, ho s€ c6 xu hudng
danh gia thuong hiéu d6 1a dang tin cdy, gan
giii va chuyén nghi¢p (Kim & Song 2016).
Trong nganh thoi trang — noi quyét dinh mua
hang thuong chiu anh hudng 16n tir yéu t6
cam xuc va ca tinh — hién di¢n xa hoi dong
vai tro then chdt trong viée xdy dung nhan
thuc tich cuc vé thuong hi¢u (Ko va cong
su 2019), (Park va cong su 2008). Do do, ly
thuyét nay 1a nén tang phu hop dé giai thich
vai trd cia muc dé tuong tac thuong hi¢u
trong viéc hinh thanh va cing ¢ nhan thirc
thuong hiéu trong bdi canh truyén thong sb
hién nay.

2.3. Cac gia thuyét nghién ciu

2.3.1. Méi quan hé giiva chit lwong nji
dung va nhdn thirc thuwong hiéu

Chat luong ndi dung trén mang xa hoi
dong vai trd then chdt trong viéc hinh thanh
nhén thtrc thuong hi¢u cua khach hang (De
Vries va cong su 2012). Noi dung truyén
thong nhat quan, rd rang va phu hop véi
hinh anh thuong hiéu c6 thé gia ting kha
nang nhan dién, ghi nh¢ va danh gia tich cuc
tur phia nguoi tiéu dung (Carlson va cong sy
2018). Ngay nay, mang xa hoi khong chi 1a
kénh tuong tdc ma con la mot h¢ sinh thai
thong tin, noi ndi dung chinh 1a cu nbi giira
thuong hi¢u va khach hang (Barreda va cong
su 2015). Khung 1y thuyét hé théng thong tin
(IS Success Model) cua DelLone va McLean
(2003) cung cp co s6 1y ludn viing chic dé
Iy giai méi quan hé nay. Theo d6, chat lwong
thong tin — dugc danh gia qua do chinh xac,
su phu hop, tinh d& hiéu va tinh nhat quan —
¢6 anh huong truc tiép dén sy hai 1ong, niém
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tin va nhan thuc tich cyc vé don vi cung cip
thong tin, trong truong hop nay la thuong
hi¢u (DeLone & McLean 2003). Cac nghién
ctru thue nghiém ciing da xac nhan rang noi
dung truyén thong chat lugng cao nang cao
cam nhan cua khach hang, dac biét trong cac
nganh doi hoi tinh thim my nhu thoi trang.
Nelson va cong su (2005) cho rang chat
luong thong tin 14 yéu t6 tién quyet trong viéc
hinh thanh nhan thuec tich cuc vé t6 chire. Xu
va cong sy (2015) phat hién rang ndi dung
16 rang, nhat quan véi hinh anh thuong hiéu
s& thic ddy niém tin thuong hiéu. Tuong tu,
Wang va cong sy (2020) nhan manh rr:ing
trong moi trudng truyen thong xa hoi, chat
luorng n6i dung 1a yéu té gitip thuong hiéu
noi bat va ghi nhd 1au hon. Tuy nhién, viéc
4p dung mo hinh IS vao nganh thoi trang van
con han ché trong nghién ctru trude day. Do
do, tir co s& 1y luan cua ISSM va cac két qua
thyc nghiém trudc day, ddng thoi nham bu
dap nhung khoang trong néu trén, nghién
ctru nay dé xuét gia thuyét sau:

HI: Chadt lwong néi dung anh huéng tich
cuc dén nhan thire thuong hiéu.

2.3.2. Méi quan h¢ giita twong tic
thuwong hiéu va nhdn thirc thuwong hiéu

Tuong tac thuong hi¢u trén mang xa
hoi — hiéu 1a cac hoat dong hai chiéu giita
thu’ong hi¢u va khach hang dugc xem la
yéu t6 quan trong gop phan hinh thanh nhan
thirc thuong hi¢u trong tam tri nguoi tiéu
dung (Bruhn va cong su 2012). Trong moi
truong truyén thong sb, noi thong tin bi phan
tan va canh tranh cao, tuong tac khong chi
1a cong cu phan hdi ma con 1a tic nhan kich
thich ghi nhé va dinh hinh 4n tuong thuong
hiéu (Voorveld va cong su 2018). Ly thuyét
hién dién xa hoi (Social Presence Theory)
cua Short va cong su (1976) cung cap co
so 1y luan viing chic cho m01 quan h¢ nay.
Khi khach hang cam nhén rang thuong hiéu
dang hién dién mdt cach chan thuc — thong
qua cac hanh dong nhu phan hi binh luén,
t6 chirc livestream hodc guri tin nhdn mang
tinh c4 nhan héa — ho ¢6 xu hudng tich hop
nhitng trai nghiém nay vao nhan thac vé
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thuong hi¢u (Short va cong su 1976), (Kang
& Johnson 2011). Nhiéu nghién ciru thuc
nghiém ciing khang dinh diéu nay. Kang &
Johnson (2011) chira ré’mg miurc do hién dién
xa hoi cao giup tang cam giac than thi¢n va
chuyén nghiép tur phia thwong hi¢u. Kim &
Song (2016) cho thdy su tuong tic mang
tinh ca nhan hoa co thé gia ting sy ghi nho
thuong hi¢u va lién tuong tich cuc trong
tam tri nguoi tiéu dung. Pansari & Kumar
(2017) nhin manh rang sy tuong tic thudng
Xuyen gitra khach hang va thuong hiéu gop
phan cing ¢6 méi quan hé cam xuc va ting
cuong nhan thirc thu0‘ng hi¢u. Trong nganh
thoi trang — noi yéu t6 cam xfc va dong
diéu thim my anh huong 16n dén hanh vi
mua — viéc xay dung hi¢n dién xa hoi thong
qua tuong tac hi¢u qua giup thuong hi¢u tro
nén gan giii, chuyén nghiép va dang tin cay
(Ko va cong su 2019). Tuy nhién, mbi quan
hé gitra tuong tac thuong hi¢u va nhéan thac
thuong hiéu van chua dugc nghién ciru sau
trong linh vuc nay, dac biét tai thi truong
Viét Nam. Dya trén co s¢ 1y thuyét va thuc
tién néu trén, nghién ctru dé xuat gia thuyét:

H2: Twong tac thuwong hiéu anh huong
tich cyc den nhan thirc thiong hiéu.

2.3.3. Méi quan hé giita nhdn thirc
thwong hiéu valong trung thanh thwong hiéu

Nhan thtc thuong hiu la thanh td co ban
trong mé hinh tai san thuong hi¢u (Brand
Equity Model) cua Aaker (1991, 1996),
doéng vai tro trung tam trong viéc hinh thanh
va cung c6 10ng trung thanh cta khach hang
(Aaker 1991), (Aaker 1996). Khi nguoi
tiéu dung c6 kha ning nhan dién va ghi nhé
thwong hiéu d& dang, ho thudng cam thiy tin
tudng, gidm rui ro nhan thirc va c6 xu hudng
gin bo véi thuong hiéu 1au dai (Keller 2003).
Theo ly thuyét tai san thuong hiéu, nhén thirc
thuong hiéu 1a diéu kién nén tang dé thac
day 1ong trung thanh — ca vé hanh vi (mua
1ap lai) va thai do (cam két, ung ho) (Aaker
1991), (Keller 1993). Nhiéu nghién ciru thuc
nghiém ciing di chimg minh mdi quan hé
tich cyc nay. Chaudhuri & Holbrook (2001)
chi ra rang nhan dién thuong hiéu cao giup

tang hanh vi mua lap lai va giam d¢ nhay
cam vé gia. Yoo va cong su (2000) khing
dinh réng nhan thuc thuong hiéu la mot
trong nhitng yéu t6 then chdt thic day gia
tri thwong hi€u va long trung thanh. Huang
& Sarigéllii (2012) bd sung rang nhan thirc
thwong hiéu khong chi anh huéng dén hanh
vi mua Idp lai ma con tdng cuong long trung
thanh vé mat thai do nhu su yéu thich va ung
ho thuong hi¢u. Ngoai ra, Pappu va cong su
(2005) cho thiy rang nhan thirc thuong hiéu
dong vai tro ¢t 16 trong viée xay dung gia
tri thwong hiéu tong thé. Bennett & Rundle-
Thiele (2005) ciing nhin manh rang thuong
hiéu c¢6 mac d6 nhan dién cao s& c6 loi thé
canh tranh l6n hon trong viéc duy tri long
trung thanh cua khach hang trong moi truong
canh tranh cao. Tuy nhién, cac nghién ctru
truée chii yéu tap trung vao nganh dich vu
va hang tiéu dung nhanh, trong khi Iinh vuc
thoi trang — von c6 didc trung riéng vé cam
xuc va nhan thirc hinh anh — lai chua duoc
khai thac sdu. Dua trén co so 1y thuyét va
thuc tién néu trén, nghién ctru dé xuat gia
thuyét:

H4: Nhan thuc thuong hiéu anh huong
tich cuc dén long trung thanh voi thuong hiéu.

2.3.4. Vai tro trung gian cua nhdn thirc
thwong higu trong moi quan hé giira chit
lwong ngi dung hodc twong tic thwong
hiéu voi long trung thanh thwong hiéu

Theo m6 hinh S-O-R cua Mehrabian
& Russell (1974), cac tac nhan kich thich
tir moi trudng bén ngoai — nhu chét luong
ndi dung hodc tuong tac thuong hi¢u — anh
huong dén trang thai tim 1y bén trong ctia
nguoi tiéu dung (organism), dién hinh la
nhan thtc thuong hiéu, tir d6 dan dén hanh
vi phan Umg nhu long trung thanh thuong
hiéu. Trong mdi trudng truyén thong mang
xa hoi, nhan thtc thuong hi¢u dong vai
tro nhu mot co ché trung gian 1y giai cach
khach hang xir Iy va phan hdi truée cac ndi
dung va trai nghiém tuong tac (Kim & Ko
2012), (Carlson va cong su 2018). Cu thé,
chét luong ndi dung — voi cac dac diém nhu
tinh rd rang, hip dan, phit hop va nhat quan —



giup thu hat sy chu y, tang kha nang ghi nhé
va thuac déy hinh thanh nhén thac tich cuc
vé thuong hi¢u (De Vries va cong su 2012),
(Bruhn va cong sy 2012). Tuong tu, tuong
tac thuong hiéu — thong qua cac hoat dong
hai chiéu nhu phan hdi, tro chuyén, mini-
game — lam gia tang cam gidc hién dién xa
hoéi, tr d6 nang cao sy nhan dién va két ndi
cam xuc (Brodie va cong sy 2013), (Hutter
va cong sy 2013). Nhan thac tich cuc vé
thuong hiéu sé& 1a tién dé dé phat trién 1ong
trung thanh — ca vé hanh vi 1an thai 6 (Yoo
va cong su 2000), (Pappu va cong su 2005).
Tuy nhién, vai tro trung gian cua nhan thuc
thuong hiéu van chua dugc kiém dinh day
du trong cac mo hinh két hop ca hai yéu t6
kich thich — chat luong ndi dung va tuong
tac thuong hi¢u — trong nganh thoi trang. Do
d6, nghién ctru nay dé xuat hai gia thuyét:

H3a: Chdt hrong ndi dung anh hwéng
den long trung thanh voi thuwong hiéu thong
qua nhan thirc thwong hiéu.

H3b: Tuwong tac thuong hi¢u anh huong
den long trung thanh voi thwong hiéu thong
qua nhan thirc thwong hiéu.

Vi sy phén tich nhu trén, mo6 hinh nghién
cuu duoc dé xuat nhu Hinh 1.

3. PHUONG PHAP NGHIEN CUU

Phuong phap chinh dé thu thap dir lidu
la khao sat khach hang da mua hang tai
CEVONNI va biét dén trang Facebook cta
thuong hiéu bang bang hoi. Bang hoi dugc
xay dung trén co s¢ tham khao tir cac nghién
clru cua cac hoc gia trén thé gidi, dugc hoan
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thién qua nghién ctru dinh tinh br:ing phuong
phéap thao ludn nhém. Trudce ti€n, bang hoi
dugc gui to1 10 khach hang trong qua trinh
thao luan nham danh gia mic do rd rang va
phu hop ciia cac bién va thang do, tranh cau
hoi mo hd, gy hiéu 1am hay kho tra 11 d6i
v6i ho. Thang do thiét ké theo Likert véi 5
mirc 46 dé gia tang do chinh xéc, tinh khach
quan trong danh gid cuia nguoi tra 1oi.

Lién quan dén mau nghién ciru, theo Hair
va cong su (2009), ¢& mau tot nhit nén tir
100 tro 1én dé dam bao tinh dai dién va do tin
cay cua dit liéu. Ngoai ra, c& mau nghién ctru
nén gap it nhat 10 lan s6 bién quan sat trong
md hinh. S6 lwong méu cang 16n thi cang
dai dién cho téng thé. Sau bén tuan khao sat,
tac gia thu vé 210 phiéu. Qua k¥ thuat chon
loc cac phiéu tra 10, sb phiéu hop 1€ dugc
dua vao phan tich 13 201 phiéu. Tac gia sir
dung phin mém SPSS 26.0 va SmartPLS 4
dé xir Iy va phan tich dir liéu. Trong d6, mo
hinh PLS-SEM dugc lwa chon dé kiém dinh
cac gia thuyét nghién ctru dya trén mot sb
Iy do sau: (1) M6 hinh nghién ctru c¢6 dinh
huéng kham phd, nham kiém dinh cic méi
quan hé giita cac yéu t6 trong mot bdi canh
cu thé (CEVONNI — thwong hiéu thoi trang
tai Viét Nam); (2) Dir li¢u thu thap tir khao
sat thuc tién c6 thé khong hoan toan tuan thi
phan phdi chuan — PLS-SEM phu hop hon
trong cac truong hop nay; (3) PLS-SEM phu
hop v6i mau ¢& trung binh (trén 100 quan
sat) va hd tro tdt viée kiém tra cac mdi quan
hé trung gian va tac dong gian tiép (Hair va
cong sy 2011).

Chit lrong H ,H,
nji dung H,
H
Nhin thire 4 Long trung thanh
thuong hi¢u voi thwong hi¢u

Twong tac H
thwong hiéu

Hinh 1: M6 hinh nghién ctiu dé xuat
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4. KET QUA NGHIEN CUU

4.1. Thong tin mau khao sat

Khao sat duoc thuc hién véi 201 khach
hang tai CEVONNI, trong d6 nit gidi chiém

99%, phan 16n 1a nhan vién vin phong
(75,6%) va sinh vién (14,9%). Vé tan suét
mua hang, 47% khach hang cho biét thinh
thoang mua (3-5 lan/nim), 26% mua thuong
xuyén, trong khi 12% mua rat thudng xuyén.

Bang 1: Dic diém clia mau nghién ctiu

Dic diém $6 lrgng (ngwoi) Ty trong (%)
Nam 2 1
Gidi tinh
Nir 199 99
Tong 201 100
Kinh doanh 19 9.5
Nghé nghiép Nhan vién van phong 152 75.6
Sinh vién 30 14.9
Téng 201 100
Hiém khi
(1-2 lin/nam) » 144
Thinh thoa
o (35 Lin/nam) o4 468
Tan suat
mua hang . 5
Thuong xuyén
(6-11 lin/nim) 3 26.4
Rat thu-é:ng quyén (=12 25 124
lan/nam)
Téng 201 100

4.2. Két qua nghién ctru
4.2.1. Kiém dinh mé hinh do luwong

Mo hinh do luong dugc dénh gia dya trén
do tin cay va gia tri. Trong do6, do tin cay
dugc danh gié dya trén cac phép do luong cu

Nguon: Phan tich dir liéu khao sdt (2025)

thé 1a do tin cay Cronbach’s alpha va h¢ s6
tin cdy tong hop (CR), con gi tri (bao gdm
gia tri hoi tu va gia tri phan biét) dugc danh
gi4 théng qua hé s6 HTMT, phuong sai trich
AVE va ma trin tuong quan giita cac bién
nghién cuu.

Bang 2: D§ tin cdy thang do Cronbach’s Alpha, CR, AVE

Thang do Croan;IIcéhs’fs) alpha %i;ﬁht;; Ccﬁl};’ Phwong sai trich (AVE)
Chat lugng noi dung 0.755 0.859 0.670
Long trung thanh 0.836 0.890 0.670
Nhan thtre thuong hiéu 0.835 0.890 0.669
Tuong tac thuong hi¢u 0.830 0.897 0.744

Nguoén: Phén tich di¥ liéu khdo sat (2025)



Két qua kiém tra do tin cay thang do va tinh
hoi tu cho thay tat ca cac thang do déu dat yéu
cau vé do tin cay va tinh hoi tu. Cu thé, hé s6
Cronbach’s Alpha cta cac thang do déu 16n
hon 0.7. Pong thoi, do tin cdy tong hop (CR)
cling déu 16n hon 0.7, khéng dinh su 6n dinh
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cua thang do. Ngoai ra, gia tri phuong sai trich
(AVE) cua tat ca cac thang do déu 16n hon 0.5,
dam bao thang do dat tinh hoi tu tot. Nhitng két
qua nay cho thay cac thang do dugc sir dung
trong nghién ciru 1a dang tin cy va co thé tiép
tuc str dung dé kiém dinh mo hinh nghién ctru.

Bang 3: Két qua kiém dinh hé sd tai nhan t6

CLND

LTT NTTH TTTH

CLND1 0.822

CLND2 0.817

CLND3 0.817

LTTI

0.867

LTT2

0.781

LTT3

0.782

LTT4

0.839

NTTH1

0.834

NTTH2

0.806

NTTH3

0.809

NTTH4

0.823

TTTHI

0.847

TTTH2

0.879

TTTH3

0.861

Két qua kiém dinh hé s tai ngoai (Outer
Loading) ciia md hinh cho thay tit ca céac
bién quan sat déu c6 hé sb tai 16n hon 0.7,
dat tiéu chuan theo Hair va cong su (2010)
dé dam bao tinh hoi tu. Cu thé, cac bién
quan st cua thang do Chét luong ndi dung
(CLND) dao dong tir 0.817 dén 0.822,
thang do Long trung thanh (LTT) dao dong

Nguoén: Phén tich dir liéu khdo sat (2025)

tir 0.781 dén 0.867, thang do Nhan thirc
thuong hiéu (NTTH) dao dong tir 0.806 dén
0.834 va thang do Tuong tac thuong hi¢u
(TTTH) dao dong tir 0.847 dén 0.879. V&i
két qua nay, cac bién quan sat déu co6 murc
d6 dai dién tt cho khai niém can do ludng,
gitp dam bao tinh hgp 1€ cia mo hinh do
luong.

Bang 4: Thong tin gié tri Fornell-Larcker

CLND LTT NTTH TTTH
CLND 0.819
LTT 0.317 0.818
NTTH 0.520 0.555 0.818
TTTH 0.208 0.280 0.433 0.862

Nguon: Phan tich dit liéu khao sdt (2025)
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Phan tich ma trdn tuong quan gilta cac
khai ni¢m nghién ctru theo tiéu chi Fornell-
Larcker (1981) cho thdy gia tri cin béac hai
cua AVE (duoc hién thi trén duong chéo)
déu 16n hon cac hé sé tuong quan giita cac
bién, chimg to mo hinh dat dugc tinh phan
biét. Cu thé, gia tri can bac hai cuia AVE ddi
v6i Chat luong nodi dung (CLND) 1a 0.819,
Long trung thanh (LTT) la 0.818, Nhan thtrc

thuong hiéu (NTTH) 1a 0.818, va Tuong
tac thuong hiéu (TTTH) 1a 0.862. Cac hé s6
tuong quan giita cac khai niém déu nho hon
gi4 tri ndy, chimg minh rang céc thang do
phan biét nhau rd rang. Do d6, mo hinh dat
yéu cau vé tinh phén biét theo tiéu chuan cia
Fornell va Larcker (1981), dam bao rang mdi
khai niém do ludng la khac bi¢t va khong bi
chong 1an véi nhau trong phan tich dir liéu.

Bang 5: Két qua kiém tra chi s&6 HTMT cho mé hinh do ludong

CLND LTT NTTH TTTH
CLND
LTT 0.396
NTTH 0.649 0.650
TTTH 0.254 0.315 0.508

Thém vao do, nghién ctru cling xem xét
thém chi s6 HTMT cho théy tit ca cac khai
niém déu c6 chi s6 HTMT nho hon 0.9.
Diéu nay cho thay cac khai niém dat gia tri
phan biét.

CLND1
0.822
—
«4-0817—}

&0 T

CLND

CLND2

CLND3

TTTH1

'\0.847 /
=

4 0879—

08617
P

TTTH2

TTTH3
TTTH

Nguoén: Phan tich dir liéu khdo sat (2025)

4.2.2. Kiém dinh mé hinh ciu tric

Bén van dé can duoc danh gia: hién
tuong da cong tuyén, hé sb tac dong, h¢ )
xéac dinh R2, hé sd tac dong 12 trong viéc
kiém dinh mo hinh c4u truc.

NTTH1 LTT1

v
0.834 0.867
0806 NTTH2 o LTT2

v

20,7812
0.555
0.809—p.

0782
NTTH3 s g
0.823 0.839
LTT

NTTH4 LTT4

Hinh 2: Két qua phan tich mé hinh céu trac PLS SEM

Kiém tra da cong tuyén trong mo hinh
thong qua hé sé phong dai phuong sai
(Variance Inflation Factor — VIF) cho thiy
tat ca cac gia tri VIF déu nho hon 3, cu thé:
CLND — NTTH c6 VIF = 1.045, NTTH —
LTT c6 VIF =1.000, va TTTH — NTTH c6
VIF = 1.045. Két qua cho thiy hién tuong

da cong tuyén giita cac bién doc lap khong
anh huong dén viéc kiém dinh gia thuyét
nghién ctru va khong han ché gia tri cua R
binh phuwong hay lam sai léch/ d6i dau cac
hé s6 hdi quy. Nhu vy, mé hinh nghién ctru
dam béo tinh 6n dinh va dang tin cay trong
phan tich hdi quy.
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Bing 6: Gi4 tri VIF

VIF

CLND — NTTH 1.045
NTTH — LTT 1.000
TTTH — NTTH 1.045

Chat lwong mé hinh céu trac dugc
danh gia thong qua hé s R-square (R?) va
R-square adjusted. Két qua cho thiy bién
phu thudoc Long trung thanh (LTT) c6 R?
= 0.308 va R? diéu chinh = 0.304, nghia 1a
céc bién giai thich trong mé hinh c6 thé giai
thich 30.8% su bién thién cua LTT. Tuong
tu, bién trung gian Nhan thtrc thuong hiéu
(NTTH) ¢6 R? = 0.381 va R? diéu chinh =

Nguoén: Phan tich dit liéu khdo sdt (2025)
0.375, cho thiy céac bién doc 1ap c6 thé giai
thich 38.1% su bién thién cia NTTH (Hinh
2). Theo Hair va cong su (2019), gia tri R? tir
0.19 dén 0.33 duoc xem la mirc trung binh,
con trén 0.33 1a kha tét. Nhu vay, m6 hinh c6
mirc d6 giai thich vira phai, cho thay cac yéu
t6 trong md hinh cé tac dong dang ké dén
long trung thanh va nhan thtrc thuong hi¢u.

Biang 7: Chét lugng mé hinh cau triic

R-square R-square adjusted
LTT 0.308 0.304
NTTH 0.381 0.375

M hinh céu trac duoc su dung dé phan
tich u6c lwong mdi quan hé ciia cac nhan t6
tiém an. Pé kiém dinh mdi quan hé gitra cac
bién, nghlen ctru da kiém tra bootstrapplng
5000 lan. Két qua kiém dinh mé hinh cho thdy
tat ca cac gia thuyét nghién ciru déu c6 y nghia
théng ké va duoc chép nhan. Cu thé, chét
luong ndi dung (H1) va tuong tac thuong hiéu
(H2) déu c6 anh hudng tich cuc dén nhan thirc
thuwong hiéu, véi hé s6 1an lugt 1a p = 0.449 va
B =10.340 (p = 0.000). Nhan thtrc thuong hiéu

Nguoén: Phan tich dit liéu khao sdt (2025)
ciing cho thdy tac dong cing chiéu dén long
trung thanh thuong hiéu (H4) voi hé so B=
0.555 (p = 0.000). Bong thoi, cac mdi quan
hé gian tiép thong qua bién trung gian nhan
thire thuong hi€u ciing dugc khéng dinh: chét
luong ndi dung (H3a) va tuong tac thuong
hiéu (H3b) déu anh huong tich cuc dén long
trung thanh thong qua nhan thirc thuong hiéu,
v6i cac hé s6 B 1an luot 12 0.249 va 0.188 (p =
0.000). Nhu vay, cac gia thuyét H1, H2, H3a,
H3b va H4 déu duoc chip nhan.

Bang 8: Két qua kiém dinh gia thuyét nghién ctru trong mé hinh

Gia thuyée || Orignal | Sample | g iion | Ttatistis 00/ | e | it ugn
(STDEV)
H1 0.449 0.451 0.067 6.724 0.000 Chép nhéan
H2 0.340 0.342 0.058 5.895 0.000 Chép nhén
H4 0.555 0.558 0.055 10.148 0.000 | Chap nhan
H3a 0.249 0.252 0.047 5.356 0.000 | Chap nhan
H3b 0.188 0.191 0.037 5.081 0.000 | Chap nhan

Nguoén: Phén tich di¥ liéu khdo sat (2025)
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Theo Cohen (1988), gia tri > dugc dung
dé danh gia dg lon tac dong cua mat bién doc
lap 1én bién phu thudc, trong dé 2 =0.02 thé
hién tac dong nho, 2= 0.15 thé hién tac dong
trung binh, va f2=0.35 thé hién tac dong lon.

Két qua kiém dinh d 16n tac dong cho
thy chat luong ndi dung (CLND) ¢6 tac dong
trung binh 1én nhan thirc thuong hi¢u (NTTH)
véi 2= 0.312, nhan thirc thuong hi¢u (NTTH)
c6 tac dong 16n dén long trung thanh (LTT)
voi 2 = 0.444, va tuong tac thuong hi¢u
(TTTH) c6 tac dong trung binh dén nhan thirc
thuong hi¢u (NTTH) voi £2=0.179.

Nhu vay, nhan thuc thuong hi¢u (NTTH)
dong vai tro quan trong nhit trong mo
hinh khi ¢6 tic dong manh dén long trung
thanh (LTT), trong khi chat lugng ndi dung
(CLND) va tuong tac thuwong hi¢u (TTTH)
c¢6 anh huong dang ké dén nhan thire thuong
hi¢u (NTTH).

Bén canh két qua khao sat so cap, nhom
tac gia cling tién hanh thu thap dir liéu thi
cép tir trang Facebook cia CEVONNI trong
khoang thoi gian 06 thang gan nhat (thdng
12/2024 dén thang 05/2025) nhim phan
tich mtrc d¢ hoat dong thuc té cua thuong
hiéu. Trung binh mdi thang, CEVONNI
dang khoang 12-15 bai viét, chu yéu tap
trung vao ndi dung quang ba san phim va
lookbook, véi tan suat tuong dbi déu dan.
Tuy nhién, lugng tuong tac trung binh (bao
gom luogt thich, binh luan va chia sé) chi
dao dong tir 30-40 twong tac/bai, thip hon
dang ké murc trung binh nganh thoi trang
nir trén Facebook 1a 200-300 tuong tac/bai
(Socialbakers Vietnam, 2024). Bang chu y,
cac bai viét co yéu té cam xtic hoidc tuong
tac hai chiéu nhu livestream hau truong

thu hat lugng tuong tac cao gap 2-3 l1an so
v6i cac bai ding san pham thong thuong.
Thuc té nay cho thdy rd rang rang nhiing
ndi dung cé chit luong cao va kha ning
kich hoat tuong tac thuc sy tao ra su chu y
va gan két manh mé& hon tir phia ngudi tiéu
dung — qua d6 nang cao nhan thic va thi¢n
cam vé thuong hiéu. Két qua nay hoan toan
phu hop véi phan tich moé hinh PLS-SEM,
noi ca chat luong ndi dung va tuong tac
thuong hiéu déu duoc ching minh c6 tac
dong gian tiép thong qua bién trung gian 1a
nhan thirc thuong hi€u, va tir d6 anh huong
dén 1ong trung thanh cta khach hang. Sy
ddng nhét giita dir liéu so cdp va thtr cap
giup cung cd gia tri thyc tidn cia mé hinh
nghién ctru, dong thoi mo ra ham y ring
thuong hiéu nén dau tu manh hon véo cac
chién lugc nodi dung sang tao va tuong tac
thuong hiéu dé ting cuong hiéu qua truyén
thong trén nén tang Facebook.

5. THAO LUAN

Nghién ctru nay da gop phan lam 16 co
ché tac dong cua chat luong nodi dung va
tuong tac thuong hi¢u dén 1ong trung thanh
thuong hi¢u thong qua vai tro trung gian
cua nhan thuc thuong hi€u, trong bdi canh
truyén thong trén nén tang Facebook — cu
thé voi truong hop thwong hiéu thoi trang
CEVONNI. Viéc tich hop dong thoi cac 1y
thuyét nén tang nhu mo hinh S-O-R, tai san
thuong hiéu, hé théng thong tin va hién dién
x4 hoi giup 1y giai toan dién chudi tac dong
tir yéu t6 kich thich bén ngoai dén phan tng
hanh vi ctia khach hang.

Mot phat hién dang chu y 1a chat lugng
ndi dung c6 anh huéng manh dén nhan thirc
thuong hi¢u, phu hop véi cac nghién ciou

Bang 9: Két qua kiém dinh d6 16n tac dong (f2) trong mé hinh

f-square
CLND -> NTTH 0,312
NTTH -> LTT 0,444
TTTH -> NTTH 0,179

Nguon: Phén tich dir liéu khao sat (2025)



trude (Carlson va cong sy 2018), (Barreda va
cong su 2015), ddng thoi khing dinh vai tro
trung tAm cua chién lugc ndi dung trong xay
dung hinh anh va gia tri cam nhén thuong
hiéu — dac biét trong nganh thoi trang, noi
yéu té hinh anh va cam xuc chi phdi hanh
vi tiéu dung. Bén canh d6, tuong tac thuong
hi¢u ciing dugc xac nhan la yéu td c6 anh
huéng tich cyc dén nhan thire thuong hiéu,
trong dong véi cac két qua tir Dessart va
cong sy (2015) va Schivinski & Dabrowski
(2016). Trong mdi truong s6, viée duy tri cac
tuong tac mang tinh ca nhan hoa va kip thoi
gitip thwong hiéu tao cam gidc gan giii va
nang cao kha nang ghi nhd. Pac biét, nhan
thirc thwong hiéu duoc xac lap 1a bién trung
gian then ch6t — 1a mét xich két ndi gitta noi
dung, twong tac va long trung thanh thuong
hiéu. Phat hién nay cing ¢ cac mé hinh cua
Aaker (1991) va Keller (2009), cho thdy xay
dung nhan thirc thwong hiéu khong chi nham
tang kha nang nhan dién ma con tao nén tang
cho hanh vi gin b6 1au dai.

Téng thé, nghién ctiru dd mé rong ing dung
cac 1y thuyét qudc té vao bdi canh thi truong
thoi trang Viét Nam, noi sy canh tranh cao
va hanh vi ti€éu dung mang tinh cam xuc rd
rét. Nhitng két qua nay cung cép goi ¥ chién
lugc hitu ich cho cac thuong hiéu, trong dé
viéc dam bao chat lugng nodi dung va thic
day tuong tac hiéu qua trén Facebook s& 1a
chia khoa dé tang cuong nhan thirc va cing
cb 1ong trung thanh thuong hi¢u.

6. KET LUAN VA KHUYEN NGHI
6.1. Két luan

Trong bdi canh nganh thodi trang canh
tranh ngay cang khdc liét va ngudi tiéu ding
ngdy cang chi trong dén trai nghiém s, viéc
xay dung nhan thuc va long trung thanh
thuong hiéu tré thanh wu tién chién lugc dbi
v6i doanh nghiép. Nghién ctru nay di kiém
dinh mbi quan h¢ gitta chét lugng ndi dung,
twong tac thuong hi¢u va long trung thanh
thuong hi¢u, véi nhan thuc thuong hiéu
doéng vai tro trung gian, trong trudng hop cua
thuong hi¢u thoi trang CEVONNI.

NGHIEN CU'U — TRAO DOI

Két qua cho thiy ca chit lwong noi dung
va tuong tac thuong hiéu déu tac dong tich
cuc va co y nghia dén nhan thirc thuong hi¢u;
tor do, nhan thic thuong hi¢u tiép tuc anh
huong manh m& dén long trung thanh cta
khach hang. Pong thoi, nhan thirc thuong
hiéu dong vai trd trung gian trong mdi quan
hé giita cac yéu t truyén thong va hanh vi
gan bo, gop phan cung ¢d cac mod hinh 1y
thuyét hién c6 va mo rong tng dung trong
nganh thoi trang tai Viét Nam.

Tuy nhién, nghién ctru ciing ton tai mot
s6 han ché nhét dinh. Tht nhat, ddi tuong
khao sat chu yéu 1a nguoi tiéu ding da biét
dén CEVONNI trén Facebook, nén két
qua c6 thé chua phan anh toan dién hanh
vi khach hang trén cac nén tang khac nhu
Instagram, TikTok hay san thuwong mai dién
ttr. Th hai, co cAu mau khao sét c6 sy thién
1&ch gidi tinh 10 rét, viéc nay co thé 1am han
ché kha ning khai quat hoa két qua nghién
ctru. Cac nghién ctru tiép theo nén mé rong
mAau va nén tang phan tich, xem xét thiét ké
khao sat da dang gi6i tinh hon dé kham pha
nhiing khéc biét tiém an nay dong thoi ung
dung cdc md hinh phi tuyén hodc phan tich
da nhém dé kham phé sau hon sy khac biét
theo ting phan khuc khach hang.

Tom lai, nghién ctru nay khang dinh tim
quan trong cuia viéc dau tu vao chat luong
ndi dung va tuong tac thwong hiéu nham
nang cao nhan thirc va xay dung long trung
thanh viing chic — yéu tb then chét giup cac
thuong hi¢u thoi trang nhu CEVONNI phat
trién bén ving trong thoi dai s6.

6.2. Khuyén nghi

Tt két qua nghién ctru, mot sé khuyén
nghi dugc dua ra nham hd tro thuong
hi¢u CEVONNI va cac doanh nghi€p thoi
trang trong viéc xay dung long trung thanh
thuong higu trong méi truong sb. Thit nhdt,
thuong hiéu can tiép tuc dau tu vao chat
lwong ndi dung trén Facebook. Noi dung
khong chi nén dimg ¢ quang ba san pham,
ma can mé rong sang cac chu d& nhu xu
hudng thoi trang, bi quyét phdi d6 va cau
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chuyén thuong hiéu. Viéc dam bao tinh hip
dan, thim m¥ va nhat quan trong hinh anh,
giong diéu va thong diép s& gop phan nang
cao kha nang nhan dién va ghi nhé thuong
hi¢u. Thwr hai, teong tac thuong hi¢u nén
duoc déy manh hon theo hudng ca nhan
hoa va hai chiéu. Céac hoat dong nhu phan
hoi nhanh chéng, t6 chiic livestream hodc
chuong trinh tri an khach hang sé& giup tang
cudng sy gan két cam xuc va cam giac dugc
thau hiéu tir phia nguoi tiéu dung. Thit ba,
can uu tién xdy dung nhan thac thuong
hiéu thong qua cac chién dich truyén thong
dai han, duoc 1ong ghép nhat quan vao
toan by hanh trinh khach hang — tir mang

x4 hoi dén diém ban hang, nham cung )
hinh anh thuong hiéu mot cach bén viing.
Cudi cuing, trong bdi canh canh tranh ngay
cang gay gat, doanh nghiép thoi trang noi
dia nhu CEVONNI ciing can su hd tro tur
céc t chirc chuyén nganh va co quan quan
1y thong qua cac chuong trinh dao tao tiép
thi s6, chuan hoa truyén thong, va két ndi
cong dong thuong hiéu — khach hang. Tom
lai, chat luong ndi dung, mic do tuong
tac va nhan thuc thuwong hi¢u Ia ba try cot
chién lugc gitp cac thuong hiéu thoi trang
xdy dung long trung thanh va phat trién bén
viing trong thoi dai sb.
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