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TOM TAT

Nghién ctru nay duge thuc hién trén co so két hop sir dung 2 phuong phép nghién ctru dinh tinh
va nghién ctru dinh lugng. Phuong phap nghién ctru dinh tinh giup chon loc dwoc nhimng bién sb phi
hop dua vao mé hinh nghién ctru va dinh vi dugc nhimg ndi dung phi hop trong cac phiéu hoi théng
qua phan hdi cia cac chuyén gia trong linh vuc; phuong phéap dinh luong duogce tién hanh tir budce thu
thap dir liéu thong qua viéc khao sat thuc té bang phiéu hoi, xir Iy dit liéu va phan tich dir liéu bang phan
mém SPSS 26.0. Két qua phén tich cho thy c6 06 yéu td anh huong dén ¥ dinh mua hang lap lai san
pham trén nén tang TikTok Shop cua Gen Z tai TP. HCM véi cac muire d§ anh huong khac nhau, lan
luot tir cao dén thap, gdm: Gia san pham (B=0,317), su tién loi (B=0,275), chat lugng san pham
(B=0,193), thuong hi¢u (B=0,172), su tin cay (B=0,115), su ndi tiéng cta san TikTok Shop (B=0,095).
Trén co s& d6, nghién ctru ciing da dé xuat 06 nhém ham ¥ quan tri tuong tmg dé 1am co s& cho cac nha
quan tri doanh nghiép vira va nhé dua ra nhitng giai phap cu thé nhim ning cao ty 1& khach hang mua
1ap lai trén san TikTok Shop ctia doanh nghiép minh, giip doanh nghiép ting dugc doanh thu.

Tir khéa: Mua 1dp lai TikTok Shop, ¥ dinh mua 13p lai, ¥ dinh mua 1ap lai Gen Z, mua 1p lai san TikTok
Shop, mua lap lai san pham.

1. GIOI THIEU

Trong bdi canh kinh té s6 phat trién manh mé, thuong mai dién tir tai Viét Nam da tr¢ thanh mot
kénh mua sam phd bién, dic biét 1a dbi véi thé hé tré. Nén tang TikTok Shop — sy tich hop gifra mang
xa hoi va thuong mai dién tir — dang ni 1én nhu mot xu huéng méi, khong chi don thuan 14 noi giai tri
ma con 1a cong cu thic day hanh vi tiéu dung. Gen Z, the hé sinh ra trong thoi dai cong nghé, 1a nhom
khach hang tiém ning va c6 mirc d6 twong tac cao voi nén tang nay.

Theo Hiép hoi Thuong mai dién tor Viét Nam (2024) s6 luvong nguoi dung TikTok tai Viét Nam
da vuot ngudng 50 triéu, trong d6 nhom tudi tir 18 dén 24 chiém ty 1¢ cao nhat. TikTok Shop tan dung
thuat toan dé xuét ndi dung va hinh thirc “mua hang tirc thi” dé tao dong Iyc thiic ¢y hanh vi mua sam,
bao gdm ca hanh vi mua lap lai — mot yéu td then chdt quyét dinh sy trung thanh va lgi nhuan bén viing
cho doanh nghiép kinh doanh trén nén tang nay [1].

Theo eMarketer (2021) Viét Nam 1a mot trong sd cac qudc gia c6 ty 1é ngudi ding internet mua
sam hang hoa truc tuyén hang tuan ¢ mirc trén 60%, cao hon mirc trung binh toan cau 57,6%. Cu thé,
ty 1€ nay ¢ Viét Nam 1a 60,7%, trong khi d6 Thai Lan (66,8%), Han Qudc (65,6%), Indonesia (62,6%),
An D6 (62,3%), Trung Qudc (61,9%) [2].

Nhirng san thwong mai dién tir ndi bat nhat phai ké dén 1a Shopee, Lazada, Tiktok Shop, Tiki, va
Sendo. Theo Metric (2022), sy ting trudng ndy chu yéu dén tir 2 san Tiktok Shop va Shopee. Bdi xét
trén 5 san thuong mai dién tu, chi c6 Tiktok Shop va Shopee co tang trudng duong, 1an luot tang trudng
150,54% va 65,97% vé doanh s so v6i cling ky nam trude. Vé san lugng trong nira dau nam 2024,
TikTok Shop ciing c6 mirc tang but pha, hon 242% so véi cung ky nam 2023 [3].
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Tuy nhién, trong khi c6 nhiéu nghién ctru tap trung vao hanh vi mua sim truc tuyén n6i chung, thi
cac yéu té anh huong dén y dinh mua lap lai san pham trén TikTok Shop — mot nén tang thuong mai
dién tir két hop mang xa hoi dang phat trién manh mé& — van con 1a mot linh vuc twong d6i méi, dac biét
trong bdi canh thi truong Viét Nam. Phan 16n cac nghién ciru hién nay chii yéu tap trung vao cac nén
tang thuong mai dién tir truyén théng nhu Shopee, Lazada hodc Tiki, trong khi TikTok Shop c6 dic
diém van hanh va hanh vi nguoi ding khac biét, chiu anh huong 16n tir yéu t6 ndi dung video ngan, tinh
tuong tac cao va trai nghiém mua sam giai tri.

Bén canh d6, Gen Z — nhom ngudi tiéu ding tré, am hiéu cong nghé, c6 kha ning chi tiéu cao va
dang dan tro thanh lyc lugng tiéu ding chinh — lai chinh 1a d6i twong str dung TikTok nhiéu nhat. Tuy
vay, hanh vi mua hang 13p lai cia nhom nay trén TikTok Shop chua dugc khao sat sau rong trong cac
nghién ciru hoc thuat tai Viét Nam. Pac biét, tai Thanh phd HO Chi Minh — trung tam kinh té 16n, noi
tap trung déng dao nguoi tre, mirc do su dung nén tang TikTok cao can c6 nghién ctru chuyén sau nham
cung cap dir liéu thuc tién cho doanh nghiép. Xuat phat tir khoang tréng ca vé 1y thuyet 1an thuce tién
néu trén, tac gia tap trung phén tich cac yéu td anh huong dén y dinh mua lap lai san pham trén nén tang
TikTok Shop ctia Gen Z tai TP. H6 Chi Minh. Trén co s& d6, tac gia dé xudt cac ham ¥ quan tri nham
hd trg doanh nghiép t6i wu héa chién luge giir chan khach hang trong méi truong thwong mai dién tir
mdi, tir 6 nang cao hi¢u qua kinh doanh va nang luc canh tranh.

2.CO SO LY THUYET VA NGHIEN CUU TONG QUAN
2.1. Co s6' Iy thuyét
2.1.1. Y dinh mua ldp lai

Theo Hellier et al (2003) Y dinh mua lap lai (repurchase intention) 1a mot khai niém trong linh
vuce tiép thi va hanh vi ngudi tiéu ding, ding dé chi kha niang hodc xac suat ma khach hang sé tiép tuc
mua lai san phém hoic dich vu sau 1an mua trudc do [4].

Theo Hawkins va Mothersbaugh (2010) Y dinh mua lap lai thudng duogc coi 1a mét chi $6 quan
trong cho su trung thanh cua khach hang va thanh cong cua doanh nghiép, dac biét trong cac nganh
hang c6 tinh chét tiéu dung 1ap lai. La sy danh gia tich cyc céac hoat dong da dugc thuc hién trude do,
dé tir d6 nay sinh y dinh khién khach hang sin siang mua lai. Khi y dinh nay dugc hinh thanh, né s& thuc
déy khach hang sin sang mua lai nhim dap tng nhu cau cua minh, ddn dén gia ting hanh vi mua hang,
tao ra su cam két st dung lai dich vu hodc trung thanh thwong hi¢u [5].

2.1.2. Ly thuyét hanh vi hop Iy (Theory of reasoned action - TRA)

Ly thuyét hanh dong hop 1y duoc phat trién lan dau vao ndm 1967 boi Fishbein, sau d6 duogc sira
ddi va mo rong boi. Theo 1y thuyét nay, cac ca nhan c6 co s¢ va dong luc trong qua trinh dwa ra quyét
dinh ctia ho va dua ra mot sy lya chon hop 1y giita cac giai phap, cong cu t6t nhat dé phan doan hanh vi
cua vi la y dinh va hanh vi dugc xac dinh béi viéc thyc hién hanh vi (BI) ciia mét nguoi. Theo Fishbein
va Ajzen (1975), ¥ dinh hanh vi s& chiu anh hudng boi thai do dbi voi hanh vi va tiéu chuan cha quan
hanh vi [6].

2.1.3. LY thuyét hanh vi hoach dinh (Theory of Planned Behavior - TPB)

Ly thuyét hanh vi co hoach dinh (Theory of Planned Behavior - TPB) dugc Ajzen phat trién dua
trén ly thuyét hanh dong hop 1y (Theory of Reasoned Action - TRA) cua Fishbein and Ajzen vao nam
1985 va hoan thién vao nam 1991. Theo 1y thuyét hanh vi c6 hoach dinh (TPB) thi c6 3 nhan t6 tac dong
truc tiép dén y dinh hanh vi, d6 1a: Thai do (Attitude-AT), chuan chu quan (Subjective Norm SN) va
nhén thirc kiém soat hanh vi (Perceived Behavioural Control-PB) [7].

2.2. Mt s6 nghién ciru trude day

Nguyén Thi Ngoc Huyén, Mai Thi Thu Hoa, (2022) “Nghién citu cdc yéu té anh hwcng dén y dinh
mua hang lap lai cia khach hang trén Lazada™ Nghién ctru xy dung md hinh dé danh gia cac yéu t6
anh huong dén y dinh mua lap lai my pham qua san thuong mai dién tir Lazada. Trén co s¢ dir liéu dugce
thu thép tir 300 mau da timg mua sim my phim qua san thuong mai dién tr Lazada cho thay, ca 5 yéu
t6: Su tién loi, Su hai long, Su tin cdy, Su phi€u luu, Kha nang tiét kiém, Thong tin san phim déu co
anh hudng dén y dinh mua lap lai. Tir cac yéu td nay, nhom tac gia d& xuit mot sb khuyén nghi quan ly
d6i v6i san thuong mai dién tir Lazada dé nang cao tin suit mua lap lai cua khach hang [8].
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Tra Thi Thao (2021) “Nhdn t6 anh huong dén y dinh tdi mua sam truc tuyén qua kénh thwong mai
dién tir Shopee” Két qua nghién ctru chi ra 4 nhan té tac dong dén ¥ dinh tai mua sim truc tuyén tai
kénh Shopee nhu sau: (1) Chat lugng san pham; (2) Chat lwong dich vy; (3) Rui ro cam nhan va (4)
Thuong hiéu. Cac két luan va giai phap duoc tic gia dé xuat nham goép phan nang cao y dinh tai mua
sam truc tuyén ciia khach hang tai kénh thuong mai dién tr Shopee va lam ngudn tham khao cho cac
kénh thuong mai dién tu khac [9].

Tran Vin Tudn (2022) “Cdc yéu t6 anh hwong dén y dinh mua Idp lai san pham tri ndm cia phu
nit tai Thanh ph6 Ho Chi Minh” Nghién ctru cac yéu t6 anh huong dén y dinh mua 13p lai san pham tri
nam cua phu nir tai Thanh phé H6 Chi Minh tir d6 dua ra cac dé xuit ham ¥ quén tri giup cho khach
hang ciia cac cong ty nang cao y dinh mua lip lai san pham tri nam tai Thanh phé HO Chi Minh. Qua
trinh nghién ctru da khao sat 370 ngudi tai cac ctra hang m¥y phém va da chon loc ra dugc 354 ngudi co
phleu tra 10i hop 1. Két qua nghién ctru da phat hién 05 yéu t6 anh huong t61 y dinh mua lap lai san
pham tri ndm cda phu nit tai Thanh pho H6 Chi Minh, dé 1a: Nguoi noi tleng, Gié san pham, Bao bi san
pham, Chét lugng san pham, Do tudi. Nghién ctru chi ra rang cac yéu t6 tac dong ti y dinh mua lap lai
san pham tri nam ctia phu nit tai Thanh phé HO Chi Minh. Két qua nghién ciru da goi y mot s ham y
quan tri quan trong cho cac cong ty nham nang cao y dinh mua l3p lai san phdm tri ndm cta phu nir tai
Thanh phd H6 Chi Minh [10].

Trinh Phuong Ly (2023) Nghién cttu “Tac dong cua trai nghiém khach hang t6i y dinh mua lap
lai qua san TMPT va dnh hwong diéu tiét ciia truyén miéng (WOM)” TNKH & ca ba giai doan trudc,
trong, sau khi mua déu c6 tac dong thuan chiéu t¢i ¥ dinh mua 1ap lai cia khach hang qua san TMDT.
Diéu nay c6 nghia: khi TNKH ¢ mdi giai doan trong hanh trinh khach hang la tich cyc thi ¥ dinh mua
1ap lai cia khach hang sé tang 1én. Nhu vay cac san TMDT can chu trong tao ra TNKH tich cyc ¢ tat ca
chc giai doan trong hanh trinh mua sam. Dong thoi, mie do tac dong clia moi giai doan TNKH t6i y
dinh mua 1dp lai la khac nhau, vi vay, trong nguon lyc gi6i han, cac san TMBT c6 thé phan bo dé toi wu
giai doan trai nghiém mang lai 1¢1i ich cao nhét san. Déi véi nhiing khach hang co6 dac diém vé gidi tinh,
thu nhap, nghé nghiép va khu vuc sinh sdng khac nhau thi mirc d6 tic dong gitra TNKH & mdi giai doan
t61 y dinh mua 1ap lai khac nhau. Do d6, cac san TMDT can t6i vu héa TNKH ¢ mdi giai doan ddi voi
nhitng khach hang c6 ddc diém nhan khau hoc khac nhau [11].

Hoang Thi Thu Hién (2023) Bang phuong phap nghién ciru phén tich, tong hop, tac gia ké thira
ly thuyét ctia cac nha nghién ciru vé cac nhan té anh huong den hanh vi mua sam tryc tuyén cia ngudi
tiéu dung, dong thoi, mé rong hudng nghién ciru nham dé xuit mo hinh Iy thuyet vé cac nhén té anh
huong dén den hanh vi mua sam tryc tuyen ctia ngudi tiéu dung. M6 hinh 1y thuyét do tac gia dé xuét
gdm 6 nhén té sau: (1) Tinh hitu ich, d& st dung; (2) Mirc d6 rui ro; (3) Gia ca; (4) Uy tin, thuong hiéu;
(5) Nhom tham khao; (6) Nhan t ca nhan [12].

Nguyén Ngoc Hiéu, Tran Thi Thanh Phwong (2020) Nghién ctru nhém xéc dinh cac nhan t6 tac
dong dén y dinh mua lai san pham thoi trang cua nguoi ti€u dung tryc tuyen tai TP.HCM. D1t li¢u khao
sat tir 327 nguoi tiéu dung c6 mua san pham thoi trang trén kénh truc tuyen trong nam 2019. Phuong
phép dua trén md hinh cau trac tuyén tinh hiép phuong sai (CB-SEM). Ket qua nghién ciru tim ra 06
nhan t6 tac dong dén y dinh mua lai san phdm thoi trang trén kénh tryc tuyén, bao gdbm: i) Sy x4c nhan
chét lugng dich vy, ii) Nhan thic chét luong san pham, iii) Nhén thue gia ca canh tranh, iv) Nhan thic
gi4 tri, v) Sy hai long va vi) Su tin cdy. Trong d6 sy hai 1ong va su tin cy 1a hai yéu t6 tac dong manh
nhit dén ¥ dinh mua lai san phim thoi trang trén kénh truc tuyén [13].

Bdng 1. Téng hop céc nhan t yéu t6 dnh huéng dén ¥ dinh mua 13p lai san pham tir cic nghién ciru trude

s | Céc nhén (0 yeu t6 anh huong dén Cic téc gid
y dinh mua 1dp lai san pham

1 Thuong hi¢u Han-Shen Chen (2011); Hoang Thi Thu Hién (2023); Tra Thi Thao
(2021)

2 | Gi4 ca san pham Hoang Thi Thu Hién, (2023); Trdn Vin Tuin (2022); Ngbé Mai
Trang (2022)

3 | Sunbi tiéng San TS. Trinh Phuong Ly (2023)

4 Su tién loi Nguyén Thi Ngoc Huyén, Mai Thi Thu Hoa, Nguyén Thi Kiéu
Trang (2022); Ng6 Mai Trang (2022)

5 Chat luong san pham Saleha Anwar va Amir Gulzar (2011); Tran Van Tuén (2022); Tra
Thi Thao (2021)
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6 Su tin cdy Nguyén Thi Ngoc Huyén, Mai Th’i Thu Héa, Nguyén Thi Kiéu
Trang (2022); Nguyén Ngoc Hiéu, Tran Thi Thanh Phuong
(2020); Ngbd Mai Trang (2022)

2.3. M6 hinh nghién ctru
2.3.1. Co s& dé xudt mé hinh

Tir két qua tong hop, nhan thay c6 nhiéu nhan t6 anh huong dén y dinh mua lap lai ctia khach hang trén
san thwong mai dién tir trong thoi dai Internet 4.0, dic biét trong bbi canh cude cach mang cong nghiép
1an thtr 4 va sy phat trién manh mé& cua cac cong nghé sé hoa. Déi véi dé tai nay, tac gia nhan thay c6 6
nhan t chii yéu anh huong dén y dinh mua lap lai cia khach hang trén san Tiktok Shop trong thoi dai
Internet 4.0: (1) Thuong hiéu, (2) Gia ca san pham, (3) Su ndi tiéng San TMDT, (4) Chit luong san
pham, (5) Su tin cdy, va (6) Su tién loi. Ngoai ra, cac nghién ciru trude ddy ciing cho thiy su phong phti
trong phuong phap va noi dung nghién ciru vé y dinh mua lap lai trén cic nén tang thuong mai dién tir,
nhung chua c6 cong trinh nao nghién ciru cu thé cac nhan té anh hudéng dén y dinh mua 13p lai trén san
Tiktok Shop.

Thwong hiéu

St ndi tifng

San Tiktok Shop Hz+ '

Su tign lon

Hs-+

Y dinh mua 14p lai
san phidm trén sin

; He Tiktok Shop
e -

- . Hs+
Chat leong san )

phém Hs+

St tin cay

Hinh 1. M6 hinh nghién ctru céc yéu t6 anh huong dén y dinh mua 13p lai san pham trén nén tang TikTok Shop
cua Gen Z tai TP. HO Chi Minh (Nguon: Tdc gia tong hop)

2.3.2. Gia thuyét nghién citu

~ Tir két qua khao sat chuyén gia va nghién ctru tong quan, tic gia dé xudt cac yéu t6 dnh huong
dén y dinh mua lap lai trén san Tiktok Shop, gom:

Gia thuyét (HI): Thuong hiéu cua san pham duogc dé xuat c6 tac dong dén bién phu thudc y dinh
mua ldp lai san pham.

:Fhuong hiéu co thé duoc dinh nghia 1a nhan thirc ma nguér’i tié}l dung lién két véi mot thuong hi¢u
cu thé (Keller, 1993) [14]. Thuong hiéu la mot trong nhimg yeu t6 hitu ich trong danh gia cua nguoi
tiéu dung trude khi mua san pham (Zeithaml, 1988) [15]. Thuong hiéu khong chi anh huong dén cach
nguoi tiéu dung xem san phdm, ma con giam rui ro mua hang (Loudon & Bitta, 1988) [16]. Eze, Tan,
va Yeo (2012) phat hién ra rang hinh anh thuong hi¢u cé anh hudéng dang ké dén y dinh mua 13p lai san
pham cua nguoi tiéu dung [17].

Gia thuyét (H2): Su nbi tiéng cua san Tiktok Shop & giai doan trude khi mua 13p lai c6 tac dong
tich cuc to1 y dinh mua 1ap lai qua san Tiktok Shop.

Su tac dong cua TNKH téi cac két qua Marketing nhu y dinh mua, y dinh mua 1ap lai, sy hai long,
long trung thanh va truyén miéng lun duge sy quan tdm nghién ctru cua cac hoc gia. Cac nghién ciru vé
TNKH déu cho thay su tdc dong thuan chicu gitta TNKH sau khi mua noi chung t6i y dinh mua lap lai va
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long trung thanh (Verhoef va cong su, 2009[18]; Klaus, 2014[19]; Chahal, 2014[20]; Jain va cdng su,
2017) [21].

Céc nghién ctru cua Verhoef va cong su (2009) [18], Klaus va cong su (2014) [22], Lemon va
cong su (2016) [23], Jain va cong su (2017) [21] da chi ra vai tro cua TNKH trong tirng giai doan cta
hanh trinh khach hang t6i TNKH tong thé ciing nhu nhan dinh vé mirc d6 tac dong cia timg giai doan
trai nghiém t6i viéc hinh thanh y dinh mua, ¥ dinh mua 1ap lai cua khach hang. Theo d6, viéc tao ra
TNKH dong thoi ciing 1a qua trinh tao ra gia tri cho khach hang. Timg giai doan TNKH déu gop phan
gitp khach hang hinh thanh nén y dinh mua, y dinh mua lap lai, long trung thanh, sy hai long va truyén
miéng ciia ho. TNKH c6 dugc trong ting giai doan cua hanh trinh khach hang s& gop phan giup khach
hang dua ra quyét dinh tiép tuc hanh trinh hay dung lai qua trinh mua sam ctia minh. Néu TNKH hinh
thanh ¢ mdi giai doan 1a tich cuc khach hang s& tlep tuc hanh trinh mua sim va nguoc lai.

Gia thuyét (H3): Yéu té Su tién lgi tac dong cing chiéu dén y dinh mua hang lap lai ciia khach
hang trén Tiktok Shop.

Tiét kiém thoi gian va cong strc khi mua sim tryc tuyén va gio hodc dia diém cira hang it bi han ché
hon (Childers va cong su, 2001) [24]. Vi du: thong qua mua sam tai Amazon.com, khach hang c6 thé tan
dung su linh hoat cta viéc dat hang truc tuyén tai nha vao bat ky thoi diém nao trong ngay va tham gia
vao hoat dong mua sim 'mt cira’ gitip loai bo viée di chuyén dén va di tir nhiéu ctra hang khac nhau.

Gia thuyét (H4): Gia ca c6 anh huong cung chiéu dén y dinh mua ldp lai san phdm trén nén tang
Tiktok Shop.

Khi ngudi tiéu ding mua mot san pham, ho d6i mot sb gié tri (gia ca) dé ldy mot s6 gia tri khac -
nhing loi ich tir vi€e st dung san pham. Theo (Lichtenstein va ctg, 1993) [25], khi ngudi tiéu dung dua
ra quyét dinh mua hang sé& tap trung vao viéc tra gia thap, d6 1a nhan thirc vé gia. 'Nguoi tiéu dung thich
mua san pham HNR ¢6 xu huéng nhay cam vé gia (Raju va ctg, 1995) va gia thap thuong 1a mot trong
nhitng ddc diém cia HNR, 1 yéu t§ quan trong tao nén quyét dinh chon mua hang cua ngudi tiéu
dung[26]. Theo (Burton va ctg, 1998), nhimg ngudi tiéu dung co thai do6 tich cuc huéng dén HNR
thuong nhay cam véi gi va c6 khuynh hudng tap trung vao nhitng san phdm, hang héa c6 gia thip [27].

Gia thuyét (H5): Nhan thirc vé chét luong san phém c6 tac dong tich cuc dén y dinh mua lap lai
san pham.

La sy danh gia tong thé cia khach hang vé quy trinh chudn myc tiép nhan dich vu khach hang
(Hellier va cong sy 2003) [28]. Nhiéu nha nghién ctru cho ring, nhan thirc vé chit lwong cam nhan 1a
mirc do cam két giita két qua thuc hién dugc cam nhan va ky vong cuia khach hang (Athiyaman,
1997[29]; Bejou va cong su, 1996[30]). Lee va Back (2008) twong ty tim thdy bang chimg thue nghiém
ing ho mdi quan hé nay trong bdi canh xay dung thuong hic¢u[31]. Méi lién hé giita chat luong cam
nhan véi su hai long duoc ky vong s& mang lai két qua tot nhat vé mat du doan 10ng trung thanh vai
doanh nghiép vi 1y thuyét hanh vi ctia ngudi tiéu dung cho rang, nhan thirc chat lugng anh hudong dén
su hai long (Brady va Robertson, 2001) [32].

Gia thuyét (H6): Sy tin cdy c6 tac dong tich cuc dén y dinh mua l3p lai san pham trén nén tang
Tiktok Shop.

La sy tin tudng cua nguoi tiéu dung vé chat luong va sy tin cdy cua hang héa hoac dich vu dugc
cung cip, vi vy, no tré nén thiét yéu trong thic day long trung thanh trong mua hang tryc tuyén. Bén
canh d6, chat lugng ctia thong tin dugc cung cap ciing anh huong dén niém tin ciia khach hang, tir do,
lam tang long trung thanh cua ho. Dya trén nghién ctru dugc thue hién trude do, Setiawan va Sayuti
(2017) da chi ra rang, niém tin cua ngudi tiéu dung co tac dong tich cuc dén sy hai long cua khach
hang[33]. Do do, nén tang mua sam truc tuyen can thuyét phuc ngudi tiéu ding thong qua danh tleng
t6t va su tin cdy khién nhan thtc rai ro vé trang web giam di, tir d6 c6 thé phat trién mbi quan hé bén
viing va lau dai.

2.4. Nghién ciru toéng quan
2.4.1. Thyc trang tinh hinh san thuong mai dién tu Tiktok Shop hién nay

Mua sam lap lai 1a hanh vi khach hang quay lai mua san pham/dich vu tir cing mét nha ban hang
hoéc thuong hi¢u sau 14n mua dau tién. Pay 1a mot chi sb quan trong thé hién murc do hai long, niém tin
va sy trung thanh ctia khach hang d6i v6i thuong hiéu hodc nén tang mua sam. Trong bdi canh thuong
mai dién tir hién dai, viéc thuc day hanh vi mua siam lap lai khong chi giup doanh nghiép tiét kiém chi
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phi tim kiém khach hang méi, ma con déng vai tro then chét trong viée xay dung mdi quan hé dai han
va phét trién bén vimg.

Trén nén tang TikTok Shop, hanh vi mua sdm lap lai c6 nhimg dic diém riéng biét so vdi cac kénh
thuong mai dién tir truyén thong nhu Shopee, Lazada hay Tiki. TikTok Shop 1a nén tang dinh hudng n6i
dung — noi ngudi tiéu dung tiép can san phim thong qua cac video ngén, livestream, xu huéng (trend) va
dé xuét tir cdc influencer/KOLs. Nguoi dung thuong quyet dinh mua hang dua trén cam xuc, sy hap dan
thi giac, yéu t6 giai tri, hon 1a cac tiéu chi so sanh truyén théng nhu gi4 ca hay tinh ning san pham.

Theo Tap chi Cong Thuong (2023), TikTok Shop di c6 budc phat trién nhanh chong khi ting thi
phém doanh thu tir 3% 1én 16% chi trong nam 2023, doanh thu trong quy III da dat khoang 10 000 ty
ddng, xép sau Shopee (hon 43700 ty dong) nhung vuot mat Lazada. Mac du vdy, cac nén tang nhu
TikTok Shop con gip nhiéu thach thirc vé tinh 6n dinh cta nguoi ban, chién luge ban hang theo xu
hudng ngan han, va thuong thiéu dich vy hau mai chuyén nghiép, v6n 1a nhimng yéu t6 quan trong thic
day khach hang quay lai mua hang. Diéu nay cho thdy rang du dat dugc mirc tang trudng an tuong vé
doanh thu, TikTok Shop van can chil trong cai thién trai nghiém nguoi ding dé nang cao ty 1& mua lai
va long trung thanh. [34].

Ngoai ra, theo khao sat cia Decision Lab (2023), ngudi tiéu dung Gen Z — nhom st dung TikTok
nhiéu nhat — thudng c6 théi quen kham pha san pham mdi lién tyc va it gin bo v6i mot nha ban cu thé.
Tuy nhién, khi dugc cung cép trai nghiém tich cuc nhu: chat lugng san pham tot dich vu giao hang
nhanh, tu van nhiét tinh, livestream minh bach va c6 hau mii uy tin... thi ho sin sang mua lai va tro
thanh khach hang trung thanh [35].

Chinh vi vay, dé gia ting y dinh mua sim lap lai cia nguoi dung trén TikTok Shop, cac doanh
nghiép va nha ban hang cin chu trong dén tbi wru hoa trai nghiém ngudi dung, xay dung niém tin thuong
hiéu, két hop ndi dung sang tao véi cac yéu td nhu chét lugng, dich vu va tinh nhat quan trong thong
diép truyén thong.

Mot khao sat cia Q&Me vao dau nam 2024 déi véi 1.200 ngudi tidu dung Gen Z tai TP. HO Chi
Minh cho thiy: C6 dén 82% ngudi ding Gen Z sir dung TikTok mdi ngay, trong d6 65% da tirng mua
hang trén TikTok Shop [36].

2.4.2. Cdc yéu t6 anh huéng dén ¥ dinh mua Idp lai san phiam trén nén tang TikTok Shop

Ngudi tiéu dung tre dai dién cho mot thi truong day tiém nang cho cac san pham duogc rao ban
trén mang xa hoi. Viét Nam 1a mot trong nhimng qudc gia tré trén thé gisi dua trén co cau do tudi va thé
hé tré thuong dugc biét dén 1a nhiing nguorl quan tam nhleu hon dén cac van dé xa hoi nhu tiéu dung
xanh (Lee, 2020) [37] Gen Z 1a thé hé song trong thoi ky sb hoa, tlep xuc nhiéu véi cac mang xa hoi,
ddng thoi 1a mot thé hé bat kip va di dau cac xu hudng trén cac nén tang mang xa hoi, gan day la trén
TikTok Shop. Bén canh do, tai Viét Nam, Gen Z dang trd thanh nhan t6 chinh dong gop vao sy phat
trién cua nén kinh té sb hién nay.

Lén 1én trong thoi dai cong nghé thong tin, nhitng thir khong thé thiéu trong cudc séng ctia ngudi
tré Gen Z chinh 1a cac thiét bi cong nghé va internet. Cac phuong tién truyén thong xa hoi da try thanh
mot phan khong thé thiéu trong cudc song cuia dai da s6 nguoi tré, ho ding ching voi nhitng muc dich
khac nhau bao gdm két ndi véi ban bé va gia dinh (93%), cép nhat nhimg gi dang xay ra xung quanh
(73%). Bang cha y, ho con st dung cac kénh truyén thong xa hoi nhu Facebook, TikTok, ... dé bay to
¥ kién, niém tin ciia minh (55%) va tuong thuét cac hoat dong hang ngay (42%) (VECOM, 202 1). Dong
thoi, Gen Z dang c6 anh huong ngay cang 16n dén xu thé ctia ho gia dinh ¢ Viét Nam [38].

3. PHUONG PHAP NGHIEN CUU

3.1. Phwong phap thu thap thong tin

Dir liéu thir cp duoc thu thap tir cac nghién ctru truée ddy lién quan dén hanh vi tiéu ding truc
tuyén, cac mo hinh nghién ctru vé y dinh mua Idp lai, tai liéu hoc thuat, bai bao quoc t&, va bao cao
nganh thuong mai di¢n tir tai Viét Nam. Céac nguon thong tin nay gitp lam rd nén tang ly thuyét va co
s6 khoa hoc ciia m6 hinh nghién ctu.
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3.2. Phuong phap nghién ctru

Nghién ctru nay dugc thue hién qua 2 giai doan chinh: (1) Nghién ctru so bd nhiam diéu chinh
bang hoi cho phu hgp véi thuc té nghién ctru. (2) Nghién ctru dinh lugng nham thu thap thong tin, phan
tich dit li¢u phuc vu cho muc dich nghién cuu.

Théng tin dit liéu dugc thu thap thong qua diéu tra cic khach hang dang sir dung the tin dung tai cac
ngan hang thuong mai. Mau dleu tra trong nghién ctru chinh thirc duge thyc hién béang phuong phép lay
mau thuan tién véi kich ¢ mau 1a 280 mau trong khoang thoi gian tir thang 03 dén 05/2025. Khao sat dbi
twong nghién ctru bang bang hoi khao sat véi thang do Likert 5 mirc d6 dugc phat truc tiép, sau d6 nhém
tac gia st dung phin mém SPSS 26.0 dé phén tich dit liéu voi 30 bién quan sat (26 bién doc 1ap va 4 bién
phu thu¢c) nhu Théng ké mo ta, danh gia do tin c@y cua thang do thong qua hé 5O Cronbach’s Alpha, phan
tich nhan t6 kham pha EFA, phan tich hdi quy tuyén tinh da bién dé xac dinh cic yéu t6 anh dén y dinh
mua l3p lai san pham trén nén tang Tiktok Shop ctia gen Z tai Thanh phé H6 Chi Minh.

4. KET QUA NGHIEN CUU VA THAO LUAN

4.1. Pic diém miu nghién ciru

Bdng 2. Két qua thdng ké mau nghién ciru

Dic diém Tuy chon Tén s6 Ty 18 (%)
Gi6i tinh Nam 82 293
Nit 198 70,7
Do tudi Tir 18 dén 30 280 100
Trinh d6 hoc vin | THPT 167 59,6
Cao dzing, Pai hoc 95 34
Sau dai hoc 18 6,4
Cong viéc Sinh vién 167 59,6
Nhén vién 66 23,6
Kinh doanh, Khac 47 16,8
Murc thu nhap Dudéi 5 triéu VND 145 51,8
Tir 5 - 10 trisu VND 98 35
Trén 15 triéu VND 37 13,2

(Nguon: Két qud xir Iy tir s6 liéu diéu tra cia tdc gid)
4.2. Két qua nghién ciru
4.2.1. Két qua kiém dinh Cronbach's Alpha

Kiém dinh thang do: Két qua kiém dinh 30 thang do cho 06 nhom yéu t6 anh huéng dén y dinh mua
lap lai san pham trén nén tang TikTok Shop ciia Gen Z tai Thanh phé Ho Chi Minh, véi thude do Likert
5 ¢ gia tri trung binh (Mean) thép nhét 1a 3,50 va 16n nhat 1a 4,04, voi d6 1éch chuén (Std. Deviation) déu
16n hon 0,6, tirc 1a cac thang do déu duogc chap nhan trong mo hinh nghién ciru (Bang 3).

Badng 3. Théng ké mo ta

Coméiu | Gi4 tri nh6 nhat | Gia tri 16n nhét | Gia tri trung binh | D¢ léch chuin
THI 280 1 5 3,56 1,035
TH2 280 1 5 3,55 0,975
TH3 280 1 5 3,64 1,006
TH4 280 1 5 3,72 1,021
TH5 280 1 5 3,83 1,120
SNT1 280 1 5 3,69 0,972
SNT2 280 1 5 3,55 0,895
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Comiu | Gi4 tri nh6 nhat | Gia tri 16n nhét | Gié tri trung binh | D¢ léch chuin
SNT3 280 1 5 3,82 0,875
SNT4 280 1 5 4,01 0,821
STLI 280 1 5 3,94 0,868
STL2 280 1 5 3,75 0,901
STL3 280 1 5 4,00 0,888
STL4 280 1 5 3,93 0,903
STL5 280 1 5 4,04 0,899
GSP1 280 1 5 3,50 1,023
GSP2 280 1 5 3,89 0,931
GSP3 280 1 5 3,92 0,928
GSP4 280 1 5 3,56 1,014
CLSP1 280 1 5 3,79 0,950
CLSP2 280 1 5 3,72 0,944
CLSP3 280 1 5 3,76 0,952
CLSP4 280 1 5 3,72 0,973
STC1 280 1 5 3,65 1,094
STC2 280 1 5 3,80 1,053
STC3 280 1 5 3,89 0,974
\Valid N (listwise) 280

(Nguén: Két qud xvr Iy tir s6 liéu diéu tra ciia tdc gid)

4.2.2. Kiém dinh phwong sai thay déi va sw tuwong quan

Bdng 4. Hé sb Cronbach’s Alpha cua cac bién doc lap

£ . Hé sb twong quan bién | Cronbach's Alpha néu Cronbach's Alpha toan
Bién quan sat 2 S X
tong loai bien thang do
Thuong hi¢u 0,471 0,722
Sy nbi tiéng san TikTok Shop 0,597 0,690
Su tién 1gi 0,628 0,680
- : 0,778

Gia san pham 0,665 0,663
Chét lwong san phim 0,381 0,745
Su tin cdy 0,448 0,778

(Nguoén: Két qua xir Iy tir 56 liéu diéu tra ciia tdc gid)

Céc bién quan sat co hé sb tuong quan bién téng < 0,3 s& bi loai khéi mé hinh. Tiéu chuin dé
thang do dat yéu cau khi Cronbach's Alpha > 0,6 (Binh Phi H6, 2012). Vi 280 mau chinh thirc hop 18
va hé s toan thang do Cronbach’s Alpha = 0,778 > 0,6 ndm trong murc do luong tét. Cac hé s twong
quan bién tdng ctia cac bién do luong yéu t nay déu > 0,3, tirc tit ca cac bién quan sat dwoc chip nhén
va s& duoc str dung. Qua do, két qua nay cho thiy cac bién déu c6 d6 phi hop va do tin cdy cao. Vi vay,
thang do c6 su phu hop va cé dd tin cdy nén s€ dugc st dung cho phan tich EFA.

Két qua ¢ Bang 5 cho thay hé so Cronbach’s Alpha cua thang do bién phy thuoc Y dinh mua lap
lai 14 0,815 16n hon 0,6 va cac hé sé tuong quan bién tong cua cac bién do luong ciing cho ra két qua
16n hon 0,3. Vi vay thang do c6 su phu hgp va co d9 tin cdy nén s€ dugc st dung cho phan tich EFA.
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Bdng 5. Hé s6 Cronbach’s Alpha cua cac bién phu thudc

Cronbach's Alpha toan thang do

Bién quan sat | Hé s6 twong quan bién tong | Cronbach's Alpha néu loai bién
YD1 0,699 0,736
YD2 0,606 0,781
YD3 0,626 0,771
YD4 0,613 0,780

0,815

4.2.3. Két qua phan tich yéu té kham phd EFA

(Nguon: Két qud xvr Iy tir s6 liéu diéu tra cua tdc gid)

Bién quan sat dugc trich thanh 24 yéu t6 tai Eigenvalues = 1,125 (>1) két qua phan tich yéu t6 1a
hop ly, tong phuong sai trich dat 64,503% (>50%) su bién thién cta dir liéu, day 1a két qua chap nhan

dugc ddng thoi cac bién dugc rat trich vao cac yéu td (Bang 6).

Bdng 6. Phuong sai giai thich cac yéu t6 anh hudng

Phuong sai trich Téng Phuong sai trich Téng Phurong sai trich
Nhin t6 2 Phan trm Phén trim 2 Phan trim ,P hér,l 2 Phén trim | Phan trim
Tong phuqng tich lity Tong phuong sai tran} (| i phuong sai | tich liy
sai Ly
1 7,198 | 29,993 29,993 7,198 29,993 29,993 | 3,114 12,975 12,975
2 2,206 9,193 39,186 2,206 9,193 39,186 | 3,071 12,797 25,772
3 1,991 8,297 47,482 1,991 8,297 47,482 | 2,557 10,654 36,425
4 1,606 6,692 54,174 1,606 6,692 54,174 | 2,272 9,467 45,893
5 1,354 5,641 59,815 1,354 5,641 59,815 | 2,252 9,385 55,278
6 1,125 4,688 64,503 1,125 4,688 64,503 | 2,214 9,225 64,503
7 0,864 3,602 68,105
8 0,772 3,216 71,321
9 0,699 2,915 74,235
10 0,607 2,529 76,764
11 0,585 2,436 79,200
12 0,558 2,327 81,526
13 0,514 2,142 83,609
14 0,497 2,071 85,739
15 0,456 1,899 87,639
16 0,454 1,891 89,530
17 0,420 1,748 91,278
18 0,392 1,632 92,910
19 0,379 1,579 94,489
20 0,340 1,416 95,905
21 0,306 1,274 97,179
22 0,286 1,190 98,370
23 0,228 0,950 99,320
24 0,163 0,680 100,000
Phuong phap chiét xuat: Phén tich thanh phan chinh.

(Nguon: Két qua xir Iy tir s6 liéu diéu tra cia tdc gid)
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Kiém tra gid dinh cac bién déc ldp khong co hién twong da cong tuyén

Hé sO phong dai phuong sai VIF <2, cho thdy khong xay ra hién tuong da cong tuyén va khong
c6 moi tvong quan chit ché gilra cac bien doc 1ap (Hoang Trong Chu & Nguyén Mong Ngoc, 2008).

Histogram
Dependent Variable: YD

Mean = 1.00E-15
Std. Dev. = 0989
N=280
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Hinh 3. Kiém tra gia dinh v& phin phén phdi cta phan du va phén du tu tuong quan
(Nguén: Két qud xvr Iy tir s6 liéu diéu tra ciia tdc gid)

Ta thiy do thi cua phafl‘n du (Hinh 3) c6 dang hinh chudng can dbi, gia tri trung binh cua pl}?m du
= 1,00)(10/\’-15 rég nho va gan bang 0, gia tri d6 1éch 0,989 gan bang 1; ta két ludn phan du chuan hoa
¢6 phan phoi chuan.

Normal P-P Plot of Regression Standardized Residual
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Hinh 4. D6 thi phan tich twong quan phan du
(Nguon: Két qua xir Iy tir 56 liéu diéu tra ciia tdc gid)
Ta thdy do thi cua gia tri phan du chuén hoa phén tan ngau nghién theo dudng gia tri = 0 (Hinh
4), do d6 ta két luan khong c6 hién tuong tu twong quan giita phan du.

4.2.4. Két qua phan tich yéu t6 kham phd EFA

Ddnh gid thang do qua phdn tich yéu té kham phd EFA: Hé s6 KMO = 0,867 (0,5 < KMO <I).
Thong ké Chi- Square (Chi binh phuong) cua kiém dinh Bartlett’s c6 gia tri 2851.968 véi mirc ¥y nghia
Sig.= 0,000 cho thay cac bién quan st c6 tuong quan v6i nhau. Két qua phan tich EFA cho thay tong
phuong sai trich dat 64.503% (> 50%) thé hién rang 6 yéu to rit ra nay giai thich duoc 64,503% bién
thién cia dir liéu, day la Kkét qua chap nhén dugc va chimg t6 viéc nhom cac yeu td lai v&i nhau 1a thich
hop. Piém dimg khi rat trich cac yéu t6 tai yéu td thir 6 véi Eigenvalues 1a 1,125 > 1, cho két qua phan
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tich yéu t6 12 phu hop. Céc bién quan sat c6 hé sd tai yéu t6 dat yéu cau > 0,5, khong co6 bién quan sat
nao cd hé so tai 1én dong thoi trén ca hai nhan t0, nghia 1a cac thang do dat gia tri hoi ty.

Bdng 7. Kiém dinh KMO v¢ tinh pht hop ciia viéc ldy mau KMO and Bartlett's Test

Kiém dinh Kaiser-Meyer-Olkin vé sy thich hop ctia mau 0,867
Kiém dinh Bartlett's vé& cau hinh ciia mau Tuong duong Chi Binh phuong 2851,968
df 276
Sig. 0,000

(Nguon: Két qua xir Iy tir 56 liéu diéu tra cia tdc gid)
Két qua phan tich yéu t6 kham pha (EFA) cho thay cic nhém yéu t6 kham phéa déu phu hop véi
md hinh nghién ctru.
4.2.5. Phén tich hoi quy tuyén tinh

Khi phén tich hdi qui tuyén tinh cho thdy khong c6 hién tugng da cong tuyén, thong ké da cong
tuyén (Collinearity Statistics) v6i hé sb phong dai phuong sai VIF (Variance Inflation Factor) cia cac
bién doc 1ap trong mé hinh déu nhé hon 2, chimg to khong co hién tugng da cong tuyén (Bang 5). Véi
két qua tat ca cac bién déu c6 ¥y nghia thdng ké cac gia tri Sig. = 0,000 (< 0,05). Nhu vdy, c6 06 anh
huong dén dén y dinh mua 13p lai san pham trén nén tang TikTok Shop cta Gen Z tai Thanh phd Ho
Chi Minh theo hé sb hdi quy chuan hoa (Beta).

Bdng 8. Kiém dinh hdi quy tuyén tinh

Hé sb chuachuén hoa H¢;SO d:a Thong ke (.ia cong tgyen

chuan hoa o o (Collinearity Statistics)

Mb hinh Hoso | He so {didu | He 56 phd
. D6 léch . (t) (Sig.) Dung sai dicu He sO phong.
H¢ so (B) chuin Hg so Beta chinh dai phuong sai

(Tolerance) (VIF)

1 (Constant) 0,496 0,155 3,192 0,002

TH 0,120 0,028 0,172 4,268 0,000 0,718 1,392
SNT 0,079 0,036 0,095 | 2,159 0,032 0,601 1,665
STL 0,223 0,036 0,275 | 6,125 0,000 0,578 1,729
GSP 0,227 0,034 0,317 | 6,722 0,000 0,522 1,915
CLSP 0,144 0,028 0,193 | 5,195 0,000 0,345 1,183
STC 0,087 0,027 0,115 3,218 0,001 0,907 1,102

(Nguon: Két qud xir Iy tir s6 liéu diéu tra cia tdc gid)
Ham tuyén tinh
Tir két qua trén, ta c6 phuong trinh tuyén tinh thé hién cac yéu t6 tac dong (Xi) dén Y- y dinh mua
lap lai san pham trén nén tang TikTok Shop cua Gen Z tai Thanh pho H6 Chi Minh, nhu sau:
Y=0317*GSP + 0,275*STL + 0,193*CLSP + 0,172*TH + 0,115*STC + 0,095*SNT
Nhu vay, m6 hinh hoi quy tuyén tinh dwoc xdy dung theo phuong trinh Y khong vi pham cac gia
dinh can thlet trong hoi quy tuyen tinh. Do do, cac gia thuyét duoc chap nhan véi muc ¥ nghia thong ké

5% va mdi quan hé gilra timg yéu tb voi *“y dinh mua lap lai san pham trén nén tang TikTok shop cua
Gen Z tai Thanh pho Hb Chi Minh” 12 mdi quan h¢ ty 1¢ thuan.

4.3. Thao luan

Tt ca céc bién doc 14p déu co mitc y nghia théng ké Sig. < 0,05, cho thdy ching déu c6 anh huéng
¢6 y nghia dén bién phu thudc Y. Trong d6, "Gia san pham" (GSP) c6 anh hudng manh nhat véi hé so
Beta=0,317.

i Két qua hoi quy tuyén tinh da bién cho thiy cic nhan t6 anh hudng dén y dinh mua 13p lai san
phéam trén san TikTok Shop cua Gen Z tai TP. H6 Chi Minh d€u c6 ¥ nghia thong ké voi mure ¥ nghia
Sig. < 0,05. bi€u nay ching t6 cac bién dua vao mé hinh déu c6 anh huong thuc sy dén hanh vi cua
nguoi tiu dung. Cu thé:
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Gid thuyét H4 — Gid san phdam: c¢6 hé sb hdi quy chuin hoa Beta = 0,317, 1a yéu t6 co tac dong co
anh huong manh nhat dén y dinh mua 1ap lai voi hé s6 anh hudng chuan hoa 1a 0,317. Két qua nay cho
thdy nguoi tiéu dung Gen Z dic biét quan tim dén yéu t6 gia ca khi quyét dinh quay lai mua hang. Diéu
nay phu hop véi dac diém cua Gen Z - nhom khach hang tré, c6 thu nhép trung binh hodc thap, nhay
cam vé gia, va thuong so sanh gia trudce khi dua ra quyét dinh mua. Két qua nay cing tuong thich voi
cac nghién ciru trude nhu cua Kotler (2016), Nguyén Vian Diing (2021) — cho thay rang gia ca hop 1y 1a
yéu t6 gitr chan khach hang trén cic nén tang thuong mai dién tir.

Gid thuyét H3 — Sy tién loi: Yéu t6 nay c6 hé s anh huong 1a 0,275, dimg thir hai trong mé hinh.
Diéu nay khang dinh lai quan diém rang trai nghiém mua sim thuan tién, nhanh chong, thao tic don
gian chinh 1a vu thé canh tranh cua san TikTok Shop. Véi viéc tich hop truc tiép viéc gioi thi¢u — dat
hang — thanh toén chi trong mot img dung, TikTok d tao ra méi trudng mua sam linh hoat, phi hop véi
thoi quen “mua nhanh — quyét dinh nhanh” ciia Gen Z. Két qua nay ciing phii hop véi nghién ctru ciia
Davis (1989) va Tran Minh Tuén (2022).

Gia thuyet HI — Thuong hi¢u: Yéu t6 “thuong hiéu” anh hudng dén ¥ dinh mua lap lai v6i hé sb
0,172. Pidu nay cho thdy hinh anh thwong hiéu ciia nguoi ban trén TikTok Shop van co vai trd trong
quyét dinh cua nguoi tiéu ding, dit khong phai yéu té then chdt. Gen Z c6 xu hudng gin b6 véi thuong
hiéu c6 c4 tinh, phong cach nhit dinh hodc gén lién voi ngudi ndi tiéng/influencer yéu thich. Két qua
phu hop véi nghién ctru ctia Keller (2003), Aaker (1997).

Gid thuyét H5 — Chat lwong san pham: Co hé sb anh huong 1a 0,193, cho thay yeu t6 chat luong
van 1a mot tiéu chi quan trong, du khong chiém ty trong 16n nhét trong mé hinh. Piéu nay goi ¥ ring
TikTok Shop can cha trong kiém soat chat luvong hang hda, dac biét 1a tir cac nha ban hang nhé 1é. Viéc
duy tri mirc do uy tin vé chat lugng s& gop phan giit chan khach hang cii. Két qua nay phu hop véi
nghién ciru clia Parasuraman et al. (1988), Lé Thi Hong Hanh (2021).

Gid thuyét H6 — Sir tin cdy: Yéu td nay co hé sb thap nhét trong mé hinh 14 0,115, nhung van c6 ¥
nghia thong ké. Sy tin cdy ¢ day bao gém: d6 minh bach trong thong tin san pham, danh gia that tur
nguoi dung, mic d6 hoan tién — doi tra rd rang. Du chua phai 1a yéu t6 anh huong hang dau, nhung
trong bdi canh san TikTok Shop con kha mdi, viéc xdy dung niém tin tir khach hang 1a v6 cing can
thiét. Piéu nay phu hop v6i nghién ctru ciia Gefen et al. (2003), Tran Thi Kim Dung (2020).

Gid thuyét H2 — Su néi tiéng ciia san TikTok: Day 1a yéu td c6 anh hudng yéu nhét trong mo hinh
v6i hé s6 0,095, nhung van duoc chip nhan trong mo hinh nghién ciru. Két qua nay cho thay sy noi
tiéng ctia TikTok — véi tu cach 1a nén tang mang xa hoi — khong hoan toan chuyén hoa thanh y dinh mua
lap lai. Piéu nay c6 thé 1y giai bai sy ndi tiéng chi tao ra sy thu hiit ban dau, con viéc khach hang quay
lai phu thude nhiéu hon vao trai nghiém thuc té, chét luong san phém, gia ca va dich vu.

5. DE XUAT HAM Y QUAN TRI NANG CAO Y DINH MUA LAP LAI SAN PHAM TREN
NEN TANG TIKTOK SHOP CUA GEN Z TAI THANH PHO HO CHI MINH

5.1. Poi véi yéu td “Gia san phAm”

Céc doanh nghiép, t6 chirc kinh doanh trén nén tang Tiktok Shop can diu tu vao chlén lugc gia, co
thé chia khoang gia theo phan khuc khach hang gitip doanh nghiép tang doanh thu ngén han ma con tao
loi thé canh tranh 1au dai trong viéc xay dung méi quan hé bén virng véi khach hang Gen Z trén nén
tang TikTok Shop.

5.2. Dbi véi yéu to “Su tién loi”

Viéc cai thién va duy tri sy tién loi trong qua trinh mua hang s€ khong chi gia tang ty 1¢ mua lap lai
ma con gop phan tao dung hinh anh chuyén nghiép, than thién va hién dai cho thuong hiéu trén nén
tang TikTok Shop. Phai ting cuong phan hoi cho khach hang vé ddi tra hang ho4, cling nhu tra 1i nhanh
cac cau hadi. Giup cho khach hang c6 cai nhin va théy duoc su tién loi dbi voi shop ma doanh nghiép,
t6 chirc ban dang kinh doanh.

5.3. D6i v6i yéu td “Thwong hiéu sin phim”

Doanh nghiép can di theo hudng xay dung mét thuong hiu xanh, than thién v6i moi trudng va an
toan vai stre khoé ngudi ti€u dung, can c6 cai nhin xa va d4y manh chién luoc san phdm xanh. Phai biét
day 1a xu thé cho thoi dai 5.0.
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5.4. D6i v6i yéu té “Chdt lwgng sin phim”

Doanh nghi¢p can phai diy manh tinh trung thyc trong san pham, néng cao chat lugng san pham
dap ng nhu cau cua khach hang, xay dung long tin khach hang vao san pham cuia doanh nghiép. Chat
luong san pham ludn 1a gia tri c6t 16i dé phat trién doanh nghiép vuon tim di xa.

5.5. D6i v6i yéu to “Sw tin cdy”

Tang cudng sy tin cdy khong chi gitip khach hang yén tdm hon trong lan mua hién tai ma con
doéng vai tro then chot trong viée xay dung moi quan hé dai han va thuc day hanh vi mua 1ap lai, dac
biét trong bdi canh Gen Z ngdy cang chu trong dén tinh an toan va minh bach khi giao dich truc tuyen.
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ABSTRACT

FACTORS INFLUENCING GEN Z'S REPEAT PURCHASE INTENTION
ON THE TIKTOK SHOP PLATFORM IN HO CHI MINH CITY

Bui Hong Dang', Nguyen Hoang Anh Thu!", Tran Van Tuan?
'Ho Chi Minh City University of Industry and Trade
2College of Foreign Economic Relations

*Email: nguyenhoanganhthu57@gmail.com

This study employs two research methods: qualitative and quantitative approaches. For the
qualitative method, data were collected through in-depth interviews with key stakeholders, such as
directors of businesses using the TikTok Shop platform, store managers, and e-commerce lecturers.
Regarding the quantitative method, SPSS software version 26.0 was used for analysis after data was
collected through structured questionnaires. The analysis results reveal that several factors,
including product price (B=0.317), convenience (=0.275), product quality ($=0.193), brand
(B=0.172), trustworthiness (p=0.115), and platform popularity (f=0.095), influence Generation Z's
intention to repurchase on TikTok Shop in Ho Chi Minh City. These results reflect the current state
of repurchase behavior among Gen Z consumers and identify the primary factors influencing this
behavior. Based on the findings, the authors offer managerial recommendations for small and
medium-sized businesses in order to improve customer retention and boost sales via the TikTok
Shop platform.

Keywords: Repeat purchase TikTok Shop, Gen Z repeat purchase intention, TikTok Shop consumer
behavior, purchase intention Gen Z, repeat buying behavior.
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