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Nghién ctitu hanh vi gan két ctia khach hang déi véi cac trang
Fanpage Facebook cuia cac truéng dai hoc
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Muc tiéu clia nghién ctu nay la vé hanh vi gan két trang Fanpage Facebook clia ngudi st dung.
Nghién ctu st dung mau gém 414 quan sat dugc phan tich bang mé hinh cau tric tuyén tinh
(SEM). K&t qua nghién ctru chira rang mé hinh nay cé thé gidi thich anh hudng clia cac yéu té chat
lugng ndi dung, tuong tac thuong hiéu, tuong tac gilfa nhiing nguai st dung, cdm xuc clia nguai
strdung cé anh hudng dén gié tri tiéu khién va gia trj thuc dung cla trang Fanpage Facebook clia
mot trudng dai hoc. Bén lugt cac nhan té nay lai anh hudng dén cac hanh vi gan két clia ngudi sur
dung trang Fanpage Facebook ma dai dién & day dugc thé hién bang cac hanh vi phan hoi, cong
tac va lan toéa. D€ nang cao gid tri thuc dung clia trang Fanpage Facebook, cac trusng dai hoc can
quan tdm hang dau dén chat lugng ndi dung clia trang, tiép theo la méi quan hé gitta thuong
hiéu véi khach hang, va cudi cuing la cdm xudc clia ngudi st dung khi tuong tac. D€ nang cao gia
tri gia trj tiéu khién cla trang Fanpage Facebook, cac trudng dai hoc can quan tdm hang dau dén
chat lugng ndi dung cua trang, thd dén la cdm xdc clia ngudi st dung khi tuong tac, tiép theo la
moi quan hé gilra nhiing ngudi st dung va cudi cling la méi quan hé gitta thuong hiéu véi nhiing
ngudi st dung. V&i hanh vi cong tac, phan hoi, nghién ctiu cho thady muc tac dong clia gia tri thuc
dung I6n hon gia trj tiéu khién.
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dung, gié tri tiéu khién

GIGI THIEU

Viét Nam hién c6 dan s6 khoang 96,6 triéu, trong d6
¢4 68% & do tudi tit 18 dén 64. Trong s6 ngudi st dung
dién thoai c6 94% ngudi st dung mang xa hoi. Mang
xa hoi dugc stt dung nhiéu nhat la Facebook, thi hai
Facebook messenger, thi ba Zalo!. Theo s6 lidu tit
decisionlab, tai Viét Nam c6 14.4 triéu nguoi thudc
thé hé Z, d¢ tudi tit 13 dén 242, Thanh phé H6 Chi
Minh chiém 45% trong s6 d6. Thé hé nay danh mot
lugng thdi gian ddng ké trén cic trang mang truyén
thong xa hoi.

Trong truyén thong tuyén sinh dai hoc, mét trong cac
cong cu rat quan trong do la st dung trang Fanpage
Facebook d€ thu hut mét lugng 16n d6i tugng lién
quan va tit do tao ra sy gan két véi trudng dai hoc.
Trudc xu hudéng phat trién manh mé ctia Facebook
va bung né sy canh tranh, cac trudng dai hoc can tin
dung dugc xu thé nay d€ ning cao hanh vi gan két cua
hoc sinh trung hoc phd thong va sinh vién dai hoc,
nhiing ngudi thudc thé hé Z, tit d6 dem lai lgi thé 16n
trong truyén ba hinh anh thuong hiéu va gép phan
néng cao hiéu qua truyén sinh ctia trudng.

GIA THUYET NGHIEN CUU

Trong cac nghién ctu danh gia chét lugng dich vu cac
trang web cong dong do chi ra ring chit lugng ctia ndi
dung c6 anh hudng tich cuc dén thai do va hanh vi ctia
ngudi stt dung>?. Trong trang thuong hiéu, ngudi st
dung tuong tic v6i mot thuong hiéu cu thé trong khi
tim kiém thong tin lién quan dén thudc tinh thuong
hiéu, 1¢i ich va lién két c6 thé co tac dong dén trai
nghiém clia ngudi stt dung déi véi thuong hiéu®. Trai
nghiém ctia ngudi stt dung ca nhén vé hiéu qua viéc
tim kiém thong tin hiu ich trén trang thuong hiéu
6 thé cung cép co hoi dé€ nang cao kinh nghiém cuaa
ho®, va t6i da héa tién ich clia thuong hiéu trong tiéu
dung’. Hon niia, phuong tién truyén thong xa hoi
cho phép thuong hiéu tuong tac véi mot cong dong
16n hon bang céch cho phép ngudi tiéu dung cé thé
tao ra ndi dung va tuong tdc vé6i thuong hiéu, cling
nhu véi cac khach hang khac nhu la mot gia tri tiéu
khién d6ivéiho®. Dua céc nghién ctiu dugc thdo ludn
& trén, nhom tac gid l4p luan ring nhén thiic vé chit
lugng ndi dung trén trang thuong hiéu sé nang cao lgi
ich, tiic gia tri thuc dung va gid tri tiéu khién. Do do,
céc gia thuyét sau day dugc rut ra:

Hla: Chdt lugng noi dung cé tdc dong ciing chiéu dén
gid tri tiéu khién trén trang Fanpage Facebook

Trich dan bai bao nay: Binh P T, Dai V M. Nghién ctru hanh vi gan két ctia khach hang déi véi cac trang
Fanpage Facebook ctia cac truang dai hoc. Sci. Tech. Dev. J. - Eco. Law Manag.; 6(3):2957-29609.
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H2a: Chdt lugng noi dung c6 tdc dong ciing chiéu dén
gid tri thuc dung trén trang Fanpage Facebook

Thong qua cac tuong tdc xa hdi gan gii, cdc cd nhan
trong cong dong ao c6 thé ting chiéu sau, chiéu rong
va hiéu qua trao d6i kién thic lan nhau ciing mang lai
cam gidc thich thd®. Trong méi trudng trang thucng
hiéu, khach hang tuong tac véi ndi dung dugc tao bsi
trang thuong hiéu va cac thanh vién khéc trén cong
dong trang thuong hiéu. Khach hang ciing c6 thé
tuong tac thong qua viéc tao va chia sé noi dung vé
ban than ho (tdc la trinh bay, gitp d& nguasi khac),
trai nghiém thuong hiéu cta ho (ttc la phan anh,
phén hoéi), ¥ tudng san phdm, phat trién khai niém
va lam thé nao dé€ dat dugc lgi ich 16n hon tit thuong
hi¢u”®1%11 Thong qua v6 s6 tuong tac ctia ndi dung
lién quan dén thuong hiéu trén trang thuong hiéu,
khéch hang c6 thé cung cdp hé trg thong tin va cam
xuc cho nhiing ngudi khac va phat tri€n mot y thitc vé
lgi ich xa hoi hoa’. Dua trén thao luan & trén, nhém
tac gia 1ap luan ring nhén thic cha nguoi stt dung vé
muic d¢ tuong tac trén trang thuong hiéu cao hon dan
dén gia tri thyc dung va gid trj tiéu khién cao hon. Do
dé, cac gia thuyét sau day dugc rut ra:

H1b: Su tuong tdc ciia thuong hiéu cé tdc dong ciing
chiéu dén gid tri tiéu khién trén Fanpage Facebook;
H2b: Su tuong tdc ciia thuong hiéu cé tdc dong ciing
chiéu dén gid tri thuc dung trén Fanpage Facebook
Phat hién tii cac nghién ctiu vé cong dong ao trén cic
trang web cho thdy sy tuong tdc véi cac thanh vién
khdc 1a rat quan trong trong viéc nang cao su hoc hoi
clia ngudi st dung, cam gidc than thudc, hé trg lan
nhau va tinh cdm gin b6*!2. Cac nghién ctiu trudc
day vé nhan thiic clia ngudi st dung trong phuong
tién truyén thong xa hoi da ching minh rang sy tuong
tac gitia cdc khach hang thuc ddy mét loat 1¢i ich tiéu
khién cho ngudi stt dung . Két qua mot s6 nghién
ctiu khac 1%, cho théy tuong tic giiia cac thanh vién
cong dong trang thuong hiéu la tha vi va c6 y nghia.
Céc trang thuong hiéu dugc 14p luan rang d¢ 1a diéu
kién can thiét d€ ning cao mic do tuong tac gitta cic
khéch hang. Nhu vay, tinh xa hoi cta trang thuong
hiéu dugc cdm nhan c6 lién quan tich cuc dén gia tri
tiéu khién va gid tri thuc dung. Do do, céc gia thuyét
sau day dugc rut ra:

Hlc: Tuong tdc gitia khédch hang vdi nhau c6 tdc dong
cung chiéu dén nhdn thiic gid tri tiéu khién clia nguoi
sui dung trén trang Fanpage Facebook

H2c: Tuong tdc giita khdch hang vdi nhau c6 tic dong
cung chiéu dén nhan thiic gid tri thuc dung ciia ngudi
si dung trén trang Fanpage Facebook

Mo hinh SOR dugc dé xuat bdi Mehrabian va Rus-
sell '°. M6 hinh SOR m6 ta sy lién két gitia cac yéu t&
dau vao (kich thich), qua trinh (chti thé), ddu ra (phan
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héi), va gia dinh sy nhan thiic cia mét ca nhan vé moi
trudng (boi canh) &nh hudng dén sy trai nghiém, cudi
cung tac dong dén céc hanh vi phan tng'®. M6 hinh
SOR da dugc dp dung cho cac moi truong phuong
tién truyén thong xa hoi, két qua nghién ctiu cho thay
su tac dong ctia moi trudng cong nghé c6 anh hudng
t6i nhén thic, cdm xuc, kinh nghiém va y dinh tham
gia vao thuong mai xa hoi'3. Nhom tac gia lap luan
rdng, néu cadm xuc c6 anh hudng dén y dinh tham gia
vao thuong mai xa hoi tryc tuyén thi né cé thé cing
anh huodng dén gia tri thuc dung va gia tri tiéu khién,
von la cac ddc tinh quan trong ciia Fanpage Facebook.
Do d6, dua trén nhiing két qua thao ludn trén cac gia
thuyét sau day dugc rat ra:

HI1d: Cdm xiic cd tdc dong cung chiéu dén gid tri tiéu
khién cia nguidi sit dung trén trang Fanpage Facebook
H2d: Cdm xiic ¢6 tdc dong cing chiéu dén nhan thiic
gid tri thic dung clia ngudi sii dung trén trang Fanpage
Facebook

Co 56 1y luén cta ly thuyét trao d6i xa hoi cho ring
ngudi st dung sé khong gidi thiéu ban bé hodc ngudi
than va sé khong néi chuyén tich cuc vé trai nghiém
ctia ho d6i v6i nhiing ngudi khac néu dich vu ma ho st
dung c6 gid tri thdp vé kinh té va kinh nghiém. Ngugc
lai, ngudi stt dung cé nhiéu kha nang ting mic do
tuong tac clia ho dé ting ho thuong hiéu!”. C6 di c6
lai 13 mét dac diém chinh cta trao déi xa hoi, goi y
rdng ngudi st dung sé tham gia vao cdc hanh vi c6 gid
tri nhu mot cach dé tra cong lai cho cong ty. Thét vay,
ngudi st dung déap lai nhiinglgi ich ma ho trai nghiém
khi tuong téc véi thuong hiéu 18,

Khaéi niém gia tri cia nhém tac gia xem xét hai trai
nghiém quan trong cung cép tién ich va loi ich cho
ngudi st dung lién quan dén: Gia tri thuc dung va gia
tri tiéu khién ma khi dugc nang cao, dong vai tro 1a
nhan t6 chinh anh hudng t6i phan héi clia ngudi st
dung vay dinh cOng tac trong cdng dong trang thuong
hiéu. Lép luén nay dugc thanh lap dua trén ly thuyét
gid tri dugc nhan thic cho ring khach hang tham gia
vao cac hanh vi nhét dinh dya trén gid tri thuc dung va
gid tri tiéu khién mang lai l¢i ich cho ho béi céc yéu t6
kich thich lién quan dén thuong hiéu **°. Hon nita,
rut ra tu ly thuyét trao d6i xa hoi va ly thuyét trao d6i
tai nguyén, nguoi st dung dép lai cdng ty khi ho thu
dugc loi ich tu kinh nghiém tiéu dung, noi ma ho tang
kha ning thé hién y dinh ctia hanh vi gin két?!. Vi
vay, nhom tac gia 14p ludn rang gid tri cim nhén cta
ngudi st dung cé dudgc tli cdc trang thuong hiéu dua
ra cic danh gid c6 loi cho viéc dap tng thuong hiéu,
dén lugt no, chuyén thanh y dinh ctia hanh vi gan két
déi v6i trang thuong hiéu.

Hon niia, nhiing ngudi st dung da dat dugc gia tri
tiéu khién va gid tri thyc dung trong viéc tuong tac
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vGi cong dong truc tuyén c6 nhiéu kha nang tiép tuc
tham gia vao trang mang xa hoi va dé nghi dugc giup
d& nhiing ngudi khac??. Céc nghién cdu trén mang
xa hoi cang chiing minh rang khi khach hang trai
nghiém niém vui, gidi tri, hoc tip va cam gidc than
thudc tli viéc tuong tac v6i sy hién dién trén mang xa
hoi ctia thuong hiéu '°, ho sé thé hién hanh vi ing ho
thuong hiéu, phan héi vé thuong hiéu va hé trg cho
st lan toa ctia thuong hiéu®!. Nhiing phét hién gin
day tu nghién ctiu nhiing ngudi tiéu dung st dung cac
trang thuong hiéu trén mang xa hoi Weibo cting da chi
raringl¢i ich dat dugc anh huéng dén y dinh tiép tuc
stt dung trang thuong hiéu”.

Dua trén nhiing nghién ctiu nay, nhom tac gia lap
ludn réng nhiing cé nhan thu dugc gia tri tit viéc trai
nghiém tiéu dung ctia mot trang thuong hiéu thong
qua gia tri thuc dung va gia trj tiéu khién cé nhiéu
khé nédng tham gia vao phan héi cia ngudi st dung
va cng tdc voi trang thuong hiéu. Khi lam nhu vy,
ho sin sang cung cdp phan hoi lién quan dén céc cai
tién clia cac san phdm, dich vy, trai nghiém thuong
hiéu hién c6, va cong tic véi cac thanh vién khac ctia
cOng dong trang thuong hiéu dé gitp dd va hé trg trai
nghiém thuong hiéu ctia ho. Do d6, dya trén nhiing
két qua thao luan trén cac gia thuyét sau day dugc rat
ra:

H3a: Gid tri tiéu khién 6 tdc dong cung chiéu dén hanh
vi gan két phdn hoi clia ngudi sii dung trén trang Fan-
page Facebook

H3b: Gid tri tiéu khién cd tdc dong ciing chiéu dén hanh
vi gdn két cong tdc cia nguidi sii dung trén trang Fan-
page Facebook

H3c: Gid tri tiéu khién c6 tdc dong cimg chiéu dén hanh
vi gin két lan truyén ciia nguidi sti dung trén trang Fan-
page Facebook

H4a: Gid tri thuc dung cé téc dong cung chiéu dén hanh
vi gin két phdn héi clia nguoi sii dung trén trang Fan-
page Facebook

H4b: Gid tri thuc dung c6 tdc dong cung chiéu dén hanh
vi gdn két cong tdc ciia ngudi sii dung trén trang Fan-
page Facebook

H4c: Gid tri thuc dung c6 tdc dong ciing chiéu dén hanh
vi gdn két lan truyén ciia ngudi sit dung trén trang Fan-
page Facebook.

MO HINH VA PHUONG PHAP
NGHIEN CUU

M6 hinh nghién ctu

Tt cacly thuyét lién quan, cac nghién ciiu trudc va cac
gid thiét nghién ctiu, nhém téc gia dé xuit mé hinh
nghién ctu (Hinh 1). Trong m6 hinh nghién ctiu, cac
nhén t6 di dugc diéu chinh d€ phu hgp vé6i bdi canh
trang Fanpage Facebook.

Phuong phap nghién ctu

Thiét ké va md héa thang do

Nghién cttu st dung thang do Likert 5 diém dugc
dung dé€ do ludng cic bién quan sét véi cdc muic d6 1)
Hoan toan khong dong y; 2) Khong dong y; 3) Trung
lap; 4) Bong y; 5) Hoan toan dong y. Cac thang do
duoc thiét ké va ma hdéa nhu sau:

Thang do No6i dung chit lugng (CONT) gém cac bién
quan sat: Toi thdy thong tin trén fanpage nay c6 gia
tri (contl); Toi nghi rdng fanpage nay la mot ngudn
thong tin hitu ich (cont2); Fanpage ndy cé nhiing
thong tin htiu ich (cont3) Thang do Tuong tic clia
thuong hiéu (BRAND) gém cic bién quan sat: Toi
dugc gidi dap thic mic qua fanpage nay (brandl);
Toi c6 thé tuong tac dé dang vdi trudng trén fanpage
(brand2); Téi 1a mot thanh vién c6 sy déng gép (fans
cting) cua fanpage nay (brand3). Thang do Tuong tac
gitia cac khach hang (CUS) gém céc bién quan sat:
Fanpage nay tao diéu kién (goi ma) giao tiép hai chiéu
gilia cic thanh vién (cusl); Fanpage nay cho phép
toi két noi voi nguoi khac ( cus2); Fanpage nay cho
phép céc thanh vién trao d6i thong tin tryc tuyén (y
kién, d€ nghi, 16i khuyén...) v6i nhau(cus3). Thang
do Cam xtc (AFFEC) gom cdc bién quan sat: Toi cam
thdy rat tich cuc khi st dung Fanpage nay( affecl); Stt
dung Fanpage nay lam t6i hanh phuc (affec2); T6i cam
théy t6t khi stt dung Fanpage Dai Hoc nay (affec3);
Toi tu hao khi st dung Fanpage nay (affec4). Thang
do Gia trj tiéu khién (HEDO) gém cic bién quan sat:
Fanpage nay rit vui (hedol); Fanpage nay that thu vi
(hedo2); Fanpage nay mang tinh gidi tri cao (hedo3).
Thang do Gid trj thuc dung (UTI) gébm céc bién quan
sat: Fanpage giup t0i tim thdy nhiing thong tin vé Pai
Hoc ma t6i dang tim kiém (util); Viéc truy cép fan-
page nay khong mit nhiéu thoi gian (uti2); Fanpage
DPai Hoc gitp t6i hoc hoi (ning cao kién thiic qua cic
meo vat) (uti3). Thang do Phan héi (FEED) gom cac
bién quan sat: Khi gdp vén dé véi Dai hoc nay, toi
sé lién lac qua fanpage (feed1); Khi c6 mét y tudng
hitu ich d€ cai thién thuong hiéu trudng, toi du dinh
sé truyén dat no trén fanpage (feed2); Toi du dinh
cung cip cac dé€ xuit mang tinh xdy dyng hinh dnh
thong qua fanpage (feed3); Toi sdn sang hoan thanh
mot cudc khdo sat trén fanpage (feed); Thang do Cong
tac (COLLA) gobm cac bién quan sat: Toi du dinh chia
sé y tudng dé€ phat trién trudng véi nhiing ngudi khac
trén fanpage (collal); Toi dy dinh trao d6i thong tin
vé trudng nay véi cong dong (colla2); Toi sdn sang
nhan trg gitp tit nhiing ngudi ding khac trén fan-
page (colla3). Thang do Lan téa (INFLU) gbém cac
bién quan sat: Toi thich ndi vé trai nghiém ctia toi trén
fanpage nay (influl); T6i mudn gidi thiéu fanpage nay
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Tac nhan kich thich

MNhan thire gia tri
trén Fange Facebook

Hanh vi gan két
cua khach hang

Noi dung
chat lwong

Twong tac
cua thwong hiéu

Twong tac gidra
céc khach hang

AN

Gia tri tieu khién

S,

Gia tri thyc dung

Phan héi

BEE B F F

Hinh 1: M6 hinh nghién cttu dé xuat (Nguén: nhom tac gia dé xuat, 2021)

vGi ban beé va gia dinh ctia t6i (influ2); Toi khong c6 y
dinh dé xuit dai hoc nay cho ban beé va gia dinh ctia
to1 khi ho ¢6 nhu cdu (influ3).

Quy mé méau va cdch thirc chon méu

Raykov & Marcoulides?® cho ring kich thuéc méu
phai gdp 1014n s6 bién. Trong nghién ctiu nay gém c6
29 bién quan sat va 9 nhan t6 dy kién, vi vdy s6 mau
can cd it nhat phaila 10*(29 + 9) = 380. Ngoai ra, theo
Hair va cong su?*, d€ phén tich nhan t6 khim pha
(EFA) phai c6 it nhét 5 miu trén 1 bién quan sat. M6
hinh nghién cttu gém 29 bién quan sit, do d6 ¢& mau
yéu cdu la 145. Tuy nhién phuong phap 14y mau ma
nhom téc gia stt dung la 14y thuén tién, nhdm huéng
téi dat dugc cdc muc tiéu khoa hoc ctia nghién ctu,
s8 mau cin phai 16n hon thi méi ddm bdo dai dién
cho t6ng thé nghién ciiu. Trong nghién ciiu nay, sau
khi lam sach, mau con lai dua vao phan tich gom 414
quan sat.

Phuong phdp phan tich sé liéu

Nghién cttu st dung phuong phép phén tich bing mé
hinh SEM g6m 4 buéc 227

- Budc 1: Kiém dinh chit lugng thang do. St dung hé
s6 tin cdy Cronbach’s Alpha. Hé s6 Cronbach’s Alpha
ctia téng thé > 0.7 va hé s6 tuong quan bién téng (cor-

rected item-total correlation) > 0.4 13 dat yéu cau 830,
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Néu hé s6 Alpha ctia tong thé > 0.8 thang do dam bao
cht lugng t6t2%30,

- Budc 2: Phan tich nhan t6 kham pha. T4t ca thang
do va bién quan sat dai dién cho bién doc 14p thoa
man diéu kién kiém dinh Cronbach’s Alpha dugc dua
vao phén tich nhan t6 kham phé (Exploratory Factor
Analysis, EFA) dé xac dinh nhiing nhan t6 dai dién
cho sy gin két ctia ngudi stt dung doi véi trang Fan-
page Facebook ctia trudng dai hoc. Hé théng kiém
dinh EFA gém: (1) Kiém dinh tinh thich hgp cua
EFA qua thuéc do KMO (Kaiser-Mayer-Olkin mea-
sure). Khi 0.5 < KMO < 1, phén tich nhan t6 la
thich hgp véi dii liéu thyc t€3!. (2) Kiém dinh tinh
tuong quan tuyén tinh ctia cic bién quan st trong moi
thang do. St dung kiém dinh Bartlett (Barlett'test).
Khi Sigificance (Sig.) ctia kiém dinh < 0.05, cac bién
quan sat c6 tuong quan tuyén tinh trong méi thang do
(nhén t8). Do d6, cac nhan t6 déc lap v6i nhau’!. (3)
Kiém dinh phuong sai trich (% cumulative variance).
Phuong sai trich cho biét % thay d6i cta cdc nhén t6
dugc gidi thich boi cic bién quan sat (thanh phan) ctia
nhén t6. Diéu kién chdp nhén, khi phuong sai trich >
50% 20 va Eigenvalues > 0.732. (4) Hé s6 tai nhan té.
Céc thang do méi hinh thanh, cdc bién quan sat trong
mbi thang do phai c6 hé s6 tai thich hgp. Tuy thudc
vao ¢ mau nghién cttu. Néu ¢d mau 100 < n < 350,
hé s6 tai > 0.552°.



Tap chi Phdt trién Khoa hoc va Céng nghé - Kinh té-Ludt va Qudn ly 2022, 6(3):2957-2969

- Budc 3: Phan tich nhan t6 khéng dinh CFA.
Phuong phép phin tich nhan t6 khing dinh CFA danh
gid thang do ¢ ndm khia canh: (1) Mtc d¢ phu hgp
chung cia mo hinh, (2) tinh don huéng, (3) d¢ tin cay
téng hop, (4) gid tri hoi ty, (5) gid tri phan biét.

+ Péanh gid muc d6 phi hgp chung ctia mo hinh

M6 hinh do ludng dugc khdng dinh phu hop véi di
liéu thuc té khi dép ting dugc cac chi s6 thuéc do®>.
Chi binh phuong diéu chinh theo béac ty do
(CMIN/dS), x2/d.f. < 3343,

Chi s6 thich hgp so sanh CFI (Comparative Fit Index)
CFI > 0.9; 0 < CFI < 1, cang tién vé 1 cang t6t3°5-37,
Chi s6 d6 phu hgp (Goodness of fix index) GFI > 0.9;
0 < GFI < 1, cang tién vé 1 cang t6t 337,

Chi s6 mtic phtt hgp (Normed Fit Index) NFI > 0.9; 0
<NFI < 1, cang tién vé 1 cang t6t3°=37,

Chi s6 (standardized root mean square residua)
SRMR = 0.065 (< 0.08) (SRMR < 0.05: M6 hinh phu
hop t6t; SRMR < 0.08: Chdp nhan dugc; Cang nho
cang t6t 33

Chi s6 RMSEA (Root Mean Square Error Approxima-
tion). RMSEA < 0.05: md hinh phu hgp t6t; RMSEA
< 0.08: chip nhin; Cang nho cang t5t>4.,

PClose > 0,05%°

+ Pénh gia tinh don huéng

Khi mé hinh do luong phti hop véi di liéu nghién ctiu
va khéng c6 tuong quan gitia cac sai s6 do luong ctiu,
noé dat dugc tinh don hudng 38,

+ Pénh gia d¢ tin cdy thang do

Két qua kiém dinh d¢ tin cdy thong qua cic hé s6 sau
(1) B¢ tin céy Cronbach’s Alpha 16n hon 0.7%8 (2) b6
tin cay tdng hop>?, va (3) Téng phuong sai trich phai
dat yéu cu tli 0.5 tr& 1én 0,

+ Do luong gid tri hoi tu

Thang do dugc xem la dat gia tri hdi tu khi cac hé s6
chuén héa ctia cac thang do 16n hon 0,5 va c6 y nghia
thong ké2°. Fornell va Larcker*’ cho ring dé nhan té
dat gia tri hoi tu thi phuong sai trich (AVE - Average
Variance Extracted) t6i thiéu phai la 0,5.

+ Gia tri phén biét

Theo Fornell va Larcker?’, thang do dat gia tri phan
biét khi gid tri can bic hai ciia AVE > hé s6 tuong quan
gitia hai khai niém.

- Budc 4: Phén tich cdu truc tuyén tinh.

+ Péanh gia muc d¢ phi hgp chung ctia mé hinh
Gi6ng kiém dinh CFA, mé hinh do ludng dugc khing
dinh pht hop véi dit liéu thuc té€ khi dap Ging dugc cac
chi s6 thuéc do .

Chi binh phuong diéu chinh theo bac tu do
(CMIN/dS), x2/d.f. <3343,

Chi s6 thich hgp so sanh CFI (Comparative Fit Index)
CFI > 0.9; 0 < CFI < 1, cang tién vé 1 cang 63537,

Chi s6 d¢ phu hgp (Goodness of fix index) GFI > 0.9;
0 < GFI < 1, cang tién vé 1 cang t6t>>37,

Chi s6 mtic pht hgp (Normed Fit Index) NFI > 0.9; 0
< NFI < 1, cang tién vé 1 cang t6t 3%,

Chi s6 (Standardized root mean square residua)
SRMR = 0.065 (< 0.08) (SRMR < 0.05: M hinh phtt
hgp t6t; SRMR < 0.08: chdp nhén dugc; cang nho cang
625,34

Chi s6 RMSEA (Root Mean Square Error Approxima-
tion). RMSEA < 0.05: m6 hinh phit hgp t6t; RMSEA
< 0.08: chdp nhén; cang nho, chi s6 tdt 25,34

PClose > 0,01: chdp nhan, > 0.05: t6t>°

+ Kiém dinh hé s6 héi quy

Cac hé s6 hoi quy cd y nghia thong ké véi d6 tin ciy
95% khi c6 gia tri P-value < 5% . Cdc muc y nghia clia
cac hé s6 udc lugng: The Critical Ratio (CR) > 1.96;
Néu CR > 2.58 1a Iy tudng; Hodc P-value < 0.05; Néu
P-value < 0.01 12 ly tudng 2>4!,

+ banh gia muic d¢ giai thich cia mo hinh

+ Danh gid mtic d¢ tdc dong ctia cac yéu t6

KET QUA NGHIEN CUU

Phan tich hé sé tin cay thang do

Theo m6 hinh nghién cttu dé xut thi c6 9 thang do
cén dugc do luong déanh gia. Ca 9 thang do nay dugc
thuc hién tinh todn hé s6 Cronbach’s Alpha thong qua
phin mém SPSS. Két qué do ludng ching dugc thé
hién trong Bang 1 nhu sau:

Két qua nghién ctiu cho thdy: Tit ca cac thang do déu
dat yéu ciu vé€ phan tich d tin cay thong qua hé s6
Cronbach’s alpha. Hé s6 tuong quan cta bién tng
(Corrected Item - Total Correclation) ctia cic bién
quan sat déu 16n hon 0,4 va hé s6 Cronbach’s Alpha
téng thé ctia cac thang do déu 16n hon 0,7. Céc thang
do da diéu kien?*2° va dugc dua vao phan tich cac
budc tiép theo.

Phan tich nhan t6 kham pha EFA

Trong mo6 hinh nghién ctiu, cdc khai niém sé dugc
thuc hién phén tich EFA chung nhim danh gia gia tri
phén biét gitia ching.

(1) Kiém dinh tinh thich hgp ctia EFA: Két quéa phan
tich cho gia tri KMO = 0,864 thoa man diéu kién 0.5
< KMO < 1. Nhu viy, phan tich nhén t6 1a thich hgp
vé6i dit lieu thuc t&31,

(2) Kiém dinh tinh tuong quan tuyén tinh ctia cdc bién
quan sat trong mdi thang do: Kiém dinh Bartlett c6
Sig. = 0,000 < 0,05. Nhu vay, cic bién quan sat cd
tuong quan tuyén tinh trong méi nhan t6°3!.

(3) Kiém dinh phuong sai trich (% cumulative vari-
ance): Két qua cho thédy gia tri Phuong sai trich bang
64,87%; Eigenvalues = 0,927 > 0,732, T d6 c6 thé két
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luén, 64,87 % thay d6i cia méi nhén t6 dugc giai thich
béi cac bién quan sat clia cc nhén t6 2,

(4) T4t ca cc bién khac déu c6 hé s6 tai > 0,5%2°. Mo
hinh da hinh thanh 9 nhan t6 méi giong véi thang do
gia thuyét ban dau.

Két qua phan tich EFA cho thdy cic thang do déu dat
cdc chi tiéu kiém dinh vé tinh thich hgp cta EFA,
tuong quan tuyén tinh ctia cic bién quan st trong moi
thang, phuong sai trich, hé s6 tai nhan t6. Cac thang
do dat yéu ciu dugc tiép tuc dua vao phan tich nhan
t6 khing dinh trong budc tiép theo.

Phan tich nhan t6 khang dinh CFA
Ddnh gid mirc d6 phu hop chung ctia mé hinh

Miic d6 phtu hgp chung ctia mé hinh dugc danh gia
qua cac chi s63%:

Chi binh phuong diéu chinh theo bac ty do (Cmin/df)
x2/d.f. =1.960 dat yéu cdu tiéu chudn kiém dinh <
33435, Chi s6 thich hop so sanh (Comparative Fit In-
dex) CFI =0.918 dat yéu cdu tiéu chuéin kiém dinh CFI
>0.9;3°=37 Chi s6 (Root Mean Square Error) SRMR =
0.054 dat yéu cdu tiéu chun kiém dinh < 0.08%°; Chi
s6 (Root Mean Square Error Approximation) RM-
SEA=0.048 dat yéu cau tiéu chuén kiém dinh RMSEA
< 0.05: Mb hinh phtt hop t6t>>3* PClose = 0,693 dat
yéu céu tiéu chudn kiém dinh > 0,05 25; Chi s6 d6 phii
hgp (Goodness of fix index) GFI = 0.918 dat yéu cdu
tiéu chuén kiém dinh GFI > 0.9~ Chi s6 mtc phu
hgp (Normed Fit Index) FI = 0.948 dat yéu céu tiéu
chu4n kiém dinh FI > 0.9,

Cac chi s6 nay déu dap ung yéu cdu cta tiéu chuén
kiém dinh, do vdy c6 thé két ludn md hinh phu hgp
v6i dit liéu nghién ctiu, va khong c6 tuong quan gitia
céc sai s6 do ludng ctiu nén né dat dugc tinh don
huéng 38,

Ddnh gid dé tin cdy thang do

Két qua kiém dinh d¢ tin cdy thong qua cic hé s6 sau
(1) Do tin ciy Cronbach’s Alphal6n hon 0,728; (2) Do
tin cay tdng hgp>?, va (3) Téng phuong sai trich phai
dat yéu cdu tit 0,5 tr& 1én??. Két qua phan tich cho
théy céc thang do déu dat yéu ciu (xem Bang 2) clia
phén tich CFA dé€ dugc dua vao phén tich SEM.

Kiém tra gid trj héi tu

Thang do dugc xem la dat gid tri hoi tu khi cac hé s6
chudn hoa ctia cac thang do 16n hon 0,5 va cé y nghia
thong ké2°. Fornell va Larcker? cho ring dé nhan t6
dat gid tri hoi tu thi phuong sai trich (AVE - Average
Variance Extracted) t6i thi€u phdila 0,5. Theo két qua
phén tich & Bang 3, cac hé s6 chudn héa déu 16n hon

0,5 va c6 y nghia thong ké. Bang 4 cho thdy, cac gia
tri AVE déu 16n hon 0,5 nén c6 co s dé két luan cac
nhan t6 dat gid tri hoi tu.

Gid tri phdn biét

Theo Fornell va Larcker?, thang do dat gia tri phan
biét khi gid tri can bic hai cia AVE > hé s6 tuong quan
gitia hai khdi niém (Bang 4) nén cac thang do dat gid
tri phan bi¢t 0,

Nhu vay, tit ca cic thang do trong nghién cttu nay
déu dat yéu cau vé miic d6 pht hgp chung, tinh don
huéng, do tin ciy, gia tri hoi tu va gia tri phan biét. Vi
vay, cdc thang do nay dugc stt dung tiép theo dé dua
vao phén tich phuong trinh ciu tric tuyén tinh SEM.

Phan tich mé hinh cau triuc tuyén tinh

M6 hinh cdu tric tuyén tinh

MO hinh cdu tric tuyén tinh sau khi loai cdc méi quan
hé khong c6 y nghia thong ké gitia cac nhan t6 dugc
trinh bay nhu Hinh 2.

Ddnh gid mirc dé phu hop chung ciia mé hinh

Cac chi s6 danh gia muic d¢ phu hop chung ciia mo
hinh?3: Chi binh phuong diéu chinh theo béc tu do
(Cmin/df) x2/d.f. = 2,887 (< 3)**35; Chi s6 thich
hop so sanh (Comparative Fit Index) CFI = 0,957 (CFI
> 0.9; 0 < CFI < 1; Cang tién vé 1 cang phtt hgp3°~%7;
Chi s6 (Root Mean Square Error) SRMR = 0,065 (<
0.08) (SRMR < 0,05: M6 hinh phu hgp t6t; SRMR <
0,08: Chép nhan dugc; Cang nho cang t6t2>>4, Chisé
(Root Mean Square Error Approximation) RMSEA=
0,068 (RMSEA < 0,05: Mé hinh phit hop t6t; RM-
SEA < 0,08: Chép nhan dugc; Cang nho cang t6t2>34,
PClose = 0.072 > 0,052%; chi s6 d6 phii hgp GFI >
0.903>37; Chi s mtic phit hgp (Normed Fit Index)
NFI > 0.9613>%7. Cic chi s6 nay déu dap tng yéu cdu
ctia tiéu chudn kiém dinh, do vdy c6 thé két ludn mo
hinh phtt hgp véi dii liéu nghién ciu.

THAO LUAN KET QUA NGHIEN CUU
Thao luén cac gia thiét nghién ciu

Tt két qua phan tich dudng dan, qua cic hé s6 dudng
dan c6 y nghia thong ké (p-value <5%) va ddu cta hé
s6 tac dong, két qua kiém dinh gia thuyét dugc téng
hgp nhu trong Bang 5 dudi day:

KET LUAN VA HAM Y QUAN TRI

K&t luan

K&t qua nghién ctiu chi ra ring mé hinh nay c6 thé giai
thich anh hudng ctia cic yéu t6 chit lugng noi dung,
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Bang 2: P tin cdy tdng hop

Thanh phan Do tin cay Téng phuong sai Gidtri
trich (%)
Cronbach’s Alpha T6ng hop
CONT 0.757 0,769 9,97 Dat yéu cdu
BRAND 0.729 0,736 18,17
CUS 0.714 0,722 25,95
AFFEC 0.723 0,704 33,51
HEDO 0.761 0,760 40,80
UTI 0.814 0,821 47,59
FEED 0.750 0,714 54,03
COLLA 0,721 0,748 59,68
INFLU 0,727 0,716 64,87
(Nguon: két qud phan tich tir AMOS ctia nhém tdc gid, 2021)
Bang 3: Gia tri cac hé sé héi quy chuan héa
Méi Hé s6 P Méi Hé s6 P
quan quan
hé hé
cont3 <— cont 0,52 e util <— uti 0,78 e
cont2 <— cont 0,52 btk uti2 <— uti 0,84 btk
contl <— cont 0,71 ek uti3 <— uti 0,71 ek
brand3 <— brand 0,57 ol feedl <— feed 0,56 ol
brand2  <— brand 0,64 o feed2 <— feed 0,69 o
brandl <— brand 0,55 ok feed3 <— feed 0,76 ok
cus3 <— cus 0,54 ol collal <— colla 0,68 ol
cus2 <— cus 0,74 b colla2 <— colla 0,59 b
cusl <— cus 0,75 ok colla3 <— colla 0,84 ok
affec3 <— affec 0,51 ol influl <— influ 0,64 ol
affec2 <— affec 0,56 b influ2 <— influ 0,51 ok
affecl <— affec 0,57 ok influ3 <— influ 0,59 x
hedo3 <— hedo 0,66 kol affec4 <— affec 0,56 bkl
hedo2 <— hedo 0,74 ok
hedol <— hedo 0,75 ol

(Nguon: két qud phan tich tir AMOS ciia nhém tdc gid, 2021)
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Bang 4: Gia tri AVE

AVE CONT BRAND CUS AFFEC HEDO UTI FEED COLLA INFLU
CONT 0,51 0,717
BRAND 0,588 0,518*** 0,767
CUS 0,569 0,419***  0,407*** 0,754
AFFEC 0,555 0,500 0,530 0,523 0,745
HEDO 0,601 0,251*** 0,011 0,196** 0,135 0,775

%%

UTI 0,605 0,513***  0,445% 0,435 0,469*** 0,251 0,778
FEED 0,558 0,515 0,506%** 0,471 0,463  0,149**  0,577*** 0,747
COLLA 0,503 0,504***  0,532** 0,214**  0,464*** 0,173** 0,447 0,610 0,709
INFLU 0,669 0,515%**  0,516*** 0,454 0,510*** 0,242**  0,443"** 0,476*** 0,513 0,818

(Nguén: két qua phén tich tit AMOS ctia nhém tac gia, 2021)
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Hinh 2: M6 hinh cau trdc tuyén tinh (Nguén: két qua phan tich tir AMOS ctia nhom tac gia, 2021)

tuong tac thuong hiéu, tuong tac gitia nhiing ngusi
st dung, cam xuc cua ngudi st dung c6 anh hudng
dén gid tri tiéu khién va gid trj thuc dung ctia trang
Fanpage Facebook ctia mdt trudng dai hoc. Pén lugt
cdc nhan t6 nay lai anh hudng dén cac hanh vi gan két
ctia ngudi st dung trang Fanpage Facebook ma dai
dién & day dugc thé hién bing cdc hanh vi phan héi,

cong tac va lan toa.

Ham y quan tri

Thii nhdt: D€ nang cao sy gin két chia ngudi st dung
déi véi trang Fanpage Facebook cua trudng dai hoc,
chét lugng noi dung ctia trang Fanpage Facebook phai
nhidm dung déi tugng ngudi st dung muc tiéu, tit do
6 thé sang tao ndi dung phu hgp véi nhém déi tugng
nay. Trang Fanpage Facebook cidn quan tdm chia sé
nhiing cau néi hay, nhiing khéa hoc b6 ich, nhiing
trai nghiém va kinh nghiém hiu ich ctia tudi tré, ctia
thai sinh vién; xay dung kich ban video chit lugng thu
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Bang 5: K&t qua phan tich duéng dan va kiém dinh gia thuyét

Hé s6 P Kiém dinh gia thuyét
UTI <— CONT 0,721 el Chép nhan H2a
UTI <— AFFEC 0,579 0,048 Chédp nhan H2d
UTI <— BRAND 0,460 e Chép nhén H2b
HEDO <— CONT 0,833 el Chép nhan Hla
HEDO <— BRAND 0,260 0,012 Chap nhan H1b
HEDO <= CUS 0,250 0,016 Chép nhéan Hlc
HEDO <— AFFEC 0,228 0,002 Chép nhan H1d
FEED <— UTI 0,321 bl Chdp nhan H4a
FEED <— HEDO 0,197 0,002 Chédp nhén H3a
COLLA <— UTI 0,695 bl Chép nhan H4b
COLLA <— HEDO 0,460 0,014 Chép nhan H3b
INFLU <— UTI 0,592 el Chép nhan H4c

(Nguén: két qua phén tich tit AMOS ctia nhém tac gia, 2021)

hit ngudi xem; xay dung content bai ban, khoa hoc va
ky ludng.

Thit hai: Trudng dai hoc cAn quan tim dén viéc quing
bd hinh dnh thuong hiéu ctia minh dén nguei st dung
trang Fanpage Facebook cua trudng. Trudng dai hoc

CMIN/df: relative chi-square

CFI: Comparative Fit Index

GFI: Goodness of fix index

NFI: Normed Fit Index

SRMR: Standardized root mean square residua
nén dinh ky t6 chtic cac bubi livestream chia sé d€thu ~ RMSEA: Root Mean Square Error Approximation

hat cac doi tugng quan tdm; SEO trang Fanpage lén ~ AVE: Average Variance Extracted

XUNG POT LOliCH

Nhom téc gid xin cam doan rang khong c6 bt ky xung

Google; t6 chtic cdc minigame thudng xuyén. Cac bai
viét, ndi dung trén Fanpage Facebook cin phai dugc
suy nghi va can nhic dé kich thich ngudi dung Face-
book két ndi, tuong tac...

Thit ba: Mot ndi dung quan trong dé 13, trudng dai

dot loi ich nao trong cong trinh cong bé.

PONG GOP CUA CAC TACGIA

hoc cin quan tdm dén tao moi trudng tuong tac thudn

lgi gitia trang Fanpage Facebook clia trudng véi ngudi
st dung va cac ngudi st dung trang Fanpage Facebook
v6i nhau. Trudng dai hoc nén thiét 1ap gic dang bai
vao lic nhiéu ngudi online nhét dé€ thu hat sy cha y
cua ho, ting tuong tac Facebook cho bai viét.

Thit tu: Cudi cing khéng kém phén quan trong do 14,
trudng dai hoc can quan tdm dén cdm xdc clia nguoi
sti dung trang Fanpage Facebook ctia trudng dai hoc.
Tot nhét trudng dai hoc nén st dung hinh anh do
chinh truong dai hoc chup va thiét ké, khong chi tap
trung vao cac hoat dong ctia trudong ma con cé thé 1a
anh dep gitp lan truyén thong diép tich cyc dén moi
nguoi, v.v..

DANH MUC TU VIET TAT

SEM: Linear structural model
EFA : Exploratory Factor Analysis

CFA : Confirmatory Factor Analysis
KMO: Kaiser-Mayer-Olkin measure

2966

Bai bdo: Nghién ctiu hanh vi gdn két ctia khach hang
d6i véi cac trang Fanpage Facebook ctia céc trudng dai
hoc, nhiém vu cia cic tac gia trong nhém nhu sau:
Tac gia Phung Thanh Binh chju trach nhiém néi dung:
Thiét ké nghién ctiu, gop y va bd sung co s 1y thuyét,
thao luin két qua nghién ctu.

Tac gia Van Minh Dai chiu trach nhiém néi dung:
T6ng hop co s& Iy thuyét, khao sat va lién hé thyc té,
phan tich va xt ly s6 liéu.
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The study of customer engagement behavior toward universities’s
Fanpage Facebook
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ABSTRACT
The objective of this study is on the user's Facebook Fanpage engagement behavior. The study
; used a sample of 414 observations that were analyzed using a Structural Equation Modeling (SEM).
Use your smartphone to scan this The research results show that this model can explain the influence of the factors of content quality,
QR code and download this article brand interactivity, customer to customer interaction, and affective on hedonic value and utilitarian

value of a university's Facebook Fanpage. These factors, in turn, affect the engagement behaviors of
Facebook Fanpage users, which are recpresented here by the behaviors of feedback, collaboration
and influencer. In order to improve the utilitarian value of the Facebook Fanpage, universities need
to pay attention first to the quality of the page's content, followed by the relationship between the
brand and its customers, and finally, the affective of the user when interacting. In order to improve
the hedonic value of the Facebook Fanpage, universities need to pay attention first to the quality of
the page's content, secondly to the user's affective when interacting, followed by the relationship
between users and finally the relationship between the brand and the users. With the collaborative
behavior, the feedback behavior, research shows that the impact of utilitarian value is greater than
that of hedonic value.

Keywords: Facebook Fanpage engagement, Facebook Fanpage with university admissions,
utilitarian value, hedonic value
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	Mô hình cấu trúc tuyến tính 
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