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Nghién ctru nay phén tich tic dong cia qué tai thong tin dén y dinh mua hang ttc thi cua
ngudi tiéu dung trong bdi canh ban hang qua phat truc tiép tai Viét Nam. Trén co s¢ mo hinh
Kich thich - Chu thé - Phan tng (S-O-R), két hop vdi 1y thuyét danh gid nhan thirc va mé
hinh xir 1y thong tin Heuristic - Systematic, nghién ciru xem xét ba ngudn qua tai thong tin
gdm thong tin tir nguoi ban, hé thdng nén tang va binh ludn cta ngudi xem. Phuong phép
nghién ctru hdn hop duoc st dung, trong d6 nghién ctru dinh tinh duogc trién khai qua phong
van chuyén gia va nguoi tiéu dung dé hiéu chinh mé hinh, sau d6 nghién ctru dinh luong
duogc thuc hién véi 736 phiéu khao sat hop 18 va phan tich bang PLS-SEM. Két qua cho thay

qua tai thong tin lam gia tdng cdm xuc tiéu cyc, dong thoi anh hudng dén cam xuc tich cuc va
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nhan thirc cta ngudi tiéu ding theo cac mirc d khac nhau. Cam xuc tiéu cuc 1a yéu té c6 anh
hudéng manh nhét dén y dinh mua hang tirc thi, trong khi nhan thire va cam xuc tich cuc ciing
c6 tac dong dang ké. Pic biét, chat luong nguoi dan khong tac dong truc tiép dén y dinh mua
nhung giit vai trd diéu tiét trong mdi quan hé giira trang thai tim 1y va y dinh mua. Tt két qua
nay, nghién ctru dé xuit mot s6 khuyén nghi ddi v6i nha ban hang, nén tang, ngudi tiéu dung

va co quan quan ly nham gidm qua tai thong tin va nang cao hi¢u qua livestream ban hang.

Tir khéa: ban hang qua phét truc tiép, qua tai thong tin, ¥ dinh mua hang tirc thi, chat luong

nguoi dan

LIVESTREAM COMMERCE: INFORMATION OVERLOAD DRIVES INSTANT
PURCHASE INTENTION - INSIGHTS FROM THE S-O-R MODEL AND
STREAMER QUALITY

Abstract

This study examines the impact of information overload on consumers’ instant purchase
intention in livestream commerce in Vietnam. Based on the Stimulus—Organism—Response
(S-O-R) framework, Cognitive Appraisal Theory, and the Heuristic—Systematic Model
(HSM), the study investigates three sources of information overload: seller-generated
information, platform system information, and viewer comments. A mixed-methods approach
was employed. The qualitative phase included interviews with experts and consumers to
refine the research model and measurement scales. The quantitative phase analyzed 736 valid
survey responses using Partial Least Squares Structural Equation Modeling (PLS-SEM). The
findings reveal that information overload increases negative emotions and reduces positive
emotions, while viewer comments negatively affect consumers’ cognitive processing.
Negative emotion has the strongest negative effect on instant purchase intention, whereas
cognition and positive emotion positively influence purchase intention. In addition, streamer
quality does not directly affect purchase intention but significantly moderates the relationship
between consumers’ psychological states and purchase intention. This study contributes to
the literature on livestream commerce by clarifying the effects of different sources of

information overload and the moderating role of streamer quality in the Vietnamese context.

Keywords: livestream commerce, information overload, instant purchase intention, streamer

quality
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1. it van dé

Trong nhiing nam qua, thuong mai dién tr tai Viét Nam phat trién nhanh chong va tré
thanh mot trong nhiing linh vuc trong diém cua nén kinh té s6. Su mo rong cua ha téng 30,
logistics, thanh toan truc tuyén va hanh vi tiéu dung trén thiét bi di dong da tao diéu kién cho
cac hinh thirc mua sim moi phat trién manh. Trong bdi canh do, ban hang qua phat truc tiép,
hay livestream ban hang, ndi 1én nhu mot mé hinh thwong mai c6 kha nang két hop gidi thiéu
san pham, giao tiép thoi gian thue, giai tri va giao dich trong ciing mot khong gian truc tuyén.

Khac v6i thuong mai dién tir truyén thong, noi ngudi tiéu dung thudng tiép can thong tin
qua hinh anh, mé ta san pham va danh gia tinh, livestream tao ra mot moi truong tiéu dung cd
cudng d6 twong tac cao. Nguoi xem vira theo ddi ngudi din trinh bay san pham, vira quan sat
phan ing cua nhiing nguoi xem khac, viura tiép nhén céc tin hiéu vé vu dai, s6 luong con lai,
thoi gian khuyén mai va cac thong bao cua nén tang. Chinh su dong thoi ndy lam cho qua
trinh ra quyét dinh mua hang dién ra nhanh hon, nhung ciing khién nguoi tiéu ding phai xu
1y lwong thong tin 16n trong thoi gian ngin.

Thuec tién tai Viét Nam cho théy livestream ban hang khong con 1a hoat dong phu tro ma
da tré thanh mot cong cu canh tranh quan trong ctia doanh nghié€p, ho kinh doanh ca nhan va
cac nha sang tao ndi dung. Cac phién livestream c6 thé kéo dai nhiéu gid, gidi thidu hang
chuc san phdm va thu hat luong 16n binh luan trong thoi gian thyc. Su phat trién nay lam gia
ting hiéu qua tiép can va chuyén doi, song dong thoi dit ra van dé vé qua tai thong tin. Ngudi
tiéu dung c6 thé cam thay hing thu khi duogc tiép xuc v6i nhiéu thong tin va vu dai, nhung
cling dé roi vao trang thai mét moi, cing thang, rdi loan trong dénh gia san pham hoic ra
quyét dinh mua thiéu cin nhic.

Xét trén phuong dién 1y ludn, cac nghién ctru truée ddy vé qua tai thong tin cha yéu tap
trung vao bdi canh thuong mai dién tir truyén théng hoic méi trudng truc tuyén twong dbi
tinh, noi ngudi tiéu dung c6 nhiéu thoi gian dé tim kiém, so sanh va xtr Iy théng tin trude khi
ra quyét dinh mua hang. Mot s6 nghién ctru gan ddy da bat dau quan tdm dén livestream
commerce va cho thdy méi trudong nay co kha ning thic day twong tac, cam xtic va hanh vi
mua hang nhanh ctua nguoi ti€u dung (Sun va cong su, 2019; Wongkitrungrueng & Assarut,
2020). Tuy nhién, cac nghién ctru hién tai van ton tai mot sd khoang tréng.

Thir nhat, nghién ctru vé qua tai thong tin trong livestream commerce con han ché, dic
biét trong bdi canh cac nén tang c6 cudng do twong tac cao va da ludng thong tin nhur TikTok
Shop hay Shopee Live. Phan 16n cac nghién ctru trude tap trung vao anh hudng tich cuc cua
livestream ddi v&i niém tin, su gén két hodc y dinh mua, trong khi tdc dong ti€u cuc cua viéc
tiép nhan qua nhiéu thong tin trong thdi gian ngén van chwa duoc phan tich day du.

Thi hai, cac nghién ctru hién nay chu yéu xem qua tai thong tin nhu mot hién tuong tong
quat, nhung chua phan tach rd cac ngudn giy qua tai khac nhau trong livestream, bao gom
thong tin tir nguoi ban, hé thdng nén tang va binh luan cta ngudi xem. Trong thuc té, mdi
ngudn thong tin c6 dic diém va co ché tac dong khac nhau dén trang thai tam 1y ctia ngudi
tiéu dung.
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Thir ba, vai trd cia chat lwong ngudi din trong livestream commerce van chua duoc lam
13. Nhiéu nghién ctru xem ngudi din nhu yéu t tao niém tin hodc thuc dy twong tac, nhung
chua kiém dinh ddy du vai tro diéu tiét cta chat lwong ngudi dan trong mdi quan hé giira
trang thai tdm 1y va y dinh mua hang ttrc thi.

Ngoai ra, tai Viét Nam, livestream ban hang phat trién rit nhanh nhung céc nghién ctru
thue nghiém vé qué tai thong tin trong bdi canh ndy van con han ché, dic biét 1a cac nghién
ctru str dung mé hinh tich hop giita S-O-R, 1y thuyét danh gia nhan thirc va mé hinh Heuristic
- Systematic. Do d6, nghién ctru ndy dugc thuc hién nham l4p diy cac khoang tréng trén
thong qua viéc phén tich tac dong cua timg ngudn qua tai thong tin dén cam xuc, nhan thirc
va ¥ dinh mua hang tirc thi cua ngudi tiéu dung Viét Nam, dong thoi kiém dinh vai tro didu
tiét cua chit luong nguoi dan trong moi trudng livestream commerce.

2. Phwong phap nghién ciru

Nghién ctru stir dung phuong phap hdn hop, két hop gitta nghién ctru dinh tinh va nghién
ctru dinh lugng. Céach tiép can nay duoc lya chon nham vira kham pha dac diém thuc té cua
hién tugng qua tai thong tin trong livestream ban hang tai Viét Nam, vira kiém dinh cac mbi
quan hé trong mé hinh nghién ctru bang dit liéu khao sat.

O giai doan dinh tinh, nghién ctru dugc trién khai theo hai budc. Giai doan thir nhat duge
thuc hi¢n trude khao sat dinh luong nham ra so4t mo hinh, hiéu chinh thang do va bao dam
cac khai niém nghién ctru phi hop vé6i bdi canh livestream ban hang tai Viét Nam. Nhom
nghién ciru tién hanh phong vén ban cdu tric véi 5 chuyén gia va 12 ngudi tiéu dung. Nhém
chuyén gia duoc lya chon theo phuwong phap ldy mau c6 muc dich, bao gdm giang vién,
nghién ctru sinh ¢6 nén tang vé marketing, hanh vi nguoi tiéu dung, thuong mai dién tir va
cac chuyén gia thuc tién dang lam viéc trong linh vuc thuong mai dién tr hodc phan tich dir
liéu thi truong. Nhom nguoi tiéu dung duoce lya chon dya trén tiéu chi da ting xem hodc mua
saim qua livestream, dong thoi bao dam sy da dang twong ddi vé gidi tinh, do tudi, nghé
nghiép va tan suat sir dung nén tang. Quy mé mau dinh tinh dugc xac dinh theo nguyén tic
bdo hoa dir liéu. Béo céo tong két cho biét giai doan thir nhat co6 12 ngudi tiéu dung va 5
chuyén gia TMDT, con giai doan thir hai tiép tuc phong van 15 ngudi tiéu dung sau phén tich
dinh lugng.

Noi dung phong véan tap trung vao ba nhom van dé chinh: biéu hién cua qua tai thong tin
trong livestream, phan tmg tam 1y ctia nguodi xem va vai trd cua chit luong ngudi dan. Cac
cudc phong van duoc thuc hién truc tiép hoac truc tuyén, kéo dai khoang 60-90 phut, st dung
cau hoi mé va dugc ghi 4m khi c¢6 sy dong ¥ cua nguoi tham gia. Dir liéu dinh tinh duoc xur
1y bang phuong phap phan tich chi dé theo quy trinh cta Braun va Clarke, bao gdm lam quen
dir liéu, ma hoa y nghia, nhom ma thanh cha dé, ra soat chu dé va dién giai két qua. Dé ting
do tin cdy, nghién ctru sir dung kiém tra lai thong tin va ddi chiéu dit liéu giita nhom chuyén
gia va nhom nguoi tiéu dung. Két qua dinh tinh duoc dung dé hiéu chinh thang do, hoan thién
bang hoi va hd tro dién giai két qua dinh luong.

Céc thang do trong nghién ctru duoc ké thira tir cac nghién ciru trude vé qua tai thong tin,
trang thai cam xuc, nhan thirc va hanh vi mua sdm truc tuyén cua Chen va cong su (2009),
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Sun va cong su (2019), Wongkitrungrueng va Assarut (2020), cung Zhang va cong su (2024).
Trén co s& két qua phong van, nhom nghién ctru nhan thay mot s6 biéu hién cta qua tai thong
tin trong bdi canh livestream commerce tai Viét Nam c6 su khéc biét so véi cac thang do géc.
Vi vay, nghién ctru da tién hanh diéu chinh va bd sung mot sé bién quan sat nham nang cao
tinh phu hop ngir canh. Cu thé, d6i véi thang do qua tai thong tin tir ngudi ban, nghién ctiru bd
sung cac biéu hién lién quan dén tdc do gidi thiéu san pham, tin suét lap lai thong tin wu dai
va ap luc chdt don trong thoi gian ngin. D6i voi qua tai tir hé théng, cac bién quan sat duoc
diéu chinh nham phan anh rd hon tac dong cua thong bao ndi bat, hiéu ung hién thi, déng hd
dém nguoc va giao dién mua hang tich hop trén livestream. Trong khi d6, thang do qua tai tir
binh ludn ngudi xem duge bd sung cac biéu hién lién quan dén cam giac bi phéan tan chu ¥,
kho theo ddi va kho kiém chimg thong tin do lugng binh luan xuat hién lién tuc va mang tinh
trai chiéu. Ngoai ra, mot sb bién quan sat lién quan dén trang thai cam xtc va nhan thic ciing
duoc diéu chinh cach dién dat dé phu hop hon véi ngit canh va ngdn ngit ciia ngudi tiéu ding
Viét Nam trude khi trién khai khao sat chinh thire. Két qua nghién ctru dinh tinh ciing cho
thiy nguoi tiéu dung trong bdi canh livestream commerce tai Viét Nam thudng gip ap luc xtr
ly thong tin do tdc d6 truyén tai nhanh, su xuit hién dong thoi cta nhiéu ngudn thong tin va
cam giac so bo 15 wu dai trong thoi gian ngan. Bén canh do, phan 16n ngudi tham gia déu cho
rang chit lvong nguoi din c6 anh hudng dang ké dén cach ho tiép nhan va danh gia thong tin,
dac biét trong viéc giam cam giac roi, ting muc do tin cdy va hd tro dua ra quyét dinh mua
hang nhanh. Cac phat hién nay gbp phan cing cb co s thuc tién cho mé hinh nghién ctru va
viéc dua bién chat luong ngudi din vao vai tro diéu tiét trong mé hinh dé xut.

Trén co s& két qua dinh tinh, nghién ctru xay dung moé hinh thyc nghiém dya trén mo
hinh Kich thich - Cha thé - Phan tng (S-O-R). Trong d6, ba ngudn qua tai thong tin gdbm qua
tai tir nguoi ban, qua tai tir hé thong va qua tai tir binh luan nguoi xem dugc xem 1a cac kich
thich. Trang thai cam xtc tich cuc, cam xuc ti€u cyc va nhan thic ciia nguoi ti€u dung dong
vai trd 14 phan tng bén trong ctia chi thé. Y dinh mua hang tirc thi 1a phan tmg dau ra. Chat
lwong ngudi din duoc dua vao mé hinh véi vai tro diéu tiét mbi quan hé giira trang thai tim
ly va y dinh mua hang.

Dé 1am 15 co ché nhan thirc, mé hinh xt 1y thong tin Heuristic - Systematic (HSM) duoc
van hanh hoa truc tiép trong mé hinh do ludng thong qua bién nhan thic, dong vai tro dai
dién cho ca hai con dudng tiép nhan thong tin cta ngudi tiéu dung. Cu thé, con duong xtr 1y
hé thdng dugc thé hién qua cac bién quan sat do ludng nd luc tu duy 1y tri nhu kha ning phan
tich, danh gia chi tiét cac dac diém uu viét ciia san phim va nhan biét mirc d6 phu hop véi
nhu cau ca nhan. Pdng thoi, do bdi canh livestream c6 nhip d6 nhanh va d& giy qua tai lam
suy giam ngudn luc nhan thic, con duong xir Iy phong doan ciing duge tich hop vao céu trac
bién nhén thirc. Con duong ndy duoc phan anh qua viéc ngudi tiéu ding sir dung céc 16i tat
nhan thirc dé ra quyét dinh nhanh, bao gdm kha ning chon loc thong tin ¢t 161 va bo qua dit
liéu nhidu, danh gia chdp nhoang loi ich kinh té, hodc dua vao niém tin di véi tinh chinh xac
ctia théng tin do ngudi ban cung cép.
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Chét luong

Qué tai tir Cam xiic nguoi din
nguoi ban tich cuc
ud tai tir o Y dinh mua
- - Nhan thire i
h¢ thong tuc thi
Qua tai tur Cam xtc
binh luan ti€u cuc e e S
Do tudi | | Giditinh | | Nén tdng

Hinh 1: M6 hinh nghién ctru dé xuat theo khung S-O-R
Nguon: Nhém nghién civu xdy dung

O giai doan dinh luong, dir liéu duoc thu thap thong qua bang hoi truc tuyén véi d6i
tuong 14 nguoi tiéu dung da timg xem livestream ban hang tai Viét Nam. Bang hoi gom cac
cau hoi sang loc, cau hoi vé dic diém nhan khiu hoc, nén tang sir dung va cac thang do
nghién cru. Cac bién quan sat dugc do ludng bang thang Likert 5 mtc, tir 1 - hoan toan
khong dong ¥ dén 5 - hoan toan dong ¥. Trong tong s6 1000 phiéu khao sat duoc phat ra, c6
736 phiéu hop 1¢ duoc str dung cho phan tich chinh thirc.

Dit lidu dugc xir Iy bang phan mém SmartPLS theo quy trinh PLS-SEM. Trudc hét, mo
hinh do ludng dugc danh gia thong qua hé sb tai ngoai, Cronbach's Alpha, do tin ciy tong
hop, phuong sai trich trung binh va gia tri phan biét. Sau d6, mé hinh ciu trac duge kiém
dinh thong qua hé ) duodng dan, gia tri t, gia tri p, hé s6 xéac dinh R2, kich thudc anh huong f>
va kha ning dyu bao Q2. Cach xir Iy nay gitp danh gia dong thoi do tin cdy cua thang do, kha
ning giai thich ctia mo6 hinh va y nghia thong ké ciia cac gia thuyét nghién ctru.

3. Két qua va ban luin

3.1. Thuc trang phdt trién ciia livestream bdn hang tai Viét Nam

Két qua tong hop cho thdy giai doan 2020-2025 danh dau su phat trién nhanh cia
livestream ban hang tai Viét Nam. Néu trong giai doan dau, livestream chu yéu dugc sir dung
nhu mot cong cu gidi thidu va ban hang tu phat trén mang xa hoi, thi dén nay hinh thirc nay
da tro thanh mot cdu phan quan trong ctia thuong mai dién tir. Su ting truong thé hién & sd
luong phién livestream, s6 lugng nha ban hang tham gia va ty trong doanh thu livestream
trong tong doanh thu thuong mai dién tu.

S6 liéu trong bao céo cho thiy sb phién livestream hing thang ting tir khoang 2,5 triéu
phién nim 2023 1én 4.1 triéu phién nim 2025. Cung thoi gian d6, sb nha ban hang ting tir
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50.000 1én 140.000, twong tng mirc ting manh hon nhiéu so v&i sé phién. Piéu nay phan anh
thi trudng livestream ban hang dang chuyén tir giai doan m& rong tu nhién sang giai doan
canh tranh cao hon. Khi sb luong nguodi ban tdng nhanh, doanh nghiép va ca nhan budc phai
dau tu nhiéu hon véao ndi dung, kich bén, chét lugng nguoi dan va cach tao khac biét trong
trai nghi¢m xem.

Gitta cac nén tang cling tdn tai su khac biét ro rét. TikTok Shop ¢o loi thé & kha nang
phan phdi nodi dung theo thuat toan va mo hinh shoppertainment, khién ngudi tiéu dung tiép
can san phim ngay ca khi chwa c6 nhu cdu mua ban dau. Shopee Live dua nhiéu hon vao
hanh vi tim kiém va mua sdm c6 chu dich, nén ty 1€ chuyén ddi 6n dinh nhung tdc do lan toa
¢ thé thép hon. Facebook Live c6 loi thé vé quan h¢ xa héi va t¢p khach hang quen thudc,
song kha ning mé rong khach hang méi con han ché. Nhu vy, hiéu qua livestream khong chi
phu thudc vao san phim ma con phu thudc vao dic diém nén tang va cach ngudi ban t6 chire
ndi dung pht hop v6i hanh vi nguoi dung trén timg nén tang.

V& nganh hang, thoi trang va my pham chiém ty trong cao do phu hop véi dic trung
trinh dién truc quan, gia tri don hang khong qué 16n va d& kich thich quyét dinh mua nhanh.
Nguoc lai, cac san phim dién tir hodc san phim c6 gia tri cao chiém ty trong thip hon vi
ngudi tiéu dung thudng can nhiéu thoi gian so sanh, kiém chimg va danh gia rui ro. Pidu nay
cho thdy livestream phat huy hiéu qua manh nhét d6i v6i cac san pham c6 thé dugc danh gia
nhanh bang hinh anh, trai nghiém truc tiép hodc cam xtc tirc thoi.

Nhin chung, thyc trang phat trién cua livestream ban hang tai Viét Nam chi ra rang day la
mot moi trudng thuong mai co toe do tang trudng cao, kha nang chuyén doi 16n nhung ciing
lam gia tdng canh tranh, ap luc thong tin va rai ro trong qua trinh ra quyét dinh ctia ngudi tiéu
dung.

3.2. Thuec trang méi truwong thong tin, hanh vi mua hang tirc thi va chit lwong ngwoi din

Moi trudng thong tin trong livestream ban hang tai Viét Nam c6 dic diém ndi bat 1a da
ngudn, téc dd nhanh va cuong do cao. Trong mdt phién livestream, ngudi tiéu dung khong
chi nghe ngudi dan gisi thidu san phim ma con phai theo dbi gia, wu dii, ma giam gia, sb
lwong san phim con lai, binh ludn ctia ngudi xem khac va cac théng bao tir hé thdng. Khi
nhiéu 16p thong tin xuét hién dong thoi, ngudi xem dé bi phan tan chi ¥ va kho xac dinh dau
1a thong tin quan trong nhit cho quyét dinh mua hang.

Péng chu y, qué tai thong tin trong livestream khong chi bat ngudn tir sé luong thong tin
16n ma con dén tir tinh thiéu ciu trac va tinh thoi gian thyc ciia méi trudng ndy. Thong tin tir
ngudi ban thuong day dic vi phai gidi thiéu nhiéu san pham trong thoi gian ngan. Thong tin
tir hé thong xuat hién qua cac 16p giao dién, hiéu Gng, thong bao va tinh ning mua hang.
Trong khi d6, binh luan ctia nguo1 xem mang tinh lién tuc, kho kiém soat va co thé chtra
nhiéu ¥ kién trai chiéu. Do viy, ngudi tiéu dung khong chi phai xt Iy thong tin san phim ma
con phai loc nhiu tir moi trudng tuong tac.

Hanh vi mua hang tirc thi trong livestream vi thé tré' thanh mot hién tuong dang chi ¥.
Nguoi xem c6 thé ra quyét dinh mua rat nhanh dudi tac dong ctia wu dai gidi han, 11 kéu goi
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chdt don, hiéu ung dam dong va cadm giac s¢ bd 15. So vdi thuong mai dién tur truyén théng,
noi ngudi tiéu dung co thoi gian xem mé ta, doc danh gia va so sanh san pham, livestream rat
ngan dang ké thoi gian can nhic. Diéu nay giup tang ty 1é chuyén doi nhung ciing 1am ting
nguy co mua hang thiéu cin nhic, din dén hoan tra hodc khong hai 10ng sau mua.

Trong bbi canh do6, chat lwong ngudi din giit vai tro quan trong. Mot nguoi dan co kién
thire san pham, kha ning trinh bay rd rang, phong thai dang tin va k¥ ning diéu phdi binh
luan c6 thé gitip ngudi xem giam ap luc nhan thie. Nguoc lai, néu ngudi din nodi qua nhanh,
trinh bay lan man, phong dai cong dung hodc khong kiém soat duoc twong tac, ho c6 thé 1am
gia ting cam giac roi va khién nguoi xem mat niém tin. Do vdy, chit luong nguoi dan khong
chi 13 yéu t6 tao hap din cho phién livestream ma con 1a diéu kién gitp t6 chirc lai dong
thong tin, 1am giam tac dong tiéu cuc cta qua tai théng tin dén hanh vi mua.

Tu thuc trang trén, co thé théy livestream ban hang la méi truong cd hai mat. Mt mat,
no tao ra sy s6i dong, tinh twong tac va kha nang kich thich mua hang nhanh. Mat khac, chinh
cudng d6 thong tin cao va ap luc thoi gian lai ¢6 thé 1am suy giam chat lugng xir 1y thong tin
cua nguoi tiéu dung.

3.3. Két qua khdo sdt vé qud tdi thong tin va phdn ing ciia ngwoi tiéu diing

Két qua khao sat dugc phan tich tir 736 phiéu hop I¢. V& dic diém mau, nit chiém 61,4%,
nam chiém 38,6%. Xét theo d6 tudi, Gen Z chiém ty 1 cao nhat véi 51,5%, tiép dén 1a Gen Y
v6i 41% va Gen X véi 20,4%. Vé nén tang st dung, nhom nén tang shoppertainment nhu
TikTok Shop chiém 59,2%, cao hon so voi san thuong mai di¢n tr va mang xa hoi. Co cAu
nay phu hop voi thuc té ring nguoi tiéu ding tré va ngudi dung nit thudng tham gia nhiéu
hon vao céc hoat dong mua sdm giai tri, noi livestream dugc thiét ké nhu mot trai nghi¢m
vira Xem vira mua.

Két qua théng ké mo ta cho thdy nguoi tiéu ding c6 xu hudng dong ¥ rang ho gip qua tai
thong tin tir ngudi ban va tir hé théng. Nhém qua tai tir nguoi ban co gia tri trung binh trong
khoang 3,433-3,459, con nhom qua tai tir hé thong dao dong trong khoang 3,438-3,457. Piéu
nay cho thdy ngudi xem cam nhéan khé rd viée ngudi ban cung cip nhiéu thong tin san pham,
wu dai va 101 thac ddy mua hang trong thoi gian ngan. Ho ciing nhén thiy céc yéu t6 ctia nén
tang nhu thong bao, hiéu Gmg hién thi, khung san pham va tinh ning mua hang goép phan lam
ting luong théng tin can xir 1y.

C6 thé giai thich rang ngudi tiéu dung dong ¥ nhiu v6i qua tai tir nguoi ban vi day 1a
ngudn thong tin xuat hién truc tiép nhat trong phién livestream. Nguoi ban thudng nodi nhanh,
chuyén san pham lién tuc va 13p lai cac thong diép vé gia, ma giam gia, sé luong con lai hoic
thoi han vu dii. Trong nghién ctru dinh tinh, mot ngudi tham gia cho biét: “Ngudi ban noi
nhanh va nhiéu théng tin qua, minh chua hiéu hét da chuyén san pham khac.” Nhan dinh nay
cho thdy qua tai tir ngudi ban khong chi dén tir sd lwong théng tin ma con dén tir te do
truyén tai va ap luc phai quyét dinh nhanh.

Déi v6i qua tai tir hé théng, mic dong ¥ cao co thé bit ngudn tir dic diém giao dién
livestream hién nay. Nguoi xem ddng thdi nhin thiy video, binh luan, thong bao wu dai, nit
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mua hang, hiéu ing dém nguoc va cac goi ¥ san pham. Nhing yéu tb nay tuy gitip ting tinh
hap din nhung ciing khién sy chi ¥ bi chia nho. Mot s6 ngudi tiéu dung c¢6 thé khong phan
ddi hoan toan cac yéu t6 hé théng vi chiing hd trg mua hang nhanh hon, nhung khi xuét hién
day dac, chung lam tang cdm giac bi kich thich qua muec.

Trong khi d6, qua tai tir binh ludn, nguoi xem co gia tri trung binh thip hon, dao dong
3,371-3,413, ndm & ranh gidi giita trung 1ap va dong y. Két qua nay cho thiy nguoi tiéu ding
c6 nhan thay binh luin gay nhidu, nhung muc d6 dong y khong cao bang hai ngudn con lai.
Nguyén nhéan c6 thé 1a binh ludn tuy chay nhanh va kho kiém soat, nhung nguoi xem c6 thé
lga chon bo qua méot phén. Noi cach khac, binh luan la nguén gdy nhiéu 10 rét ddi v&i nhan
thire, nhung khong phai lac nao ciing duoc tat ca ngudi xem xem 1a ap luc truc tiép nhu
thong tin tir ngudi ban hodc hé thong.

V& cam xtic, cam xdc tiéu cuc dat mirc dé)ng Vv voi1 gia tri trung binh 3,427-3,451, trong
khi cam xuc tich cuc chi & mic trung 1ap, dao dong 2,980-3,016. Két qua nay cho thiy ngudi
tiéu dung dé thira nhan cac cam gidc nhu mét moi, cing théng, roi hodc ap luc hon la cam
giac himg tha lau dai khi d6i dién vé6i nhiéu thong tin. Nguyén nhan 14 livestream ban dau co
thé tao sy vui vé va cudn hut, nhung néu thong tin kéo dai, thay ddi lién tuc va vuot qua kha
ning theo ddi, cam xuc tich cuc s& nhanh chong giam xudng.

DPéng cht ¥, phan tng nhan thirc vin & muc dong ¥, véi gid tri trung binh 3,429-3,459.
Diéu nay co6 nghia la du gip qua tai, nguoi tiéu dung van cho rang ho c¢6 kha ning hiéu, chon
loc va danh gia thong tin & mot mic do nhat dinh. Két qua nay khong mau thuin véi hién
tuong qua tai, boi nguoi xem livestream thudng dd quen véi giao dién nén tang va c6 chién
lugc xtr Iy nhanh, chfmg han chi tap trung vao gia, cong dung chinh, lugt mua hoac phan hoi
ndi bat. Vi vay, ho van duy tri cam giac kiém soat nhat dinh, nht 1a khi thong tin tir ngudi
ban duoc trinh bay c6 ciu tric.

Chét luwong ngudi din ciing dwgc danh gia & muc dong y, véi gia tri trung binh
3,435-3,488. Diéu nay cho thiy nguoi tiéu dung tuong ddi quan tim dén cach nguoi dan to
chtrc ndi dung, trinh bay san phdm va tao niém tin. Ho déng ¥ v6i nhom bién nay vi trong
thue t€, nguoi dan 14 ngudi truc tiép quyét dinh viéc thong tin tré nén dé hiéu hay rdi ram.
Néu nguoi dan noi rd rang, di dung trong tim va tra 161 cau hoi hop 1y, ngudi xem dé tiép
nhan thong tin hon. Nguoc lai, néu ngudi dan lan man hodc phong dai, ngudi xem dé mat tin
tudng va giam y dinh mua.

Y dinh mua hang tic thi ¢6 gia tri trung binh 3,442-3,469, ciing thudc mirc dong y. Diéu
nay phan anh mét dic diém quan trong cta livestream: du ngudi tiéu dung nhan thiy qua tai
va cam xuc tiéu cuc, ho vAn c6 xu hudng hinh thanh ¥ dinh mua ngay trong mot sb tinh
hudng. Nguyén nhan c6 thé dén tir vu dai gii han, tinh giai tri, hiéu tng dam déng va thao
tac mua hang nhanh. N6i cach khéc, qua tai thong tin khong nhét thiét 1am nguoi tiéu ding
101 bo ngay 1ap tirc; trong mot sb trudng hop, nd co thé rat ngan qua trinh suy nghi va khién
ngudi xem ra quyét dinh nhanh hon, du sau dé c6 thé cam thay chua chic chan.

3.4. Ban ludn két qua kiém dinh mé hinh
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Bang 1: Bang h¢ s tai ngoai cua céc bién quan sat

BUY COG COM NA PA SELL STQ SYS

BUY1 0,860

BUY2 0,884

BUY3 0,862

BUY4 0,870

COGl1 0,824

COG2 0,820

COG3 0,814

COG4 0,825

COGS5 0,799

COGo6 0,801

COM1 0,832

COM2 0,830

CcoM3 0,844

NA1l 0,859

NA2 0,843

NA3 0,842

NA4 0,856

NAS 0,850

PA1 0,778
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PA2 0,806

PA3 0,802

PA4 0,798

SELL1 0,773

SELL?2 0,793

SELL3 0,763

SELL4 0,804

SELLS 0,731

SELL6 0,742

STQ1 0,728

STQ2 0,732

STQ3 0,775

STQ4 0,836

STQS 0,778

STQ6 0,825

STQ7 0,825

STQS 0,779

SYS1 0,817

SYS2 0,790

SYS3 0,815

SYS4 0,765
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SYSS 0,829

Nguon: Két qua nghién cieu dinh lwong

Béng hé sb tai ngoai cho thdy cac bién quan sat déu dat yéu cau vi toan bo gid tri déu 16n
hon ngudng 0,70. Hé s6 tai dao dong tir 0,728 dén 0,884, trong d6 nhém BUY c¢6 miic tai cao
nhét, thé hién thang do y dinh mua hang tirc thi c6 do tin cay tot. Nhom STQ va SELL c6 mot
s6 chi bao thdp hon cac nhom khac nhung van vuot ngudng chip nhan, nén khong can loai
bién quan sat. Nhin chung, cac thang do dat d6 tin cdy chi bdo va co thé tiép tuc sir dung
trong phan tich PLS-SEM.

Bang 2: D6 tin cay va phuong sai trich

Cronbach's Alpha D3 tin cdy tong hop (CR) Phuong sai trich trung binh

(AVE)
BUY 0,892 0,925 0,755
COG 0,898 0,922 0,662
COM 0,784 0,874 0,698
NA 0,904 0,929 0,723
PA 0,807 0,874 0,634
SELL 0,861 0,896 0,590
STQ 0,915 0,928 0,617
SYS 0,862 0,901 0,645

Nguon: Két qua nghién ciru dinh leong

Bang d6 tin cdy va phuong sai trich cho thdy tit ca thang do déu dat yéu cau vi
Cronbach’s Alpha va Composite Reliability déu 16n hon 0,70. Gia tri AVE dao dong tur 0,590
dén 0,755, déu vuot ngudng 0,50, chung té cac thang do dat gia tri hoi tu. Trong d6, nhdm
BUY, NA va STQ c¢6 dé tin cdy cao nhét, con SELL c6 AVE thap nhit nhung van dat chuén.
Nhin chung, cic thang do c6 d6 tin cdy tot va phu hop dé tiép tuc phan tich mé hinh céu trac.

Bang 3: Tiéu chudn Fornell-Larcker

BUY COG COM NA PA SELL STQ SYS
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BUY 0,869
COG 0,502 0,814
COM -0,345  -0,639 0,835

NA -0,613  -0,530 0,422 0,850

PA 0,420 0,378  -0,236  -0,488 0,796
SELL  -0,288  -0,152  -0,009 0,467  -0,380 0,768

STQ -0,069  -0,043 0,072 0,102 -0,014 0,039 0,786

SYS -0,268  -0,188 0,050 0,433  -0,360 0,03 0,018 0,803

Nguon: Két qua nghién civu dinh lirong
Bang 4: Ty s6 Heterotrait-Monotrait
BUY COG COM NA PA SELL STQ SYS

BUY
COG 0,560
COM 0,412 0,762

NA 0,682 0,587 0,501

PA 0,495 0,442 0,296 0,571
SELL 0,328 0,171 0,055 0,529 0,453

STQ 0,067 0,052 0,092 0,113 0,039 0,053

SYS 0,306 0,214 0,077 0,49 0,43 0,042 0,04

Nguon: Két qua nghién civu dinh lirong
Bang 5: Hé sb khuéch dai phuong sai
BUY COG NA PA
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AGE 1,007

BUY
COG 1,441

COM
GENDER 1,019
NA 1,638
PA 1,361
PLATFORM 1,005

SELL
STQ 1,019
STQxCOG 1,520
STQxNA 1,668
STQxPA 1,409

SYS

1,411

2,303

1,488

1,606

1,472

1,003

1,001

1,003

1,003

1,001

1,003

Bang 6: Két qua kiém dinh mé hinh ciu triic

Nguon: Két qua nghién civu dinh lirong

H¢ s6 hdi

. . . . H¢é s6 hoi o
Nhom Moi quan h¢ quy (dwong Tz t-value p-value Kétluan
i quy (tong)
an)
SELL — COG 0,018 -0,153 0,564 0,573  Béacbd
Bién SELL — PA -0,372 0,372 13,271 0,000 Chap nhan
chinh
SELL — NA 0,458 0,458 18,898 0,000 Chap nhan
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SYS — COG -0,001 -0,152 0,038 0,970  Bac bo

SYS — PA 20,338 0338 11,691 0,000 Chap nhan
SYS — NA 0,399 0399 16440 0,000 Chip nhan
COM — COG 20,496 .0,633 16,508 0,000 Chép nhan
COM —> PA 0,223 0223 7,190 0,000 Chép nhan
COM — NA 0,406 0,406 16,186 0,000 ChAp nhan
PA — BUY 0,117 0,148 4057 0,000 Chip nhan
NA — BUY -0,434 0,490 13,634 0,000 Chép nhan
COG — BUY 0218 0218 6,797 0,000 Chap nhan
—
STQ — BUY 20,027 0,027 0678 0498 - 0nsco
y nghia
T ~ ’ d-/‘\
- STQXCOG— 0,319 0319 4687 0000 COdicu
Bién diéu BUY tict
tiét TOxPA 5 did
STQXPA = 0,178 0178 4087 0000 COdicu
BUY 16t
TQxNA b dié
STQXNA — 0,156 0156 3396 0001 Codicu
BUY 16t
AGE — BUY 20,084 0,084 3335 0001 C6Y nghia
& o2 GENDER
Bicn kiem - 20,095 0,095 3,807 0,000 Coy nghia
soat BUY
PLATFORM
20,113 0,113 4552 0,000 Co ¥ nghia
~ BUY

Nguon: Két qua nghién ciru dinh lwong

Két qua kiém dinh mé hinh c4u tric cho thay cac ngudn qua tai thong tin déu c6 tac dong
dang ké dén trang thai cam xuc ctia nguoi tiéu dung. Cu thé, qua tai tir ngudi ban, hé thong va
binh luan déu lam gia ting cam xuc tiéu cuc, dong thoi lam suy giam cam xuc tich cyuc. Két
quéa nay phu hop vai dic diém ciia moi trudng livestream, noi ngudi xem phai tiép nhan dong
thoi nhiéu kich thich trong thoi gian ngén. Khi luong thong tin vuot qua kha niang xu 1y,
nguoi tidu ding ¢ xu huéng cam thiy cing thing, mét moi va giam himg th.
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Trong ba ngudn qua tai, qua tai tir ngudi ban c6 anh huéng manh dén cam xtc tiéu cyc vi
day 1a ngudn thong tin gin truc tiép voi quyét dinh mua hang. Nguoi ban thudng 14 ngudi
dua ra thong tin vé san phém, gia, vu dai va 1o1 kéu goi chdt don. Do d6, néu thong tin dugc
truyén tai qua nhanh hodc qua nhiéu, ngudi tiéu dung s& cam thiy bi ap luc phai xtr 1y va ra
quyét dinh ngay. Qua tai tir hé théng ciling tao cam xuc tiéu cuc nhung muc do thap hon, boi
cac yéu to giao dién thuong mang tinh hd tro hodc gian doan thi gidc, khong phai lac nao
cling budc nguoi xem phai xur ly nhu thong tin tir nguoi ban.

Déi véi cam xitc tich cuc, két qua cho thdy qua tai thong tin van c6 thé tao ra mot murc
do hing tha nhét dinh trong giai doan dau. Livestream dong nguoi, nhiéu binh luin, nhiéu vu
dai va hiéu tng hién thi c6 thé lam nguoi xem cam thiy s6i dong, vui vé va co cam giac dang
tham gia mét sy ki€n mua sam truc tiép. Tuy nhién, hi€u Ung tich cuc nay yéu hon cam xuc
tiéu cuc. Piéu nay cho thay su kich thich tir thong tin chi ¢6 loi khi nim trong ngudng xir 1y
ctia ngudi tiéu dung; khi vuot ngudng, cam giac himg thi nhanh chéng chuyén thanh mét
méi hodc roi.

Mot két qua dang chu v 1a khong phai moi ngudn qua tai thong tin déu lam suy giam
nhan thirc. Qua tai tir ngudi ban va hé thong khong cé tac dong truc tiép co ¥ nghia dén nhan
thirc, trong khi qua tai tir binh luin nguoi xem c6 tic dong nguoc chiéu rd rét. Co thé giai
thich rang thong tin tir ngudi ban, du nhiéu, van thudng cé ciu trac xoay quanh san pham, gia
va ru dai. Nguoi tiéu dung c6 thé chon loc cac thong tin chinh dé xtr 1. Cac yéu t6 hé théng
cling c¢6 thé dugc nguoi xem boé qua hodc thich nghi sau mot thoi gian sir dung nén tang.
Nguoc lai, binh ludn nguoi xem 13 ngudn thong tin phi cdu trac, xuét hién lién tuc, kho kiém
ching va c6 thé chira nhiéu ¥ kién trai chiéu. Vi vay, né d& lam ngudi xem réi hon va lam
giam kha nang danh gid thong tin.

Két qua khao sat ciing cho thdy cam xtc tiéu cuc c6 tac dong nguoc chiéu manh nhat dén
¥ dinh mua hang tirc thi. Diéu nay c6 nghia 13 khi ngudi tiéu dung cam thiy cing thang, nghi
ngo, kho chiu hoac mét moi, ho it cdé xu hudéng mua ngay. Trong khi do, cam xtc tich cuc va
nhan thirc c6 tac dong cung chiéu dén ¥ dinh mua. Khi nguoi xem thiy vui, himg tha va van
hiéu duoc thong tin chinh, ho dé hinh thanh ¥ dinh mua hon. Nhu vay, y dinh mua hang ttrc
thi trong livestream khong chi 1a két qua cua wu déi hay k¥ thuat thic ddy ban hang, ma con
phu thudc nhiéu vao trang thai tim 1y ctia ngudi tiéu dung trong qua trinh tiép nhan thong tin.

Vai tro ctia chat luong nguoi dan 14 mot phat hién quan trong. Két qua cho thiy chat
luong ngudi dan khong tic dong truc tiép dén y dinh mua hang, nhung c6 vai tro diéu tiét
trong mdi quan hé giira cam xtic, nhan thirc va y dinh mua. N6i cach khéac, nguoi dan tbt chua
chic tu minh tao ra y dinh mua néu san phém, uu dai hodc trang thai tam 1y cuia nguoi xem
khong phu hop. Tuy nhién, khi ngudi xem da cé cam xtc tich cuc hoac nhan thac rd rang,
ngudi dan chit lugng cao c6 thé khuéch dai tac dong tich cuc d6. Pong thoi, khi ngudi xem
xudt hién cam xtc tiéu cuc, ngudi dan c6 kha ning trinh bay rd rang, phan hdi hop 1y va tao
niém tin ¢ thé lam giam bot taic dong bat 1gi ciia cam xuc tiéu cuc dén y dinh mua.

Két qua ndy c6 ¥ nghia thuc tién 16n. Trong bdi canh nhiéu doanh nghiép hién nay cha
trong ting sd luong san pham, ting uu dai va ting toc do chdt don, nghién ctru cho thay viée
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kiém soat dong thong tin va nang cao chat lugng ngudi dan co thé quan trong khong kém.
Ngudi dan khong nén chi dong vai trd thiic giuc mua hang, ma cin trd thanh ngudi t chirc
thong tin, lam rd diém chinh, loc cau hoéi, tom tit vu dai va giip ngudi xem cam théy ho van
kiém soat duoc quyét dinh mua. Pay la diéu kién dé livestream khong chi tao doanh thu ngén
han ma con duy tri niém tin va trai nghiém tich cuc ctia ngudi tiéu dung.

Tir cac két qua trén, co thé rat ra mot s khuyén nghi. Di véi nha ban hang, can gi6i han
s6 thong tin cdt 16i cho mdi san pham, tranh chuyén san phim qua nhanh va nén bd tri cac
diém tom tit sau timg nhom san pham. Dbi véi nén tang, can t6i vu giao dién theo hudng
giam nhidu, cho phép ngudi xem mé rong thong tin khi can thay vi hién thi qua nhiéu yéu tb
cung luc. D6i voi nguoi dan, can duoce dao tao vé kién thirc san pham, k§ nang trinh bay ngin
gon, xir Iy binh luan va xdy dung d6 tin cay. Ddi v6i ngudi tiéu dung, can nang cao kha ning
chon loc thong tin va tranh ra quyét dinh chi dua trén ap lyc thoi gian hoac hi€u ung dam
dong.

4. Két luén

Bai viét da khao sat thuc trang qua tai thong tin va y dinh mua hang tirc thi trong ban
hang qua phét truc tiép tai Viét Nam trén co s tiép cdn mo hinh S-O-R. Két qua cho thay
livestream ban hang 13 mot méi trudong thuong mai c6 toc d6 phat trién nhanh, kha ning
chuyén ddi cao nhung ddng thoi tao ra ap luc théng tin dang ké ddi véi ngudi tiéu dung. Qua
tai thong tin trong livestream khong chi dén tir nguoi ban ma con tir hé théng nén tang va
binh ludn nguodi xem, trong d6 mdi ngudn cé cach tac dong khac nhau dén cam xuc va nhan
thirc.

Két qua khao sat 736 ngudi tiéu dung cho thiy nguoi xem c6 xu hudng dong ¥ rang ho
gdp qua tai thong tin tir ngudi ban va hé théng, trong khi qua tai tir binh luan ¢ murc trung lap
dén ddng y. Cam xuc tiéu cuc duoc ghi nhan & mirc déng ¥, con cam xuc tich cuc chi & muc
trung 1ap, cho thiy su s6i dong cua livestream c6 thé tao htng thu ban dau nhung khéng du
dé duy tri trai nghiém tich cuc khi thong tin vuot qua kha niang xtr 1y. Pong thoi, ngudi tiéu
ding van duy tri mot mic nhén thirc nhat dinh va van hinh thanh y dinh mua hang tic thi,
phan anh dic trung hai mit cua livestream: vira gdy qua tai, vira kich thich quyét dinh nhanh.

Két qua kiém dinh mé hinh cho thiy cac ngudn qua tai thong tin 1am gia ting cam xuc
tiéu cuc va lam suy giam cam xuc tich cuc. Riéng qua tai tir binh luan ngudi xem co6 tac dong
tiéu cuc rd rét dén nhan thire, do ddy 1a ngudn thong tin phi ciu trac va khé kiém soat. Cam
xuc tiéu cuc 1 yéu t6 lam giam manh nhat ¥ dinh mua hang, trong khi nhan thtrc va cam xtic
tich cuc co6 tac dong thuc déy y dinh mua. Dac biét, chét luong ngudi dan khong tac dong
tryc tiép dén y dinh mua nhung dong vai tro diéu tiét, giup ting tac dong tich cuc cua nhan
thirc va cam xuc tich cuc, ddng thoi 1am giam anh huong bat loi ctia cam xtc tiéu cuc.

Tir két qua nghién ctu, c6 thé khang dinh rang ning cao hiéu qua livestream ban hang
khong chi phu thudc vao vi¢c tang wu dai hoac kéo dai thoi lugng phat sobng, ma quan trong
hon 14 cach to chirc théng tin, kiém soat tuong tac va nang cao chat lugng nguoi dan. Nha
ban hang can trinh bay thong tin ngin gon, ¢6 cau triic va phil hop voi ting nén tang. Cac nén
tang can thiét ké giao dién giam nhidu va hd trg nguoi xem chon loc thong tin. Ngudi dan can
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dugc xem la nhan t6 di€u phoi trdi nghiém, khong chi 1a ngudi gidi thiéu san pham. Néu cac

gidi phap nay dugc trién khai d@)ng bd, hoat dong livestream ban hang tai Viét Nam c6 thé

phat trién hiéu qua hon, han ché tac dong ti€u cuc cua qua tai thong tin va nang cao chét

luong ra quyét dinh ciia nguoi tiéu dung.
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