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LOI CAM DOAN

T6i xin cam doan dé an t6t nghiép nay 1a két qua nghién ciru do toi truc tiép
thuc hién dudi sy huéng dan khoa hoc cia giang vién huéng dan.

Céc thong tin, s6 liéu va két qua trinh bay trong dé 4n duoc thu thap, tong
hop va xir Iy mot cach trung thyc. Noi dung nghién ctru trong dé an chua duoc sir

dung dé cong b hoic bao vé trong bét ky cong trinh khoa hoc nao khac.
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I. PHAN MO DAU
1. Ly do lwa chon dé tai

Chirng mot thap ky qua, chd ding ciia thuong mai dién tir trong nén kinh té da
ddi khac rd rét: tir mot kénh giao dich chi mang tinh b6 tro, linh vuc nay da leo lén
thanh mot manh ghép ¢t yéu ciia hé thong phan phdi va tiéu dung thoi nay. Dau vét
ctia su chuyén minh 4y khong nam tron trong céc con sé doanh thu, quy mo thi truong
hay lugng ngudi mua, ma 16 rd nhat & chd nguoi tiéu dung di doi cach ho tim hiéu,
can nhic roi quyét dinh chon mét moén hang. Thud trude, giao dich truc tuyén chay
cha yéu trén nén tim kiém c6 chii dich — khéach go tir khoa, so gia roi nhit ra san
pham vira y. Con nay, hoat dong nay lai bi ndi dung sb, cac nén tang mang xa hoi,
video ngan, livestream cing nhirng cong dong trén mang chi phéi ngay mot sau. Noi
cach khac, trong tim ctia hanh vi mua sam dang doi tir chuyén "di tim san pham"
sang chuyén "bat gap san pham qua ndi dung". Pai dich COVID-19 di héi thic qua
trinh nay, boi giai doan d6 ngudi dung dan quen véi viée ding cac nén tang sb cho
hang loat nhu cau ciing lic nhu gidi tri, két ndi, tra ciru thong tin 1an mua ban. S6 lidu
cua Google, Temasek va Bain & Company (2023) cho hay c6 trén 60% nguoi tiéu
dung khu vire Dong Nam A thira nhan tirng dit mua sau khi xem mot phién livestream
ban hang trén Facebook, TikTok hay Shopee Live. Piéu d6 ham y rang quyét dinh
mua chang nhat thiét phai khéi ngudn tir mot nhu cau 1y tinh ¢6 sdn, ma hoan toan co
thé bat ra ngay trong lac khach dang xem ndi dung giai tri, dugc tu van truc tiép hoac
tuong tac voi ngudi ban va nhirng ngudi xem khéc.
Chinh trong bdi canh 4y, shoppertainment — ttrc hinh thirc mua sim dan xen giai tri
— da vuon 1én thanh mot khuynh hudng dang cha y ciia thuwong mai dién tir thoi nay.
Nhiéu nghién ctru (Zhang & Deng, 2021; Dashveenjit Kaur, 2021; BCG & TikTok,
2022) cing théng nhat xem ddy 1a mo hinh thwong mai 1y ndi dung lam gdc, noi giai
tri, gido duc, cong dong va chirc ning mua ban hoa quyén dé dan dat hanh vi mua;
phan khai niém s& dugc 1am r6 ¢ Chuong 1. Strc ning cia xu hudng ndy con bit
ngudn tir chinh sy bién d6i trong co cu nhu cau cta ngudi tiéu dung. Ngoai nhing

doi hoi mang tinh chirc nang nhu gia, chét lugng va su tién lgi, mot phﬁn khong nho



hanh vi mua sim truc tuyén hién nay lai duoc dan dét boi cac nhu cdu cam xtc —
khat khao duoc truyén cam hung, dugc lfmg nghe tu van, dugc giai tri va dugc hoa
minh vao mot cong dong (BCG & TikTok, 2022). Pic diém nay an khop 16 rét voi
tép khach hang tré: nhom tiép xuc thuong xuyén v6i mang xa hoi, nhay bén véi trao
lwu méi va dé chiu chi phdi béi ndi dung truc quan, béi KOC/KOL hay nhimng budi
livestream gidu tinh twong tac. Mot khao sat do TikTok tién hanh tai Pong Nam A
nam 2021 ghi nhan 55% nguoi dung timg phat sinh quyét dinh mua ngoai du tinh khi
mua sam truc tuyén, va ctr ba nguoi lai c6 mot ngudi xem viéc mua sdm 12 mot trai
nghiém tha vi. Riéng tai Vi¢t Nam, da bat pha cua TikTok Shop, Shopee Live, Shopee
Video cling cac mé hinh tiép thi lién két chimg to shoppertainment di vuot khéi pham
vi mQt hién tugng riéng 1¢ dé tré thanh mot cach thirc canh tranh méi trong nganh. O
quy mé xap xi 32 ty USD va da ting gin 27% trong nim 2024 (VECOM, 2025), ban
1¢ tryc tuyén Viét Nam tiép tuc mo rong nhanh; ciing nam, tong gié tri giao dich trén
cac san 16n gom Shopee, TikTok Shop, Lazada va Tiki dat khoang 429,7 nghin ty
ddng, cao hon nim lién trude trén 34% (Metric, 2025). Pang chu ¥, TikTok Shop —
nén tang gin lién voi mo hinh thuong mai dua trén video va livestream — nhanh
chong néi rong thi phan doanh thu, phan 4nh anh huéng ngdy mot rd ciia phuong
thirc ban hang lay ndi dung lam trung tdm. Toan bo dir liéu trén hé 16 mot thyc té:
thuong mai di€n tor Viét Nam dang chiu suc ép chuyén dich manh mé theo hudng
dung hop ndi dung, giai tri va mua sam.

Nhin tir phia doanh nghiép, shoppertainment vira mé ra mot 16i tiép can khach
giau strc sdng hon, vira doi hoi nhitng ning luc quan tri chua timg c¢6. Chuyén tdi vu
gian hang, dinh gi4 hay tung khuyén mai gio d4 1a chua du; doanh nghiép budc phai
gay dyng kha ning san xuat ndi dung, t6 chirc livestream, diéu phdi da kénh, bat tay
véi KOC/KOL, doc hiéu dir liéu twong tac va quan 1y trai nghiém cua khach sau ban.
Hiéu cach khac, mé hinh nay vira 1a co hdi ting truong vira 1a bai toan hoc bia vé
véan hanh. Lam khéo, doanh nghiép c6 thé rit ngan hanh trinh mua hang, kéo cao ty
1& chuyén doi va boi dap do nhan dién thwong hiéu. Nguoc lai, khi thiéu kha ning

kiém soat ndi dung, tu van, xur Iy don va cham soc khach, hang loat rac roi c6 thé nay



noi: tuong tac o udt, ty 1¢ hoan/huy leo thang, chi phi quang céo phinh to hoéc long
trung thanh cua khach thiéu bén. Truong hop Ho kinh doanh S.A.P.I.T.A.L — don
vi nay di chuyén sang mo hinh Cong ty TNHH Sapital — 1a mot dbi tuong nghién
ctru phi hop trong béi canh ay. Doanh nghiép nay 1am ban 1é tryc tuyén my pham
cho nam gi6i, noi bat 1a dong san pham chiam séc va tao kiéu toc. Nét diac thu cia
nhém hang nay 13 phai duge trinh dién, dién giai va tu van mot cach truc quan thi
khach méi du can cir dé chdt mua. So voi nhitng mit hang tiéu ding gian don, san
phrflm tao kiéu toc lai phu thudc vao chét toc, kiéu toc, théi quen dung, gu c4 nhan 1an
ky vong vé két qua sau khi dung. Boi thé, cac dinh dang nhu video trai nghiém, dbi
chiéu truée — sau, huéng dan tao kiéu, danh gia san phém hay livestream tu van tro
thanh coéng cu then chét giup khép lai khoang tréng thong tin giita hai phia mua va
ban. Trén thuc té, Sapital da tan dung kha sém céc hinh thirc shoppertainment nhu
video ngan, livestream cung tiép thi lién két trén hai san TikTok Shop va Shopee, va
chinh nhitng hoat dong ay da gop phan dang ké vao da tang doanh thu 1n viéc phi
rong thuong hi¢u trén khong gian sd. Dau vay, di cung cac két qua kha quan, hoat
dong shoppertainment cta doanh nghiép van dé 16 mot sd diém can mé xé ky hon:
mirc twong tac chua cin ximg voi pham vi tiép can, ty 18 hoan/hty don con phai siét
lai, lugng khach quay lai chua cao va mdt su 1€ thudc nhét dinh vao céc san thuong
mai dién tir 16n. Nhiing ton tai ndy cho thay shoppertainment khong géi gon & viéc
sang tao ndi dung, ma con dinh t6i1 quan tri dir li¢u, quy trinh van hanh, nang lyc tu
van, chét lugng trai nghiém va ca chién lugc niu gitr khach hang.

Trén binh dién hoc thuat, sb cong trinh nghién ctru vé shoppertainment & Viét
Nam t&i nay van con kha it 61, nhét 1a nhitng nghién ctru khao sat chuyén sau vao mot
chu thé kinh doanh cu thé. P c6 vai tic gid trong nudc ban vé vai tro cia
shoppertainment trong viéc truyén tai thong tin san pham, giup nguoi ding kham pha
hang hoa va hd tro ho chon lya trude lac mua, tiéu biéu 1a nghién curu cia Lé Thi
Thuy Linh va Nguyén Thanh Minh Chéanh (2022). Thé nhung, phan 16n cac nghién
ctru hién c6 lai nghiéng vé phan tich hanh vi nguoi tiéu ding, dién bién thi truong

hoic cac nén tang quy mé 16n, ma it dit shoppertainment duéi goc nhin ctia mot hoat



dong quan tri cu thé bén trong doanh nghiép vira va nho. Khoang tréng ay cang dam
nét & nhitng nganh hang ning tinh trai nghiém nhu my pham nam — linh vuc ma noi
dung tryc quan va tu van ca nhan héa c6 thé tic dong thang téi quyét dinh chi tién.
Chinh vi nhitng 1y do vé ca mit 1y luan 13n thuc tién vira néu, viéc chon dé tai "Hoat
dong shoppertainment cia Ho kinh doanh S.A.P.I.T.A.L" 1a mot lya chon xac dang.
Vé mat 1y ludn, dé tai gop phan sap xép lai nén tang 1y thuyét cua shoppertainment
va dua bo tiéu chi danh gia vao ap dung cho mot tinh hudéng doanh nghiép thuc. Vé
mat thyc tién, nghién ctru giup Sépital c6 cai nhin bao quat va hé théng hon vé hiéu
qua shoppertainment dang van hanh, chi ra dau 1 han ché cung cin nguyén cia
ching, dé roi goi mé nhiing giai phap thich hgp nham cai thién két qua kinh doanh
trong ching dudng téi. Bam theo dinh hudng timg dung vbn c6 ctia mot dé an thac si,
cong trinh nay khong dirng ¢ viéc phac hoa xu huéng ma nham téi viéc thao g& mot
van d& quan tri cy thé trong doi sdng doanh nghiép.

Tir thyc tién trén, c6 thé thdy van dé dit ra v6i Sapital khong chi 1a tiép tuc
tang doanh thu thong qua video ngin va livestream, ma 14 1am thé nao dé hoat dong
shoppertainment tao ra ting truéng bén viing hon. Doanh nghiép da dat duoc két qua
tich cuc vé doanh thu, nhung van ton tai cac diém nghén nhu ty 1¢ twong tac chua
cao, ty 1€ hoan/huy don con 16n, ty 1€ khach quay lai chua that sy ndi bat va mirc do
phu thudc vao cic nén tang nhu TikTok Shop, Shopee con dang ké. Vi vay, viéc
nghién ctru hoat dong shoppertainment ctia Sapital c6 y nghia thyc tién rd rang: gitip
doanh nghiép nhin lai toan bo qua trinh tir ndi dung, twong tac, chuyén ddi, van hanh
don hang dén trai nghiém khach hang, tir d6 dé xuat giai phap phu hop véi diéu kién
thuc té cia mot doanh nghiép thuong mai dién tir quy mo vira va nho.

2. Toéng quan vé van dé nghién ciru:

La chu dé gén chit vé6i su trdi day cua thuong mai xa hoi, ban hang qua phat
tryc tiép, video ngan va théi quen mua trén nén tang so, shoppertainment vé ban chat
hop nhat ba thanh t6: noi dung giai tri hodc gido duc, su két ndi cong déng va khau
giao dich. Mot khi ca ba cuiing ton tai trén mot nén tang, khach khong con di theo trinh

tu tuyén tinh “biét — can nhac — mua” nhu trudc; nhu cau mua cé thé bat 1én ngay



khi ho dang theo ddi noi dung, trao doi vdi ngudi ban hay bi cong dong tac dong. Vé
cach hiéu khai niém, Zhang va Deng (2021) nhin nhan day nhu mdt bién thé méi cua
mua sim truc tuyén, van dung hinh anh, video, tro choi tuong tac va céac budi phat
truc tiép dé tao ra trai nghiém vira riéng biét cho tirng nguoi vua cudn hat — céach
tiép can nhan vao sttc manh cta cong nghé va ndi dung. Dashveenjit Kaur (2021) bo
sung mot lat cat khac khi xem ddy 1a nghé thuat giit chan khach trén méi trudng mang
bang cac hoat dong twong tac. Pay 1ap luan xa hon, Boston Consulting Group va
TikTok (2022) coi giai tri cung gido duc khong chi 1a chat phu trg cho viéc ban ma 1a
diém khoi dau ctia ca hanh trinh mua. Gop lai, cac goc nhin ndy dong quy ¢ mot diém:
shoppertainment 1a mgt moé hinh kinh doanh dat néi dung ¢ vi tri trung tdm, chir khong
phai mot cong cu truyén thong roi rac.

Mot nhanh nghién ctru thtr hai tép trung vao cach shoppertainment dinh hinh
hanh vi mua. Céc tac gia thuoc nhanh nay cho rang quyét dinh mua trén mai truong
s6 khong chi phu thudc vao thong tin san phdm ma con vao cam xuc, do hao hing,
niém tin va mirc twong tac. Khao sat cia TikTok & Pong Nam A nam 2021 ghi nhan
55% ngudi ding ting mua ngoai ké hoach khi mua tryc tuyén, va mot phan dang ké
gan viéc mua sim vé&i cam giac vui thich — déu hiéu cho thdy hanh vi mua trong
shoppertainment dam chat cam xtic hon so véi mua sam tryc tuyén kiéu cii. Cing
mach nay, BCG va TikTok (2022) cho rang mdt phan 16n gia tri thwong mai dién tir
ngay nay duoc thic déy boi cac nhu cau cam xuc: duoge truyén cam hing, dugc chiéu
chudng va dugc tu van. Pay 1 nén 1y thuyét giai thich stc ning cua video ngin,
livestream va noi dung KOC/KOL d6i véi y dinh mua. Pao sau hon vao co ché tuong
tac, Liu va Kumar (2025) khi quan sat cac phién phat truc tiép trén Taobao Live phat
hién cac loai tuong tac khong déng gia tri: tha thich thé hién su ghi nhan tac thoi
nhung doi hoi rét it nd luc, con binh luan budc ngudi xem chu dong tham gia va tao

d6i thoai hai chiéu voi nguoi ban. Hé qua thyuc tién 1a khong thé dénh gia



shoppertainment chi qua lugt xem hay lugt thich, ma phai tinh ca chat lugng twong
tac, thoi luong xem va kha nang chuyén twong tac thanh don hang thyc.

Nhénh thir ba xoay quanh viéc ndi dung sé chuyén héa thanh giao dich ra sao.
Theo Nguyén Thi Phuong Giang va cong su (2025), cac thudc tinh ciia video ngin
— tinh giai tri, lugng thong tin truyén tai, mirc twong tac va do dang tin — déu co thé
nang gia tri ma ngudi tiéu dung cam nhan, tir d6 chi phdi y dinh va hanh vi mua. Két
luan nay khép véi ban chat shoppertainment: video ngén khong chi truyén tin chép
nhoang ma con khoi cam xtc, kich thich to mo va dn ngudi xem tién dan dén quyét
dinh. O chiéu b6 sung, livestream thuong mai manh vé tuong tac tirc thoi, cho phép
nguoi ban giai dap, tran an va tu van riéng cho timg khach ngay khi ho con ludng lu.

Nhanh tht tu nhin shoppertainment dudi goc do kinh doanh va van hanh.
McKinsey & Company (2021) cho thiy trong nhiing bdi canh nhat dinh, ban hang
qua livestream c6 thé dat ty 1¢ chuyén d6i cao hon thwong mai dién tir truyén thong,
nhd két hop trinh dién san pham, tuong tac truc tiép va uu dai tac thoi. Tuy nhién,
hiéu qua khong thé do don thuan bang doanh thu bé ndi hay tong gia tri giao dich.
Logie (2025) luu y cac nén tang thién vé kham pha nhu TikTok Shop dé chiu ty 1é tra
hang cao do mua bdc ddng. Vi thé can tach doanh thu phat sinh khoi doanh thu thuc
sau hoan/huy, kém theo cac thudc do nhu ROAS, ROI, ty I¢ hoan/huy va ty 1€ khach
quay lai. Mot huéng lién quan khac ban vé trai nghiém khach hang trong thuong mai
dién tir. Pang Trung Kién va Nguyén Thanh Vil (2025) cho rang sy hai long cua
nguoi mua truc tuyén phu thudc vao nhiéu nhan t6 — giao van, muiic bao mat, chat
luong thong tin — trong d6 giao van c6 anh hudng ddm nhét. Piéu nay dang tham
chiéu cho nghién ciru shoppertainment, boi trai nghiém mua dau két thiic & thao tac
dat hang. Néu livestream hay video tao ky vong cao nhung van chuyén, dong goi, hau
mai hodc chat lugng hang khong theo kip, doanh nghiép van dé nhan danh gia XAu,
bi tra don hodc mat khach 1au dai. Do vay, ndi dung can duoc dit trong tuong quan
v6i toan chudi trai nghiém cta khach. Trong nudc, di c6 mot s6 nghién ctru cham t6i
shoppertainment va vai trd ctia ndi dung. Lé Thi Thuy Linh va Nguyén Thanh Minh
Chanh (2022) cho rang md hinh nay gitip khach tiép can thong tin va kham ph4 hang



hoéa tir trude khi mua, nho d6 chon duge san pham phu hop hon — diéu dic biét dung
v6i cac nganh hang giau tinh trai nghiém, noi khach can quan sat truc tiép, hiéu cach
ding va tu can nhac mtc phi hop. Du vay, nghién ctru ndi dia phan 16n méi ding &
tac dong cua shoppertainment 1€n hanh vi tiéu dung, chua dao sau tir géc nhin quan
tri doanh nghiép.

Tong hop lai, c6 thé rat ra ba diém. Thir nhat, shoppertainment da duoc xac
nhan 1a mét xu hudng cbt yéu cua thuong mai di¢n tir, véi ban chét 1a thuong mai
dua trén ndi dung va tuong tac. Thur hai, cac cong trinh hién c6 da chi ra nhiéu nhan
t6 chi phdi hanh vi mua trong méi trudng ndy: tinh giai tri, ham luong thong tin, do
tin cdy, murc tuong tac, cam xuc va sy hién dién xa hoi. Thir ba, hi¢u qua cua mo hinh
phai dugc nhin da chiéu — qua twong tac, ty 1 chuyén d6i, doanh thu thyc, hiéu suit
quang cdo, ty 1€ hoan/hiy, muc hai long va kha nang mua lai — chur khong chi qua
luot xem hay doanh thu. Tuy nhién van con mot khoang tréng 1o rét: da sd nghién
ctru khai thac shoppertainment & binh dién khai niém, xu hudng thi truong hay hanh
vi tiéu dung, ma it dat n6 vao vi tri mot hoat dong quan tri cu thé bén trong doanh
nghiép. Vi cac doanh nghiép vira va nho trong nganh my pham nam ¢ Viét Nam,
van dé khong chi 1a khach c6 chiu 4nh hudng tir video hay livestream hay khong, ma
con 1a doanh nghiép t6 chirc ndi dung, van hanh livestream, 1am tiép thi lién két, xtr
ly don, chdm soc khach va do ludng hiéu qua nhu thé nao. Do chinh 1a khoang tréng
dé 4n hudng toi. Trudng hop Sapital dang nghién ciru vi doanh nghiép nam trong mot
nganh rat hop véi shoppertainment: my phim nam, nhét 13 san pham cham séc va tao
kiéu toc, can duge dién giai bang hinh anh, trinh dién truc quan va tu van st ting
nhu cau. Video ngin va livestream giup lam rd cong dung, huéng dan st dung, so
sanh hiéu qua va tao niém tin truéc khi khach dat hang. Hon nita, thuc tién van hanh
ctia Sépital cling dit ra nhiéu bai toan quan tri dang nghién ctru: t6i vu ty 1¢ twong
tac, nang ty 1 chuyén d6i, kim ty 1¢ hoan/huty, ting luong khach quay lai va giam 18
thudc vao nén tang. Tir nhitng cin ct ay, dé an "Hoat dong shoppertainment ctia HO
kinh doanh S.A.P.IT.A.L" duoc thuc hién nhiam sip xép lai nén tang 1y luan vé
shoppertainment, dung mot khung tiéu chi danh gia phu hgp cho doanh nghiép, phan



tich thuc trang trién khai tai Sapital va dé ra cac giai phap nang cao hiéu qua cho
chang ké tiép. Lbi tiép can nay bam sat dinh hudng Gng dung ctia mot dé an thac si,
khi nghién cru khong ding & viéc gom gop 1y thuyét ma con gan chit voi dir liéu,
van dé va diéu kién van hanh thyuc té caa doanh nghiép.

Téng hop cac nghién ctu trén cho thdy shoppertainment da duoc tiép can tir
nhiéu goc d6 nhu khai niém, hanh vi ngudi tiéu dung, ndi dung video ngin, livestream
va hiéu qua kinh doanh. Tuy nhién, phan 16n nghién ctru hién c6 vin tap trung vao
thi truong chung hodc hanh vi nguoi tiéu dung, trong khi chua di sdu vao cach mot
doanh nghiép cu thé to chuc, van hanh va do luong shoppertainment nhu mdt hoat
dong quan tri. Pac biét, voi nganh my pham nam — noi san pham can tu van c4 nhan
hoa va dé phat sinh hoan/hty néu khach mua sai nhu cau — khoang tréng nghién ctru
nay cang rd. Vi vdy, dé an lua chon Sapital 1am truong hop nghién ctru nham danh
gia shoppertainment khong chi & géc dd ndi dung, ma con ¢ céc khia canh tuong tac,
chuyén d6i, doanh thu, hoan/huty, hai 10ng khach hang va nang luc van hanh.

3. Muc dich nghién ciru:

Pé an dat muc dich phan tich va ddnh gia thuc trang van hanh shoppertainment
tai Sapital, dé tir 46 kién nghi mot s6 giai phap giup ddy manh hiéu qua cia hoat dong
nay trong thoi gian toi. Trén co sé két hop 1y luan vé shoppertainment, thwong mai
xa hoi v6i dir 1iéu thu thap tai doanh nghiép, nghién ctru hudng t6i viée lam sang td
vai tro ctia ndi dung, livestream, video ngén cting cac hoat dong twong tac trong viéc
kich thich hanh vi mua, cai thién trai nghiém khach hang va nang cao két qua kinh
doanh. Cu thé hon, dé an theo dudi nhitng muyc ti€u dudi day:

Mot 14, sap xép lai nén tang 1y luan vé shoppertainment trong thwong mai dién
tir, gdm khai niém, vai trd, cac hinh thtrc trién khai cting bo tiéu chi danh gia hiéu qua
ctia n6 trong doanh nghiép — day 1a co so Iy thuyét dé dung nén khung phan tich cho
cac chuong ké tiép.

Hai 1, phén tich thuc trang shoppertainment tai Sapital trén cdc nén tang chu

chét nhu TikTok Shop va Shopee, véi trong tdm dit vao nhiing hinh thirc trién khai



chinh cta doanh nghiép nhu video ngin, livestream, tiép thi lién két, hoat dong noi
dung va quy trinh van hanh gin véi ban hang trén khong gian sb.

Ba 1a, do luong hi€u qua shoppertainment ctia Sapital qua mdt loat nhodm chi
tiéu nhu muc tuong tac, thoi lugng xem, ty 1€ chuyén ddi, doanh thu theo tung kénh,
hiéu suat quang céo, ty 1& hoan/hity don va mirc hai long ciia khach — qua d6 khoanh
ving r& nhimng thanh qua dat dugc 13n cac han ché con vuong lai trong qua trinh thyc
hién.

Bén 13, truy tim nguyén nhan ctia nhitng han ché d6, gdm ca nhoém nguyén
nhan khach quan dén tir dic diém thi trudng, hanh vi tiéu ding va thuat toan nén tang,
1an nhém nguyén nhan chii quan bét nguén tir chién luoc ndi dung, nhan sy, quy trinh
van hanh va nang luc quan tri dir li€u cua chinh doanh nghiép.

Nam 13, kién nghi mot hé théng giai phap dé thuc day shoppertainment tai
Sapital cho giai doan tdi, dugc thiét ké theo hudng nang chat lugng noi dung, t6i wu
mirc twong tac, cai thién ty 1& chuyén doi, ha ty 1& hoan/huy don, phat trién nguon
nhan luc, gdy dung cong dong khach hang va ctng ¢b nang lyc van hanh trén céc san
thuong mai dién tir.

Qua chudi muc tiéu néi trén, dé an khong chi nham danh gia mot hoat dong
ban hang riéng 1¢ cua doanh nghiép ma con gdp phan lam rd con dudng dé mot don
vi quy mo vura va nhé van dung shoppertainment nhu mot moé hinh kinh doanh dua
trén ndi dung, twong tac va trai nghiém khach hang, gitra mot thi truong thuong mai

dién tir ngay mot gay git.

4. Poi twong va pham vi nghién ciru
e Ddi tuong nghién ciru:
Hoat dong shoppertainment tai H kinh doanh S.AP.LT.A.L. Ciing can luu v
rang trong thoi gian thyc hién dé an, don vi nay da chuyén doi loai hinh sang cong ty
trach nhiém hiru han, hién mang tén Céng ty TNHH Sapital.

e Pham vi nghién cuu:
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Nghién ctru dugc dit trong khoang thoi gian tir nam 2022 dén nim 2026 —

giai doan shoppertainment bung né6 manh mé & Viét Nam, dong thoi ciing 12 lic doanh

nghiép bat dau don luc cho viéc trién khai ndi dung so.

S.

Phwong phap nghién ciru

Pé hién thyc hoa muyc tiéu dé ra giai phap thic day hoat dong shoppertainment
tai Ho kinh doanh S.A.P.1.T.A.L, tac gia du kién két hop nhiéu phuong phap
thu thap thong tin, cu thé nhu sau:

Thu thap va phan tich dir liéu ngudi ding: gom céc thong tin gan véi hanh vi
mua sam va hoat dong tuwong tac cua khach trén nhitng kénh truyén thong cua
doanh nghiép.

Thu thap dir liéu thir cap: khai thac cac ngudn sd liéu lich st kinh doanh ma
doanh nghiép da tich liily dugc trén cac san thuong mai di¢n tir.

Ciu tric dé 4an

Ngoai phan mé dau, két luan, danh muyc tai liéu tham khao, danh myc chir viét

tat cung danh myc bang bi€u va hinh vé, phan ndi dung cot 16i ciia dé an dugc bo cuc

thanh ba chuong:

Chuong 1: Téng quan vé hoat dong shoppertainment.
Chuong 2: Thyc trang hoat dong shoppertainment tai Sépital.
Chuong 3: Pé xuat gidi phap day manh hoat dong shoppertainment cia

Sépital.
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CHUONG 1: TONG QUAN VE HOAT PONG
SHOPPERTAINMENT

1.1. Tong quan vé hoat dong mua sim két hop giai tri (Shoppertainment)
1.1.1. Khdi niém hoat dong Shoppertainment

Shoppertainment (mua sam két hop giai tri) 1a mot khai niém dang nan lai toan
bd hé sinh thai thwong mai 6. Gom céc nghién clru trong va ngoai nudc, khai niém
nay co thé dugc hiéu qua nhiéu cach dién giai khac nhau.

Boston Consulting Group (BCG) va TikTok (2022) coi shoppertainment la
hinh thirc thuong mai l1dy noi dung lam gdc, dat yéu td giai tri va gido duc 1én hang
uu tién, déng thoi budc chat ndi dung vdi cong d@)ng dé tao nén nhitng trdi nghi¢m
mua sim ddm tinh nhap vai. Accenture va TikTok (2024) thi nhdn manh "ndi dung 1a
nhan t6 nong cot" chi phéi hanh vi tir khau kham pha cho toi lac khach chét don,
d6ng thoi luu ¥ rang doanh nghiép khong thé chi dua bang gia ma budc phai khai thac
n6i dung néu mudn di dudng dai. Con theo S. Shankarii va R. Kavi shree (2025),
shoppertainment 1a sy hoa nhép ctia ndi dung giai tri, tuong tac xa hoi va chirc nang
mua sam vao chung mot moi trudng k¥ thuat s6, qua d6 ning viéc mua sim tir mot
thao tac giao dich thuan ty 1én thanh mot trai nghiém tuong tic giau tinh gan két.

Trong mo hinh nay, phat tryc tiép va video ngan dugc coi 14 hai cong cu chi
luc. Khac v6i quang cao truyén thong von can ngudi xem chu y 1au, video ngan lai
chu trong viéc truyén tai thong diép tic thi, vat kiét 3 gidy mo dau dé niu mat nguoi
xem bang hinh anh truc quan va 16i ké chuyén. Loai ndi dung nay co thé day cao gia
tri cdm nhén cua khach, tir d6 tdic dong manh té1 y dinh mua. DPac biét, sy xuét hién
ctia dinh dang "Shoppable Video" (video c6 thé mua sam) da x6a nhoa ranh gidi giira
viéc xem nodi dung véi thanh toan: san pham dugc gan thé ngay trén video, ngudi xem
chi cin mot ¢ nhap 1a mua duoc ma chang phai roi nén tang giai tri. Nho thé, mdi
lugt xem trén mang xa hoi déu co thé hoa thanh mot co hoi chuyén ddi, khién hanh
trinh mua sam tré nén tron tru, lién mach. Nuraisah va cong su (2024) cing Shankarii

va Kavi shree (2025) cho rang cbt 15i cua livestream tich hop thuong mai nam & su
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ddng bo gitra viéc truyén phat video theo thoi gian thuc voi kha niang hoan tat giao
dich ngay trong ltic phét séng. Trai véi cac trang thuong mai dién tir truyén théng chi
bay ra hinh anh tinh cling vin ban theo kiéu giao tiép mot chiéu, livestream dyng nén
mot khong gian ddi thoai hai chiéu, noi ngudi ban (host/streamer) truc tiép thao tac
dung san pham, kiém chtng tinh ning va giai dap thic mic ciia ngudi xem ngay tai
chd. GM Research (2025) wdc tinh & thi truong Viét Nam c6 khoang 35% ngudi mua
sam truc tuyén ting tham gia cac ludng phat séng tryc tiép. Phuong thirc ndy g& bo
tr& ngai 16n nhat cia mua sam tryc tuyén, d6 1a thu hep khoang cach tam 1y nhd hinh
anh truc quan.

Trong pham vi dé an ndy, shoppertainment duoc hiéu 1 hoat dong thuong mai
dua trén ndi dung, trong d6 doanh nghiép st dung video ngan, livestream, ndi dung
trai nghiém, tu van truc tiép va tuong tic cong ddng dé thu hut ngudi xem, tao nhu
cau, thuc ddy chuyén d6i va ning cao trai nghiém mua sim. Voi Sapital,
shoppertainment khong chi 1a hoat dong truyén thong hay giai tri don thuan, ma 1a
mot phén trong m6 hinh van hanh ban hang truc tuyén, ga‘in truc tiép v0O1 doanh thu,
ty 1& chuyén doi, ty 1¢ hoan/huy don va muc do hai 1ong ciia khach hang.

1.1.2. Vai tro hoat dong Shoppertainment

Budc chuyén sang shoppertainment dé lai dau an sau dam 1én ca hanh vi cua
ngudi tiéu dung 1an két qua kinh doanh cua doanh nghiép. Vi ngudi mua, gi tri 16n
nhat ciia mo hinh nam & chd né cham t6i phan cam xtic ma thuong mai truyén thong
b6 ngod. Trong cach phan chia cia BCG va TikTok (2022), nhu ciu cam xtic — gdm
khat khao dugc goi ¥, duoc nudng chiéu va duoc khoi cam himg — chiém 40% hé
sinh thai thuwong mai dién tir (so véi 60% nhu cau chirc ning), va day chinh la khoang
trbng shoppertainment 1ap vao. Noi dung chan thuc con tiép stc cho viéc ra quyét
dinh: theo Accenture (2024), cam hing mua hang dén tir ndi dung phan 4nh gia tri
that ctia san pham véi 79% ngudi tiéu dung, vuot xa stc hat ciia khuyén mai, trong
khi 81% ky vong nén tang trinh bay thong tin day du va truc quan. Quan trong hon,
viéc kham pha — danh gid — dat mua géi gon trong mot phién twong tac duy nhat

nhu livestream giup rat ngan hanh trinh mua sam va g& bdé nhiing rao can nhan thirc
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vbn quen thudc & thuong mai dién tir cii. Phia doanh nghiép, quy mé co hoi da 16n
dé dinh hinh lai cich van hanh. BCG va TikTok (2022) dinh gi thi truong ndy quanh
mirc 1 nghin ty USD cho khu vuc chau A — Thai Binh Duong vao nam 2025, véi toc
d6 tang kép co thé 1én tdi 63% & céc thi trudng trong diém. Hiéu qua chuyén doi ciing
1a diém khac biét rd rét: noi thuong mai dién tir truyén thong dimg quanh 2,5%, cac
phién shoppertainment qua livestream c6 thé day ty 1é nay 1én 50-60% nho kha ning
tao gén két tirc thi va kich hoat mua boc déng. Thém vao do, viéc khach dugc quan
sat san pham tryc tiép qua video trudc khi quyét dinh giup kéo giam ty 1¢ tra hang,
con tuong tac thoi gian thuc gitta host/KOC va ngudi xem 1am voi cam giac bat an,
bdi dap niém tin v&i san pham va thuong hiéu. Viéc dan xen ndi dung giai tri véi ndi
dung gido duc lai gitip doanh nghi€p nudi dudng long trung thanh va hinh thanh mot
cong dong tiéu dung bén viing, thay vi chi thu vé nhiing giao dich chép nhoang.

Gop tat ca cac khia canh trén, c6 thé khang dinh shoppertainment khong chi 1a
viéc cay thém chat giai tri vao khau ban hang ma 1a mot cudc chuyén dich mé hinh
thuwong mai trén dién rong. Hat nhan cta n6 la thuong mai dinh hudng ndi dung, quy
tu ba thanh t6 — chirc nang mua sam, ndi dung giai tri/gido duc va twong tac xa hoi
— vao chung mot khong gian k¥ thuat s6. M6 hinh nay 1am thay doi tan gdc ban chat
thuong mai dién tir, dich tir viéc ban dya trén giao dich thuan tay sang ban dya trén
trai nghiém. Thay vi ddn khach qua mot hanh trinh tim kiém va can nhic nang tinh ly
tri, shoppertainment dat trai nghiém cam xuc vao vi tri trung tdm, dung ndi dung giau
tinh twong tic dé x6a nhoa lan ranh giita giai tri voi thuong mai, qua d6 khién hanh
vi mua dién ra mot cach tu nhién, tryc quan va nhap vai.
1.2. Xu huéng thwong mai xa hoi va hoat dong Shoppertainment tai Viét Nam
1.2.1. Quy mé thi trwong va thi phin nén ting

O mitc quy md xap xi 32 ty USD va da ting gan 27% trong nim 2024
(VECOM, 2025), ban 1¢é truc tuyén Vi¢t Nam gilt virng nhip tdng cao sang ca nam
2025. Xét vé quy mo giao dich, tong gia tri trén cac san 16n — Shopee, TikTok Shop,
Lazada va Tiki — dat ching 429,7 nghin ty dong, vuot hon 34% so véi nam lién

trude (Metric, 2025). Du vay, birc tranh thi truong nam 2025 lai phoi bay 1 sy phan
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cuc gitra cac nén tang. DU van din dau, Shopee dé mat thi phan dédng ké — tir 64%
con 56,04% — trong khi TikTok Shop, gwong mit tidu biéu nhat cta hé sinh thai
shoppertainment, vuon tir 29% 1én 41,31% (Metric, 2024), thu hep dang ké cach biét
voi nén tang dan dau. Tut lai phia sau, Lazada va Tiki chi con ndm khoang 3% —
bang chung sdng dong cho thdy nén tang ndo cham thich nghi v6i lan song
shoppertainment s& sém bi thi trudng loai bo. Pong gop khoang 25% tong GMV cua
toan thi truong TMDT Dong Nam A, thuong mai qua video hién 1a dong lyc chinh
clia ting truong doanh sd (Google & Temasek, 2025). RS rang, hanh vi ngudi tiéu
dung dang bién chuyén: ho khong con chi di tim san pham khi ¢6 nhu ciu cu thé, ma
ngay cang chiu sy dan dit cua ndi dung, nhat 1 ndi dung mang mau sic giai tri. N6i
gon, xu huéng mua saim dang dich dan tir “tim kiém” sang “kham pha”. Va chat xuc
tac ¢t 161 cho sy xé dich thi phén lan da ting doanh thu néi trén chinh 1a viéc
shoppertainment len 16i vao thoi quen mua sim thuong nhat — maot sy két dinh giira
cac dinh dang video (ca phat truc tiép 1an video ngin) voi giao dich thuong mai dién
ttr, nham tao nén trai nghiém mua sam truc quan, 1ién mach va dam chat giai tri.
1.2.2. Tiém nding va xu hwdng phdt trién ciia thwong mai xi hji

Thi truong thuong mai dién tur trén mang xa hdi ¢ Viét Nam dang bi chi phéi
c6 tinh quyét dinh boi hai nhém nhan khau hoc chu chét: thé hé Gen Z (dudi 27 tudi)
va nhom Millennials (2844 tudi) — hai nhom cong lai nam t6i 72,5% téng s6 nguoi
mua sam tryc tuyén. Hanh vi cta tép khach nay danh dau su dich chuyén tir chd chi
thoa man cac nhu cau chirc ning don thuan sang viéc chu trong nhiing khoang khong
gian nhu cau cam xuc. Nhu da phan tich & muyc 1.1.2, phan 10n gié tri giao dich hién
nay gan v6i nhom nhu cau cam xuc — diéu dic biét ding voi tép khach tré von it
trung thanh véi thuong hiéu, sdn sang doi gu dé thir cac trao luu méi trén mang x4
hdi va to 1o thai do hoai nghi trude nhiing quang cdo mang tinh dan dung. Thay vi
tim san pham theo kiéu kho khan, ho mong doi cac nén tang mang dén nodi dung vira
c6 tinh gido duc, vira biét ké chuyén va giai tri. Quy mé co héi ciing rat 16n: nhu da
dan ¢ muc 1.1.2, riéng khu vuc chau A — Thai Binh Duong dugc du bio cham méc

1.000 ty USD vao nam 2025. O trong nudc, nam 2025 ching kién mot cude tai sap
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dat gay gat vé co cu thi phan — véi 429,7 nghin ty dong téng gia tri giao dich trén
bdn san 16n nhat (ting 34,75% so v&i nam trude), TikTok Shop vuon 1én chiém
41,31% thi phan doanh thu (so v6i 29% nam 2024), trong khi nhitng san duy tri mo
hinh tinh nhu Lazada hay Tiki bi co lai, chi con giit chimg 3%. Nhu vay, tiém ning
ctia shoppertainment khong chi goi gon & viéc bd sung thém mot kénh ban, ma dang
tai cAu tric toan bo hanh trinh trai nghiém cua khach hang. Trong birc tranh kinh té
sd cua khu vue, bat ky thuong hiéu hay nha quan tri nao bé qua viéc dap tmg nhu cau
cam xuc va thiéu hut nang lyc san xuat ndi dung déu sé tu loai minh khéi ky nguyén

thuong mai maoi.

1.3. Cac yéu to danh gia hoat dong Shoppertainment ciia doanh nghi¢p
1.3.1. Panh gid chit liwong twong tic va thoi gian xem

Duéi lang kinh tdm 1y hoc hanh vi, tuong tac 1 chi ddu khach quan cho biét
khach da don bao nhiéu sy cha tim vao ndi dung cuia doanh nghiép. Qua 150 phién
phat truc tiép trén Taobao Live, Liu va Kumar (2025) chi ra mot khac biét mang tinh
ban chéat: tha thich chi 1a xac nhan thyu dong, gén nhu khong tdn cong strc nhan thirc,
con binh luan budc ngudi xem xtr Iy thong tin chi dong va md ra d6i thoai hai chiéu.
Chinh co ché d6 thu hep khoang cach tim 1y, tao cam giac hién dién xa hoi va gin
két hai bén. Nghién ciru ciing cho thdy binh luan du béo y dinh mua va thoi gian nan
lai t6t hon han luot thich. Trang thai dédm chim nay khong tu nhién cd; nd dén tir kha
nang thoa man tam ly nguoi tiéu dung cua dinh dang shoppertainment. Theo Boston
Consulting Group (2022), trong mot thi trrdng nhiéu loan — noi 85% khach lién tuc
nhay gilra cac rng dung trong hanh trinh mua va 34% hoai nghi quang céo dan dung
— thi yéu td cam xuc trd thanh chia khoa pha v& rao can tam ly. Shoppertainment
tham gia vao qua trinh ndy bang cach dap tng truc dién ba nhu cau cam xuc 1i: duoc
truyén cam hing, dugc nuong chiéu va duoc cong déng tu van. Khac biét cia mo
hinh nam ¢ chd né dung mot mdi trudng da gidc quan c6 phan hoi tirc thoi, qua do

x6a khoang cach tam ly va that chat lién két nguoi ban — ngudi mua. Du vay, cac
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tuong tac khong déng gia tri; dé do ding mtc d6 thanh cong, can hai thude do du
bao dudi day:
Trude hét 1a thoi gian xem trung binh. O cic san mua sam truyén thong — noi khach
ty gd tir khoa tim diing mén — thoi gian luu lai mdi ngudi rat ngan, chi quanh 54
gidy. Khi khach chiu nan lai lau, d6 14 ddu hiéu ho d4 budc vao trang thai “dam chim”
trong ndi dung. Ranh gigi tdm 1y ndy giap ngudi xem gat bd nhiing thir gdy xao nhang
va lam tang rd rét kha nang chbt don ngau hung. Thoi luong xem cang dai, tép khan
gia trung thanh va ty 1€ ra don cang 16n.
Thudc do thi hai 1a chat lugng twong tic — mirc phan hdi cia nguoi dung trude ndi
dung, biéu hién qua thich, binh luan va chia sé. Gan day, cac bao céo thi truong cod
xu huéng tinh lai ty 1& twong tac gan véi lugt tiép can thyc. Socialinsider (2025) xé4c
dinh ty 1& ndy bang tong hanh vi twong tac (thich, binh luan, lwu, chia sé) chia cho
tong lugt xem, nham phan anh sat hon murc tham gia thyc té. Cong thirc cu thé nhu
sau:
ER = (Tong cac hanh vi trong tac) / S6 lugt xem x 100

Nhu vay, ghép ty 1& tuong tac véi thoi gian xem cho phép danh gia thdu dao chat
luong twong tac trong md hinh shoppertainment: mot chi s6 phan 4nh muc d6 phan
héi, chi s6 con lai cho thay chiéu sau trai nghiém. Dung song song ca hai khong nhimng
lam ting d tin cay cho két qua phan tich ma con tao nén dé danh gia va t6i wu hoat
dong ndi dung trong mdi trudng thuwong mai dién tr hién dai.
1.3.2. Pdnh gid tiéu chi ty 1é chuyén doi

Theo McKinsey & Company (2021), ty 1& chuyén dbi cta thuong mai dién tir
tinh chi quanh 2%-3%, con céc phién livestream duoc tdi wu o thé vot 1én t6i 28%.
Trong shoppertainment, trang thai hung phan cam xuc cta khach can duoc luong hoa
qua kha ning bién n6 thanh don hang thyc. Dudi mé hinh Kich thich — Chu thé —
Phan hoi, cac yéu td giai tri dong vai “kich thich” di manh dé vuot rao can 1y tri va
dan nguoi xem t&i “phan hdi” 1a hanh vi mua bc dong. Ding md hinh phuong trinh
ciu tric trén mot tép khach Viét Nam, Nguyén Thi Phuong Giang va cong sy (2025)

chimg minh cac thudc tinh cia video ngan — tinh giai tri, ham luong thong tin, murc
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tuong tac va do tin cdy — déu ning gia tri cam nhan cta khach, dong thoi tac dong
tryc tiép va co ¥ nghia théng ké manh t6i ca ¥ dinh 1an hanh vi chét don. Néi cach
khac, chat lugng ndi dung giai tri vira thu hiit cht ¥ vira 1a chét xuc tac truc tiép cho
gia tri thuong mai.
1.3.3. Tdc déng ciia hoat dpng dén doanh thu va higu qud

Pé luong héa chinh xac hiéu qua kinh té cta shoppertainment, doanh nghiép
can soi qua hai chi s then chot. Pau tién 1a tong gia tri doanh thu thyc: GMV phéan
anh tong dong tién tir cac chién dich phat tryc tiép va video ngin. Song trong
shoppertainment, GMV 1a bién nhidu manh, boi mua qua video vén khoi cam xtic
hung phéan va dan t6i quyét dinh boc dong. Logie (2025) cho biét ty 1¢ tra hang & cac
nén tang thién kham pha nhu TikTok Shop thudng rat cao, tir 15% dén 25%, trong
khi nén tang tim kiém chi dong nhu Amazon chi quanh 8%—12%. Vi viy GMV chi
¢6 ¥ nghia khi tach duoc phan bé mit khoi doanh thu thuc con lai sau hoan/hity. Chi
sO thir hai 13 1oi tic chi tiéu quang cdo ROAS, bang doanh thu chia chi phi quang céo.
Theo TikTok va Accenture (2024), day 1a chi s quan trong trong khung chién luoc
PACE, do phan doanh thu tryc tiép tir mdi ddng quang cdo: ROAS cao nghia la chién
dich sinh 10i t6t, ROAS thip bao hiéu chi phi ddi 1én so v&i doanh thu. Trong
shoppertainment, ROAS ty 1€ thuan voi chét lugng ndi dung, vi ndi dung chinh Ia
nguyén lidu cho céac chién dich quang cdo. Do d6, v6i Sépital, dang quan tdm nhat 13
ROAS/ROI cung doanh thu thyc.
1.3.4. Pdnh gid chit lwong trdi nghi¢m va sw hai long

Trong thuong mai dién tir noi chung va shoppertainment néi riéng, khong thé
danh gia hiéu qua hoat dong chi qua cac chi s6 dau ra nhu doanh thu hay ty 1& chuyén
d6i. Can dao sau hon vao chat lugng trai nghiém va mic hai long caa khach, boi day
moi 1a nhitng yéu t quyét dinh hanh vi mua lap lai 13n sy gan b6 1au dai voi thuong
hiéu. Theo Ping Trung Kién va Nguyén Thanh Vii (2025), trai nghiém thuong mai
dién tir dugc tao nén tir nhiéu yéu td, ma murc anh huodng cua tung yéu t6 1én sy hai
1ong dugc lugng hoa bang hé sé hdi quy chuan héa (B). Cu thé, giao van tac dong
manh nhat (B = 0.425), ké dén 1a bao mat (B = 0.359) va chit luong thong tin (B =
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0.161). Trat ty nay phan anh kha rd thr ty wu tién cua khach khi danh gia mét trai
nghiém mua sam tryc tuyén.

Trude hét, voi p = 0.425, giao van chi phi manh nhét toi sy hai long. Vi khi
mua truc tuyén khach chua cham duoc vao san phém luc dat, toan b trdi nghi¢m sau
mua ddn vao khau giao nhan: tdc do giao, dd chinh xac cua don va chét lugng dong
g6i déu in dau 1én cam nhan, va chi mot so suat nho ciing kéo tut danh gia chung du
cac phan khac da tot. Ké dén, bao mat (B = 0.359) cho thiy stc ning ciia niém tin:
khach nghiéng vé nén tang an toan thanh toan, bao vé thong tin c4 nhan va xir Iy khiéu
nai minh bach; anh huéng tuy thdp hon giao van nhung van 1a diéu kién can dé khach
dam chi tién. Chat lugng thong tin (B = 0.161) dong vai hd trg ¢ giai doan truéc mua
— gitip khach hiéu san pham, dat ky vong va ra quyét dinh; thong tin cang rd va khép
thyc té thi rai ro nhan thirc cang thap, con do vénh giira thong tin va trai nghiém 1a
nguyén nhan pho bién cia khiéu nai hay tra hang. Pang chii y, sy hai 1ong tac dong
rat manh t6i 10ng trung thanh (B = 0.613), cao vuot cic yéu td dau vao — nghia Ia
giao van, bao mat hay thong tin chi phat huy gia tri khi cling tao ra su hai long tong
thé; khi di hai long, khach c6 xu huéng quay lai, gi6i thiéu va duy tri quan hé véi
thwong hi¢u. Nghién ctru cling luu ¥ trai nghiém thuwong mai dién tir gitr vai tro diéu
tiét: khach it kinh nghiém chiu chi phéi nhiéu hon bdi ndi dung tryc quan va cam xic,
con khach day dan nghiéng vé so sanh va t6i wu loi ich — cho thdy hanh vi tiéu ding
sO o tinh phan héa, khong thé tiép can theo mot khudn duy nhat.

Nhitng phén tich trén cho thay chét lugng trai nghiém cila shoppertainment 1a
mot cau tric da chiéu, & d6 cac yéu té vira tic dong riéng 1é vira bo trg cho nhau dé
hinh thanh su hai 1ong ctia khach. Nhan dién dung mirc anh hudng cia timg yéu t6
thong qua cac chi sé dinh luong sé& giup doanh nghiép khoanh diing trong tdm can cai
thién, qua d6 nang cao hi¢u qua va hudng tdi viee gay dung long trung thanh cua

khach mét cach bén viing.
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1.3.5. M6 hinh qudn ly va vdn hanh hoat dong Shoppertainment trong doanh
nghiép

Giira lic thuong mai dién tir phat trién theo huéng dung hop ndi dung, giai tri
va mua sam, shoppertainment khong con bi coi 1a mot cong cu truyén thong phu tro
cho vi¢c ban hang ma dan trd thanh mot mé hinh van hanh ¢ tinh hé théng bén trong
doanh nghiép. Hiéu qua ctia né khong chi tuy thudc chat luong ndi dung hay ning
luc ban, ma con chiu su chi phéi cua cach doanh nghi¢p hoach dinh chién lugc trién
khai, to chtrc hé thong ndi dung, quan tri nén tang va giit twong tac véi khach. Trén
co s& tong hop cac nghién ciru vé thwong mai xi hoi, livestream commerce va
shoppertainment cua BCG & TikTok (2022), McKinsey & Company (2021) cung
nhiéu coéng trinh lién quan, tac gia sip xép hoat dong quan 1y va van hanh
shoppertainment thanh bén cdu phan chinh: chién dich truyén thong, phan khuc khach
hang, quan tri kénh va bo quy chuan ndi dung.

a. Chién dich truyén thong

Trong md hinh shoppertainment, chién dich truyén thong gitt vai tro dinh
hudng cho toan bo hoat dong nodi dung 14n twong tac voi khach. Néu ban hang truyén
thong thuong chu trong viée truyén dat thong tin san pham hodc thiic ban tryc tiép,
thi trong shoppertainment, noi dung lai dugc trién khai theo huéng kién tao trai
nghiém va giit chan sy quan tAm clia ngudi xem trude khi dan ho t6i hanh vi mua.
Céc chién dich thuong duge dung quanh nhimg nhu cau hoic van dé ma khach ban
tam, roi méi khéo 1éo cai san phém vao ndi dung madt cach ty nhién. O day, video
ngan lo viéc hit cha y, goi cam himg hay ndi rong do tiép can, con livestream lai dam
viéc ting twong tac va thuc ddy hanh vi mua theo thoi gian thyc. Vi ndi dung duoc
san xudt lién tuc va bién ddi rat nhanh, chién dich truyén thong trong shoppertainment
doi hoi do linh hoat cao, ddng thoi phai gitr duoc sy an khép giira muyc tiéu thuong
mai voi trdi nghiém ngudi dung.

b. Phan khuc khéach hang

Trong moi truong shoppertainment, viéc phan khuc khach khong chi dua vao

cac tiéu chi nhan khau hoc nhu tudi tac, gidi tinh hay thu nhap, ma con gan vi cach
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nguoi xem tiép cin nodi dung va dong co tidu ding ciia ho. Pa 16n manh cta cac nén
tang s6 cho phép doanh nghiép cham téi khach dya trén so thich, hanh vi tuong tac
va nhu cau cam xtac. Hé qua 1a nodi dung shoppertainment thuong dugce dung theo
nhiéu hudng dé vira van v6i ting nhom ngudi xem riéng: ¢6 nhom thién vé tinh giai
tri va trao luu, lai c6 nhdm coi trong trai nghiém thuc té hodc tinh ung dung cta san
pham. Trong d6, video ngan thuong lo viéc ndi do tiép can tdi cac nhém khac nhau
qua thuat todn phan phéi, con livestream tao diéu kién dé doanh nghiép tuong tac truc
tiép va diéu chinh cach truyén tai theo phan hoi thuc té ngay trong luc phat song.

c. Quan tri kénh

Quan tri kénh trong shoppertainment 13 viéc t6 chirc va diéu phdi hoat dong
ndi dung trén cic nén tang sb sao cho t6i uu duoc ca kha niang tiép can 1an chuyén
d6i khach. Mdi nén tang — TikTok, Facebook hay Shopee Live — déu c6 nét riéng
vé hanh vi nguoi dung, co ché phan phdi ndi dung va hinh thirc twong tac. Vi thé,
doanh nghiép budc phai phan bo ngudn lyc hop 1y giita cac nén tang, gdm ngudn luc
ndi dung, nhan sy van hanh, quang céo va ha ting k¥ thuat. Video ngan thuong duoc
dung dé néi rong d6 phu va tang sirc lan truyén, con livestream doi hoi mirc phdi hop
van hanh cao hon vi gan tryc tiép voi tuong tac thoi gian thuc, xir Iy don va trai
nghiém mua sam. Ngoai ra, quan tri kénh con lién quan toi kha ning dong bo giita
ndi dung, ban hang va van hanh don dé giit cho trai nghiém khach duoc lién mach
xuyén sudt.

d. B quy chuan noi dung

Trong shoppertainment, ndi dung duoc san xuat voi tin suat day va phat lién
tuc trén nhiéu nén tang, nén viéc dung mot hé thong dinh hudng noi dung théng nhat
dong vai tro quan trong khi van hanh. B6 quy chuan ndi dung duoc hiéu 1a tap hop
cac nguyén tic giup dinh hinh phong cach thé hién, hinh anh thuong hiéu va cach
truyén tai thong diép trong toan bo hoat dong. Viéc chuan héa nay gitip doanh nghiép
gitr dugc su nhat quan khi trién khai, d@)ng thoi bot 1€ thude vao nang lyc cua ting ca
nhan san xuat ndi dung. Vi video ngan, bd quy chudn thuong xody vao cau trac ndi

dung, cach dyng diém thu hat mé dau, hinh thic thé hién va cach cai san pham vao
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ndi dung; con vai livestream, ndi dung lai dugc chuan hoa theo kich ban phat song,
cach tuong tac v6i nguoi xem va quy trinh ban hang dién ra theo thoi gian thye.
Nhin chung, bn cau phan — chién dich truyén thong, phan khiic khach hang,
quan tri kénh va bd quy chuan ndi dung — gin bé khing khit voi nhau trong subt qua
trinh van hanh shoppertainment. Pay 14 nén tang dé doanh nghiép trién khai hoat
dong mot cach co hé théng, dong thoi mé dudng cho viéc danh gia va phan tich thyc

trang shoppertainment & nhiing phan tiép theo ciia d¢ an.
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TIEU KET CHUONG 1

Chuong 1 di trinh bay mot cach c6 hé thong nhiing van dé 1y luan nén tang
xoay quanh hoat dong shoppertainment trong bbi canh thuong mai dién tir hién dai.
Qua viéc téng hop cac khai ni¢m vé thuong mai dién tir va shoppertainment, chuong
d3 1am sang to ban chit ctia md hinh hoa quyén giita noi dung véi thuong mai — noi
trai nghiém, cam xuc va tuong tac giir vi tri trung tim trong viéc chi phdi hanh vi tiéu
ding. Cung v6i d6, chuong cling dé ra mot hé tiéu chi danh gia hiéu qua
shoppertainment, tap trung vao nhiing khia canh chii chét nhu mirc d6 twong tac, kha
ning chuyén doi, tac dong t6i doanh thu va mirc hai long cua khach hang, rdi khai
quat hoa mé hinh quan 1y va van hanh cua hoat dong nay. Tat ca tao nén co sé quan
trong dé do ludng va danh gia thuc trang tai doanh nghiép trong cac chuong ké tiép.

Qua viéc nghién ctru 1y luan két hop tham khao cac bao céo thi truong, xu
huéng phat trién cua shoppertainment da dugc 1am rd, tir d6 cho thdy day khong don
thuan 1a mot cong cu hd tro ban hang ma dang dan vuon 1én thanh mdt mé hinh kinh
doanh cot 16i cua thuong mai dién tir. Nhimg nén tang 1y luan va khung phan tich
dung nén ¢ Chuong 1 s& 1 diém tua dé tac gia budc vao phan tich thuc trang hoat

dong shoppertainment tai Cong ty TNHH Sépital & Chuong 2.
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CHUONG 2: THU'C TRANG HOAT PONG
SHOPPERTAINMENT TAI SAPITAL

2.1. Tong quan vé Sapital
2.1.1. Lich si¢ hinh thanh, téng quan thwe trang kinh doanh

Sapital thanh 1ap ngay 17 thang 05 ndm 2023 dudi hinh thuce phép 1y hd kinh
doanh, chuyén cung cap cac san pham sap vudt toc cho nam. Ban dau, hinh thirc ho
kinh doanh dugc chon nho sy linh hoat va tha tuc gon nhe. Song, nhim t&i muc tiéu
phat trién dai hoi, dén ngay 12 thang 01 nam 2026, don vi da quyét dinh chuyén sang
mo hinh Cong ty TNHH. Linh vuc hoat dong chinh ciia doanh nghiép 1a phan phdi,
ban 1é my pham cho nam gigi. Tir nim 2023 dén nay, nho thich ing nhip nhang véi
cac nén tang thuong mai dién tir, doanh nghiép da c6 budc tién vuot bac ca vé quy
mo 14n doanh sd.
- Tén dang ky hoat dong kinh doanh: Cong ty TNHH Sapital
- Pia chi: 47TT21 Hoang Pon Hoa, KPT Vin Phi, Phuong Kién Hung, Thanh phd
Ha No1, Viét Nam.
- S6 dién thoai: 086.995.8088

- E-mail: Info@sapital.vn

- Website: sapital.vn
Danh sach cac kénh ban hang:
Nén tang Shopee:

1. https://shopee.vn/sapital vn

2. https://shopee.vn/sapitalgrooming

3. https://shopee.vn/sapitalstore
Nén tang Tik Tok:

1. https://www.tiktok.com/(@sapital.official

2. https://www.tiktok.com/@sapitalsouthside
Nganh nghé kinh doanh:

e Dai ly, moi gidi, dau gia (loai trir hoat dong dau gia)


mailto:Info@sapital.vn
http://sapital.vn/
https://shopee.vn/sapital_vn
https://shopee.vn/sapital_vn
https://shopee.vn/sapital_vn
https://www.tiktok.com/@sapital.official
https://www.tiktok.com/@sapitalsouthside
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e Ban budn thuc pham: Ban budn thyc pham chic ning, bao gém: thuc pham
bo sung, thuc phém bao vé surc khoe, thuc ph'flm dinh dudng y hoc.

e Ban budn dd dung khac cho gia dinh: Ban budn sap vudt toc; ban budn nude
hoa, nuéc thom, dau thom; ban budn my ph'flm (son, phén, kem dudng da, my
pham trang diém...); ché pham vé sinh (xa phong, dau goi, sita tim, khtr mui,
khin gidy, ti gidy...); ban budn dd dién gia dung (mdy siy toc...).

e Ban budn tong hop: Ban 1¢ d6 dién gia dung, givong, ta, ban, ghé va dd nodi
that twong tu; dén va bo dén dién; d6 dung gia dinh khac chwa duoc phan vao
dau trong cac cura hang chuyén doanh.

e Ban 1¢ thudc, dung cu y t&, my pham va vat pham vé sinh trong cac ctra hang
chuyén doanh: Ban 1é sap vuét toc; nude hoa, nudc thom; my pham (son, phan,
kem, trang diém...); vat phém vé€ sinh (dﬁu 201, stra tdm, khan giéy...).

e Ban 1¢ hang hoa khac méi trong cac ctra hang chuyén doanh (loai trir vang,
bac, da quy, sung, dan, tem va tién kim khi).

e Hoat dong tu van quan 1y (trir tu van phap luat, ké toan, kiém toan).

e Quang cao: T6 chuc gidi thidu va xuc tién thwong mai (trir hop béo).

e Hoat dong dich vu trung gian cho cac hoat dong dich vu hd tro kinh doanh
chua dugc phan vao dau (trr trung gian tai chinh).

e Hoat dong dich vu hd trg kinh doanh khac con lai chua dugce phan vao dau:
Xuat nhap khau cac mit hang cong ty kinh doanh.

2.1.2. Co ciu bg mdy té chirc

Tinh dén hién tai, Sapital c6 quy mo nhan sy 45 nguoi — trong d6 25 nguoi
lam toan thoi gian va 20 ngudi ban thoi gian — va van hanh theo co cdu to chirc nhur
sau:

Giam dbc: Nguoi chiu trach nhiém sau cung vé huéng di ciia Sapital — tir
viéc chon nhap phan phdi dong san pham nao, c6 chuyén sang 1am thuong hiéu riéng
hay khong, cho t6i cac quyét dinh 16n vé ngan sach quang céo va mé rong kho bai.
Pay ciing 12 nguoi quyét dinh thoi diém chuyén d6i ho kinh doanh thanh cong ty
TNHH dau nam 2026.
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Ph6 Giam ddc: Tryc tiép diéu hanh cac hoat dong hang ngdy, bao dam nhiing
dinh hudng tir Gidm ddc duoc cac bd phan thyc thi dung tién do. O quy mo 45 ngudi
v6i nhip van hanh nhanh cua ban hang da kénh, vi tri ndy déng vai tro gin két giira
khéi noi dung, khéi livestream va khéi kho vén.

Trudng phong Marketing/Ban hang: Phu trach toan by mang tao doanh thu —
1én ké hoach noi dung, diéu phéi lich livestream, quan 1y quang c4o trén TikTok Shop
va Shopee, dong thoi theo ddi sat cac chi s6 ban hang theo timg kénh dé diéu chinh
kip thoi.

Truéng phong Ké toan: Lo phéan tai chinh cua doanh nghiép, gom ddi soat
doanh thu gifta cac san, kiém soat cong no v4i nha cung cap, xir Iy nghia vu thué va
bao c4o cho ban linh dao vé dong tién ciing nhu bién lgi nhuén theo timg dong hang.

Trudng phong Kho van: Dam nhan khau hau cin — quan 1y ton kho giita kho
Ha Nbi va kho phia Nam, xir 1y don theo khung gid dong géi c¢b dinh va phdi hop véi
cac don vi van chuyén dé gitr ty 18 giao diing han ¢ mtc cao.

B6 phan Hanh chinh — Nhéan sy: Tuyén dung va dao tao nhan sy cho ca hai
khéi toan thoi gian va ban thoi gian (dic biét 1a doi host va content sale von bién dong

cao), quan ly luvong thudng va duy tri méi trudng lam viée 6n dinh.

Téng giam dbc

Phong kinh doanh —[ Phong Marketing ] —[ Phong Van hanh ] —[ Phong Kho van J —[ Phong Ké toan ] [ Phong HCNS ]

Khéi Séng tao Vian hanh L
Kinh doanh ndi dung nén tang Giam sét K& toén
ban budn Mang xa hoi San TMPT kho Ha Néi ban hang
Cham s6c Gidm sit kho Ké toan
khach hang T.P H6 Chi Minh > ndi by

Hinh 2.1. So db t6 chtrc bo méy cua Sapital

Khéi
—| Kinh doanh
ban lé

(Nguén: Tdc gid tong hop)
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2.1.3. Téng quan thuc trang kinh doanh

Trong giai doan 2023-2025, Sapital da git dugc nhimng két qua kinh doanh

dang ghi nhan, thé hién qua cac sb liéu vé doanh thu, chi phi va ) lugng don hang

trén tung kénh ban.

Bang 2.1. Két qua hoat dong kinh doanh ctia Sapital giai doan 2023-2025

Pon vi: dong

Ty I¢ tang Doanh thu tirng kénh
< 2 truon
am Tong doanh thy 50 V6 ngém Shopee TikTok Shop Kénh,bén
trugce khac
2023115.115.805.997 - 2.887.078.822 |11.819.363.054| 409.364.121
2024139.607.543.874| 162,03% | 18.296.462.743 |19.646.962.031|1.664.119.100
2025(92.033.757.670| 132,36% | 38.529.035.552 |48.387.859.718|5.116.862.400

(Nguon: Bdo cdo tong hop sé liéu Sapital nam 2023-2025)

Qua tirng nam, doanh thu ctia doanh nghiép di 1én lién tuc véi toc do cao, cho

thdy da phét trién rd rét trong hoat dong kinh doanh. Néu nim 2023 doanh thu chi
quanh mtc 15,1 ty dong thi sang nam 2024 d4 nhay 1én 39,6 ty dong, tirc ting hon
162% chi sau mot nam. Dén nam 2025, chi tiéu nay lai bt pha tiép, dat 92 ty dong
— nhiéu hon nam lién trudc chimng 132%. Binh quan toan giai doan 2023-2025, kénh
ban chu Iyc van 1a TikTok Shop vé&i khoang 54% tong doanh thu. Du vy, so v6i nim
2023 thi ty trong nay dang thu hep dan, mot dau hiéu cho thay co ciu kénh ngay cang
duoc dan trai va can béng hon, ma dong lyc chinh dén tir da vuon 1én cua Shopee
thoi gian gan day. Co thé thdy da ting doanh thu cta doanh nghiép song hanh chit
ch€ vdi nhip phat trién clia cac san thuong mai dién tir, dac bi¢t & nhirng nén tang co
tich hop ndi dung nhu TikTok Shop. Vao Viét Nam mudn, mai tir nam 2022, vdy ma
ngay trong nim 2023 TikTok Shop di leo 1én vi tri 4 quan vé doanh thu — chi ding
sau Shopee — va duy tri th hang iy dén tan bay gio. Riéng nam 2024, Shopee ghi
nhiéu diu 4n trong viéc ca nhan hoa trai nghiém mua sim; bao cdo cta chinh nén tang
cho biét nguoi dung da bo ra téi 260 triéu gio dé xem cac chuong trinh mua sam giai

tri trén Shopee Live va Shopee Video — con s6 ndi lén strc hap dan rat 16n cua céac
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tinh nang nay. Pén dau xu thé do, riéng kénh Shopee ctia Sapital naim 2024 dat mirc
tang t6i 534% so v&i nam 2023, minh ching cho viéc doanh nghiép da bat nhip tot
lan séng moi.
2.1.4. M6 hinh vin hanh, déi twong khdch hang muc tiéu va kénh phin phdi chii yéu.
a. MO0 hinh van hanh

Doanh nghiép chay theo mé hinh béan 1¢ thuwong mai dién tr da kénh, & d6 cac
hoat dong dugc sap quanh mot chudi gia tri khép kin: marketing — ban hang — xir ly
don — cham soc khach hang. Cu thé, bod phan Marketing/Ban hang dam nhan viéc tao
nhu cau va thic doanh sé qua quang cdo, sang tao ndi dung va livestream ban hang
trén cac nén tang s6. Mdi khi ¢6 don phat sinh, b phan kho van lo viéc xu 1y don,
kiém soat ton kho va giir dung tién do giao hang. Cung lac, bd phan chiam séc khach
hang dén nhén, xt 1y cic yéu ciu va phan hdi ¢ ca ba khau trudc, trong va sau ban
dé nang trai nghiém mua sam. Bo phan ké toan lo quan 1y dong tién, dbi so4t doanh
thu, d6i chiéu cong ng va giir cho tai chinh minh bach. Sau cting, bo phan hanh chinh
— nhén sy dong vai hau thuin van hanh, bao dam ngudn lyc con ngudi va moi truong
lam viéc On dinh.

b. Pdi twong khach hang muc tiéu

Tép khach muyc tiéu ciia doanh nghiép phan 16n 1a nam gi6i trong khoang 18
dén 30 tudi, sdng & cac d6 thi — noi mirc d6 tiép xuc voi xu hudng thoi trang va lam
dep kha cao. Pay 1a nhém tré trung, ning dong, quen mua sam tryc tuyén va ranh
cong nghé, hay lui t6i ca cac nén tang mang xa hoi 1an san thuong mai dién tir khi
tim hiéu va ra quyét dinh. Nhém nay ciing chiu anh hudéng manh tir cac KOL hay
nhitng guong mit c6 phong cach khép v6i hinh anh ho theo dudi. Nhin chung, hanh
vi tiéu dung ctia ho dién ra nhanh, linh hoat va kha nhay véi cac chuong trinh khuyén
mai, uu dai.
2.2. Thuc trang hoat dong Shoppertainment ciia Sapital
2.2.1. Gidi thiéu hoat dong Shoppertainment cua Sapital

Trén co so khung 1y luan va h¢ tiéu chi danh gia da trinh bay ¢ Chuong 1,

Chuong 2 di vao phan tich thyc trang hoat dong shoppertainment tai Sapital. Viéc
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phan tich duoc trién khai theo bon nhom tiéu chi chinh: chét lugng twong tac va thoi
gian xem; ty 1& chuyén doi; tac dong dén doanh thu va hiéu qua quang cao; chit luong
trai nghiém va sy hai 1ong ctia khach hang. Cach tiép can nay giup bao dam sy thong
nhat giita co so 1y luan va phan danh gia thuc tién.

Ngay tir budi dau thanh 1ap nim 2023, khi van con 1a ho kinh doanh, Sapital
d3 bat tay vao hoat dong shoppertainment. Tt thoi diém d6, doanh nghiép di chon
cach dit noi dung 1am nén tang thay vi trong cdy hoan toan vao quang cio theo 16i
cii. Lya chon nay phan nhiéu xuit phat tir bdi canh thi trudng khi dy: TikTok Shop
moi gop mit tai Viét Nam ma chua c6 may nha ban khai thac bai ban, dé ngé co hoi
cho nhiing nguoi dén sém dam tao loi thé canh tranh bﬁng ndi dung va strc lan toa tu
nhién. Trai v6i thuong mai dién tir kiéu truyén thong von dya vao viéc khach chu
dong tim kiém trén san, doanh nghiép ngay tir dau da di theo huéng "ban hang qua
ndi dung" — khong ngbdi doi khach ty dén ma chi dong khoi nhu cau bang video va
livestream. Cach tiép can nay an khdp véi xu thé tiéu dung méi, khi théi quen mua
sam Chuyén dan tir "tim kiém" sang "kham pha", nhét 1a trén mang xa hoi. Pén nay,
shoppertainment cia doanh nghiép da trai rong trén ca TikTok Shop 1an Shopee, véi
cac hinh thirc cha dao gom video ngan va livestream. Trong d6, video ngan gitr vai
tro ¢t 161 va mang vé ty trong doanh thu cao nhat. Noi dung video bam vao trai
nghiém thuc véi san phém, thé hién qua cac dang review, bién hinh kiéu toc, ddi chiéu
trudc — sau hay so sanh giita nhitng mén ctung phan khiic, gitip nguoi xem dé hinh
dung hiéu qua va day nhanh viéc ra quyét dinh. Trén kénh TikTok chinh
"sapital.official", doanh nghiép giit nhip diing tai trung binh khoang 3 video mdi ngay,
song song d6 con phat trién hé théng ndi dung theo nhiéu nhanh. Cu thé, kénh "Cuong
Sap" c6 khoang 70.000 ngudi theo doi dugce dung theo hudng ca nhan hoa, ddm nhan
vai tro guong mat dai dién thuong hi€u; kénh "An Blue" véi chung 20.000 nguoi theo
ddi huéng vao nhém nguoi choi toc, chuyén thir cac kiéu toc xu hudng va chia sé
kién thirc trong nganh; trong khi kénh "Long Phé C6" khoang 4.500 nguoi theo doi
lai nhdm t&i chuyén d6i truc tiép ngay trén video. Viéc xé nho ndi dung theo timg

nhém vira néi rong do phii vira toi uu hiéu qua ban trén moi tép khach. Canh méang
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video, livestream ciing duoc day véi cuong do 1n, trung binh tim 20 gid mdi ngay,
do mot doi 9 nhan sy ban thoi gian luan phién van hanh ca tuan tir tht Hai dén Chu
nhat trén ca TikTok 1an Shopee. Kich ban va ndi dung mdi phién live déu qua tay
truong bd phan kiém soat dé giir tinh nhat quan trong tu van, ban hang. Viéc ding
doi ngili ndi bd thay vi thué ngoai gitip doanh nghi€p chu dong hon khi van hanh va
siét dugc chi phi. Bén canh d6, doanh nghiép con chay hinh thirc affiliate marketing
(tiép thi lién két) bang cach bat tay voi cac KOC trén nén tang: ho tu 1am ndi dung
gan voi san pham roi huong hoa hong theo doanh thu phat sinh tir cac lién két ban
hang. Cach nay vira néi pham vi tiép can vira muon dugc uy tin cia nhitng ca nhan
c6 anh huong ma khong ddi thém bao nhiéu chi phi ¢ dinh. V& t6 chiic,
shoppertainment tai Sapital chay theo co ché nhiéu bo phan phdi hop. Truéng phong
Marketing/Béan hang cung Ban Giam ddc vach chién luge chung; ddi content sale truc
tiép 1én kich ban video dudi su dan dit cua truong bo phan, con bo phan livestream
chay cac phién ban theo quy trinh da chuan hoa. Bo phan van hanh san dong vai mat
xich két ndi — lo thiét 1ap san pham, dung chuong trinh wu d3i, quan quang co va
bat tay voi cac bo phan ndi dung dé t6i uu chién dich. Hét mdi chién dich, cac bd
phan lai ngdi lai mo xé két qua rdi diéu chinh dé cai thién chi s6 van hanh. Xét hi¢u
qua, shoppertainment gid 1a try cot trong co cdu doanh thu, trong d6 TikTok Shop
chiém khoang 60% tong doanh thu. Tach theo ting hinh thirc, video ngin dong gbp
khoang 40% doanh thu, livestream khoang 10%, phan con lai dén tir nhitng don phat
sinh qua tim kiém tryc tiép trén san. Diéu d6 cho thiy noi dung video dang la dong

luc 16n thiic ddy hanh vi mua va rat hop véi xu hudng phat trién.
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Kénh bin Facebook Kénh Livestream
10%

Kénh bén tryc tiép
o

Kénh Video

Thé san phim
< 40%

38%

Hinh 2.2. Co cu doanh thu theo céc kénh trong nim 2025
(Nguon: Tdc gid tong hop)

Mot nét dang chit ¥ trong cach doanh nghiép trién khai 1a noi dung khong ning
tinh quang céo thuan tiy ma bam vao trai nghiém ca nhan, goi cam giac gan giii va
that. Nhiing ndi dung gidu cam xuc hodc khoi ra tranh ludn thuong hat muc tuong tac
cao hon, nho vay dé lan di hon. Cung lic, doanh nghiép lién tuc bét nhip cac trao luu
ndi dung trén nén tang dé giir hiéu qua tiép can va chuyén d6i. Nhin chung, hoat dong
shoppertainment & day dugc trién khai nhat quan ngay tir dau roi dan hoan thién theo
huéng chuyén mon hoa; su két hop gitta ndi dung, van hanh va nén tang phan phbi
da giup doanh nghiép gy dung loi thé canh tranh va gitr vitng nhip ting trudng gitra
mot thi trudng thuong mai dién tir ngay cang khoc liét.
2.2.2. Pdnh gid chit lwong twong tic va thoi gian xem
2.2.2.1. Danh gia thoi gian xem

Trong shoppertainment, livestream khong thudn 14 kénh ban ma con 1a mot
khong gian twong tac thoi gian thuc, noi ndi dung, cdm xuc va hanh vi mua dién ra
cung lac. Vi thé hiéu qua livestream phai dugc nhin da chiéu, vé6i hai chi s6 16i: thoi
gian xem trung binh va chat luong tuong tac. Vé thoi gian xem, dit liéu tai Sapital
cho mirc binh quan khoang 76,92 gidy — vuot xa con sd chimg 54 gidy ciia cc san
thwong mai dién tir truyén thong. Khoang cach niy vira phan anh stc hat ban dau,

vira cho thdy kha ning giit sy cht ¥ clia nguoi xem xuyén sudt phién tuong tac. Thoi
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gian xem dai la tin hi¢u nguoi ti€u dung da roi vao trang thai “dam chim” trong noi
dung, don tam tri cho trai nghiém va it bi phan tam bdi yeu to bén ngoai.

Thoi gian xem trung binh (gidy)

160
140
120
100

80

149
137
94
67 o
60 43 53
- . e 38 « 40
Taai
- Thang 1 Thang 2 Thang 3 Thing4 Thang5 Thang 6 Thang7 Thang8 Thiang 9 Thang 10 Thang 11 Thang 12
Hinh 2.3. Thoi gian xem trung binh mdi phién livestream theo thang ctia Cong ty
trong nam 2025
(Nguén: Tdc gid tong hop)

Dic thi san pham chinh 1a mét trong nhitng yéu td then chdt gitip kéo dai thoi
gian xem tai Sapital. O nhoém my pham nam nhu sap vudt toc, viéc khach chét mua
thuong di kém khau tu van rat riéng cho timg ngudi, phu thudc vao hang loat yéu t:
chét toc, kiéu toc, muc dich su dung cho téi ti tién cia khach. Boi thé, cac trao d6i
trong phién live kho ma goi gon trong vai thong tin chung chung, ma can dugc dan
dat thanh cudc ddi thoai truc tiép, ti mi va c6 chiéu sau. bung dac diém éy khién mdi
khach ¢ lai 1au hon, niém tin theo d6 tang 1én con rao can tam ly trude khi mua thi
giam xudng. Ngoai ra, sb liéu thuc té con cho thay thoi gian xem vot 1én bat thuong
vao thang 6 va thang 7, vuot mdc 140 gidy. Co thé giai thich hién tuong nay bang su
cong hudng giira yéu t6 thi truong va hanh vi tiéu dung: vong doi sir dung san pham
ctia doanh nghiép trung binh roi vao khoang 3 dén 4 thang, nén nhu cdu mua lai don
vé giita ndm (san pham vén hat khach dip Tét); cung lic d6, gitta nam lai tring cao
diém muia hé — thoi tiét va sinh hoat ctia tép khach muc tiéu 1a nam gi6i tré lam ting
nhu cau dung céc san pham tao kiéu toc. Cong don nhing yéu t6 trén, mirc d6 quan

tam va thoi gian tuong tic ciia ngudi xem trong cac phién live dugce day 1én cao.
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2.2.2.2. Pdnh gid chit lwong twong tic

Cung voi thoi gian xem, chat luong twong tac 1a chi sd quan trong cho biét
murc tham gia thuc chat cia nguoi dung trong shoppertainment. Nhuw Chuong 1 da
néu, cac hanh vi tuong tac khong dong gia tri: tha thich thudng chi 1a sy ghi nhan tirc
thoi, con binh luan hay trao d6i truc tiép doi hoi ngudi dung dan sau hon vao nodi
dung. Vé dinh lugng, Sépital tinh ty 1¢ twong tic dua trén luot xem — hop véi co ché
phan phdi noi dung ciia TikTok; theo Socialinsider (2025), cach tinh nay phan anh
sat hon muc tham gia thyc té. Phan tich dit liéu 365 ngdy gan nhét cho thay ty 1¢
tuong tac trung binh cua Sapital quanh 0,99%.

sapital.official = Hé thong phan phéi sap vuét téc Sépital
‘‘‘‘‘‘ Lugt thich 532K - Follower 33K - Da follow 26

S& liéu chinh > 60 ngay gan nhat v

Lugt xem video Lugt xem hd sd Lugt thich Binh luan Lugt chia sé Phan thudng uéc tinh

&M 30K 69K 656 33K $1.01

A

N

e WS U S e N
Hinh 2.4. Thoi gian xem, lugt twong tac trén kénh Tiktok cua Cong ty
(Nguon: TikTok Studio (2026), truy xudt ngay 25/03/2026)
Trong khi do6, Socialinsider (2025) ghi nhan cac kénh c6 10.000—50.000 nguoi
theo doi dat ty 1¢ twong tac trung binh 3,9%. Dat canh chuan nay, muc cua Sapital
kha thap, va so v6i ndi dung thién giai tri hay d& lan truyén thi luong tuwong tac doanh
nghiép tao ra chua 1én. Mot phan do chinh dinh hudng ndi dung: khac cac kénh ning
giai tri, ndi dung Sapital nghiéng vé tu van va ban hang. Vi mat hang nhu sép vubt
toc — lya chon phuy thudc chét toc, kiéu toc, nhu ciu dung — nguoi xem thuong dat
cau hoi cu thé va cho 10i dap khop tinh hubng riéng. Du vy, ty 18 twong tac thip van
dang luu tAm: ndi dung hién c6 thé dang dén qua nhiéu vao ban hang ma chua tn

dung cac yéu té kich thich twong tac nhu chat gii tri hay viéc tao tinh hudng moi
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ngudi xem gop y. Khi TikTok von 1a nén tang dam tinh giai tri, cAn bang giira thong
tin va yéu to kich thich tuong tac 1a diéu can thiét néu muén mé rong do phi.
Tuu trung, dit liéu cho thiy twong tac tai Sapital c6 chiéu sdu va gan kha chat voi
hanh vi mua, nhung van con du dia cai thién. Diéu d6 dit ra yéu cau diéu chinh chién
lugc ndi dung linh hoat hon — vira gitr gia tri tu van, vira tang suc hut va moi goi
nguoi dung tham gia & quy mo 16n hon.
2.2.3. Ty Ié chuyén doi tiv cdc hoat dpng

Ngoai thoi gian xem va mirc tuong tac, ty 1& chuyén doi 1a thude do truc tiép
cho hiéu qua kinh doanh cuia shoppertainment, vi n6 cho biét doanh nghiép bién su
chu y ctia ngudi dung thanh don hang thuc dén dau. Trén méi trudng thuong mai dién
tir gan mang xa hoi, chi s6 nay khong chi do nhu cau san c6 ciia khach quyét dinh ma
con chiu chi phéi manh tir ndi dung, hinh thirc tuong tac va trai nghi€ém mua dugc tao
ra trong ltc tiép can. O dé an nay, ty 1é chuyén d6i dugc do qua chi sé CTR — phan
nguoi dung mua sau khi d thé hién quan tim bang ct nhap vao san pham. Cach do
nay hop véi dic thu TikTok, noi viéc xem ndi dung va viéc mua khong xay ra dong
thoi ma tach thanh nhiéu ching trong hanh trinh tiéu dung.
Bang 2.2. So sanh ty 16 CTR dua trén mdi hinh thirc ban hang gitta thang 2 va thang

32026 trén nén tang Tiktok

Hinh thirc Thang 2 (%) Thang 3 (%)

Livestream 5.71% 4.84%

Video ngan 2.24% 2.15%
Thé san pham 1.27% 0.89%

Nguon: Tdc gia tong hop

Két qua phan tich cho thdy, trén TikTok, ty 1é chuyén doi tir livestream dat
khoang 5,71% trong thang 2 va 4,84% trong thang 3, con video ngan lan luot dat
2,24% va 2,15%. Trong khi d6, ty 1& chuyén doi tir thé san pham (hinh thirc trung bay
truyén thong) chi dimg & 1,27% va 0,89% — mot khoang cach déng ké gitra cac hinh



34

thire tiép can. Pidu nay cho thiy cac hoat dong shoppertainment, nhét 13 livestream,

c¢6 kha ning thuc ddy hanh vi mua hiéu qua hon han so véi hinh thtrc ban thu dong.

Bang 2.3. So sanh ty 16 CTR dua trén mdi hinh thirc ban hang gitra thang 2 va thang
3 2026 trén nén tang Shopee

Hinh thirc Thang 2 (%) Thang 3 (%)

Livestream 15.79% 15.94%

Video ngan 6.21% 5.98%
Thé san pham 2.43% 2.17%

Nguon: Tdc gia tong hop

Budc sang Shopee, khoang cach cang 16 1d: ty 1¢ chuyén doi tir livestream 1én

to1 chung 15,79% trong thang 2 va 15,94% trong thang 3, trong khi video dat 6,21%
10i 5,98%. Dit canh ngudng chuyén d6i thuong thay cua thuong mai dién tir truyén
thong — von chi quanh 1-3% theo cic nghién ctru tong hop — thi rd rang
shoppertainment trén Shopee dang cho hiéu suat chuyén doi rat cao. Con TikTok gitr
mirc chuyén doi trung binh, ding ban chat mot nén tang nghiéng vé kham pha va giai
tri. Su léch nhau giita hai san c6 thé truy vé hanh vi nguoi dung trong
shoppertainment: TikTok thién vé khoi m& nhu cau va gdy dung nhan thirc ban dau
qua video, livestream; con Shopee méi 1a noi khach chdt don nhd hé théng gia,
voucher va trai nghiém mua da quen thudc. Hiéu cach khéc, hanh trinh tiéu ding dang
tach 1am hai ching — "kham pha — thuyét phuc" roi méi téi "ra quyét dinh — mua
hang" — chir khong don vao mot diém cham duy nhat. DAu vay, ciing phai thira nhan
ty 1é chuyén doi trén TikTok tuy khong thap nhung van kém mot s hinh thirc ban
tryc tiép. Do khong han 13 ddu hiéu kém hi¢u qua, ma xuét phat tir dic thu nén tang
— noi ngudi dung tiép can ndi dung chil yéu dé giai tri, kham pha chir chwa dinh mua
ngay. Thém nira, ndi dung ciia Séapital hién thién vé tu van chuyén sau, c4 nhan hoa,
diéu gitip nang chat tuong tic song ciing c6 thé lam cham téc d6 chuyén d6i khi trién
khai & quy mé 16n. Nhu vay, ty 1é chuyén d6i tai Sapital phan 4nh dung ban chit mo

hinh shoppertainment: TikTok ddm nhén viéc tao nhu cau va khoi su quan tam, con



Shopee t6i ru khau chuyén d6i va chdt giao dich. Boi vay, khong nén danh gia hiéu
quéa shoppertainment trén mot nén tang don 1é, ma phai dit n trong tong thé hanh
trinh khéach hang da kénh.
2.2.4. Tdc déng ciia hoat dpng shoppertainment dén doanh thu va hiéu qud quding
cdo

Két qua phan tich cho thdy shoppertainment dang giit vai tro trung tim trong
co ciu doanh thu cua Sapital. Cu thé, doanh thu dén tr cac hinh thirc ni dung nhu
video ngin va livestream chiém khoang 50% tong doanh thu (d4 dé cép ¢ chuong
trude), cho thdy ddy khong con 1a kénh hd trg ma d tro thanh tru cot chinh trong hoat

dong kinh doanh.

Live stream
22%

Video

Thé san pham
76%

s Livestream = Video = Thé san phim

Hinh 2.5. Co cu doanh thu kénh Shopee nam 2025
(Nguén: Tdc gid tong hop)
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Thé san pham
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= Livestream = Video = Thé san phim

Hinh 2.6. Co ciu doanh thu kénh Tiktok nam 2025

(Nguén: Tdc gid tong hop)

Mit khac, ngudn thu tir shoppertainment cta Séapital khong bi cudn theo cac

chién dich ngén han ma gitr dugc su 6n dinh nho dong ndi dung va livestream chay
lién tuc. Piéu d6 chung t6 doanh nghi€p da dung nén mdt bo may van hanh sinh
doanh thu déu tay, thay vi chi tréng chd vao nhitng "diém bung nd" mua vu hay dot
khuyén mai. Soi vao timg nén tang, vai trd cta shoppertainment ciing phan hoa 1. O
TikTok, doanh thu phu thudc nhiéu vao hoat dong ndi dung khi video cung livestream
chiém phan 16n ty trong, qua d6 dé 16 chirc nang din dit nhu ciu va thuyét phuc khach
clia nén tang nay. Vé khia canh tai chinh trong Quy 1 nim 2026, cac chi s6 ROAS
mot 1an nita khang dinh dong gop cuia shoppertainment vao viéc tao gié tri kinh doanh:
ROAS binh quéan trén TikTok Shop vao khoang 16, vuot khéa xa con s6 11 ghi nhan
& Shopee. Mirc chénh nay phan anh khéc biét rd vé hiéu qua quang cio gitta hai nén
tang. ROAS cao trén TikTok cho thdy nén tang tan dung t6t ndi dung dé ha chi phi
quang cdo, nho co ché phan phdi theo thuat toan cung kha ning cham t&i ca nguoi
ding ngoai tép theo ddi, gitip doanh nghiép thu vé luong chuyén doi dang ké véi chi

phi trén mdi don thap hon.
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Bang 2.4. So sanh hiéu qua quang céo giita 2 nén tang trong thang Quy 1 nam 2026

Pon vi: dong

Théang Nén tang Doanh thu Chi phi quang céo ROAS
Tiktok Shop  6.417.553.531 395.500.000 16,23

Thang 1
Shopee 3.783.643.789 314.300.000 12,04
Tiktok Shop  6.842.349.727 425.700.000 16,07

Théng 2

Shopee 4.380.485.002 350.400.000 12,5

Tiktok Shop  3.668.099.137 233.900.000 15,68

Théng 3
Shopee 2.734.426.506 236.800.000 11,55

Nguon: Tdc gia tong hop
Nguoc lai, chi s6 ROAS thap hon trén Shopee khong dong nghia véi hiéu qua
kém, ma phan anh dac diém ctia mot nén tang thuong mai dién tr noi hanh vi mua
thuong mang tinh chu dong va canh tranh cao hon. Trong méi truong d6, quang cao
giir vai tro hd trg hién thi va thac déy quyét dinh mua, song hi¢u qua con phu thudc
vao nhiéu yéu td khac nhu gia ban, muc d canh tranh va hanh vi so sanh ctia nguoi
tiéu dung. Vi vay, chi phi quang céo trén Shopee c6 thé cao hon dé dat cung mot don
hang, kéo ROAS xudng thap khi chi xét riéng yéu t6 quang céo. Du viy, can luu y
rang hiéu qua cao cua shoppertainment khong chi dén tir viéc t6i wu chi phi ma con
tir kha nang rat ngan hanh trinh ra quyét dinh ciia khach. Thong qua livestream va
video, ngudi tiéu dung c6 thé tiép can thong tin san pham, duoc tu van truc tiép va di
dén quyét dinh mua nhanh hon so véi cac hinh thirc thuong mai dién tir truyén thong.
Day chinh 13 yéu t6 gitip nang cao hiéu qua tong thé, khong chi & mat doanh thu ma
con ¢ hiéu suat chuyén doi.
2.2.5. Mirc dp hai long ciia khach hang
Theo Ping Trung Kién va Nguyén Thanh Vii (2025/2026), trai nghiém thuong
mai dién tir duoc tao thanh tir nhiéu yéu td, trong d6 giao van, bao mat va chét lugong

thong tin 1a nhimg bién s tic dong truc tiép dén sy hai 10ng cua khach. Pang chu ¥y,
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su hai 10ng tiép tuc giit vai tro quyét dinh ddi véi long trung thanh. Dya trén khung
ly thuyét nay, phan phén tich duéi day ddi chiéu cac bién sb voi dir lidu thuc té tai
Sapital nham danh gia mirc d6 hiéu qua ctia shoppertainment trong viéc nang cao trai
nghiém va sy hai long cia khach hang.

Trudc tién, & yéu td giao van — bién sb co st tac dong manh nhat — sd lidu
thuc té cho théy Sapital da dung dugc hé théng van hanh hiéu suét cao va 6n dinh.
Pon hang dugc dong goi trong khung 8 gidr sang dén 18 gid tdi, roi cac don vi van
chuyén t6i 1y vao 11 gid sang va 18 gio chiéu hang ngay, véi thoi gian ban giao trai
tir vai gio t6i t6i da chimg 17 gid ké tir luc phat sinh don. Véi 15 nhan sy & Ha Noi
cung 12 nhén su tai TP. H5 Chi Minh, hé thong c6 thé kham duoc 5.000 dén 6.000
don mdi ngdy; con v4i don hda tdc, khach tham chi nhan hang chi sau vai gio dat.
Viéc mé thém kho khu vyre phia Nam ciing phan anh huéng tdi wu logistics nham rat
ngan thoi gian giao va nang trai nghiém. Cac chi s6 van hanh trén nén tang cang cho
thay do hiéu qua vuot trdi cia khiu giao van: ty 1¢ giao nhanh trong 24 gio dat 99,88%
(chuan TikTok tir 90%), ty 1 giri hang dung han dat 98,96%, trong khi ty 1& giao tré
va ty 1& hity don do 156i nguoi ban chi lan lugt 0,02% va 0,15% (chuan TikTok lan
luot dudi 4% va 2,5%). Bén Shopee, cac chi sd twong tng cling giit mirc tot voi ty 16
giao nhanh 97,33%, ty 1& giao tré von ven 0,24% va ty 1& don khong thanh cong
0,56%. Nhitng con s6 4y khong nhitng bo xa ngudng yéu cau cta nén ting ma con
néi 1én do6 6n dinh, tin cdy cao trong van hanh, qua do tiép thém strc ndng cho sy hai
1ong cua khach — dung nhu két luan cia nghién ctru khi coi giao van 1 yéu té then

chdt cua trai nghiém thuong mai dién tu.
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Vi pham vé hoan thién don hang

Téng s6 diém vi pham: 0

Loai sé liéu Hiéu suat hién tai Muc tiéu Diém vi pham hang tuan Hanh déng
Ty & giao nhanh 24h ® 99,88% > 90% 0 Diém Xem chi tiét
Ty 18 g¥i hang nhanh @ 98,96% > 90% 0 Diém Xem chi tiét
Ty & g0i hang mudn @ 0,02% <4% 0 biém Xem chi tiét
Ty 1& hoy do I6i cla ngudi  0,15% <2,5% 0 biém Xem chi tiét
ban @

Hinh 2.7. Chi s hoan thién don hang trén nén tang Tiktok tinh dén thang 3 nim
2026
(Nguén: TikTok Shop Seller Center (2026), truy xudt ngay 25/03/2026)

Ti L& Bon Khong Thanh Cong 0.56% <3.00% ©Tét Xem chi tiét
Ti L& Giao Hang Tré 0.24% <3.00% @ T8t Xem chi tiét
Théi gian phan héi Chat 1.26 Gior <2.00 Gior @ T8t Xem chi tiét

Ty L& Giao Hang Nhanh 97.33% > 85.00% @ Tét Xem chi tiét

Hinh 2.8. Chi s6 hoan thién don hang trén nén ting Shopee tinh dén thang 3 nam
2026

(Nguén: Shopee Seller Center (2026), truy xudt ngay 25/03/2026)

Tiép theo, & khia canh chat lugng thong tin, shoppertainment tai Sapital dam

nhan vai tro then chét trong viéc cai thién trai nghiém trudc mua. Thong qua nhiing
phién livestream kéo dai va cac video dugc dau tu cong phu, khach khong chi nhin
thdy thong tin san pham mot cach tryc quan ma con nhan tu van riéng theo nhu cau
ctia minh, tir 6 khoang cach thong tin — vén 12 mot rao can 16n cua thuong mai dién
td — duoc rat ngén 1d rét. Mic du vay, ty 1& hoan/hiy don hién dimg & 23%, van
nam trong ving trung binh ctia TikTok Shop (15-25% theo nghién ctru d3 dan & phan
truée), cho thay chat luong tu van tuy nang duoc trai nghiém nhung con chd dé tbi

vu thém. DAu thé, nhitng phan héi tich cuc kiéu "tu van k§", "san pham dung nhu
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trén live" hay "shop nhiét tinh" chimg t6 shoppertainment di gop phan tao nén "su
hién dién xa hoi" — nhén t6 quan trong gitip cting ¢b niém tin va sy hai long.

Cubi cung, xét dén 1ong trung thanh, dit liéu cho thay ty 18 khach quay lai mua
dat khoang 13% trén TikTok va 12% trén Shopee, twong g hon 10 ty dong doanh
thu. Dong thoi, diém danh gia tong thé cta shop duy tri & mirc cao — 4,8/5 trén
TikTok va 4,9/5 trén Shopee — phan anh murc hai long tich cuc cua khach sau trai
nghiém mua sim. Du ty 16 mua lai chua that cao, nhung véi nganh hang tiéu dung
nhanh va hanh vi mua mang tinh trdi nghi¢ém, day van 1a tin hiéu tich cuc cho théy
shoppertainment dang gop phan giy dung niém tin va duy tri mbi quan hé v6i khach
hang.

Panh Gia Shop @ ettty

Téng quan

Shop cua téi

4.90/5 onitieuzdoos
Ngay gén nhét 4.90/5
Phan bg theo don ¢6 danh gia Xu huéng ctia danh gia Shop Chi tisu

..............................

31Tho3 5Thoa 10Thea  1sTho4  20Tho4

D8 biét thém chi tiét, vui long truy cap tai Danh Gia Shop

Hinh 2.9. Ty 18 danh gia trén nén tang Shopee
(Nguén: Shopee Seller Center (2026), truy xudt ngay 25/03/2026)
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I k) by
biém cva hang
Theo dbi va xem xét trdi nghiém cla khach hang vé céc uu dai va sé liéu cla hang cla ban. Thyc hién hanh déng dé cai thién sé liéu clra hang va m& khéa nhan
ngay cac quyeén Igi cla cfa hang. Nhap dé xem hudng dan vé diém.

4’8 /5,0 ® Xem céch tinh

Céap nhat lan cudi 22/04/2026 so véi hom qua 40 Cao hon 95% so vdi céc cla hang khac Hang muc: Cham séc séc dep & Cham séc ca nhan @

i Céch tinh diém cla hang
4.8 = MUc do hai long véi sdn phdm 4.7 X 50% -+ Hoan thién don hang va kho van 4.9 X 35% <+ Dich vy khach hang 5.0 X 15%

Tim i them

Hinh 2.10. Ty 1¢ danh gi4 trén nén tang Tiktok
(Nguon: Tiktok Seller Center (2026), truy xudt ngay 25/03/2026)

Gop cac yéu t6 trén, co thé thay shoppertainment tai Sapital khong chi chi phbi
hanh vi mua ngin han ma con nang chat luong trai nghiém va su hai 1ong cua khach.
bang chu y, viéc TikTok Shop lo ndi dung con Shopee lo van hanh da dyng nén mot
hé sinh théi trai nghiém kha tron ven, mdi nén tang mét vai trd nhung cing huéng t6i
t6i uu hanh vi tiéu dung. Du vay, dé nang thém mirc hai 1ong va 1ong trung thanh,
doanh nghiép van can cai thién chat lugng tu van va ha ty 1& hoan/hity don, qua d6
ctng cb hiéu qua dai han.
2.3. Panh gia chung vé hoat dong Shoppertainment ciia Sapital

Tur két qua phan tich thuc trang shoppertainment tai Sapital trén cdc mat muc
tuong tac, ty 1¢ chuyén ddi, tac dong doanh thu va sy hai long cua khach, c6 thé théy
doanh nghiép di budc dau van dung hiéu qua mé hinh thuong mai dua trén ndi dung.
Song bén canh cac két qua tich cuc, hoat dong nay van boc 16 mot sb6 han ché can
dugc nhin nhan thang than dé 1am nén cho cac giai phap vé sau.
2.3.1. Uu diém vé hoat dong

Dau tién, trong giai doan 2023-2025, shoppertainment da vuon 1én thanh dong
lyc tang truong quan trong ctia doanh nghiép. Doanh thu Sapital ndi nhau di 1én qua
cac nam, tir khoang 15,1 ty dong nam 2023 1én 39,6 ty ddng nam 2024 rdi vuot 92 ty
d6ng vao nam 2025. Két qua d6 cho thdy doanh nghiép di khai thac kha tot lan song
mua sim qua ndi dung trén cac san thwong mai dién tir, nhat 1a TikTok Shop va

Shopee. Bén canh con s6 doanh thu, ndi dung ciia doanh nghiép ciing thé hién kha
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ning gilt chin nguoi xem tuwong ddi tét: thoi gian xem binh quin & cac phién
livestream nhinh hon mit bang chung ciia thuong mai dién tir truyén thong, cho thiy
ngudi xem khong chi ludt qua san pham ma thuc sy dimg lai theo ddi va twong tac
v6i ndi dung. Pidu nay ching t6 hoat dong ndi dung va livestream di budc dau tao
nén trai nghiém tuong tac hop véi dic thu nganh m§ pham nam — noi khach thuong
can tu van tryc tiép trude khi xudng tién. Ngoai ra, ty 18 chuyén d6i tir livestream va
video ngén cling & muc kha tich cyc, dac bi¢t trén Shopee, cho théiy ndi dung
shoppertainment cua Sapital khong chi hit sy cht y ma con thiic dugc hanh vi mua
thuc té. P6i chiéu véi mo hinh quan 1y va van hanh néu & muc 1.3.5, c6 thé thay
doanh nghiép da tan dung kha tot mbi lién két gitta noi dung, nén tang va khau ban
hang khi van hanh. Mot diém sang nita 13 doanh nghiép da manh nha hinh thanh hoat
dong quan tri kénh twong d6i hiéu qua: hién dién dong thoi trén ca TikTok Shop l4n
Shopee giup ma rong kha nang cham khach va san déu luu lugng ban hang qua nhiéu
nén tang. Cung luc, viée dung chi phi quang cao kha hiéu qua cho thiy doanh nghiép
d3 biét phdi hop ndi dung ty nhién v6i quang cao tra phi dé t6i vu do tiép can. Sau
cung, khau van hanh sau ban cling dugc gitr on dinh, véi cac chi sd vé tdec do xir ly
don, ty 18 giao ding han va diém danh gia khich hang déu cao — cho thay
shoppertainment cuia doanh nghiép khong chi cham cham vao thu huat, ban hang ma
con an khép véi khau van hanh va chiam séc phia sau. Pay chinh 13 yéu t6 then chét
gitip doanh nghiép gitr viing trai nghiém khach hang va tiép stic cho kha niang phat
trién 1au dai ciia md hinh.
2.3.2. Han ché vé hoat dong

Di cung véi nhitng két qua da dat, shoppertainment tai Sapital van 16 ra mot
s6 han ché. Trugc hét, ty I¢ twong tac trén ndi dung hién con thép néu so v4i mit bé‘mg
cac kénh cung quy mo trén TikTok. Luong xem tuy kha nhung muc binh ludn, chia
sé va tuong tac clia ngudi xem lai chua that cao. Piéu d6 cho thy ndi dung hién van
nghiéng vé gi6i thiéu, tur vin san pham, con yéu té giai tri va cam xtic — phan quan
trong trong chién luoc ndi dung shoppertainment — thi chua duge khai thac manh.

Hoat dong truyén thong cung khung dinh huéng ndi dung cua doanh nghiép ciing
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chua tim dugc diém can bang rd rang giita muc tiéu ban hang va viéc duy tri tvong
tac ty nhién véi ngudi xem. Thém vao d6, ty 1& hoan va hiy don van & mirc kha cao
— van dé tac dong thang t6i doanh thu thuc, dong thoi kéo theo chi phi van hanh phat
sinh tir xir Iy hang hoan va chim soc sau ban. Vé ban chét, ty 18 hoan cao hé 16 van
con mét khoang céach gitta ky vong cua khach Iuc xem ndi dung va trai nghiém thyc
khi nhan hang, cho thiy livestream va video ngan hién vin don stic vao chuyén dbi
ngan han ma chua that chd trong viéc dinh hudng ky vong. Ngoai ra, ty 1& khach quay
lai mua hién chua cao so véi tbe do tang doanh thu, cho th?iy doanh nghiép con 1€
thudc nhiéu vao viée lién tuc sian khach mai qua ndi dung va quang cao, trong khi
kha nang giit va nuoi tép khach trung thanh chua that ndi bat. Livestream tuy tan suat
16n nhung chua vat kiét tiém nang twong tac theo thoi gian thuc: 1am phién live van
quan quanh tu van va ban hang, con nhitng yéu tb tao trai nghiém nhu tinh huéng
tuong tac, trd choi hay ndi dung giai tri thi chua dwoc dau tu rd — cho thay doanh
nghiép van coi livestream chu yéu 1a cong cuy ban hang hon 1a mot khong gian twong
tac va nudi cong déng. Mit khéc, co cdu kénh ban hién van dua chu yéu vao TikTok
Shop va Shopee. Viéc dit cuge vao hai nén ting nay gilip ting nhanh trong ngin han
nhung ciing gieo rtii ro mdi khi chinh sach nén tang, chi phi quang co hay thuat toan
phan phdi d6i thay; trong khi ¢6 doanh nghiép chua dung dugc hé sinh thai khach
hang riéng trén cac kénh nhu Facebook hay cong dong khach trung thanh dé bét phu
thudc vao san. Hon nita, vi hoat dong theo md hinh phéan phdi cac thuong hiéu my
pham nam chr khong so hitu san pham riéng, doanh nghiép dang ganh ap luc canh
tranh gi4 khé 16n: khi nhiéu nha ban cing phan phbi mot san pham giéng nhau, khach
dé so gia giita cac gian hang rdi quyét dinh theo muc gia hay wu dai ngan han thay vi
gan b v6i nha ban. Thyc té d6 budc doanh nghiép phai lién tuc duy tri ndi dung,
livestream va quang cao dé gilr d0 hién dién, tr d6 ddn thém ap luc chi phi van hanh
vé dai han.

2.3.3. Nguyén nhin ciia han ché

a. Nguyén nhan khach quan
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Pau tién, mot phan han ché bit ngudn tir chinh dic thi nganh my pham nam.
Pay vén 1a nhém san pham c6 mirc ca nhan hoa kha cao, khach thuong phai duoc tu
vén theo kiéu toc, chat toc hay nhu cau cy thé trude khi mua, nén ndi dung ctia doanh
nghiép budc phai thién vé giai thich va tu van, kho tao stc lan téa manh nhu cac
nganh hang nghiéng vé giai tri hay xu hudng. Canh d6, hanh vi mua trén nhiing nén
tang nhu TikTok Shop mang ning tinh cam xuc va boc dong: khong it khach bam
mua ngay khi dang xem livestream hodc video ngan ma chua can nhac ky nhu cau
that, va day 1a mét ly do phé bién din t&i hoan hodc huy don sau mua — khong chi
& Sapital ma véi nhidu doanh nghiép trén nén ting nay. Ngoai ra, moi truong
shoppertainment hién bién dong rat nhanh, thuat toan phan phdi ndi dung trén TikTok
va Shopee lién tyc thay ddi, ép doanh nghiép phai ddi cach trién khai dé gitr lugng
tiép can; song song, ngdy cang nhiéu nha ban nhiy vao mé hinh nay khién mirc canh
tranh vé ndi dung va quang céo git gao hon han giai doan dau. Mot nguyén nhan
khach quan khic ndam & ddc diém mo hinh kinh doanh phan ph6i ma doanh nghiép
theo dudi: Sapital hién chi yéu phan phdi san pham ctia nhiéu thuong hiéu my pham
nam khac nhau cht khong c6 san pham riéng. L6i di nay gitip mo rong danh muc
nhanh hon nhung ciing day doanh nghiép vao thé canh tranh truc dién voi cac dai ly
cung phan phdi trén san. Trong moi trudng mua truc tuyén, khach co thé so gia giira
nhiéu nha ban chi trong chdc 1at, nén chuyén canh tranh bang gia thip hay ban pha
gi4 kha pho bién, khién doanh nghiép kho giit bién lgi nhuan 6n dinh, nhat & vao
nhitng dot chay quang céo hoic livestream cudng d6 cao. Hon thé, khi san pham gitta
cac gian hang gan nhu khong khac nhau, khach thudong nga theo gia ban thay vi gia
trj thuwong hiéu hay trai nghiém mua sam.
b. Nguyén nhan chu quan

Ngoai cac yéu to khach quan, mot phan han ché con nay sinh tir ndi tai doanh
nghiép. Thtr nhat, dinh huéng ndi dung hién van doén qua nhidu vao muc tiéu ban
hang va chuyén dbi, con phan ndi dung khoi cam xitic hay xdy dung cong dong thi
chua duogc dau tu tuong ximg — khién noi dung tuy chdt don khé tét nhung chua tao

ndi muc tuong tac va lan truyén manh. Thir hai, ngudn nhéan su cho shoppertainment
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van mong so v6i toc do phat trién: mot vai vi tri phai ganh nhiéu viéc cung lac, nhat
la gitta mang ndi dung va livestream, khién hoat dong chua dugc chuyén mon hoa rd
va anh hudng t6i1 kha nang tdi wu chat lugng ndi dung vé 1au dai. Thir ba, doanh
nghiép chua dung dugc hé thong phan tich dit liéu ndi dung du sau dé phuc vu tdi uu:
viéc danh gia hiéu qua phan 16n van dua vao céac chi s6 tong quat nhu doanh thu hay
luot xem, con dir liéu vé hanh vi khach hang va hiéu qua cta ting nhom ndi dung thi
chua duogc khai thac tron ven. Bén canh d6, doanh nghiép cling thiéu mot khung dinh
huéng ndi dung 16 rang, mang tinh hé thong: nodi dung video va livestream con phu
thudc nhiéu vao kinh nghiém hay kha ning Gng bién cta ting ca nhan, chua c6 quy
chuan chung vé phong cach, muyc tiéu tirng nhom ndi dung hay co ché phdi hop giira
n6i dung va livestream, khién hoat dong khoé giir duoc sy dong nhat khi mé rong quy
mo. Cudi cung, viéc gay dung hé sinh thai khach hang riéng van chua duoc coi trong
dung mirc: doanh nghiép chii yéu tiép can khach qua san thuong mai dién tu, trong
khi cac kénh gitr két ndi truc tiép nhu Facebook Group, Zalo hay cong dong khach
than thiét chua dugc phat trién bai ban, khién doanh nghiép con 1€ thudc kha nhiéu
vao luu lugng tir nén tang bén ngoai va chua that chi dong trong viéc duy tri quan hé
lau dai véi khach. Tyu trung, nhitng han ché trong hoat dong shoppertainment cta
Sapital khong dén tir mot nguyén nhan don 1é ma 1a hé qua cua ca yéu tb thi truong
14n ndi tai. Nhan dién 1& cic nguyén nhan nay chinh 13 co s& quan trong dé doanh
nghiép dé ra nhiing giai phap phii hgp nham hoan thién mé hinh quan 1y va van hanh

shoppertainment trong giai doan ké tiép.
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TIEU KET CHUONG 2

K¢é thira khung 1y luan vé shoppertainment & Chuong 1, Chuong 2 da phan
tich va 1am rd thyc trang trién khai mo hinh nay tai Sapital, qua d6 phac hoa tinh hinh
hoat dong ctia doanh nghiép trong giai doan nghién ciru. Trudc hét, chuong phac hoa
buic tranh tong quan vé Sapital — tir qué trinh hinh thanh, dic diém mo hinh kinh
doanh dén cac ngudn Iyc nén tang cho shoppertainment nhu hé théng kénh ban, nén
tang noi dung va doi ngii van hanh — dong thoi diém lai két qua kinh doanh, trong
d6 noi bat vai tro chi luc ciia TikTok Shop cing hai dinh dang video ngin va
livestream trong viéc kéo doanh thu. Tiép d6, dua trén khung tiéu chi dung & Chuong
1, chuong phan tich thyc trang shoppertainment qua ting ti€u chi: muc tuong tac,
kha ning chuyén doi, dong gép doanh thu va muc hai long cta khach. Két qua cho
thdy bén canh nhiéu thanh qua vé doanh thu va niang lyc trién khai da kénh, doanh
nghiép van vudng nhitng han ché dang chu ¥: chi sé twong tac gin két trung binh
(ER) thap dang bao dong so vi mat bang nganh; ty 18 hoan/hity don cao tdi 23%,
lam hao dong tién tiép thi va bao mon lgi nhuan thyc; con ty 1¢ khach quay lai thi
chua nhu ky vong, khién doanh nghiép 1¢ thudc vao ludng khach méi cung chi phi
quang cao va phi san. Sau cung, tur cac thuc trang d6, chuong chi ra nhitng nguyén
nhan chinh din dén han ché: thiéu mot chién lugc ndi dung rd rang can bang giira giai
tri va ban hang, nguén luc chua dugc phan b6 theo huéng chuyén mon hoéa, va h¢
thng do luong — tdi wu hiéu qua con dang do. Pay 1a co sd d¢é Chuong 3 dé xuat

cac giai phap twong tng nham nang cao hiéu qua shoppertainment.
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CHUONG 3: PE XUAT GIAI PHAP PAY MANH HOAT

DONG SHOPPERTAINMENT CUA SAPITAL
3.1. Pinh hwéng phit trién ctia Sapital.

Vai nam tro lai day, thi truong san pham 1am dep va dich vu cham soc danh
cho nam gidi tai Viét Nam phinh ra véi toc d6 dang ké, mot phan nho st lan téa ciia
cac nén tang s6, mot phan do canh may rau ngdy cang chi trong dau tu cho dién mao.
Trong hoan canh 4y, c6 mot dinh huéng phat trién mach lac tré thanh yéu t6 mang
tinh séng con ddi voi kha ning tang trudng dai hoi ctia doanh nghiép. Thuc té thi
truong ciing cho thdy nhu cau ctia khach nam véi cac mat hang tao kiéu, cham soc
toc va cham chut ngoai hinh dang 16n 1én nhanh chong.

Song song, nhitng gi phan tich thuc trang & Chuong 2 chi ra cho thiy Sépital
d3 gy dung dugc mot nén tang van hanh khé chic: tép khach 6n dinh, ning luc ban
hang dan trai qua nhiéu kénh (Facebook, TikTok cung cac san thuong mai dién tir),
kém theo von kinh nghiém tich lily trong phan phdi my pham nam. Chinh nhing diéu
kién 4y m& duong dé cong ty dich chuyén tir vai mot nha phan phdi don thuan sang
vai moQt don vi tu phat trién thuong hi¢u va dung hé sinh thai kinh doanh tich hop.
Pit trén nén d6, dinh hudng phat trién ctia cong ty thoi gian toi duoc xac 1ap theo hai
truc chinh dudi day.

Truc thi nhat — m& rong theo mo hinh chudi ctra hang két hop san pham vai
dich vu. Cong ty nhim t6i viée dung nén h¢ théng ctra hang riéng cho nam gidi, noi
mang ban my phém di lién véi cac dich vu chim soc truc tiép nhu cét, tao kiéu va
nhudm toc. Sy hién dién bang cira hang vat 1y vira gitp khic hoa hinh anh thuong
hiéu ddm nét hon, vira m¢ thém mot dong doanh thu khdng bi budc vao thudt toan
hay chinh sach cta san. Véi lugng truy cap (lugt xem, luot tiép can) doi dao ma cong
ty dang nam trén TikTok, day s& 1a kénh dan khach cha luc, dwa ngudi xem tir khong
gian tryc tuyén t6i trai nghiém tai cira hang. Gia tri c6t 16i cia huéng di nay khong
phai chuyén "mé thém diém ban", ma nim & viéc tao ra mot trai nghiém 1ién mach,
noi khach vira duogc tu van, vira dung dich vy, vira mua san phém trong cung mat

diém cham. Vé 10 trinh, trong giai doan 2026-2027 cong ty duy tinh thir nghiém mo
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hinh & quy mé nhé (1-2 ctra hang) tai cac khu vuc dong khach dé kiém chimg hiéu
qua van hanh; néu thuan loi, giai doan 2028-2030 s¢& chuan hoéa quy trinh roi nhan
rong ra ca nudc.

Truyc tht hai — gdy dung dong san phdm mang thuong hiéu riéng. Vo lic nay,
vi cha yéu hoat dong véi tu cach nha phan phéi cho cac nhan khac nén bién loi nhuan
clia cong ty van 1& thudc nha cung cap va chua tao noi loi thé canh tranh bén ving.
Nhung véi bd may van hanh da tu chi, dir liéu khach hang co6 san cung von kinh
nghiém thi truong, cong ty thira diéu kién dé nghién ctru, phat trién nhiing dong san
pham cua riéng minh, m& man & cac phan khic cau 16n nhu sap vudt toc va cac san
pham chim séc, tao kiéu. Huéng di nay khong chi cai thién bién loi nhuén ma quan
trong hon 1 kéo doanh nghiép tir vi thé "ngudi ban lai" 1én thanh "nguoi 1am chu san
pham", nho d6 chu dong dugc vé chinh sach gia, hoat dong truyén thong 1an viéc dinh
vi thuong hiéu.
3.2. Pé xuit giai phap diy manh hoat dong shoppertainment tai Sapital

Céc giai phap & Chuong 3 dugc xay dung truc tiép tir nhitng han ché da chi ra
& Chuong 2. Cu thé, han ché vé ty 18 twong tac thap 1a co sd cho giai phap toi vu ndi
dung va ER; han ché vé ty 1¢ hoan/huy cao 1a co s& cho giai phap kiém soat ky vong
va hanh vi mua; han ché vé nhan su va do luong 13 co s& cho giai phap phat trién
ngudn lyc; con rii ro phu thude nén tang 1a co so cho cac khuyén nghi vé cong dong
khéch hang, thuong hiu riéng va moé hinh da kénh. Nho d6, Chuong 3 khong dua ra
giai phap roi rac ma bam sat dung cac van dé da duoc phat hién trong thuc trang.

Nhiing gi phéan tich & Chuong 2 cho thiy shoppertainment dd mang lai hi¢u
qua 1 rét vé doanh thu va strc hut khach cho Sapital, nhat 1a trén TikTok. Dau vay,
hiéu qua Ay chua that bén vimng khi van ton tai vai diém nghén: ty 1é twong tic méi
quanh 0,99%, ty 1€ hoan/huy don con cao tdi 23%, va hanh trinh khach hang bi chia
cit kha rd giita cac nén tang. May van dé nay phoi bay thuc té rang hoat dong hién
thdi van nghiéng vé vat nhu cau trudc mat ma chua téi vu duoc trai nghiém va hanh
vi khach theo chiéu dai. Pong thoi, khi cong ty xoay hudng sang md chudi cira hang

vat ly va phat trién thuong hi¢u riéng, shoppertainment can duoc nhin lai nhu mot
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cau ndi giita kénh truc tuyén voi kénh truc tiép, chir khong chi 1a cong cu ban hang
online thuan tay. Trén co s& 4y, cac dé xuat bén dudi vira nham thao cac nut that da
nhan dién, vira phuc vu dinh hudéng chién lugc cua doanh nghiép.

3.2.1. Pé xudt vé téi wu héa mirc dé twong tic (Engagement Rate)

Diém nghén dang dé tAm nhat 1a chi s twong tac con thap, chi tim 0,99%, cho
théy ndi dung hién tai chua du strc thoi thiic ngudi xem chii dong nhap cudc. Coi ré
ctia chuyén nay nam & chd noi dung shoppertainment dang thién vé 1y tinh, don trong
tam vao viéc mo xé dic tinh san pham va chi cach dung, trong khi yéu t6 cam xuc va
giai tri lai chua duoc tan dung tuong xtng. Léi 1am nay c6 ich cho lac khach cén
nhic, nhung lai kém hiéu qua khi can kich hoat hanh vi twong tac — vén 18 thudc
nhiéu vao cam xtc va do tha vi. Két cuc 1a nguoi xem co thé "hiéu rd san phém" ma
van thiéu dong luc dé binh ludn, chia sé hay gop 10i ban luan. Do d6, doanh nghiép
nén roi mo hinh "tr van don thudn" dé chuyén sang 16i 10ng ghép giai tri, & d6 thong
tin san pham van duoc giit nhung duoc dat vao nhiing tinh hudng giau cam xuc va
mang tinh twong tic hon. Voi video ngan, ndi dung can duoc dan dung theo hudng
tao ra mau thuin hodc day ngudi xem vao thé phai lya chon, tir &6 moi ra phan hoi.
Céc dinh dang kiéu so sanh, phan bién hay trai nghi€ém thyc thuong gat dugc lugng
binh lun va chia sé tot hon so voi kiéu ndi dung mo ta mot chidu. Viéc gai mot diém
tranh luan hay mot cau hoi mo ¢ doan két video dugc ky vong s& gbp phan kéo ty 18
tuong tac lén.

Bang 3.1. Dé xuat huéng ndi dung trén kénh

Nhom A A A A I , A
. Van dé can | Muc ti€u Co ché tac  |Ty trong| KPI theo |L§ trinh thyuc
noidung| .oi quyét | twong tic | dong dén ER | dé xudt |  doi hién
A oA u 0 Xu S
de xuat glal quy & £
INOi dun g z Dat ngudi xem Ty 1€ binh| .. .
.. o & Tang so N ‘g B }i j Giai doan 1
INO1 hién con . . [vao tinh huong luan/luot ,
s luong binh | . . |(thang 1-3):
dung tao thién vé tu N . phai lya chon, xem, SO 2 ]
PR luan, phan |, B .  |Trién khai
tranh  fvan mot x. «.., (dongtinh hoac 25-30% |binh luin , )
. .+ .. hoivathao | T . . ngay, chi can
luan va chiéu, nguoi | . .. |phan bién, tu cO noi O
2., uanduwoi | T thay doi kich
lua chon xem hiéu san| . do6 kich hanh vi dung tu YA
. video . A . =, |bannoi dung
pham nhung binh luén van, sO
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Nhom A A A A I , A
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cam xuc |.” . N cn 2 en 125-30% | . N
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oo ox s kha nang dugc : A
ngan, dé |dai dé lam  [xem trung .. xem lai; [ki€n thirc san
. o , . nguoi xem luu P PR
luu lai  |gidm kha  |binh T iR sO0 binh  |pham hién
_ lai dé dung sau N )
nang tuong luan hoéi  [c6
tac thém
Ty 1€ binh
U U Y OGP (thang
N Khéach hang [Tang muc luan hoi A
INO1 X . A ) .. 3-6): Can
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livestrea [thi€u va ban [thoi gian  nguoi tham gia 10-15% thoi gian |dao tao host
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IA\I.hom Van d& can | Muc tiéu Co ché tac Ty trong| KPI theo |L§ trinh thyuc
ndi dung| .. ) , n P Xz . oA
43 xudt giai quyet | tuongtac | dong dén ER | dé xuat doi hién
tac chu ftuong taic  [trong phién va tu van ca san pham,
dong  thoigian  [live nhan hoa sd cau hoi
thuc duoc xur
ly trong
live

(Nguén: Téc gid dé xudt)
Riéng voi livestream, mau chét khong nam & thoi lugng hay s6 phién phat ma
& cach to chirc ndi dung trong timg phién. Hién cac phién chil yéu quan quanh gidi
thiéu va tu van, chua vt hét cac co ché tuong tac theo thoi gian thuc. Vi thé nén bod
sung nhimg hoat dong nhu minigame, tu van tirc thi theo binh luin hodc cac tinh
huéng mé phong (vi du chon san phdm hop v6i mot kiéu toc cu thé). Nhing yéu td
nay dugc ky vong s€ ndi dai thoi gian tuong tac va qua do cai thién hi€u qua phan
phéi clia nén tang. Song hanh, dé phuc vu chién luge mo cira hang vat 1y, cong ty nén
chay m6 hinh livestream ngay tai cira hang: 1ay chinh khong gian cira hang 1am béi
canh, ghép cuing nhiing wu dai chi danh cho diém ban, qua d6 day mot phan luu luong
tryc tuyén thanh khach toi tan noi. Khi ay, shoppertainment khong chi dé ra doanh
thu online ma con thanh "canh tay ndi dai" cho hoat dong béan 1é truyén thong.
3.2.2. Pé xudt téi wu héa ty 1¢ hoan/hiiy don thong qua kiém sodt ky vong va
hanh vi mua
Ngoai chi sd twong tac, ty 16 hoan/hity don cua Sapital hién dimg quanh 23%
— con sb boc 16 mot nit that dang ké trong ching chuyén tir hanh vi xem sang hanh
vi mua. Trong moi trudng shoppertainment, nhét 1a trén TikTok, viéc khach chdt mua
thudng mang tinh bdc doéng, bi cam xtc va hiéu tng tirc thi ciia ndi dung chi phdi
manh. Piéu nay sinh ra mot nghich 1y: ndi dung c6 thé thuyét phuc dugc khach ngay
lac xem, nhung chua chic dam bao san pham hop voi ho khi that sy dung. Nhin tir
d6, huéng tdi wu nén nga sang viéc kiém soat ky vong va hanh vi mua caa khach.

Trude hét, ndi dung can duoc chinh theo nguyén tac "sang loc khach" thay cho "thu
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hut tit ca". C6 thé lam diéu nay bang cach noi thang nhiing truong hop khong hop
v6i san pham song song vai viéc néu loi ich. Chang han, thay vi chi qua quyét san
pham hop voi nhiéu loai toc, nén chi rd nhitng truong hop khong nén ding. Cach tiép
can ndy co6 thé 1am hyt ty 1é chuyén d6i ttrc thoi, nhung bu lai s& kéo giam dang ké ty
1¢ hoan/hily va nang chat luong don hang. Ké dén, can thém mot 16p kiém soat sau
khi khach d3 mua, thong qua budc xac nhan don. Cu thé, sau khi khach chdt don
trong phién live, nén c6 thao tac x4c nhan lai nhu ciu qua tin nhin hay twong tac truc
tiép dé chic réng khach hiéu r6 mén minh vira chon. Buége nay dac biét can thiét trén
TikTok, noi quyét dinh mua dién ra rat nhanh va it ¢ su kiém chimg. Véi livestream,
nén bét yéu t6 thiic ép mua ngay ma thay bang cach dan dat ¢ kiém soat: thay vi chi
trong vao cac don bay khan hiém (flash sale, #ém nguoc), ndi dung nén gan voi nhimng
tinh hudng tu van cy thé, dé khach ty lugng dinh muac d6 phu hop trude khi quyét.
Nho vdy, hanh vi mua dich dan tir cam tinh sang c6 can nhic, kéo theo rai ro sau ban
ha xudng. Trién khai dong bd cac giai phap nay dugc ky vong sé& dua ty 18 hoan/huy
tlr 23% vé quanh 15-18% trong trung han, ti€ém can ngudng tdi wu cua nganh. Quan
trong hon, gidm ty 1 hoan/huly khong chi cai thién hiéu qua van hanh cung chi phi
ma con boi dip sy hai long va niém tin cta khach véi thuong hiéu. Noi gon lai, trong
shoppertainment, ty 1& hoan/hty khong don thuan 1a chuyén van hanh ma 1a hé qua
ctia cach ndi dung dan dat hanh vi mua. Viéc roi tu duy "tdi da hoa sd lwong chuyén
d6i" dé hudng t6i "t6i wu chat lwong chuyén doi" chinh 1a chia khoa kéo giam ty 1é
nay.
3.2.3. Pé xudt vé nguon nhén luc

Thi nhét, sip xép lai nhan su theo hudng chuyén mén héa gitra mang ndi dung
va mang livestream. Viéc mot nguoi 6m ca ndi dung 1an livestream gitp tiét kiém chi
phi & chiang dau, nhung vé 1au dai lai 16 ra bt cap. Ban chét hai mang von khac nhau:
lam video ngén doi hoi tu duy sang tao, kha nang bat trend va tdi vu thuit toan; con
livestream lai can nang lyc van hanh, bam kich ban va xu 1y tinh huéng turc thi. Boi

vay can tach rach roi hai chic nang dé moi mang dugc chuyén mon hoa. Cu thé:
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e Thiét 1ap mot vi tri phu trach ndi dung, tap trung vao chién lugc ndi dung, hiéu
qua tuong tac va doanh thu phat sinh tir video.
e Thiét 1ap mot vi tri phu trach livestream, chiu trach nhiém vé kich ban, dao tao
host va toi wu ty 18 chuyén doi.
Sy phan tach nay khong nham phinh to bd may cho c6 hinh thirc ma dé g& diém nghén
van hanh, gitp ting mang phat trién ding chiéu sau. Vi mé hinh hién tai, cong ty
6 thé gilr vi tri phu trach ndi dung cho nhan sy dang dam nhén, déng thoi dung va
tuyén méi vi tri phu trach livestream.

Thtr hai, gdy dung ddi ngli host livestream theo hudng "guong mat thuong
hiéu". Mot nét dic trung quan trong cta shoppertainment 13 yéu t6 con ngudi — cu
thé 1a nguoi dan phién live (host), nhan t6 then chdt trong viéc tao niém tin va gii
tuong tac. Néu doi ngii nay chi mang tinh thay thé va thiéu nhan dién, gia tri tich liy
cho thuong hi€u s€ bi bo hep. Hi¢én cac host ciia cong ty phén 16n 1a nhan sy ban thoi
gian (chu yéu sinh vién), gan b6 ngan (thuong dudi mot nam). Vi thé, doanh nghiép
nén dau tu phat trién tir 1 dén 2 host toan thoi gian, khong chi & vai ban hang ma con
1a dai dién hinh anh. Nhimg ca nhan nay cin xuét hién xuyén subt trén cac video,
phién live (hodc trén cac kénh truyén thong chinh thirc), tao dung ca tinh va phong
cach nhat quan, dan phat trién kénh ca nhan gin véi thuong hiéu. Ldi lam nay giup
tao ra "su quen thudc" voi khach — yéu t6 quan trong dé gia ting niém tin va kha
ning tuwong tac trong moi trudng sb. Xét dai han, day ciing 14 cach doanh nghiép bdi
dap tai san thuong hiéu.

3.2.4. Mt s6 khuyén nghi khdc

Thir nhat, ddy manh xay dung cong dong. Phai nhin cho r rang cac san thuong
mai dién tir khong phai noi doanh nghi€p "so hiru" khach ma chi 1a noi doanh nghiép
tiép can khach. Moi tuong tac, tur hién thi noi dung cho dén chdt don, déu bi thuat
toan chi phéi. Hé qué 14 doanh nghiép c6 thé dé ra doanh thu nhung lai khong that su
nam mbi quan hé véi khach; khi thuét todn d6i hodc chi phi tiép can leo thang, toan
bd da ting trudng co thé chao dao. Trong bdi canh dé, viée gay dung mot cong dong

khach cta riéng minh — qua Zalo hay Facebook — khong chi mang ¥ nghia b tro
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ma 1a mot nude di chién luoc. Cong dong cho phép doanh nghiép giit lién hé truc tiép
v6i khach, nang ty 1€ mua lai va quan trong hon 1a mo ra khong gian tuong tac hai
chiéu, noi khach khong chi mua ma con goép mit vao qua trinh phat trién san pham
va ndi dung. Pay 1a diéu ma cac nén tang trung gian kho 10ng thay thé.

Thir hai, phat trién kénh ban ngoai san trén Facebook. Khi TikTok va Shopee
dang giir vai kénh chu luc, viéc tiép tuc khai thac chung 1a hop 1€. Song nhin xa hon,
1€ thudc qua lon vao mot nén tang ludn an chtra rai ro kho luong: thudt toan phan
phéi, chi phi quang cdo hay chinh sach nén tang déu cé thé doi thay chong vanh,
khién hiéu qua kinh doanh nghiéng nga dui doanh nghiép khong hé d6i cach van hanh.
Béi vay, mé rong sang kénh khac — dac biét 1a Facebook — nén dugc coi 1a mot
nuéde di chién lugc cht khong chi 1a hoat dong phu trg. Pua video va livestream 1én
Facebook khong chi dé cong thém doanh thu ma con dong vai "lép 6n dinh" trong hé
sinh thai ndi dung. Video trén Facebook c6 thé dung theo hudng chia sé kinh nghiém,
tu van sdu hon, hodc tai dung ndi dung TikTok nhung chinh lai cach ké chuyén cho
hop hanh vi ngudi ding. Con livestream trén Facebook c6 thé tan dung tép khach sin
c6, nhat 1a nhom timg mua hodc quan tdm cao, tir d6 cho ty 18 chuyén d6i 6n dinh hon
so voi nhiing phién live mang tinh "khai pha" trén TikTok. Quan trong hon, duy tri
cung ltc hai nén tang gitp doanh nghiép dan dung nén mot hé théng ndi dung da
kénh, & d6 mdi kénh ganh mot vai riéng: TikTok néi do phu va hut khach méi bang
ndi dung giai tri, lan truyén; Facebook cung cb niém tin, nudi quan hé va thiic hanh
vi mua lap lai.

Thir ba, ting cuong bat tay véi KOC/KOL trong nganh téc va 1am dep. Khi hanh vi
tiéu ding ngdy cang bi ndi dung va yéu té xa hoi chi phdi, vai trd cia KOC/KOL
khong con dimg & hd tro truyén thong ma da thanh mot mat xich quan trong trong
viéc hinh thanh niém tin va thuc day quyét dinh mua. Piéu nay cang dung v6i my
pham nam va san pham tao kiéu toc — noi hiéu qua kho danh gia qua 16i mé ta ma
phai dugc chirng minh béng trai nghiém that, mdot yéu td tac dong manh téi nhan thice
ctia nhom khach tré von tin vao trai nghiém thyuc hon 1a thong diép tr thwong higu.

Tuy nhién, hiéu qua cta hoat dong nay khong tiy thudc sé luong hop tic ma tiy mirc
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d6 an khop gitta KOC/KOL véi dinh vi cia doanh nghiép. Néu chon nhiing ca nhan
c6 hinh anh 1€ch voi tép khach muc tiéu, hodc ndi dung qué dan dung va thiéu chan
thyc, hiéu ting truyén thong co thé yéu di, tham chi phan tac dung. Vi vy, cong ty
can tiép can theo hudng chon loc va co chién luoc, wu tién nhirng KOC/KOL biét [am
ndi dung tu nhién, gan véi trai nghiém that va twong tac tot voi cong dong cua ho.
Bén canh d6, nén can nhac thiét 1ap quan hé hop tac dai han véi mot vai KOC/KOL
chu lyc; thay cho cac chién dich nga‘in han, ro1 rac, viéc vai guong mat quen thudc
xudt hién ldp lai s& gitip in sau hinh anh san pham vao tdm tri khach va giir su nhét
quan cho thong di¢p.

Thit tu, rot ngudn luc vao k¥ thuat va co s vat chat. Trong moi trudng thuong
mai tich hop ndi dung, khong gian va bdi canh truyén tai tac dong thang t6i trai
nghiém nguoi xem. Boi thé, viéc 1ap mot khu vuc livestream ngay tai cira hang khong
chi mang y nghia k¥ thuat ma con la moét lya chon chién lugc. Cu thé, cong ty nén
thiét ké goc livestream gin v6i khong gian cira hang thuc va tan dung bdi canh that
dé tang tinh xé4c thuc cho noi dung. Khi khach tréng thy chinh ctra hang trong lac
xem live, dd tin cdy s€ nhich 1én va khodng céch gitra trai nghiém online v6i offline
duoc thu hep.

Thr ndm, hoan thién nang lyc van hanh ndi dung dua trén dir li¢u. Bén canh
con ngudi va co s vat chat, doanh nghiép can timg budc nang kha nang phén tich va
khai thac dir liéu trong hoat dong shoppertainment. Viéc do luong hi¢u qua khong
nén dung & céc chi sb6 bé mit nhu luot xem hay doanh thu, ma can dao siu vao hiéu
qua cua ting dinh dang ndi dung, muc tuong tac theo ting chu dé, ty 1& chuyén do6i
theo ting kich ban. Khi duoc khai thac dung cach, ngudn luc dit liéu nay s& gitr vai

dinh hudéng cho toan bo chién lugc noi dung vé dai han.
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TIEU KET CHUONG 3

Duya trén khung 1y luan vé shoppertainment d trinh bay & Chuwong 1 ciing két
qua khao sat thuc trang tai Cong ty TNHH Sépital & Chuong 2, chuong nay da lam
1& ca nhitng thanh qua 13n cac han ché con ton dong trong qué trinh trién khai mo
hinh. Cu thé, du doanh nghi¢p da khai thac tdt xu hudéng thuong mai dua trén noi
dung dé dat muc tang truong doanh thu ndi bat, mot s6 nat thit van con dé & chat
lugng tuong tac, cAu trac ndi dung va muc tdi vu cua hé théng van hanh. Xuit phat
tir thuc té 4y, Chuong 3 di dua ra cac dinh huéng va nhém giai phap nham thac cho
hoat dong shoppertainment phét trién hiéu qua, bén viing hon, géi trong ba nhém
chinh.

Nhom tht nhét thude vé ké hoach hoat dong: td chirc lai chién lugc ndi dung
dé can bang giita giai tri va chuyén doi, dong thoi chuan hoa cach 1am video va
livestream nham ting tuong tac 1an kha nang chdt don.

Nhém thir hai thudc vé ngudn luc: sap xép lai nhan sy theo huéng chuyén mon
hoéa, nudi déi ngti host thanh mot tai san thuong hi¢u, song song dau tu co s& vat chét
va ning lyc dir liéu dé van hanh hiéu qua hon.

Nhom thir ba 14 cac khuyén nghi bo trg gitip doanh nghiép bam thi truong tot
hon: xay dung cong dong khach hang, da dang héa kénh ban — nhét 1a md rong sang
Facebook — va day manh hop tac véi KOC/KOL dé ting do tin cay va do phu.

Nhin chung, cac giai phap & Chuong 3 khong chi chita nhiing bét cép trude
mat ma con hudng t6i dung mot hé thong shoppertainment gan két chat giira noi
dung, con ngudi va nén tang. Nhd d6, doanh nghiép vira cai thién hiéu qua kinh doanh
ngan han, vira dat nén cho phat trién bén vitng dai han, hop voi xu thé dich chuyén

cua thuong mai dién tir hién dai.
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KET LUAN

Trong bdi canh thwong mai dién tir dang phat trién manh mé va c6 su chuyén
dich rd rét tir mé hinh mua sdm duya trén tim kiém sang mO hinh mua sam dua trén
ndi dung, shoppertainment da va dang trd thanh mot xu hudng tat yéu, dong vai tro
quan trong trong viéc dinh hinh lai hanh vi tiéu dung va chién lugc kinh doanh cua
doanh nghiép. Sy phat trién ctia cic nén tang nhu TikTok Shop cung véi su gia ting
cua cac hinh thtrc ndi dung video va livestream da tao ra mgt moi truong thuong mai
moi, noi trai nghiém, cam xuc va tuong tac tré thanh yéu t6 trung tdm trong qué trinh
ra quyét dinh mua hang.

Nhéan thire dugc tim quan trong d6, luan van da tdp trung nghién ctru hoat
dong shoppertainment tai Cong ty TNHH Sapital, véi muc ti€u danh gia thyc trang
va dé xuat cac giai phap nham nang cao hiéu qua hoat dong trong giai doan tiép theo.
Trén co s& muc ti€u nghién cou da dé ra, luan van da dat dugc mot sd két quéa chinh
nhu sau:

Thi nhét, luan vin da hé thong hoa co so 1y luan vé shoppertainment dudi goc
d6 thuwong mai dién tir hién dai, 1am rd khai niém, vai trd va cc yéu td cau thanh nén
hi€u qua cua hoat dong nay. D@)ng thoi, luan van da xay dung khung danh gia hoat
dong shoppertainment dya trén bén nhom tiéu chi gom: mic do twong tac, ty 1é
chuyén d6i, tac dong dén doanh thu va mirc d6 hai 1ong ctia khach hang. Pay 14 co s
quan trong dé phan tich va danh gia hoat dong cua doanh nghiép trong cac chuong
tiép theo.

Th hai, trén co sé van dung khung 1y luan di xay dung, luan vin d3 tién hanh
phan tich thyc trang hoat dong shoppertainment tai Cong ty TNHH Sapital. Két qua
nghién ctru cho théiy doanh nghiép da tan dung tdt xu hudng thuong mai dién tr dya
trén ndi dung dé dat duoc toc do tang trudng doanh thu an tuong, voi TikTok Shop
dong vai tro 1 kénh chu lyc. Céc hinh thire trién khai nhu video ngén va livestream
d3 gop phan quan trong trong viée thuc day hanh vi mua hang. Tuy nhién, bén canh
nhirng két qua dat duoc, hoat dong shoppertainment ctia doanh nghiép van con ton

tai mot s6 han ché, dic biét 1a ty 1¢ tuong tac con thép S0 vO1 mat béng chung, noi
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dung chua khai thac t6t yéu t6 cam xiic va kha nang lan truyén, cling nhu hé thong
van hanh chua duoc t6i wu theo hudng chuyén mén hoa.

Tht ba, xuét phéat tir nhitng han ché va nguyén nhan da dugc chi ra, luan van
da dé xuat mot hé théng giai phap nham diy manh hoat dong shoppertainment tai
doanh nghiép trong thoi gian toi. Cac giai phdp duoc xay dung theo hudng toan dién,
bao gém: dinh hudéng phat trién theo mo hinh thuong mai dinh hudng ndi dung; tai
ciu triic chién lugc ndi dung theo huéng can bang giita yéu t6 giai tri va chuyén doi;
chuan hoa hoat dong video va livestream; tai td chirc ngu@)n luc theo hudng chuyén
mon hoa; dong thoi dua ra cac khuyén nghi vé xay dung cong ddng khach hang, da
dang hoa kénh ban hang va tang cuong hop tac voi KOC/KOL. Nhitng giai phdp nay
khong chi nham nang cao hiéu qua hoat dong trong ngan han ma con hudng tdi viée
xay dyng nén tang phat trién bén viing trong dai han.

Mic du di c6 nhiéu c¢d ging trong qua trinh nghién ctru va thuc hién, dé an
van khé tranh khoi nhimg han ché nhat dinh, dic biét 1a vé pham vi dir liéu va kha
nang khai quat hoa két qua nghién ciru. Do d6, tic gia rit mong nhan dugc nhimng y
kién dong gop tir phia giang vién va cac nha nghién ciru dé luan vian duge hoan thién

hon.
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