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Nghiin cdu dugc thuc hiin nhdm kiem dinh dnh hudng cua thdng tin xe'p hgng sdn phdm cda 
ngUdi tieu dung di'n viic chdp nhdn thong lin iruyen khdu dien /M" (eWOM) tai Viet Nam -
trUdng hgp khdo sdt tgi TP. Ho Chi Minh. Ke'l qud cho thdy: Chdt luang thong lin. Do tin cdy 
nguon tin, Xe'p hgng ihdng tin, Cdm nhdn tinh hdu dung cda thdng tin, Cdm nhdn tinh di sd 
dying cua thong tin. Chdp nhgn thdng tin iruyen khdu diin td deu dgt dugc gid tri vd do lin 
cdy. Kit qud cdng chi ra, Chdt lugng thdng tin. Do lin cdy cua nguon tin, Xep hgng thdng tin 
deu cd tdc dgng gidn tiep de'n viic chdp nhdn thdng tin truyen khdu diin tvt thong qua Cam 
nhdn tinh hdu dung cda thong tin vd Cdm nhdn tinh di sd dung cua thong tin. 

TH khoa: chdt lugng thdng tin. xep hgng thong tin, cdm nhdn tinh hffu dung cua thong tin, 
chdp nhdn thdng tin truyin khdu diin id 

Summary 
The sludy is conducted to assess the influence of consumers on the perception of the senders' 
identity to the adoption of product reviews in Viet Nam - the case study in Ho Chi Minh city. The 
resulls show that Message quality, Source credibility. Perceived message usefulness. Ranking 
of eWOM, Perceived ease of use. Information adoption attain the validity and reliability in 
the research. In addition. Perceived message usefulness. Perceived ease of use are indirectly 
affected by Message quality. Source credibility and Ranking ofeWOM. 

Keywords: message quality, source credibility, perceived message usefulness, eWOM adoption 

GI61 THIEU khdng phai mdt ldi chao bdn hay quang cao ddn thuan 
(Hennig-Thurau et al., 2004). 

Nhd CO mang internet, ngtfdi tieu Cac cdng trinh nghien ctfu lien quan de'n eWOM 
dung CO the gu'i y kie'n, nhan xel va danh cho thd'y, viec chd'p nhan thdng tin eWOM la nhdn td 
gid san pha'm trdn dien dan thao luan, cdc quan trgng nhd't de'n quye't dinh mua hang cua khach 
trang web danh gid, bang tin ttfc dien lijf, hang (Li & Zhan, 2011; Fan, Miao, Fang, & Lin, 2013). 
cac trang web mang xa hdi, dieu nay dd Khi ngtfdi tidu dung cha'p nhan thdng lin eWOM, hg 
tao ra cdng ddng eWOM da dang. Vdi stf cd khuynh htfdng siJf dung thdng lin dd dd ra quyd't 
da dang nay, ngtfdi tidu diing dtfdc tie'p dinh mua hang, dac biet trong bd'i canh sff Ian truyen 
can thdng tin ve san phd'm ttf eac ngudn thdng tin eWOM tren cac mang xa hdi cd anh htfdng 
khde nhau trtfdc khi quyd'i dinh mua hang rd't tdn dd'n quyd'i dinh mua hdng cua ngtfdi tieu dung. 
va thtfc te chira rang, ngtfdi tieu diing cd Do dd, nghidn cffu ndy dtfdc thtfc hign nham kidm tra 
khuynh htfdng tin ttfdng vao nhffng thdng anh htfdng cua thdng tm xd'p hang sdn pham dd'n viec 
tin do ngtfdi tidu dung khac dtfa ra hdn la chap nhdn thdng tin eWOM cua ngtfdi tidu dung tai 
nhffng thdng tin do ngtfdi ban hodc ngtfdi Viet Nam - Trtfdng hdp khao sat tai TP. Ho Chi Minh 
liep Ihi dtfa ra. Bdi vi moi ngtfdi deu xem de kid'm chtfng nhan dinh vtfa neu (Bdi vii't sd dung 
cac thdng tin dd la mdt ldi khuydn, chtf cdch vie'l sdthdp phdn theo chudn qudc ti). 

"Trudng Dai hpc Ngoai ngtf - Tin hoc TP. Ho Chi Minh 
•'Trtfdng Dai hpc Ngan hang TP. H6 Chi Minh 
l^gdy nhdn bdi: 03/11/2019; Ngdy phdn bien: 22/11/2019. Ngdy duyel ddng: 25/11/2019 
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HINH 1: MO HIMH AMH HtJCiNG C C A CHAT L C T O N G THONG TIM 

VA XEP HANG THOMG TIM DEN VIEC CHAP NHAN THONG TIN EWOM TAI 

VIET MAM 

CO sd LY THUYET VA PHUaNG PHAP 
NGHIEN CLTU 

Ctf sd Iy thuyg't 
Ly thuyet giao tii'p xa hgi 
Theo ly thuyd't giao tid'p xa hgi cua Hovland (1948), 

qua trinh giao tie'p xa hgi bao gdm stf ttfdng quan cua 
bd'n thdnh Id': ngtfdi gu'i thdng didp, ngtfdi nhan thdng 
diep, thdng didp va dap ffng thdng diep. Ly thuye't nay 
dtfdc sff dung de nghien ctfu nguydn nhdn cua vide 
chd'p nhdn thdng tm eWOM ttf ngtfdi lidu diing va 
dtfdc dung de xdy dtfng khung tham khao. 

Ly thuyet hdnh dgng hap ly (TRA) vd ly thuyet 
hdnh vi dif dinh (TPB) 

Hai ly thuyd't ndy do Ajzen & Fishbein (2004) 
phat trien nham nghien ctfu md'i quan hd gitta thdi dd 
vd hanh vi. Hai ly thuye't nay chtfng minh rang, mdt 
bdnh vi cd the dtfdc dff bdo hoac giai thich bdi cdc 
y dinh de thtfc hien hdnh vi do. Cdc y dinh bao gdm 
cdc nhan td' ddng cd anh htfdng de'n hanh vi vd dtfdc 
dinh nghTa nhtf Id mffc dd nd ltfc md ca nhdn cd'gang 
de thtfc hien hdnh vi dd. Y dinh lai la mdt hdm cua 
ba nhan id': thai do, anh htfdng xa hdi vd kiem soal 
hdnh vi cdm nhan. 

Mo hinh chdp nhgn cdng ngh^ (TAM) 
Md hinh TAM^do Davis (1986) de nghi. Md hinh 

nay dtfdc phdt trien dtfa vdo md hinh TRA, bd sung 
thdm nhan td' cdm nhan stf htfu dung va cam nhan stf 
dl dang sff dung. Md hinh TAM diing de gidi thich cac 
nhdn td' anh htfdng den viec cha'p nhan he thd'ng thdng 
lin va cdng nghe. 

Mo hinh triin vgng ddnh gid ky lUdng (ELM) 
Md hinh ELM do Petty & Cacioppo (1986) de 

xud't. Md hinh cho thd'y, bdng cdch nao ma thai do 
dtfdc hinh tbanh vd thay ddi, cung nhtf stf sdn sang 
de hanh dgng tbeo thai dd dtfdc hinh thanli trong lie'p 
nhdn thdng didp. 

Md hinh cho rang, cdc ca nhan cd kid'n thtfc, cd kha 
nang, thi se sir' dung ludng trung tam (Central Route) 
de ddnh gia thdng diep nhdn dtfdc. Ludng trung lam la 
cdc y nidm, kid'n thtfc sdn cd trong ho. Tffc la hg diJa 
vao nhttng hieu bid't cua minh de xff ly va ddp ffng vdi 
thdng diep ma hg nhdn dtfdc. 

Mat khac, cdc cd nhan khdng j;6 
nhieu kie'n thffc ve vd'n de can tim hieu, 
nhtfng tich ctfc tham gia lim hidu thdng 
didp, ttfc la hg cd ddng ltfc tim hieu 
thdng tin. Theo md hinh nay, nhttng 
cd nhdn a'y se sff dung ludng ngoai vi 
(Peripheral Route) de ddnh gia thdng 
didp nhan dtfdc. Didu nay cd the hidu 
la ho khdng su" dung kie'n thffc (vi khdng 
hidu nhidu ve vd'n de), ma dilng nhtfng 
tin hidu ddn dat khac. Nhttng lin hieu 
nay giup hg nhanh chdng ra quyet dinh 
hdn dd ddp ffng vdi thdng didp nhan 
dtfdc (chang ban tham khao y kid'n ngtfdi 
khde da cd kinh nghiem ve va'n de ma 
hg quan tdm). 

Md hinh ELM su' dung cdc nhdn td 
lien dieu kien cua vide cha'p nhan thdng 
lin, bao gom cac nhan td' ve chd't Itfdng 
thdng tin va cac nhan to' ve do lin cdy 
cua ngudn thdng tin. 

Mo hinh cha'p nhgn thdng tin (IAM) 
Md hinh nay do Sussman & Siegal 

(2003) de xua't. Cdc tac gia cho rang, 
trong thtfc td', stf chd'p nhdn dtfdc giai 
thich bang md hinh TAM (Davis, 1986) 
chtfa day du, vi chi lap trung vdo cdc 
he thd'ng thdng lin va vdo vide siV dung 
may linh ca nhan, nen khdng giai thich 
dtfgc qud trinh chd'p nhdn thdng lin 
didn ra nhtf the' nao. Sussman & Siegal 
(2003) dd md rdng md hinh TAM bang 
each kd't hdp TAM vdi md hinh ELM, 
ttf dd raddi IAM. 

Bdng stf kd't hdp nay, chat Itfdng cua 
thdng diep dtfdc gdn cho ludng trung 
tam va dd lin eay ngudn phat sinh thdng 
didp dtfdc gan cho ludng ngoai vi, cdn 
tinh hffu dung thdng tin dtfdc xem nhtf 
bid'n trung gian. 

Md hinh nghien cî u 
Thtfc td' hidn nay, ngtfdi lidu dilng 

khdng ddn thuan Id ngtfdi tidu thu thdng 
lin va ddn ddc trong hdnh irlnh ra quye't 
dinh mua hang. Hg cd mot xa hgi dd dtfa 
vdo, dd ttf va'n^vd cd ra't nhieu thdng tin 
de phdn xdt vd san pham/dich vu cung 
nhtf nhan hang. Cac nhan xet, danh gia, 
xd'p hang san pham cua ddm ddng cd 
anh htfdng dd'n vide chd'p nhdn thdng 
tin truyen kha'u va do dd anh htfdng de'n 
vide ra quyd'i djnh mua hang. Nham 
phan anh ban cha't cua stf thay ddi trong 
each quye't dinh cua ngtfdi tieu dung, 
viec stt dung md hinh 1AM cila Sussman 
& Siegal (2003) la yeu cdo cdn thid't. 
Nhdm lac gia cung bd sun- bie'n Cam 
nban tinh dd sij" dung va l;,-^! Xcp hang 
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thdng tin vao md hinh nhSm phan anh 
anh htfdng cua xa hdi (dam ddng) dd'n 
viec Cha'p nhdn thdng tin cua ngtfdi tidu 
diing. Md hinh nghidn ctfu dtfdc the hidn 
tai Hinhl. 

Nhdm tac gia de xua't 6 gia thuydt 
nghidn cffu nhtf sau: 

HI: Chd't Itfdng thdng tin cd tac ddng 
deh ctfc dd'n cdm nhdn stf hffu dung cua 
thong tin (+); 

H2: Dd tin cay cua ngudn tin cd lac 
ddng tich effe dd'n cam nhdn stf hffu dung 
cua thdng lin (+); 

H3: Xd'p hang thdng tin c6_iac ddng 
tich ctfc den cam nhan tinh dd sff dung 
cua thdng tin (+); 

H4: Cam nhdn tinh dd sff dung cua 
thong tin cd tac ddng lich ctfc den cam 
nhdn tinh hffu dung cua thdng lin (+); 

H5: Cam nhdn linh hffu dung cua 
thdng tin cd tdc ddng lich cifc dd'n viec 
cha'p nhan thdng tin eWOM (+); 

H6: Cam nhdn linh dl su' dung cua 
Ihong tin cd tdc ddng tich cffc dd'n vide 
chd'p nhan thdng tin eWOM (+). 

Phiftfng phap nghien cii'u 
Dd'i ttfdng khao sdt Id ngtfdi tieu 

diing cd sil dung internet de tim kie'm 
thdng tin trtfdc khi mua hang lai TP. Hd 
Chi Minh. Mdu dtfdc chgn theo phtfdng 
phap lay mdu thuan tidn. Dtf lieu dtfdc 
thu thdp thdng qua hinh thtfc gffi bang 
khao sal online trong nam 2019. Kd't qua 
tiiu v^ 512 bang tra ldi dat yeu clu. 

Nghien ctfu sff dung thang do cua 
Chou et al. (2015) cho 3 khai nidm: 
Cha't Itfdng thdng tin (gdm 3 bid'n quan 
sat, dtfdc ma hda tff CHATLUONGl 
den CHATLU0NG3), Dd tm cay 
cua nguon tin (gdm 3 bie'n quan sat, 
dtfdc ma hda ttf DOTINCAYl dd'n 
D0TINCAY3) va Chd'p nhan thdng 
tin eWOM (gdm 4 bid'n quan sat, dtfdc 
raa hda ttf CHAPNHANEWOMI den 
CHAPNHANEW0M4). Khdi niem 
Xe'p hang thdng tin (gom 3 bid'n quan 
sdt, dtfdc ma hda ttf XEPHANGI dd'n 
XEPHANG3) sff dung thang do cda 
Durmaz & Yuksel (2017). Khai nidm 
Cam nhdn tinh hffu dung ciia thdng 
tin (gdm 3 bie'n quan sat, dffdc ma 
hda ttt CN_HUUDUNGI dd'n CN^ 
HUUDUNG3) sff dung thang do ciia 
Cheung et al. (2008). Khai niem Cam 
nhan linh de stt dung (gdm 3 bid'n quan 
sat, dffdc ma hda ttf CN_DESUDUNGI 
de'n CN_DESUDUNG3) dung thang do 
Clia Davis (1986). 

BANG 1: BANG TOM TAT KET QUA KIEM DjNH THANG DO 
BANG CRONBACH'S ALPHA 

Thang do 

Chat lirdng thong tin 

Dp lin cay cua nguon tin 

Xep hang Ihong lin 

Cam nhan tinli hiJii dung 

Cam nhan tinh de sif dung 

ChŜ p nhan thong tin eWOM 

Crontiach's Alpha 

0 828 

0.928 

0,919 

0.937 

0.939 

0.859 

H^ sSi tiAAig quan biSh t^ng thSfp nhSit 

0.659 

0.805 

0.826 

0.873 

0.850 

0.712 

HINH 2; KET QUA CFA CHO MO HINH TCil HAN 
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HiNH 3; KET QUA SEM CHO MO HINH CHUAN HOA 

Viec kiem dinli tiiang do diroc tien lianli qua cac 
budc-kiem dinli do tin cay Cronbacli's Alpha, phan 
tich nhan to kham pha (EFA), phan tfch nhan to khang 
dinh (CFA) vii kiem dmh mo hinh nghien ctJu thong 
qua phuong phap phan tich mo hinh cau true tuyen tinh 
(SEM), di/a tren ke't qua xil ly s6' lieu thong ke thong 
qua phan mem AMOS. 
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BANG 2: KET QOA KIEM DINH MOI QGAN HE NHAN QUA 

GltJfA CAC KHAI NIEM NGHIEN Cd'u TRONG MO HINH (CHUAN HOA) 

Gia thuyg't 
HI 

H2 

H3 

H4 

H5 

H6 

McTi quan h$ 

CN HUUDUNG 

CN HUUDUNG 

CN DiiSUDUNG 

CN HUUDUNG 

CHAPNHANEV/OM 

CHAPN HAN EWOM 

<--
<--
<— 
<— 
<— 
<--

CHATLUONG 

DOTINCAY 

XEPHANG 

CN^DESUDUNG 

CN HUUDUNG 

CN DESUDUNG 

TJdc lu'dng 

0.200 
0 108 

0 201 

0 224 

0.612 

0,293 

P-value 
• > ^ 

• ^ " 

^ • ' ^ 

^.. 
*** 
* • * * 

Kd't lu^n 

Chap nhan 

Chap nhan 

Chap nhan 

Chap nhan 

Chap nhan 

Chap nhan 

BANG 3: KET QUA (fdC LC/giNG BANG BOOSTRAP VCil MAG ^ 

Parameter 

CN_DESUDUNG 

CN_HUUDUNG 

CN_HUUDUNG 

CN_HUUDUNG 

CHAPNHANEWOM 
CHAPNHANEWOM 

<— 
<— 
<—-
<— 
<-
< . „ 

XEPHANG 

CHATLUONG 

DOTINCAY 

CN DESUDUNG 

CN HUUDUNG 

CN_DESUDUNG 

SE 

0.052 

0.048 

0.047 

0.057 
0.054 

0.058 

SE-SE 

0 001 

0 001 

0.001 

0.00 i 

0.001 

0.001 

Mean 

0-199 

0.198 

0 108 
0.222 

0.61 

0.292 

= 1,000 

Bias 

-0,001 

-0.003 

-0 001 
-0.002 

-0.002 

-0.001 

SE-Bias 
0 002 

0 002 

0.001 

0.002 

0.002 

0.002 

CR 

-0 5 

-1.5 

-1 

-1 

-1 

-0.5 

KETQUA NGHIEN CLTU 

Danh gia sd bd thang do 
Trong xu' ly sd bo Ihang do, cac thang do Chat lifdng 

thong tin. Do tm cay cua nguon tin, Xep hang thong tin. 
Cam nhan tfnh hffu dung, Cam nhSn tinh d§ sii dung va 
Chap nhan thdng tin eWOM (ngoai trtf bie'n quan sat 
CHAPN_HANEW0M3 kh6ng dat chat lifdng da hi loai) 
CO he so Cronbach's Alpha nam trong khoang tff 0.60 
den 0.95 (Bang I). Ben canh do, he so'tu'dng quan bien 
tdng deu Ifin hdn 0.3, nen tS't ca cac biS'n quan sat diu 
dffdc giff lai va dffa vao phan tich EFA. 

Phan ti'ch EFA 
Ket qua EFA cho tha'y, co 5 nhan to' difdc trich tai 

eigenvalue la 1.525 vdi tdng phffdng sai trich du'dc la 
78.157% (>50%), dat yeu cau^trong kiem djnh. Cac 
bien quan sat nay dffdc dung de kiem dinh trong phan 
tich CFA tiep theo. 

Kiem dinh thang do b&ng CFA 
Ket qua phan tich CFA (Hinh 2) cho tha'y, mo hinh 

CO gia tn thd'ng ke Chi - binh phffdng la 234.447 vdi 
df = 120 bac tff do, gia tri P = 0.000. Neu dieu chinh 
theo bac tif do co CMIN/df = 1.954 < 5, dat yeu cau 
cho dO tffdng thich, Cac chi tieu khac nhff TLI = 0.979 
> 0.9, CFI = 0.983 > 0.9, GFI = 0.954 > 0.9 va RMSEA 
= 0.043 < 0.08 deu dat yeu cau. 

Ngoai ra, mo hinh co do hoi tu khi gia tri AVE > 0.5; 
cac h6 so tai nhan td (Standardized Regression Weight) 
deu ldn hdn 0.6, dam bao yeu c^u ve tinh ddn hffdng. 

Kiem dinh mo hinh ly thuyd't 
Nhom tac gia sii dung mo hinh cau tnic luye'n tinh 

SEM de danh gia anh hffdng cua xe'p hang thong tin 
den viec cha'p nhan thong tin eWOM cua ngffdi tieu 
dung t^i Viet Nam. Ket qua Bang 2 va Hinh 3 chi ra 
cac mo'i quan he deu co y nghTa ve mat tho'ng ke. Nhff 

i lgLion Ket qua XLT iy dilf lieu 

vay, cac gia thuye't d^u dffdc cha'p nhan. 
Dong thdi, cac mo'i quan he nay deu la 
quan he ddng bie'n (He sd chuS'n hoa > 
0). Ngoai ra, ket qua nghien cffu ciing 
cho tha'y, R' cua Cha'p nhan thong tin 
eWOM la 0.547, cao hdn so vdi nghien 
cffu cua Cheung et al. (2008) cd R- la 
0.460, cho tha'y mffc dp giai thich cua 
mo hinh do'i vdi bie'n ChS'p nhan thong 
tin eWOM da tang len khi bd sung bidn 
Xep hang thong tin va bien Cam nhan 
tinh de sff dung vao mo hinh. 

l/dc lu'tfng m6 hinh Iy thuyd't bSng 
bootstrap 

Nghien cu'u su' dung phffdng phap ffdc 
Iffdng boostrap vdi Iffdng m3u lap lai N = 
1,000. Ke't qua ffdc Iffdng dffdc trinh bay 
d Bang 3 cho bie't, da so' cac do chech 
khong cd y nghTa tho'ng ke, Vi vay, co 
the ket luan ffdc Iffdng md hinh la co the 
tin cSy dffdc. 

THAO LUAN VA HAM Y 

Ke't qua nghien cffu da chi ra, Cha't 
Iffdng thong tin, Do tin cay cua nguon tin 
deu CO tac dong tich cffc den Cam nhSn 
tinh hu'u dung cua nguon tin, Xe'p hang 
thdng tin tac dong tich cffc ddn Cam nhan 
tinh de sii dung. Cam nhan tinh dl sff 
dung cd tac ddng tich cffc den Cam nhan 
tinh hffu dung ciia thdng lui. egng thdi. 
Cam nhan tinh hffu dung ciia ihong tin v^ 
Cam nhan tinh dl sff dunjj cAy tac dong 
tich cffc den Cha'p nhan thon^ • -i cWOM 
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Ket qua nay la nha't quan vdi cac nghiep cd the phat trien thong tin eWOM nhff lii mdt 
nghien cffu trffdc day cua Cheung et cdng cu marketing hieu qua thdng qua cac hinh thffc, 
al (2008); Shen et al. (2013); Tsjng & nhff: cho^ phep ̂ ngffdi tieu dung gffi cac nhan xet, danh 
Wang (2016). Hdn nffa, viec bd sung gia ve san pham, dich vu tren trang web cua cong ty; 
bien Xep hang thdng tin va Cam nhan ke't hdp vdi cac trang web danh gia doc lap, cac trang 
tinh dl su" dung vao mo hinh cho tha'y, m^ng xa hdi... Ddng thdi, mdi diang thuf san pham, tao 
anh hffdng cua 2 bien nay la kha dang dieu ki6n cho ngffdi tieu dung dffdc tiep can vdi thdng 
k ,̂ qua do gidi thich dffdc them bien tin ve san pham, dich vu tff nhieu nguon khac nhau 
thien cua chap nhan thong tin eWOM so trffdc khi ra quyet dinh mua hang. Dieu quan trpng 
vdi cac nghien cffu trffdc do. nha't la khdng can thiep vao qua trinh tffdng tac giifa 

Tff ket qua nghien cffu tren, doanh cac ngffdi tieu diJng.Q 
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QUANG CAO SO 33 ^ U S M ^ KINH TE VA DlJ BAO 

1. Van phong Dieu phoi Nong thon m6\ TP, Ha Noi 
2. Van phong HDND va UBND huyen Cao Loc. lmh Lang Sdn . 
3. Chi cue De dieu va Phong cho'ng luC bao Ha Noi 
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