Anh huging ctia thong tin x€p hang san phim
dén vigc chdp nhan thong tin truyén khiu
dién t cia ngudi tiéu dung;:
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Tom tAt

Nghién citu ditge thuce hién nham kiém dinh dnh hudng ciia théng tin xép hang sén phdm ciia
ngudi tiéu ding dén viéc clmp nhdn théng tin l:u)en khéu di¢n it (eWOM) tai Viét Nam -
mmng hop khéo sdt rai TP. Hé Chi Minh. Két qué cho llmy Chdt Iz{ang théng tin, D6 1n cdy
nguon tin, Xép hang thong tin, Cém nhén tinh Jutu dung ciia !hong tin, Cdm nhdn 1inh dé sit
dung ciia thong tin, Chdp nh@n thong tin truyén khiu dién 1@ déu d(zl duge gid 1ri va db tin
ody. K&t qué ciing chi ra, Chat llmng Ihéng tn, DG tin cdy ciia nguén tin, Xép hang théng tin
déu c6 1dc dong gidn uep dén vigc chap nhan théng nn lruyen khdu dign 1it théng qua Cdm
nhdn tinh hita dung ciia thong tin va Ci nhén tinh dé sit dung ciia théng tn.

T kKhéa: chdt lugng thong tin, x&p hang thong tin, cam nhdn tinh hitu dung cia thong nn,
chép nhdn théng tin truyén khdu dién ut

Summary

The study 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
results show that Message qualiry, Source credibility, Perceived message usefulness, Ranking
of eWOM, Perceived ease of use. Information adoption anain the validity and reliabiliry in
the research. In addition, Perceived message usefulness, Perceived ease of use are indirectly
affected by Message quality, Source credibility and Ranking of e WOM.

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

GI6I THIEU

Nhg c6 mang internel, ngudi tiéu
dung c6 thé giii y ki€n, nhan xét va diinh
2i4 sdn pham trén dién dan thio lufn, cic
trang web dénh gid, bang tin tic dién 1,
cdc trang web mang xa hoi, diéu ndy di
faora cong déng eWOM da dang. V61 sy
da dang nay, nguui tiéu ding dvoc uc'p
cin thong tin vé sin pham Hf cdc nguon
khdc nhav trudc khi quy€t dinh mua hang
va thyc 1€ chi ra rdng, ngudi tiéu diing c6
khuynh hu@ng tin wang vao nhitng thong
tin do ngussi tiéu ding khdc dua ra hon la
nhl?ng thong tin do ngudi ban hoic ngud
uep thi dua ra. Béi vi moi ngudi déu xem
cic xhong tin d6 13 mét 131 khuyén, chi

khéng phdi mét 101 chao bén hay quing cdo don thuin
(Hennig-Thurau et al., 2004).

Cic cong (rinh nghlen ciu lién quan dén eWOM
cho (hdy, viéc chap nhin thong tin eWOM 12 nhin 16
quan trong nhit d€n quyé&t dinh mua hang cia khéch
hang (Li & Zhan, 201 1; Fan, Miao, Fang, & Lin, 2013).
Khi ngudi tiéu dung chdp nhin thong tin eWOM, ho
c6 khuynh hudng sit dung thong tin dé d€ ra quyel
dinh mua hang, dic biét trong bdi canh sy lan truyen
théng tin eWOM trén cdc mang xa hdi ¢6 dnh hudng
rit [dn d€n quy€t dinh mua hang cla ngudi tieu ang
Do d6, nghlcn ciu ndy duge thuc hién “him ki€m tca
dnh hudng cda théng tin x€p hang sdn pham dén viéc
chip nhin thang tin eWOM cilia ngudi tiéu ding tai
Viét Nam - Trudng hop khdo sét tai TP. H3 Chi Minh
d€ kiém chdng nhin dinh vira néu (Ba viét sit dung
cich viét 0 thip phan theo chudn quétc té).

'Tvuﬂng Dai th Ngoal ngﬁ - Tin hge TP. H6 Chi Minh

“Truéng Dai hoc Ngan hang TP. HS Chi Minh
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Mit khic, cdc cf nhan Lhong €6
nhiéu ki&n thife vé van dé can (lm hiéu,

HINH 1: MO HINH ANH HUGNG CUA CHAT LUGNG THONG TIN
VA XEP HANG THONG TIN DEN VIEC CHAP NHAN THONG TIN EWOM TAI

VIET NAM nhung tich cyce tham gia (im hiéu thdng
diép, e 1a ho c6 dnnB lyc nm hiéu
mf:g théng tn. Theo mé hinh ndy, nhung

D8 n cay us
apain

Nguén Dé xual <ia nham e g

CO SG LY THUYET VA PHUONG PHAP

NGHIEN cUuU

Cd sé 1y thuy@t
Ly thuyét giao tiep xé hpi

Theo ly thuyét giao tiép x4 hdi cha Hovland (1948),
qué trinh giao uép xa hdi bao gém suf twong quan cda
b&n thanh 8: ngudt gifi théng dlep ngudi nhin thong
diép, thdng diép vi ddp dng thong diép. Ly lhuyel n:\y
dudc st dung d€ nghién cttu nguyén nhin cia viéc
chdp nhin thdng un eWOM e ngudi tiéu dung va

dudc dding d€ xdy dung khung tham khilo.

Ly thuyét hanh dong hop Iy (TRA) va Iy thuyél

hanh vi dy¢ dinh (TPB)

Hai Iy thuy&tl ndy do Ajzen & Fishbein (2004)
phétri€n nhim nghién ctiu mdi quan hé gii¥a thdi do
v hanh vi. Hai ly thuy&t nay chimg minh ring, mét
hanh vi ¢6 thé duge du bio hodc gidi thich béi cdc
¥ dinh d€ thyc hién hanh vi d6. C4c ¥ dinh bao gdm
cdc nhin 18 dong co dnh hu‘énB @é&n hinh vi va dugc
dinh nghia nhu 1a mife dé no lye mé ¢d nhin c6 g.’ang
a8 thyc hién hanh vi d6. Y dinh lai 1a mét ham cda
ba nhén 18: thd1 d6, dnh hudng xd hdi va ki€m sodt

hanh vi cdm nhan,
Mé hinh chép nhén cong nghe¢ (TAM)

M6 hinh TAM do Davis (1986) dé nghi. Mé hinh
nay dugc phdl trién dua vio mé hinh TRA, b sung
thém nhén (8 cdm nhan sy hitu dung va cim nhén sy
dé dang st dung. M6 hinh TAM diing d€ gidi thich cdc
nhin 8 unh hudng dén viéc chap nhin hé thdng thang

tin va cong nghe
Mo quh trién vong dinh gid k§ lugng (ELM)

Mo hinh ELM do Petty & Cacioppo (1986) dé
xudl. M6 hinh cho thdy, b{xng cich ndo md thdi 48
dugc hinh thinh vi thay ddi, cing nhy sy sin sing
4€ hanh dong theo thdi 4§ dugc hinh thanh trong ti€p

nhin thdng diép.

M hinh cho riing, cdc cd nhan c6 ki€n thige, 6 kha
ndng. thi s& sif dung Iuonv trung tdm (Central Route)
a€ ddnh gid thong dlep nhin dugc. Ludng trung tam li
cdc y nigm, ki€n thite sin co trong ho. Tire 12 ho dya
viio nhitng hi€u bi€t cha minh dé xit Iy va dip tng véi

thong diép mi ho nhiin dudc.

178

(=1 nhan gy s& sif dung ludng ngoai vi
(Peripheral Route) d& ddnh gid lhong
digp nhan dvge. Pidu nay ¢ thé hiéu
1a ho khong sif dung kién thic (VI khéng
hi€u nhiéu v& vin dé), ma ddng nhiing
tin higu din dit khdc. Nhitng tin hiéy
ndy gidp ho nhanh chéng ra quyét dinh
hon dé ddp ing vdi thdng diép nhin
duge (ching han tham khdo ¥ ki€n nguisi
khic di c6 kinh nghiém v& van dé ma
ho quan tdm).

M6 hinh ELM sit dung cdc nhin 53
tién didu klen cia viéc chap nhan thong
tin, bao gdm cdc nhan 8 vé chit h!dng
|hong tin va cdc nhin 8 vé 44 tin ciy
clia ngudn thong tin.

M6 hinh chdp nhdn théng tin (IAM)

M6 hinh nay do Sussman & Siegal
(2003) dé xuit. Cdc tdc gid cho ring,
trong thuc (€, sy chip nhin dugc gidi
thich biing mé hinh TAM (Davis, 1986)
chua ddy dd, vi chi tdp trung vao cic
hé thdng théng tin va vao viéc sif dung
m4y tinh cd nhan, nén khdng gidi thich
dugc qud trinh chdp nhin théng tin
dién ra nhu thé ndo. Sussman & Siegal
(2003) 43 m3 réng mé hinh TAM biing
cach k€t hgp TAM vdi mé hinh ELM,
1y dé ra doi 1AM.

Bling sy k&t hop nay, chat lugng clia
thong diép duge gdn cho ludng trung
14m vA db tin cdy nguon phit sinh thong
diép dugc gén cho ludng ngoai vi, con
tinh hifu dung théng tin duge xem nhu
bi€n trung gian.

Mb hinh nghién cifu

Thue (€ hi¢n nay, ngudi tiéu ding
khﬁng don thudn 12 ngudi tieu thy thong
tin va don déc trong hanh trinh ra qu)el
dinh mua h&ng Ho cé rnm xa hi dé dua
vao, dé w van v ¢6 rat nhiéu théng tin
aé phdn xét vé sin pham/dlch vu cung
nhy nhian hang. Céc nhan xét, dinh gm
x€p hang sin phim cda dim adng ¢d
4nh hnrdn" dén viée Chdp nhin thong
tin truyén khau va do dé dnh hudng dén
viéc ra quyél dinh mua hang. Nhiim
phdn dnh bdn chit cda su thay dcn rong
cdch quy@t dinh cla neudsi tiey dung,
viéc s dung md hinh JANT clia Sussman

& Siegal (2003) ¥4 yéu ¢in cin rhiét,
Nhém tic gid cing bd « wén Cam
nhén tinh dé sit dung va | N &p hang
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théug tin vdo méd hinh nhim phdn dnh BANG 1: BANG TOM TAT KET QUA KIEM DINH THANG DO
dnoh hudng cda xa hdi (ddm dong) dén BANG CRONBACH'S ALPHA
viec Chap I?hf.ln [hQPg tin cua ngui l!fu ‘ Thang do Cronbach’s Alpha| H s& tuong quan bidn t3ng thip nhit
ding. M hinh nghién cifu duge the hign [Cht tugng thang un 0828 0659
ai Hinh 1. S y
4 Nhém tic giﬁ aé xuil 6 gié lhuyé’l Bmmcéycua nguon tin 0.928] 0.805
nghién citu nhf sau: ) [Xép hang thong tin 0919 0.826
HI: Chit hidng thdng tin ¢ tdc dONE  [Cny nhan tinh hins dung 0937 0873
tich cye dén cdm nhgn sy hitu dung cba  Iegn s iy a8 ot dung 0939 0450
thong tn (+); N PANTPRN
H2: D6 tin ciy cla ngudn tin c6 tic [Criip v thing um cwOM 085 o7

dang tich cue d&n cdm nhan sy hitu dung iian et o Wl 9
cba thong tin (+); )

H3: Xé&p hang thong tin ¢6 tdc ddng HINH 2: KET QUA CFA CHO MO HINH TOI HAN
tich cve dén cAm nhan tinh d& st dung
clia thong tin (+);

H4: Cim nhin tinh dé& s& dung cta chiquare/df 1.954

thdng tin c6 tdc Agng tich cyc d&n cam rmi:a ggg
nhin tinh hitu dung cla théng tin (+); o o8
H5: Cém nhén tinh hiru dung cla Ui ‘979

théng tin ¢d tic ddng tich cyc dén viée
chip nhin thong tin eWOM (+);

Hé: CAm nhin tinh dé st dung cla
théng tin ¢6 tic dong tich cuc dén viée
chip nhin thdng tin eWOM (+).

Phucng phép nghién cdu

P61 tugng khdo sdt 12 ngudi tidu
diing ¢6 st dung internet dé tim ki€m
thong tin tewdc khi mua hiang ta1 TP. H3
Chi Minh. M3u dudc chon theo phuong
phap 1y miu thuin tién. D liéu duoc
thu thap théng qua hinh thic giri bang
khio sdt online trong nam 2019. K&t qui .
thu v& 512 béng trd 183 dat yéu cdu. HINH 3: KET QUA SEM CHO MO HINH CHUAN HOA

Nghién cifu sit dyng thang do cha g -
Chou et al. (2015) cho 3 khé&i niém:
Chil Iugng thdng tin (gdm 3 bi€n quan
sé1, dugc m3 héa wr CHATLUONGI
d€n CHATLUONG3), D6 tn ciy
clia ngudn tin (gom 3 bign quan sd1,
dusc ma héa tir DOTINCAY! dén
DOTINCAY3) vd Chip nhan thdng
tin eWOM (gdm 4 bi€n quan sdt, dugc
ma héa 1t CHAPNHANEWOM]J dén
CHAPNHANEWOM4). Khdi niém
X€p hang théng tin (gém 3 bi€n quan

chiquarefdf 1.870
rmsea 044

sat, dugc m3 héa tr XEPHANGI dén i 982
XEPHANG3) s¥ dung thang do cia of 952
Durmaz & Yiksel (2017). Khdi niém w979

Cim nhin tinh hiu dyung cta théng uun ke
un (gom 3 bi€n quan sdt, dugc ma N

héa tt CN_HUUDUNGI dé€n CN_ Viéc kiém dinh thang do dugc tién hanh qua cfic
HUUDUNG3) sir dung thang do cia budc: kiém dinh dd tin cdy Croﬁnbaf:h's A;lph:dl, pl}an
Cheung et al. (2008). Khdi niém Cim  tichnhdn t3 kham phd (EFA)L phin tich p}mn l’o kh'img
nhin tinh d& si dung (gém 3 bi€n quan  dinh (CFA) v ki€m dinh md h}nh r{,gh'e," CLruAAlholng
sit, duac ma héa wr CN_DESUDUNGI  qua phuong phip ph&n li7€h Sno,h]HhEZU lr‘gc luy‘en (Jnh
d&n CN_DESUDUNG3) dung thang do  (SEM), dua }rén k&t qué xit 1y s6 liéu thong k& thong
clia Davis (1986). qua phin mém AMOS.
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BANG 2: KET QUA KIEM BINH MOl QUAN HE NHAR QUA
GIIA CAC KHAI NIEM NGHIEN CdU TRONG MO HINH (CHUAN HOA)

Két lugn

KET QUA NGHIEN cUU

Dinh gis so bd (hang do

Trong x( 1y s6 bd thang do, cdc thang do Chalt htgng
thong tin, D6 tn cay cita ngudn tin, X&p hang lhong tin,
Cdm nhén tinh hitu dung, Cim nhén tinh d& sir dung vh
Chap nhén théng 1in eWOM (ngoai trt bién quan sal
CHAPNHANEWOM3 khéng dat chdt lugng di bi loai)
c6 hé s§ Cronbach's Alpha nim trong khodng tir 0.60
dén 0.95 (Biing 1). Bén canh do hé s6 tuong quan bién
t8ng déu 16n hon 0.3, nén ta1 ¢4 cic bién quan sdt déu
dugc gilr lai va dua vao phan tich EFA.

Phin (ich EFA

K&t qud EFA cho \h1y‘ ¢6 5 nhin 18 dude trich a1
eigenvalue 12 1.525 véi long phuang sai trich dudc 12
78 157% (>50%), dat yéu ciu trong ki€m dinh. Céc
bién quan sdtnay duge ding dé klcm dinh trong phan
tich CFA (i€p theo.

Kiém dinh thang do biing CFA

K&t qud ph'm tich CFA (Hinh 2) cho thdy, md hinh
6 gid tr thdng k& Chi - binh phuang 13 234 447 véi

dr =120 bjc 1y do, gid tri P = 0.000. N&u didu chinh
theo bic w do cd CMIN/Af = 1.954 < 5, dat yéu clu
cho d6 wang thich. Céc chi tiéu khic nhe TLI = 0,979
>0.9,CFI1=0.983> 0.9, GF =0.954 > 0.9 vi RMSEA
=0.043 < 0.08 déu dat yéu ciu.

\Igo’n ra, mo hinh ¢6 dé hdi ty khi gid «ri AVE >0.5;
cdc hé 6 tii nhin (& (St'\nd‘nrdlzed R«,gressnon Weight)
déu 16n han 0.6, dim bio yéu ciu vé tinh don hung.

Ki€m dinh mé hinh Iy thuy&t

Nhém tdc gla stt dung mé hinh cﬁu wréic tuy&n tinh
SEM d€ dinh gid inh hudng clia x&p hang théng tin
dén vigc chdp nhin thong tin eWOM cia ngudi tiéu
dung tai Viét Nam. K&t qua Biing 2 vi Hinh 3 chira
ciic mii quan hé déu co y nghia vé& mat (hong ké. Nhu
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Gia thuyél M&éi quan hé Udc lugng | P-value
HI CN_HUUDUNG <---|CHATLUONG 0.200) Chip nhan
H2 CN_HUUDUNG <---_|DOTINCAY 0108 )
HY CN_DESUDUNG <-— |XEPHANG 0201 “*| Chilp nhin
H4 CN_HUUDUNG <--- |CN_DESUDUNG 0224 Chip nhan
[ CHAPNHANEWOM <--- |CN_HUUDUNG 0.612 *|_Chdpnhin
Hé CHAPNHANEWOM < |CN_DESUDUNG 0.293 “=+| Chilp nhan
% povalue < 005
BANG 3: KET QUA U6C LUGNG BANG BOOSTRAP VOI MAU N - 1,000

Parameter SE SE-SE | Mean Bias SE-Bias | CR
ICN_DESUDUNG <--- |[XEPHANG 0052 0001|0199 |-0001 |0002 05
CN_HUUDUNG <-— |CHATLUONG 0048 [0001  0.198  |-0.003 |0002 -1S
CN_HUUDUNG < |DOTINCAY 0.047 o000 o108 [-0001 [0.001 -
CN_HUUDUNG < |CN_DESUDUNG 0057|000t [0222 0002 |0.002 -t
CHAPNHANEWOM <--- |CN_HUUDUNG 0.054 [0.00L  [0.61 -0.002_[0.002 -1
CHAPNHANEWOM <-— |CN_DESUDUNG 0.058 [0.001  [0.292  |-0.001 _[0.002 -0.5

N Két qud xd ly dif ey

v1y cdc gid lhuyél déu duge chdp nhan.
Ddng thdi. cdc méi quan hé nay déu 11
quan hé dong bi€n (H& s6 chuin héa >
0). Ngoai ra, k&t qud nghién cu ciing
cho thdy. R? clia Ch&p nhén théng tin
eWOM la 0.547, cao hon so v§i oghién
cifu ctia Cheung et al. (2008) c¢6 R? 1a
0.460, cho thdy mic d§ gidr thich clia
mé hinh d6i vdi bi€n Chdp nhin thong
tin eWOM di tang 1&n khi bé sung bién
X&p hang théng tin vd bign Cdm nhan
tinh dé st dung vao mé hinh.

Ubc lwgng md hinh 1y thuy&t biing
bootstrap

Nghién cttu sir dung phudng phép udc
1Wgng boostrap véi lugng miu liip lai N=
1,000. K&t qud udc ligng duge trinh bay
& Bdng 3 cho biét, da s6 cic d6 chéch
khong cé ¢ nghia thang ké. Vi vy, ¢§
thé k&t ludn uée higng md hinh 12 ¢6 thé
tin cdy dude.

THAO LUAN VA HAM Y

K&t qud nghién cttu di chi ra, Chit
higng thong tin, B3§ tin cay ctia ngudn tin
dbu cb tic dong tich cyc d&n Cam nhin
tinh hitu dung clia ngudn tn. Xép hang
théng tin téc dong tich cue d&n Cam nhan
tinh dé st dung. Cdm nhin (inh d& si
dung ¢6 tic dang tich cuc dén Cam nhin

tinh hitu dung cha thong 1in, Pdng thisi,
Cam nhan tinh hitu dun-' Cliz thong tip va
Cam nhan tinh d& sit dung 7y g0 déng
tich cyc d&€n Chap nhan tho, ':WOME,
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Két qud nay la nhit quin v6i cdc  nghi€p co thé€ phit 1ri€n théng tin eWOM nhyt 12 mét
nghién cdu trudc diy cia Cheung et cbng cu marketing hidu qud |hong qua céc hinh thife.
al (2008); Shen et al. (2013): Tseng & nhu cho phép r\glfUl tiéu ding giti cdc nhin xét, dinh
Wang (2016). Hon nira, viée b3 sung gid vé sdn phim, dich vu trén trang web cda cong ty:
bign Xep hang théng tin vd C4dm nhén ké1 hop vdi cic trang web ddnh gid djc lﬁp cdc trang
tinh dé st dung vao md hinh cho thdy, mang xd hoi... Dong thdti, mar dding thit sin phim, tao
anh hudng cta 2 bi€n nay 12 khé dang diéu klcn cho nguul tiéu ding duge uepcan vGi théng
ké, qua do glél thich dugc thém bién  tin vé sin pham, dich vu tir nhiéu nguon khac nhau
ihién cha chdp nhan thdng tin eWOM so  trut6e khi ra quy&t dinh mua hang. Biéu quan trong
vdi cdc nghién ciu rude d6. nhat 12 khdng can thiép vio qué trinh niong tac gilra

Tir k€t qud nghién cdu trén, doanh  céc ngudi tiéu dang.0
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1. Van phong Bi¢u phoi Nong thon mér TP. Hi Non . .

2. Vin phong HDND vi UBND huyén Cao Loc. tinh Lnn'* S:ln -
3. Chi cuc B& diéu vii Phong chéng lut bio Hi Noi..
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