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TAC DONG COA TRUYEN MIENG BIEN TU
BEN ¥ BINH MUA HANG CUA NGUDI TIEU DONG
TREN NEN TANG THUONG MAI TRUC TUYEN TAI THI TRUDNG VIET NAM

Pham Vin ,Tuén
Pai hoc Kinh té Quoc dan Ha Néi
Email: phamvantuan@neu.edu.vn

Ngay nhdgn: 03/03/2020 08/04/2020 Ngay duyét dang: 15/04/2020
@di viét nghién curu nhiing tac déng cua truyén miéng dién tir dén y dinh mua hang cua nguoi tiéu
ding trén nén tang thuong mai tryc tuyen Trong do, nghién citu kzem dinh tac dong truc tiép tir
sw chdp nhdn eWOM, thdi d, chuan chi quan va nhén thirc kiém soat hanh vi dén y dinh mua. Ngoal ra, y
dinh mua con chiu tac dong gidan tlep cua sy chap nhan eWOM thong qua thai do, chudn chu quan va nhdn
thike kiém sodt hanh vi; anh hu’ong ciia sw tin cdy eWOM, chdt livong eWOM théng qua sur chdp nhén eWOM.
Bai bao sé trinh bay ket qua nghzen cttu thue nghiém dinh lu*o*ng tie 09/01/2020 den 01/03/2020 nham
kiém dinh moé hinh ly thuyét cung nhw cac gia thuyet nghzen cleu ma nhom dé xudt. Két qua cugc nghién ciru
chi ra rang s tin cdy eWOM c6 anh huong gian tiép toi y dinh mua hang thong qua yeu 16 sw chap nhdn
eWOM, y dinh mua chiu sy tac dong tich cuc tryc tiép tir s chdp nhdn eWOM, chudn chii quan cung Vi
nhén thire kiém sodt hanh vi va sy chap nhan eWOM c6 anh huong tich cwc mot cdach gzan tlep toi y dinh
mua thong qua cac yéu té thdi do, chuan chii quan, nhén thirc kiém sodt hanh vi. Nghién ciru nay cung chi
ra rang, chat lu"ang eWOM khong gady ra tac dong gian tiép va thdi do khong gdy ra tdc dong tryc tiép toi
¥ dinh mua hang ciia nguwoi tiéu ding trén nén tang thirong mai mua sam triec tuyén.

Ngay nhdn lgi:

Tir khéa: Truyén miéng dién tir, thiwong mai truc truyén, thuyét hanh vi theo ké hoach, ¥ dinh mua.

1. Giéi thi¢u

Theo Sach tring cia B§ Cong Thuong nam 2019
[42], Viét Nam la mot quoc gia c6 den 60% dan )
sir dung Internet va dén 92% trong s6 d6 co thé dé
dang truy cap vao Internet thong qua dién thoai di
dong hay 75% la mdy tinh hodc may tinh dé ban.
Véi dan sb hon 95 triéu ngudi, luong ngu:(n dung
dién thoai thong minh dang tang nhanh va nhu cau
su dung Internet ngay cang cao, Viét Nam dugc
danh gi4 1a thi truong hp dan 601 VOi cac cong ty
TMTT. Hoi Doanh nghi¢p Hang Viét Nam chat
lugng cao danh gia [38], nhitng ndm gan day, voi su
ra doi cua hang loat cic website thuong mai dién tir
nhu Lazada, Tiki, Shopee, Sendo.., viéc mua sam
trén céc trang thuong mai truc tuyen da khong con
xa la voi nguc‘ri tiéu dung Viét Nam.

Truyén mleng dién tu, electronic Word Of Mouth
(eWOM) 1a ndi dung nghlen clru rat cot 161 trong
khoa hoc hanh vi nguoi tiéu dung, nhat 1a su phat
trién cua cudc cach mang cong nghiép 4.0 dang dién
ra manh mé trong b01 canh hi¢n nay thi dic biét
cang co gia tri ca vé hoc thuat ciing nhu thyc tién.

khoa hoc

Céac nha nghién cuu (Bickart va Schindler, 2001 [4];
Kumar va Benbasat, 2006 [20]; Zhang va cOng su,
2010 [35]) Pitta va Fowler, 2005 [24]) nguc‘yi tiéu
dung c6 xu hudng tim klem va kiém tra cc thong
tin cua cura hang, san pham thong qua khach hang
cii, truée khi quyét dinh mua hang. Dit trong boi
canh Viét Nam dang sé hitu toc do tang truong va st
dung Internet ding kinh ngac, eWOM la mot cong
cu marketing rat hi¢u quéa trong hoat dong truyen
théng, xuc tién thuorng mai, thic day qua trinh ra
quyét dinh mua cia nguoi tiéu dung.

Bén canh d9, Viét Nam dang chimg kién nhing
budc nhdy vot cua nganh thuong mai di¢n tir - mot
phuong thirc mua ban, trao 601 truc tuyen trong thi
truong. Didu nay da thuc day toc d6 phat trién cua
e¢WOM tai Viét Nam va dem lai nhiéu khia canh méi
cho phuorng phép marketing )  nay. Tuy vay, khong
phai tat ca thong tin eWOM déu mang lai tic dong
téi hanh vi mua sam cua ngudi tiéu dung. Sau khi
tong quan ly thuyét, nhom tac gia nhan thay nghlen
cuu vé tic dong cua eWOM tdi y dinh mua cua
nguoi tieu dung, dac bi¢t 1a trén cac nén tang thuong
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mai tryc tuyén hién chua duoc tién hanh tai Viét
Nam. Do d6, nhom tac gia muon di sau vao dé tai,
b6 sung cho cac khoang trong nghlen ctru. Trong
cong trinh, truyen mi¢ng dién tir s€ duogc yhan tich
k¥ ludng tir co so 1y thuyét cho dén thyc tién qua cac
tac dong cua nd den hanh vi, thai d§ cua nguoi tiéu
dung trén cac nén ting thuong mai tryc tuyén. Trén
coso ly thuyet nghién curu s€ dya trén: Thuyét hanh
vi theo ké hoach (TPB) va Thuyet chp nhan thong
tin (IAM) dé dua ra mo hinh rleng danh cho truyen
miéng dién tir. Két qua nghlen ctru ki vong s& bd
sung vao kién thirc chung vé eWOM va tao ra cac co
s& khoa hoc thiét thue, gilip cac t6 chirc, doanh
nghlep dua ra cac chién lugc phi hop véi thi trudng
s0 hi¢n nay,

Trén thé gioi da co cac nghlen clru vé eWOM
cling nhu tac dong ctia n6 tdi cac hoat dong kinh té,
tuy nhién lai tap trung hau hét t6i nganh du lich dlCh
vu, ¢6 thé ké dén céc nghlen cuu: “Sy tac dong cua
gi6i tinh 1én truyén miéng dién tir & TAy Ban Nha”
(Sanchez-Torres, Javier & Arroyo, Xavier & Irurita,
Ana & Moro, Maria, 2018 [26]) “Su anh hudng cua
truyen miéng dién tr dén y dinh mua hang: Phan
tich tong hop (Ismagilova, E., Slade, E.L., Rana,
N.P. va cong su, 2019 [18]); “Ky nguyen m01 cua
truyén miéng di¢n tu: khi nhitng danh gia cua khach
hang thing thé hon nhén xét cua chuyen gia”
(Charles R. Taylor 2018 [6 ]) Ngoai ra, ciing c6 mot
s0 nghién ctru vé tac dong cua eWOM tai Viét Nam,
vi du nhu: Nghién ctu “Str dung Thuyet hanh vi du
dinh do luong anh huong cia eWOM dén y dinh lya
chon diém dén Thanh phd Pa Ning cua khach du
lich, Bao Thi Thu Hudng 2017) [36]; Cac nhan tb
tac dong dén long trung thanh va truyen mi¢ng dién
tir cia khach du lich d6i v6i diém dén Thanh phd HO
Chi Minh (L& Thi Thanh Ha, 2018) [40]. Tuy nhién,
cac nén tang thuong mai dlen tr tai Viét Nam m6i
phat trién manh mé nhung nim gan day, do do,
nghién ctu vé tmyen mleng dién tu tren cac nén
tang thuong mai tryc tuyen chua co nhleu

Khoang trong nghlen ciru ma bai viét huoéng toi:
Nguol tiéu dung trén cac nén tang thwong mai dién
tir ¢6 bi tic dong boi eWOM hay khong‘7 Nhing
nhan t6 nao tic dong dén eWOM va eWOM tac
dong to1 y dinh mua cta nguoi ti€u dung trén cac
nén ting thuong mai tryc tuyén nhu thé nao?

2. Khung ly thuyét

Truyen mteng dién tw (eWQM)

Trong cac khai niém ma cac hoc g1a trude duara,
nhém tac gia nhan thiy khai niém cua Hennig va
Thurau (2004) [17] phu hop v6i dé tai _nghién ctru:
“Truyén miéng dién tir 1 tat ca cac khang dinh tich

Ao v o AR

cuc hay tiéu cuc dugc tao ra boi ca nhitng khach
hang cti, khach hang hién tai va khach hang tlern
ning vé mot san pham hay mot cong ty; cac khang
dinh nay dugc tao ra san c¢6 cho cidc nhom cong
dong hay nhung t6 chirc thong qua Internet.”. Nhu
vay, truyén miéng dién tr trong nghién ciru nay co6
the hleu 1a nhitng binh luén, phan hoi cua khach
hang vé san pham trén nén tang thwong mai dién tu.

Thuyét chap nhdn thong tin (IAM)

Trong mo _hinh IAM Sussman va Slegal (2003)
[31] dé xuat rang chat luong cua thong di¢p va nguon
thong tin dang tin cay s€ c6 tic dong dén tinh hiru ich
cua thong tin. Nguon thong tin sau do, cling s€ co tac
dong t6i sur chip nhan thong tin ctia khach hang. IAM
duoc nhiéu hoc gla danh gia cao vé tinh 6 g dung cua
no6 khi nghién ctiru vé eWOM (Cheung va cong su,
2008 [8]; Shu & Scott, 2014 [27]) Cu thé hon,
Cheung va cong su (2Q08) [8] da ap dung mo h1nh
IAM khi nghién ctru vé hanh vi trén céc trang dién
dan thdo luan tryc tuyén, trong khi Shu & Scott
(2014) [27] da ap dung no trong ngfr canh cua truyén
thong xa hoi. Boi vi nghién ctru nay tap trung vao
eWOM trén phuong dién truyén thong xa hdi, viéc ap
dung IAM ciing dugc coi la phit hgp. Céc yéu t6 ciia
IAM duogc ap dung trong nghién ctru nay tuong tu voi
mo hinh goc cua Sussman va Siegal (2003) [31].

Cdc nhin to tic djng dén Sw chap nhin eWOM

Trén tién dé cua thuyet chap nhan thong tin IAM,
nhom nghién ctru da ké thira va rit ra duoc két luan
cho dé tai nghién clru ciia minh nhu sau:

Thu nhét, su tin cdy vao eWOM c6 tac dong toi
sw chdp nhdn eWOM. Sy tin cdy c6 thé hiéu mot
cach don gian 1a tu tin tuong (Fogg va Tseng, 1999)
[15]. Cac thong diép glong nhau c6 tic dong t6i do
tin cdy cua thong tin; cang ¢6 nhiéu thong dlep
gidng nhau, do tin cay cua thong tin d6 cang cao va
nguoc lai (Wathen va Burkell, 2002 [32], Charles
C.Self, 1996 [5]). Su tin cdy ctua ngudn thong tin
dugc xac dinh boi moi quan hé gilra nguoi nhan
thong tin va nguoi truyén thong tin. Nguodi ¢ moi
quan h¢ gan giii cang cao thi d¢ tin cdy cang cao.
Con muc do tin cay cua thong di€p nam ¢ ndi dung
cua né va muc dg tac dong cia nod tdi nguodi nhan
(Moran va Muzellec, 2014 [21]). Trong nghién ctru
nay, su tin cdy eWOM duwogc hiéu la su tin tuéng vao
cdc binh ludn, ddanh gza vé san pham trén cdc trang
mua sam tryc tuyen cua nguoi tiéu dung. Tac gia
dua ra gia thuyét:

(H1) Sw tin cdy tac dong tich cuc dén Sw chdp
nhan eWOM

Tho hai, su chap nhdan eWOM con chiu anh
hwong boi nhén 16 chét heong eWOM. Chét lugng
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thong tin d6i v6i ngudi s dung may tinh duge danh
gid qua céc tiéu chi: ndi dung cta thong tin, tinh
chinh xac, cdu tric va tinh ding luc (Doll va
Torkzadeh, 1988) [34]. Con chit lugng cua truyen
miéng dién tr (eWOM) dugc dinh nghia 1a chét
lugng cua mot danh gia dudi cac goc do cua tinh
chat thong tin nhu: tinh lién quan, tinh ding lic,
tinh chinh xdc va tinh bao ham cua thong tin do
(Delone va McLean, 2003) [12]. Nhung thong tin
eWOM c6 noi dung rd rang, d& hiéu, c6 ich, dang tin
cdy va c6 du ly do thuyét phuc cho quan diém cua
nguorl viét eWOM duoc danh g1a cao va co tac dong
toi y dinh mua hang (Park va cong su, 2007) [10].
Trong bai nghién cvu nay, tdc gla dinh nghia chat
lu’o‘ng eWOM la chat lwong cua cac binh lugn, danh
gla vé mot san phéam, dich vu trén cdac trang mua
sam truc tuyen

(H2) Chdt lwong tac dong tich cwc dén Sw chap
nhdn eWOM

Nhu vay, trong nghién clru nay, tac gia cho rang
su chap nhan eWOM chiu tac dong bdi hai yéutd 1a
(1) su tin cay va (2) chat luwong.

Cdac nhin 16 tic d‘ong dén Y dinh mua hang
trén nén tang thwong mai tryc tuyen

Nghren clru cua Stela Cazacu [30] da chia cac
yéu to tac dong ¢ dén y dinh mua thanh hai cap do: (i)
tac dong tryc tiép, (ii) tac dong gian ‘tlep thong qua
cac nhan to tac dong truc tiép bieu do da gitp
nghlen curu thém khoa hoc, o rang va chat ché hon
veé mdt ndi dung, va giap nhom thc gia c6 thé xem
xét thém dugc nhleu chiéu huéng anh huong toi y
dinh mua trén nén | tang TMTT. Chinh vi vay, tac gia
rat ra dugc mot sO ket luén sau:

Thir nhat, sw chap nhan eWOM c6 tac dong truec
tiép 16i y dinh mua hang cua nguoi tiéu ding.
Nghién ctru vé eWOM tich cuc trén Jmang xa hoi
Facebook, Stela [30] da chi ra rang, néu nhu nguoi
tiéu dung nhan thirc dugc nhiéu phan héi tich cuc
(eWOM tich cuc) thi ho s€ ¢6 ¥ dinh mua cao hon.
Tac gid nhan thay rang eWOM la mot trong nhiing
yéu to hi€u qua nhat anh hudng dén hinh anh thuong
hiéu va }'l dinh mua hang cua nguoi tiéu dung. Trong
nghlen cuu nay, ¥ dinh mua hang la mong muon cua
nguoi tiéu dung mua san pham trén nén tang TMTT
thong qua eWOM.

Su chap nhan thong tin 1a qua trinh mot nguoi co6
chu y ddi véi viée sir dung thong tin d6 (Cheung va
cong su, 2008) [8]. Sy chap nhan eWOM dua trén
chuin muc x@ hoi hodc nhing y kién trong cong
dong mang. Nguoi tiép nhan thong tin thret lap su
tin cdy eWOM trong qua trinh danh gia. Néu ngudi
doc cho rang mot danh gia hay y kién 1a dang tin
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cdy, ho s¢ tu tin hon dé chap nhan eWOM va su
dung eWOM dé dua ra quyét dinh mua hang (Tran
Thi Khénh Linh, 2016) [43]. Su chdp nhgn eWOM
trong nghién ciru nay dwge hiéu la su chap nhan s
dung thong tin duoc dua ra_tir nhitng nguoi mua
hang triec tuyén nhw mét nguon tham khao dé dwa ra
quyét dinh mua hang.

(H3) S chdp nhan eWOM tac dong tich cuc dén
Y dinh mua

Thir hai, sw chdp nhin eWOM cé tic dong glan
tiép t6i y dinh mua thong qua thai dé. Thai do noi
chung la mot danh gia khong ngung vé con nguoi,
dd vat va hang hoa. Thai d6 co6 su lién quan dén
danh g1a thuan loi hodc bat lgi, thién vi mot cam xitic
tinh cam va xu hudng hanh vi nao hon. Thai do
duoc quyet dinh boi niém tin va danh gia cua ca
nhan vé két qua khi thuc hién hanh vi. Trong cac
nghién ctru trudc day, eWOM duoc danh gia co6 vai
tro quan trong trong viéc anh hudng va hinh thanh
thai do cua nguoi ti€u dung va cac y dinh hanh vi
cua ho (Chatterjee, 2001 [7], Chevalier va Mayzlin
2006 [9]). Thai do do luong bang cach su dung
nhiing thang do lién quan dén vi¢c nhan dang quyét
dinh tbt, tinh tha vi va dung din ddi v4i hanh vi.
Trong nghlen curu nay, thdi do hanh vi duoc xem la
cam gidc cua ca nhan khi huong vé thiee hién mua
sam qua nén tang TMTT thong qua eWOM.

(H4) Su chdp nhdn eWOM tac dong tich cuc dén
Thai do )

Thir ba, sy chap nhdn eWOM c6 tdic dong gidan
tiép toi y dinh mua thong qua chuan chu quan. Chuéan
chu quan dugc dinh nghla la nhén thirc cia mot ca
nhén v€ vi¢c nhirng ngudi quan trong dbi v6i ho nghi
rang ho nén thuc hién mot hanh vi nao d6 hay khong
Theo nghién ctru cia Mohammad Reza Jalilvand va
cong su (2012) [25], eWOM dugc danh gia 1a c6 anh
huéng manh mé t6i chuan chu quan. Bén canh do,
chuan chii quan dugc xem la ¢6 anh hudng dén y dinh
mua hang tryc tuyén cta khach hang (Pavlou va
Fygenson, 2006) [23]. Vay trong nghién ctru cu thé
ve hanh vi nguoi tiéu dung trén nén ting TMTT nay,
chudn chii quan dwge hiéu la nhdn thire cd nhan vé
ky vong cua nhom tham khao voi hanh vi mua sam
qua nén tang TMTT thong qua eWOM.

(H5) Su chdp nhdn eWOM tdc dong tich cuc dén
Chudn chii quan

Thir tu, sw chdp nhdn eWOM ¢6 tic dong gidan
tiép dén y dinh mua théng qua nhan thirc kiém soat
hanh vi. Ajzen [1] trong 1y thuyét cua minh, noi
nhan thirc. kiém soat hanh vi (PBC) 1a nhan thu’c cua
ca nhan vé sy dé dang hay kho khan  trong vige thuc
hién hanh vi. Ngoai ra, tic gia da d& cap thém rang
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PBC khong nhiing dua trén kinh nghiém trong qua
khir ctia c4 nhan ma con dya trén ca mong doi cua
ho vé két qua trong tuong lai. Ngoai ra, Palka va
cong su (2009) [22] trong nghién cu cua ho vé
e¢WOM da phat hién ra rang eWOM cung anh hudng
dén sy kiém soat hanh vi nhén thue cua khach hang.
Trong nghién ctru cu thé vé TMTT nay, nhdn thire
kiém soat hanh vi dwgc xem la nhan thirc ‘ve kha
nang thuc hién hanh vi mua hang qua nén tang
TMTT thong qua eWOM.

(H6) Sy chap nhdn eWOM téc déng tich cuc dén
Nhan thirc kiém sodt hanh vi

Nhu vay, sau khi tham khdo cdc nghién ciru
trong va ngoai nudc vé truyén miéng dién tir va
Thuyét hanh vi ¢ ké hoach (TPB), nhéom tac gia
nhan thay rang Thai do, Chuan chu
quan va Nhan thirc kiém soat hanh vi 1a

nhiing yéu té c6 su tac dong t6i ¥ dinh
mua hang cia nguoi tidu dung trén nén
tang TMTT. Day ciing chinh 1a muc

Sir tin cdy

tiéu nghlen clru ctia nhom nham klem

H1
Sir chip nhin H3
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soat hanh vi dé khéc phuc nhugc diém cua ly thuyét
trudc do (Werner 2004) [33]. Trong khoéng thoi
gian trén, cac y dinh cua mét ca nhéan 6. thé chiu sy
tac dong cua yéu t6 khac va thay doi. Y dinh thyc
hi¢n hanh vi chiu dnh hudng béi ba nhan t6: (1) thai
do dbi v6i hanh vi, (2) chuan chu quan va (3) nhan
thirc vé& kiém soat hanh vi.

(H7) Thdi do tac dong tich cuc dén Y dinh mua

(H8) Chudn chii quan tic dong tich cwc dén Y
dinh mua

(H9) Nhan thirc kiém sodt hanh vi tac déng tich
cwe dén Y dinh mua

Thong qua nhiing gia thuyet nghlen clru trén, tac
gla dua ra mo6 hinh nghién ctru dé xuat cho nghién
ctru nhu sau:

Thiéi 46

¥ dinh mua
Ewom hang

dinh muc d6 tac dong cua nhitng yéu to
nay t&1 y dinh mua. Ngoai ra, d€ nghién
cuu thém phu h0’p voi thi truong

Chét lwgng

thuong mai tryc tuyén ¢ Viét Nam, tac
gia cling ap dung thuyet chip nhan
thong tin IAM dé bd sung thém cac
blen méi c6 kha ning s€ tac dong gian
tiép t6i ¥ dinh mua thong qua bdn bién
tac dong truc tiép.

Thuyet hanh vi co ke hoach (TPB)

Thuyét hanh vi c6 ké hoach (Theory of Planned
Behavior - TPB) 1a sy phat trién va cai tién tir
Thuyét hanh vi hop ly (TRA), Iy thuyet nay dugc
nghién ctru va phat trién do sy han ché cua ly thuyet
trude vé viée cho rang hanh vi ciia con ngudi la
hoan toan do kiém soat ly tri. Ly thuyet nay dugc bd
sung boi Ajzen [1] vao nam 1991 khi 6 ong quyét dinh
xem xét thém mot yéu t6 tac dong dén ¥ dinh hanh
vi, d6 1a yéu t6 nhan thirc kiém soat hanh vi
(Percelved Behavioral Control). Yéu t6 nay phan
anh muc d6 dé dang khi chi thuc hién hanh vi va
viéc thyc hién hanh vi d6 co nam trong tim kiém
soat cua ca nhan hay khong (Ajzen, 1991 [1]).
Tuong tu nhu 1y thuy€t TRA, y dinh thyc hién hanh
vi chinh 1a nhén t6 thic day co ban dan dén hanh vi
ctia nguoi tidu dung. Y dinh thuc hién hanh vi trong
khi do, chiu tdc dong ctia ba nhan t6: thai do, dbi voi
hanh vi, chuan chi quan va nhén thirc kiém soét
hanh vi. .

Pugc xem nhu 1a t61 wvu hon mo hinh TRA do
TPB da duoc bo sung thém yéu to nhan thirc kiém

2
Chuédn chl quan

Hb H9

Nhan thire kiém
sodt hanh vi

Hinh 1: M6 hinh nghién cuu

3. Phuong phap nghién ciru

Dau tién, tac gia tién hanh xdy dung thang do
nhdp 1 tir cidc nghién clru trong va ngoai nudc ve
truyén miéng dién ti da hiéu chinh phu hgp véi tinh
hinh Viét Nam (béng 2). Nhfrng thang do nay dugc
Sau khi tham khao y kién ciia cac chuyén gia hang
dau vé marketing va hanh vi nguoi tiéu dung: PGS.
TS Truong Dinh Chién, PGS.TS Vii Huy Thong va
GS.TS Tran Minh Dao, qua phong van nhom, nham
klem tra tinh loglch cuia moi quan | hé gitra cac nhan
t6 ciing nhu ndi ham cua cac blen Sau khi hi¢u
chinh dugc thang do, nghién ctru tiép tuc phong van
nguoi tiéu dung nham dam bdo, tac gia quyet dinh
loai bé nhitng nhan té khong pht hop dé tién hanh
xay du’ng thang do nhap 2. Sau do, bang cau hoi
nghién ctu hoan chinh s€ duoc dua vao diéu tra
dinh luong chinh thuc trong khodng thoi gian tir
09/01/2020 dén 01/03/2020. i ‘tugng cua nghlen
cuu la toan bo ngum tiéu dung c¢6 kha nang va nhu
cau mua sam trén cac nen tang thuong mai dién tu
tai mot s6 do thi 16n mién Bac Viét Nam. Trong
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>
QUAN TRI KINH DOANH
nghlen ciru nay, tac gia du dinh thu thap Bang 1: Mo td mau
mau véi quy mo 500, va két qua thu vé
457 phiéu, Sau khi sang loc va loai bo [STT TIEU CHI TAN | TILE
nhitng phiéu khong hop 18, tac gia st dung SI%.*OTIG Sc? (%)
4?5 phleu hgp 1é dé dung trong nghién 1 Gioi tinh Nam 143 3L4%
cuu chinh thirc. NT 309 67.9%
Quy mo mau gém 455 nguoi tiéu dl‘mg Khac 3 0,7%
trong do s6 nam gidi ch1em 31,4%, nlr gidi | 2 Do tuoi Dusi 18 17 3.7%
chiém 67,9%. Do tudi ctia nhém nghién 18-25 345 75,9%
cuu chu yeu & muc tudi 18-25 (75 9%), ig‘gg gg ﬁ’ng’
0 - ) 0
nhirng d¢ tudi khac chi ¢ dudi mie 10%. 3T Nen tang Shopee 208 89.6%
Bén canh do, tac gia da dat ra cau hoi vé TMTT di st Tiki 317 69,6%
xu huéng ca nhan khi st dung cac nén dung Sendo 102 22,4%
tdng thuong mai tryc tuyén. Két qua thu Lazada 201 44,1%
duoc nhan thay Shopee 1a kénh mua ban N _khac 29 B'SWO"
dugc lya chon nhi€u nhéat véi 408/455 4 | Nhime yeu to __Dinhgidsao ___ 31| 68.3%
quan tam khi Review cua ngudi mua trude 415 91,2%
nguoi str dung. Voi cac Yeu t6 khién nguoi mua sam trén | Dich vy di kém (ddi/ tra/ hoan tién) 243 53,4%
mua quan tam, 253/455 luot lya chon su nén tang Khuyén mai/ giam gia 337 74,1%
quan tdm nhat cua ho la & review cua T™TT Freeship 328 72%
ngum di tI‘LI’O’C (CWOM) Nguoi ban dugce xac minh 268 58,9%

bé klem dinh m6 hinh thang do va céc
gia thuyét di dé xuit, tac gia st dung
phuong phap phan tich thong qua cac budc sau:

1. Dénh gia so bo thang do cung nhu d¢ tin cay ctia
cac bién do Iuong thong qua h¢ so tin cdy Cronbach’s
Alpha va phan tich nhan t6 kham pha EFA;

2. Kiém dinh thang do bang phan tlch nhén t6
khang dinh CFA;

3. Klem dinh mo hinh bang SEM trong AMOS.

4. Két qua nghién ciru

4.1. Phdn tich tong hop do tin cdy thang do va
tong phuwong sai trich ciia cac thang do

St dung phan mém SPSS 23.0, tac gia di thu
dugc két qua tin cay thang do (Cronbach's Alpha) va
két qua phan tich nhan t6 kham pha EFA
(Exploratory Factor Analysis) glup loai bo mot sd
bién quan sat lam tang d¢ chinh xac trong danh gia
cac nhan t6. Ti€u chuan ctia Cronbach's Alpha > 0.6

Nguon: Nghién cvu ciia dé tai, 2020

phuong sai trich > 50%, cac bién TRUSTI,
TRUSTS, INTENTS. Ngoai ra toan by nhan to
“Chat luong” (QUALITY) nén dugc loai bd vi
khong dat dugc yéu cau do tin cdy cua thang do.

4.2. Kiém dinh thang do bang phwong phdp
phin tich nhin 10 khang dinh (CFA)

Sau khi kiém nghlem so by thang do, nhom tac
gia s€ su dung phan mém AMOS phién ban 24.0 dé
tién hanh kiém dinh CFA (Confirmatory Factor
Analysis) cho thang do, do lu’(‘rng su phu hop cua
md hinh nghién ciru va cac gia thuyét. Céc tiéu
chuan kiém dinh bao gom Chi- square diéu chinh
theo bac tu do (CMIN/df) chi s6 Goodness of Fit;
chi sb Tucker va Lewis; chi s Comparative Fit, xap
xi sai s trung binh binh phu’ong (RMSEA). M6
hinh s€ dugc coi la phu hop khi gia tri Chi-square 1a

( Hair va cong su) [16] va Bang 2: Bang phan tich tong hop dg tin cdy thang do va tong phwong sai trich

phuong sai trich 1én hon

50%. Cu the ket qua tong STT Thang do SO hiél_\ Cronbach Tong 'I'Im_ng (!0 th:}m HI\:'m
h thang do va phuon quan sat Alpha |1hltm'ng va hiéu chinh tir
Gp g vap g sai trich
sai mCh T Chat lwong 0.763 | 40.23% | 7& Minh Chiva Lé Tdn Nehiém (2018)
Ket qua cho thay, dé (QUALITY) | | [39], Hoing Thi Plueong Thao (2017)
hé s6 tin cdy Cronbach’s 2 | Swtinciy (TRUST) | 0.820 | 55.60% | [37], Pio Thi Thu Hieomg (2017) [36]
Alpha cua cac thang do 3 | Su chftg&l:{fn;;ﬂc\&"OM 0.856 50.34%
(EWOM)
deu dat yéu cau (I6n hon Thai do (ATT) 0929 | 73.42% | Arifam, V & Harvanto, H. (2018 [2]
0.6 - theo Hair & cong su Chuan chii quan (SN) 0.872 53.78% | Arifani, V & Haryanto, H. (2018) [2],
[16]), tac gla loa1 bién Dao Thi Thu Hiedng (2017) [36]
TRUSTS cua nhoém “Su 6 | Nhan thirc kiem soat 0.857 51.09% | Arifani, V & Harvanto, H. (2018) [2];
tin Cay”. Bén Co':_lnh dé, VO"I . thnl‘ll vi (P|:]L'} e = .FI)H l';.:”c' (3””5{; I-J:’.! 7
; A ; 7 " dinh mua hang , 33.44% | Arifani, V & Harvanto, H. (2008) (2],
muc dich két qua EFA co (INTENT) Diallo (2019) [13]
khoa hoc =
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P > 0.05. Tuy nhién, Chi- Bang 3: Tiéu chudn ddnh gid CFA
square lai c6 nhugc diém

la phu thude vao kich Cic tiéu chuan dinh gia CFA Diéu kién Ngudn

p Chi-square diéu chinh theo bic tu do | CMIN/df=5 (N=200) Kettinger va Lee 1995 [19]
thude mau. Kich thuéc (CMIN/df) CMIN/df<3 (N<200)
clia mau cang 16n, Chi- P-value P =005 Kettinger va Lee, 1995 [19]
square cang 1on, do d6 sé GFI1 (Goodness of Fit Index) GFIL > 0.9 Bentler va Bonette, 1990 3]
lam giém su phﬁ hgp cua TLI (Tucker & Lewis Index) TLI =09 Bentler va Bonette, 1990 [2]
mo hinh. Do dé’ IlgOéli P- CFI (Comparative Fit Index) CFI =09 Bentler va Bonette, 1990 [2]
value, nhom s& st dl_lllg RMSEA j\Rom Mcar: Sq]uarc Error [;hﬁldsslé.:i%%i b e Steiger, J.H. (1990) [29]

cimatio 5 la ra

thém CMIN/df. Mot vai pproxumation ; oo Ao

nghién ctru thuc té chi ra rang, khi +2/df < 5 (véi 4.3. Kiém dinh mé hinh va cic gia thuyét
kich thudc mau N>200) hoac < 3 (VO‘I kich thugc  nghién citu
miu N < 200) mo hinh s& duoc coi la phu hop 4.3.1 Kiém dinh mo hinh nghién ciru

(Kettlnger va Lee, 1995 [19]). Trong nghién ctru Tlep theo, nghlen cau da tién hanh phan tich
nay, do kich thuéc miu 1a N=455 SEM dé kiém nghiém d¢ phu hop mé hinh.
(N>200), theo Kettinger va Lee Chi-square/df=2.255 -
(1995) [19], CMIN/df < 5; GFI, C"“s"é’pﬁi=§§§'f*$f.; %f;;% i 7:‘9030505
TLI, CFI1 > 0.9 (Bentler va Bonett, T T RMsSEA=.053

1990) [2]; RMSEA < 0.08 chi ra
rang m6 hinh nghién ctru 1a phu

w 3 =) . £3)

hop Két qua CFA tir thang do trén ST~ eSS G

s€ duoc trinh bay dudi day: o o s>

CFA cho phép kiém dinh gia tri 2 rE=h_ . &

hoi tu va gia tri phan bi¢t cua thang S dle e = o

do ma khong mat nhiéu cong stic va 8= e
thoi gian nhu phuong phép truyén e
théng da khai niém (Multitrait - S

Multimethod). Hon nita, CFA kiém GroCa Sy L

dinh cau trac ly thuyet cung nhu céc

mbi quan hé gitra khai niém nghlen )

ctru ma khong bi 1éch do sai s6 do Hinh 3: Két qua mo hinh SEM

luong (Steenkamp & Van Trip, 1991

28]). Do do, tac gia sir dung CFAde  r&— === ™ . Chi-square/ar-2.049 ;
l[<1er]r)1 dinh mirc dgo phu ho{%7 cia md @:: A= = G G I= 891 . TLI= 940 | CFie 547 .

[ - :  RMSEA=.048

hinh thang do véi dit liéu thu thap
dugc sau khi da danh gia so bd bang
Cronbach’s Alpha va EFA.

Tiéu chuan CFA duoc tong hop
trong bang 3:

Sau day l1a két qua nghién ciru
dat duoc (hlnh 2):

Sau khi st dung dir liéu thu
thap duoc tir mau N=455, két qua
tac g1a thu dugc da dat yéu cau.
Tuy vay, két qua van co thé dugc
cai thién, cu thé 1a chi sb Chi-
square cang nho cang co loi. Bang
cach st dung cac goi y chinh sua
mo6 hinh tr MI (Modification
Indices), tac gia da co thé dat
dugc két qua theo mong muon
hon trudce.
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Két qua thu duogc la: Chi-square/df=2.255;
GFI=0.880; TLI=0.929: CFI=0.935; RMSEA= 0.053.
Két qua trén cho thidy mo hinh nghién ctru hoan toan
thda man va thich hop véi dir liéu thi truong.

4.3.2 Kiém dinh cdc gia thuyét nghién ciru

Sau khi phan tich mé hinh c4u triic tuyén tinh ta
nhan dugc két qua kiém dinh duéi day:

Bang 4: Két qua kiém dinh gia thuyét

0.143 va nhan thire kiém soat hanh vi c6 anh hudng
toi y dinh 1a 0.455).

5. Thao ludn va Két luin

Thdo ludn két qud nghién ciru

Tac dong cuia eWOM véi cac khia canh kinh té
da duoc nhidu hoc gia trong va ngoai nudc danh gia,
phén tich, tuy nhién van con nhiéu han ché, dic biét
khi xét dén khia canh

lién quan dén thuong

Gid Estimate [SE. [CR. |P mai tryc tuyén. Nghién
thuyet ciu nady gitp thu hep
H1 EWOM <--- TRUST 0509  |0.046 |11.022 | *** | Chép nhan khoang trong nghién

cuu vé eWOM toi ¥

H2 EWOM <— QUALITY Loai dinh mua trén thwong
H3 ATT < EWOM 1.061  |0.089|11.880 | *** |Chép nhan mai tryc tuyén tai Viét
- Nam. Két qua phan tich

H4 SN <--- EWOM 0871  |0.070 [12.526 | *** | Chép nhan tir m6 hinh phuong
H5 | PBC < EWOM 0.813 | 0.066 |12.262 | *** | Chap nhan trinh cau trac SEM da
- chi ra duoc cac nhan to

H6 INTENT <-- EWOM | 0.345 | 0.131 |2.630 |0.009 | Chdp nhan gin tiép hodc truc tiép
H7 | INTENT < ATT -0.051 | 0.036 | -1.405 | 0.160 | Khong chép nhan | t4¢ dong toi ¥ dinh
- mua. Trén co s& ly

H8 INTENT <--- SN 0143  |0.070 |2.056 |0.040 | Chip nhan thuyét cia TAM, cong
Ho INTENT <--- PBC 0455 | 0.087 [5.203 |*** |Chdp nhan trinh 44 kiem dinh duoc
twong quan gilra su tin

In which, Estimate: Average estimated value; SE: Standard error;, CR: Critical

value,; P: Probability value; ***: p <0.001.

Tu bang, tac gia da co thé nhan xét duoc su anh
hudng tich cuc cia su tin cdy eWOM dén su chap
nhan eWOM va tir su ch?ip nhan eWOM tac dong
tich cuc dén y dinh mua véi céc trong s6 1an luot 1a
0.509 va 0.345. Theo céc trong sb tim dugc, su tac
dong tir chdp nhan eWOM dén cic nhan td trong
thuyét hanh vi c¢6 ké hoach 1an luot 1a 1.061, 0.871,
0.813. Sy tac dong nay dugc danh gia la manh. Mébi
quan hé giira thai do sau khi chdp nhan eWOM va y
dinh mua hang cling chua dugc tac gia chiing minh
trong nghién ctru ndy. Nhém nghién ctru chua c6 du
bang ching dé két luan do p-value giira bién thai do
va y dinh khong dat yéu cau (< 0.05). Tuy nhién, gia
thuyét H8 va H9 van duoc chimng minh. Theo nhiing
thong s6 tim duogc, chuan chu quan va nhan thuc
kiém soat hanh vi déu c6 tac dong tich cuc 1én y
dinh mua tuy tam anh huéng dwoc ching minh 1a
khéng 16n (chuan cha quan anh hudng téi ¥ dinh 1a

khoa hoc

cay téi su chép nhan
eWOM, tuy nhién vai
trd cua chat luong
thong tin khong duoc kiém nghiém trong pham vi
nghién ctru nay. Bén canh do, su chép nhian eWOM
c6 tac dong truc tiép cho ¥ dinh mua, di anh huong
kha nho (0.345). Két qua nay c6 thé do thong tin
eWOM trén céc trang thuong mai di¢n tir gitip nang
cao kién thirc vé san pham nhung khong dong nghia
v6i viée dan dén y dinh mua cta khach hang vi
thong tin vé san phém c6 thé tich cuc hodc tiéu cuc.

Su chép nhan eWOM ciing c6 tac dong tich cuc
truc tiép dén nhom nhan t6 thai do, chuan cha quan
va nhan thac kiém soat hanh vi (1.061, 0.871, 0.813
lan luot theo thu ty) va la cac tac dong manh nhét
ctia toan mo hinh. Pay 1a yéu t6 quan trong vi khi
mot ngudi tiéu dung chip nhan thong tin eWOM, ho
s& ¢o thai do tich cuc hon vé viéc mua hang, cam
thdy viéc tham khao thong tin 1a c6 ich va khon
ngoan. Ngoai ra, nguoi tiéu dung s& cam thay viéc
tham khao eWOM la ding dan hon sau khi chip

=
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nhan eWOM, va khi n6 ding din hon, ngudi tiéu
dung s€ mong doi cai nhin tich cuc tr nhitng nguoi
khac vé hanh dong tham khao eWOM cuia minh, tir
d6 dan toi viée chuan chu quan ting 1én. Liy vi du
tor mot cau trong bang hoi ctia cong trinh: “Moi
ngudi ung ho toi tham khao eWOM?”, diéu nay s& tro
nén chinh xac hon khi ngudi duge hoi da chap nhan
eWOM va c6 cai nhin tich cuc vé hanh dong tim
kiém thong tin eWOM.

Bén canh d06, nhan thic kiém soat hanh vi cling
chiu anh huong do khi chdp nhan thong tin, nguoi
tiéu dung tang cam giac vé hanh dong cia ban than,
viéc chap nhan eWOM s& lam ngudi tiéu dung chéc
chan hon vé viéc dua ra quyét dinh vé san pham.
Tuong quan gitta thai d§ voi y dinh mua bi bac bd
trong pham vi cong trinh nay. Tuy nhién ta ciing cin
nhan xét theo mat logic réng, khi c6 thai do tich cuc
vé thong tin eWOM diéu day khong nhit thiét dong
nghia v6i viée dan dén y dinh mua hang. Mot vi du
riit ra tir bang hoi “Téi cam thay tham khao eWOM
trudc khi mua hang 1a c6 loi, c6 gia tri hoac khon
ngoan”, vi¢c tham khdao cé thé duoc cho 1a ¢6 ich
nhung nhitng nhan xét tham khao dugc co thé tich
cuc hodc tiéu cuc nén viée dan dén y dinh 1a khong
duoc dam bao. Cudi cung, nhan t& chuan chu quan
va nhan thtrc kiém soat hanh vi khéng dinh tac dong
tich cuc td1 y dinh mua (0.143 va 0.455 theo thu tu).
Su dong thuan, ing hd ctia nhitng ngudi xung quanh
va viéc du kha niang mua hang s& thuc diy mong
mudn mua cta ngudi tidu ding va co thé tiép tuc
qua trinh tham khao eWOM.

Mic du khong phai 1a mot dé tai moi mé, tuy
nhién eWOM va thuong mai dién tir van chua nhan
duogc nhiéu sy cha ¥ trong nudc cia cic nha nghién
ctru. Bang viéc nghién ciru tac dong tir eWOM t6i ¥
dinh mua, nghién ciru ky vong co thé dong gop
nhiing diém moi vao sy hiéu biét vé hai nhan t6 trén.

Pong thoi, nhom nghién ciru dua ra cac dé xuit,
g0i ¥ cho cac ca nhan, tip thé c6 tham gia vao hoat
dong eWOM. Vi nguoi tiéu dung, tac gia dua ra
khuyen ngh1 trong tung giai doan: giai doan nhan
biét nhu cau, giai doan danh gia thong tin va giai
doan quyét dinh mua dé phan nao gitp nguoi ding
nhan thic rd rang vé hoat dong tham khao eWOM
ctia ban than va dua ra quyét dinh dung din. Véi cac
doanh nghi¢p, dua ra cac goi y marketing, tan dung

Ao v o AR

eWOM va cac cong cu truc tuyén dé phat trién,
quang ba hinh anh va cac chién luoc trong nhidu
mat: san phdm, gia, truyén thong, phan phdi. Cudi
cung, cho cic co quan quan Iy nha nudc, dé xuit
mot sb giai phap hoan thién co ché chinh sach quan
ly; vé& dau tu cong nghé, ky thuat; giai phap ting
cuong kién thirc, k§ ning quan 1y cho can bd.

Tac gia hy vong, voi nhiing thong tin trong cong
trinh s& giup dugc phan nao dua eWOM tro thanh
mdt cong cu hi€u qua cho cac ca nhan, tap thé lién
quan trong tuong lai, ddc biét 1a trong cong dong
doanh nghi¢p nho va vira, doanh nghi¢p khoi nghiép.

Nhiing han ché ciia nghten cuu

Tuy dat dwoc nhitng két qua nhit dinh nhung
nghién ctru van con mot s6 han ché:

- Pau tién, két qua c6 thé chi hop Iy trong pham
vi khong gian nghién ciru tai mot s6 khu d6 thi mién
Bic Viét Nam (bao gdm ca nhiing thanh phd trung
tam nhu Ha N¢i, Hai Phong).

- Thit hai, két qua bi han ché boi cac dbi twong
nghién ctou khi nguoi tham gia bi gidi han va
chiém da s6 boi nhém ngudi trong do tudi 18-25 va
nhom cé thu nhap dudi 3.000.000 VND - thu nhap
kha thap.

V6i nhimg van dé nay, tic gia mong ring cac
nghién ctru tiép theo co thé nd luc trong viée giai
quyét nhitng han ché pho bién thuong gip dé mang
lai nhiing d6t pha trong nghién ctru dac biét la trong
linh vuc thuong mai truc tuyén. ¢
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Summary

The study focuses on the impacts of electronic
word-of-mouth (eWOM) on consumers’ purchasing
intention on e-commerce platforms. Specifically, the
paper looks at direct factors from eWOM acceptance
through attitude, subjective norm and the perceived
behavior and intention control. Furthermore, pur-
chasing intention is indirectly affected by eWOM
acceptance through attitude, subjective norms, per-
ceived behavioral control, eWOM credibility, and
eWOM quality through eWOM acceptance.

The paper presents experimental quantitative
results conducted from January 9th, 2020 to March
Ist, 2020 in order to verify the suggested theoretical
model as well as the research hypotheses. The result
indicates that eWOM credibility has an indirect
influence on the purchasing intentions through
eWOM acceptance; purchasing intention is affected
by a positive and direct impact of the eWOM
acceptance, subjective norms and perceived behav-
ioral control; the eWOM acceptance has a positive
and indirect effect on purchasing intention through
attitude, subjective norms and perceived behavioral
control. Additionally, the research confirms that
there is no indirect correlation between eWOM
quality and purchasing intention, and attitude and
purchasing intention on e-commerce platforms are
also proven to have no direct link.
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