Tap chi Nghién c(u Kinh té va Kinh doanh Chau A
Nam thir 34, S6 2 (2023), 04-21

J Tap chi Nghién ciru Kinh té va Kinh doanh Chau

http://www.emeraldgrouppublishing.com/services/publishing/jabes/

www.jabes.ueh.edu.vn

>

Anh huéng ciia eWOM trén cac phuong tién truyén théng xa hoi
dén y dinh mua sam — Nghién ciru tai Thanh phé H6 Chi Minh

NONG THI NHU MAL"

Trudng Dai hoc Tai chinh — Marketing

THONG TIN

2 &

TOM TAT

Ngay nhdn: 20/12/2022
Ngay nhdn lai: 05/03/2023
Duyét ddng: 06/03/2023

Ma phan loai JEL:
M31; M39; D83.

T khoéa:

eWOM;

Truyén miéng dién tu;
Truyén thong xa hoi;
Y dinh mua hang.

Keywords:
eWOM;

Electronic word of mouth;

Social media;
Purchase intention.

Trén cd s& két hgp mo hinh chap nhan théng tin (IAM) va ly thuyét
hanh déng hap ly (TRA), nghién cru dugc thuc hién nham tim hiéu anh
hudng ciia eWOM trén cac phuong tién truyén thdng xa héi dén y dinh
mua sam cua ngudi tiéu dung. Bang ciu hoi khdo sat gébm 24 bién
dugc gli dén ngudi tiéu dung cé tim hi€u va tham khao théng tin tu
nhirng nguai tiéu dung khac trén cac phuaong tién truyén thong xa hoi
trudc khi mua sam, hién dang sinh séng tai TP.HCM va dugc chon theo
phuong phéap thuan tién. Nghién clu s dung két hgp phuong phap
dinh tinh va dinh lugng. S8 liéu dugc danh gia dé tin cdy bang
Cronbach'’s Alpha, phan tich khdm pha EFA, phan tich nhan t6 khang
dinh CFA va mo hinh cdu trdc tuyén tinh SEM. Két qua nghién cliu
khang dinh D tin cdy va Chéat lugng thong tin tac déng tich cuc mot
cach tryc tiép 1én ca Tinh hitu ich va Sy chdp nhan eWOM. Mét khi
ngudi tiéu ding da chdp nhan eWOM thi ho sé& c6 y dinh mua sdm
nhiéu hon. Béng thdi, nghién ctu cling dé xuit mét s6 ham y nham
gia tang y dinh mua sdm dua trén két qua nghién cdu.

Abstract

Based on the combination of the Information Adoption Model (IAM)
and the Theory of Reasoned Action (TRA), the study was conducted to
investigate the influence of eWOM on social media on purchase
intention of consumers. A survey questionnaire of 24 variables was sent
to consumers who researched and consulted other consumers on
social media before shopping, currently living in Ho Chi Minh City, and
being selected under the convenience method. The study used a
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combination of qualitative and quantitative methods. Data reliability
was evaluated by Cronbach's Alpha, EFA exploratory analysis, CFA
confirmatory factor analysis, and SEM linear structure model. Research
results confirm that Reliability and Quality of information directly
positively affect both the usefulness and Acceptance of eWOM. Once
consumers have accepted eWOM, they will have more purchase
intentions. Concomitantly, the study also proposes some implications
to increase purchase intention based on the research results.

1. Gigi thiéu

Viéc tim kiém thong tin tryc tuyén ctia ngudi tiéu dung da trd thanh xu huéng chung hién nay
thong qua cac nén tang nhu: Mang xa hoi, website, blog... Mot trong nhiing cach truyén dat thong tin
lau doi 12 thong qua 101 n6i miéng va nd duogce xem 1a mot trong nhitng yéu té anh hudng dén hanh vi
clia nguoi tiéu dung. Do sy tién bd cua cong nghé truc tuyén, xuat hién hinh thic truyén miéng moi
dudi dang giao tiép truc tuyén dugc goi 13 truyén miéng dién tir (Electronic Word of Mouth —eWOM).
Hinh thitc m&i eWOM khac véi WOM truyén théng vi eWOM cung cap toc do truyén tai thong diép
giita nhitng ngudi str dung nhanh hon, trong d6 thong tin tryc tuyén ¢ san va co thé truy xuat bat ctr
ltc nao.

Su phat trién clia cdc cong nghé giao tiép truc tuyén da gitp trao d6i suy nghi va cam xuc vé san
pham, dich vu. Nguoi tiéu dung co6 kinh nghiém chia sé¢ kinh nghiém khi mua hang ciia ho véi ngudi
tiéu dung tiém niang. Tam quan trong cua danh gid va nhan xét tryc tuyén di dugc nghién ciru rong
rdi dé tim ra nhitng anh hudng ciia n6 ddi voi ¥ dinh mua ctia khach hang. Nghién ctru cua Nieto va
cong su (2014) khang dinh nguoi tiéu ding tin twong vao danh gia ciia nhitng ngudi ngudi tiéu ding
¢6 kinh nghiém va ching tac dong dén y dinh mua hang cta ngudi tiéu ding. Teng va cong su (2017)
ciing chi ra rang thong tin eWOM nhan dugc thong qua cac phuong tién truyén thong xa hoi dong vai
trd quan trong trong qua trinh mua sam ctia khach hang. eWOM d tro thanh mot phan thiét yéu trong
su can nhic ctia moi ngudi khi dua ra quyét dinh mua hang (Hussain va cong su, 2017).

Két qua tong quan tai liéu cho thdy eWOM dong mot vai trd quan trong trong viéc anh huong dén
¥ dinh mua hang cta ngudi tiéu dung. Viéc kiém soat va quan 1y thong tin eWOM t6t s& 1am noi bat
mit danh gia tich cuc va giam bét cac danh gid tiéu cuc, gitp gia ting y dinh mua hang. Do d6, can
¢6 hiéu biét vé eWOM va anh hudng ctia n6 ddi véi y dinh mua hang. Trong bbi canh hién nay, sy
hiéu biét vé eWOM la bét budc dbi véi nha quan tri & xac dinh sy thanh cong hay thét bai ciia san
phé”im hodc dich vu. Tai Viét Nam n6i chung va TP.HCM néi riéng, da cé mot s6 nghién curu tac dong
clia eWOM Ién ¥ dinh mua sdm 4p dung m hinh chap nhén thong tin (Information Adoption Model
— IAM) két hop vdi 1y thuyét hanh dong hop 1y (Theory of Reasoned Action — TRA) dugc thyc hién
boi: Lé Minh Chi va Lé Tan Nghiém (2018), Pham Dtic Chinh va Ngé Thi Dung (2020), Tran Thanh
Ta (2022), Ngb Thi Thu va Nguyén D Quyén (2022)... nhung chua co nghién ctru nao dé cap dén
tac dong truc tiép clia d¢ tin cdy va chit lugng thong tin 1én dong thoi ca tinh hitu ich va sy chap nhan
eWOM. Nghién ciru ndy nhiam muc dich tim hiéu anh huéng ciia eWOM trén cac phuong tién truyén
thong xa hoi dén y dinh mua sam va khic phuc khoang tréng trong cic nghién ctru trén, ciing nhur
cung ¢ két qua cua cac nghién ctru trudc.
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2. Co sé ly thuyét va mo hinh nghién ciu

2.1.  Téng quan Iy thuyét vé chdp nhdn théng tin

Vi sy phat trién nhanh chong cua mang xa hoi, dac biét la cong df”)ng truc tuyén, cac nha nghién
clru gan day da tap trung vao nghién ciru qua trinh chip nhan thong tin trong cac moi truong nay. Mo
hinh chap nhén thong tin (IAM) dugc nghién ciru béi Sussman va Siegal (2003), nd giai thich cach
céc c4 nhan chap nhéan thong tin va tir &6 thay d6i ¥ dinh hanh vi ciia ho qua trung gian nén tang may
tinh. IAM dua trén ci M hinh chdp nhan cong nghé (Technology Acceptance Model — TAM) ciia
Davis (1989) va Mo hinh kha nang xay dung (Elaboration Likelihood Model — ELM) ctia Cacioppo
va Petty (1980). Mic dit TAM la mot 1y thuyét dugc chap nhan rong rdi, nhung vai trd giai thich cua
n6 thue su han ché. N6 dugc sir dung dé giai thich sy chfip nhén cia mdt nguoi ddi véi hé théng thong
tin va cong ngh¢ dua trén y dinh str dung ctia ho, nhung lai bé qua khia canh xa héi (Riffai va cong
su, 2012). Mt khac, ELM rét hitu ich trong viéc giai thich mot ngudi bi anh huong béi thong tin nhan
duoc nhu thé nao va do d6 n6 duoc st dung dé mo ta su anh hudng cua thong tin dén thai d6 nham
do luong hidu qua cua truyén thong. Do d6, Sussman va Siegal (2003) da tich hgp TAM va ELM dé
xay dyng M6 hinh chép nhan thong tin (IAM), trong do, chét lugng va d tin cdy cta thong tin 14 bién
doc lap, tinh hiru ich cua thong tin 1a bién trung gian tac dong dén su chap nhan thong tin (Hinh 1).
IAM dugc 4p dung cho cac nghién ciru eWOM vi né giai thich thong tin trén cac nén tang giao tiép
qua trung gian may tinh (Cheung va cong su, 2008; Cheung & Thadani, 2012; Erkan & Evans, 2016).

Chét lwong ctia
thong tin

Tinh hitu ich cua Sy chép nhan thong
thong tin tin

Do tin cay cua
thong tin

Hinh 1. M6 hinh chip nhan théng tin (IAM)

Nguén: Sussman va Siegal (2003).

Dén nam 2016, Erkan va Evans nghién ctru anh hudng ctia eWOM trén cic phuong tién truyén
thong xa hoi dén ¥ dinh mua hang ciia ngudi tidu dung bang cach tich hgp M6 hinh chip nhan thong
tin (IAM) va c4c thanh phan lién quan trong Ly thuyét hanh dong hop 1y (TRA) cua Fishbein va cong
su (1975). Mic du IAM 1a mé hinh duoc ap dung pho bién nhit trong nghién ciru eWOM, Erkan va
Evans (2016) lap luan ring md hinh nay chi tap trung vao céc dic diém thong tin va anh hudng ciia
eWOM dén ¥ dinh mua hang con tiy thudc vao hanh vi ctia nguoi tiéu dung ddi véi thong tin eWOM.
TRA gia dinh ¥ dinh hanh vi duoc quyét dinh duya trén thai d va chuan cha quan va né thuong dugc
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céc nha nghién ctru sir dung trong nghién ctru vé mbi quan hé giita eWOM va y dinh mua hang
(Prendergast va cong sy, 2010; Cheung & Thadani, 2012; Reichelt va cong sy, 2014). Noi cach khac,
Erkan va Evan (2016) d& md rong md hinh IAM thanh mé hinh IACM (Information Acceptance
Model of the eWom) qua su tich hop ciia TRA va IAM, tép trung nghién clru hanh vi cia ngudi tiéu
ding d6i v6i eWOM bang cich mo rong khai niém chip nhan thong tin va giai thich qué trinh anh
huéng dén y dinh hanh vi.

Erkan va Evans (2016) ciing chi ra rang IAM 14 m6t mé hinh linh hoat va c6 thé dugc mé rong.
Quan diém nay ciing dugc tng hd boi Wang (2016) cho thidy mot sé nghién ctru trude diy duoc két
hop hodc bo sung cac bién méi cho IAM dé ting cuong kha ning gidi thich cta nd. Erkan va Evans
(2016) da bd sung cac bién mai ciia IAM trong IACM va bao gom: Chat lugng thong tin, d¢ tin cay
cua thong tin, nhu cau thong tin, thai d§ hudng tdi thong tin, tinh hitu ich cia thong tin, sy chép nhan
thong tin va y dinh mua ciia khach hang. IACM gia dinh rang nguoi tiéu dung st dung eWOM co
nhiéu kha ning gia ting ¥ dinh mua hang hon.

2.2. Do tin cqy cua thong tin

Do tin cay cua thong tin ma ngudi ti€u dung cam nhan dugc dinh nghia 1a mirc d6 ma ho cam
nhan vé mot dé nghi hodc danh gia 1a dang tin cdy, chinh xac hoac c6 that (Cheung, 2014). Thong tin
dugc cung cp boi cac ngudn cd do tin cdy cao duoc coi 13 ¢o gia tri va do ciing 1 yéu té ban dau
trong qua trinh thuyét phuc ca nhan. Cac nhan thirc vé tinh thuyét phuc c6 thé dugc nhin thay trong
do tin cay ciia thong tin (Erkan & Evans, 2016). D9 tin cdy cua thong tin dong vai tro 1a yéu td quyét
dinh chinh trong viéc ra quyét dinh ctia ngudi tiéu diing, va cac nghién ctru trude ddy da tim thdy mot
mdi quan hé gian tiép giira do tin cdy thong tin va ¥ dinh mua hang cta nguoi tidu dung thong qua syr
chfip nhén eWOM (Fan & Miao, 2012; Erkan & Evans, 2016; Leong va cong sy, 2022), dic biét 1a
khi thong tin dugc cho 1a hiru ich va d& thich nghi (Park va cdng sy, 2007; Prendergast va cdng su,
2010; Sanchez Torres va cong sy, 2018).

Thong tin eWOM c6 thé duoc tao ra boi bat ky ai str dung mang Internet va do vay, do tin cay cia
n6 ngay cang dugc quan tim hon (Xu va cong sy, 2013). Thong tin c¢6 d9 tin cdy sé tao diéu kién dé
nguoi tiu dung su dung thong tin d6. Thong tin cang trd nén hitu ich khi ¢6 dd tin cay cang cao (Ko
va cong su, 2005). eWOM duoc coi la dang tin cay sé€ cod nhiéu kha nang dugc nguoi tiéu dung chép
nhan va gitip d& ho trong tiép nhan thong tin (Filieri, 2015). Thong tin dwgc cam nhan chinh xac,
dang tin cay, xac thyc va thuyét phuc thi kha ning nguoi tiéu ding chip nhan eWOM sé ting 1én
(Cheung va cong su, 2008; Cheung & Thadani, 2012; Fan & Miao, 2012; Sardar va cong su, 2021).
Do d6, nghién ciru nay gia dinh rang do tin ciy ctia thong tin ¢6 anh hudng tich cuc dén tinh hiru ich
cia eWOM, su chép nhén eWOM cua nguoi ti€u dung.

Gid thuyét Hy: D¢ tin cdy ciia thong tin c6 anh huong tich cuc dén tinh hitu ich ciia eWOM.

Gid thuyét Ha: D¢ tin cdy cua théng tin c6 dnh hwong tich cue dén sw chdp nhin eWOM.

2.3, Chdt lwong cua thong tin

Chat lugng thong tin dugc dinh nghia 14 stirc manh ciia mot thong diép tac dong dén y dinh mua
ctia ngudi tiéu dung (Park va cong su, 2007; Yeap va cong su, 2014). Chat lugng thong tin duge danh
gid qua cac tiéu chi: Noi dung ciia thong tin, tinh chinh xéc, ciu tric va tinh dung luc dap ung sy
mong doi thong tin (Doll & Torkzadeh, 1988). Con chét lugng cia eWOM dugc dinh nghia 14 chat
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luong clia mot danh gia dudi cac goc do cia tinh chat thong tin nhu: Tinh lién quan, tinh ding lic,
tinh chinh x4c va tinh bao ham cuda thong tin do (Delone & McLean, 2003). Nhiing thong tin cd noi
dung rd rang, d& hiéu, c6 ich, dang tin ciy va cé du 1y do thuyét phuc cho quan diém ciia ngudi viét
eWOM dugc danh gia cao va gian tiép c6 tac dong t6i ¥ dinh mua hang (Park va cong su, 2007).

Thong tin eWOM c6 thé dugc tao ra va d& dang truy cap boi hau hét nguoi ding cac phuong tién
truyén thong xa hoi. Do do, chét lwong ciia thong tin ngay cang duge ngudi tiéu ding quan tim nhiéu
hon (Reichelt va cong su, 2014; Erkan & Evans, 2016). Trén thuc té, moi quan h¢ tich cyc gilra chét
luong thong tin va su chip nhan thong tin da dugc phat hién va khang dinh béi Pham Dirc Chinh va
Ngo Thi Dung (2020), Sardar va cong su (2021), Tran Thanh Ta (2022). Néu nguoi tiéu ding cam
nhan dugc chét lugng thong tin eWOM cao, thi sy chip nhan théng tin eWOM s& cao hon. Do d6, c6
thé nhan dinh rf“mg chét lugng cua thong tin eWOM trén mang xa hdi 1a mot trong nhitng nhan td
quan trong anh hudng dén su chp nhan thong tin eWOM cila ngudi tiéu ding.

Chat lugng thong tin eWOM ciing cho thdy mdi quan hé tich cyc huéng téi tinh hiru ich cua thong
tin, khi thong tin trong mi truong tryc tuyén co chit lugng cang cao thi mirc do hitu ich ctia thong
tin dugc cdm nhan cang cao (L& Minh Chi & Lé Tén Nghiém, 2018; Sardar va cong sy, 2021; Leong
va cong su, 2022). Vi vay, nghién ciru nay gia dinh rang chat lugng thong tin c6 anh hudng tich cuc
dén tinh hitu ich cia eWOM va sy chép nhan eWOM cila ngudi tiéu ding.

Gid thuyét Hs: Chdt heong thong tin ¢é anh hieong tich cuee dén tinh hitu ich ciia eWOM.

Gid thuyét Hy: Chdt heong thong tin ¢é anh hieong tich cyee dén sw chdp nhdn eWOM.

2.4.  Tinh hitu ich cuia eWOM

Tinh hiru ich ctia thong tin dé cap dén thong tin phan hoi thu dugc tir ngudi tiéu ding khac 13 hiru
ich trong qua trinh ra quyét dinh ciia ho. Tinh hitu ich cuia thong tin 1 budc dau tién trong viéc chip
nhan thong tin (Erkan & Evans, 2016). Tinh hitu ich ciia thong tin dugc mo ta 1a cung cip cac chi s6
hiru ich, nhiéu thong tin ¢6 gia tri. Thong tin dugc coi 1a hitu ich khi nhimng thong tin d6 hd trg cho
nhén thire cia nguoi ti€u dung dé nang cao hi¢u suit cua ho (Davis, 1989; Cheung va cong su, 2008;
Yeap va cong su, 2014). Xac suit chap nhan thong tin ctia ngudi tiéu dung tang 1én khi thong tin duoc
coi 1a hitu ich boi vi ngudi tiéu dung s& c6 nhiéu kha niang st dung thong tin pht hop véi nhu ciu va
muc ti€u cua ho (Sardar va cong su, 2021). Cac nghién ctu trudc day coi tinh hitu ich cia thong tin
la yéu td du bao chinh cua viée chép nhén thong tin (Davis, 1989; Sussman & Siegal, 2003; Erkan &
Evans, 2016). Viéc chap nhén thong tin dya trén tinh hitu ich cta thong tin cling dwoc nhin manh boi
Xia va Bechwati (2008), Liu va Zhang (2010) trong truong hop thong tin dugc 1ay tir nhitng nguoi
tidu dung khac da c6 kinh nghiém trudc do trong viéc mua sim cac san pham c6 lién quan. Nghién
ctru ciia Cheung va Thadani (2012), Cheung (2014), Lé Minh Chi va Lé Tan Nghiém (2018) ciing
cho thiy mdi quan hé tich cuc giira tinh hitu ich ciia théng tin va sy chdp nhan eWOM. Tir d6, nghién
clru nay gia dinh rang tinh hitu ich cia eWOM c6 anh huéng tich cuc dén sy chip nhan eWOM ciia
nguoi tiéu dung.

Gid thuyét Hs: Tinh hitu ich cua eWOM co anh hwong tich cuc dén su chd}? nhdin eWOM.

2.5. S chdp nhdn eWOM

Su chap nhan thong tin dugc giai thich boi Shen va cong su (2014) 1a qua trinh tiép nhan va chip
nhan thong tin tir cac ngudn bén ngoai. Nhiéu nghién ciru di chi ra mbi quan hé giita chap nhan thong
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tin eWOM va ¥ dinh mua clia nguoi tiéu dung. Cheung va Thadani (2012), Lé Minh Chi va Lé Tan
Nghiém (2018), Sanchez Torres va cong su (2018) chi ra ring sy chip nhan eWOM la mot trong
nhitng yéu t anh huéng tich cuc dén ¥ dinh mua ciia ngudi tiéu ding. Néu nguoi tiéu ding chap nhan
thong tin eWOM (ttrc 1a tin rang thong tin d6 c6 gia tri va dang tin cdy), ho c6 xu huéng tin twéng va
¢6 y dinh mua san pham hoc dich vu d6 hon. Ngugc lai, néu ngudi tiéu ding khong chép nhan thong
tin eWOM, ho ¢6 xu hudng khong tin twéng va khong ¢ ¥ dinh mua san pham hodc dich vu d6. Fan
va Miao (2012) khang dinh mtrc d9 chdp nhan eWOM cang 16n s& tao ra ¥ dinh mua cang 16n. Vi
vay, nghién ctru ny gia dinh ring c6 moi quan hé tich cuc giita sy chap nhan eWOM va ¥ dinh mua
hang cta nguoi tiéu dung.

Gid thuyét Hs: Si chip nhdn eWOM c6é méi quan hé tich cwc dén y dinh mua hang ciia ngieoi
tiéu dung.

Mo hinh nghién ctru dé xuét véi 6 gia thuyét (Hinh 2).

—- eWOM |—1

Do tincaycia | |

thong tin (TC)
I \
[ fre . Hs ;
I Tcﬁlilel&lgl\c/[h i Sy chapnhdan |— Y dinh mua
| (i) eWOM (CN) (YD)
|
|
Hs

Chét lwong ctia
thong tin (CL) | |

Hinh 2. Mo hinh nghién ctru dé xuét

3. Phuong phap nghién ciru

Dé xac dinh 16 anh huong cia eWOM trén cac phuong tién truyén thong xa hoi dén y dinh mua
sam clia nguoi tiéu dung, nghién ciru nay sir dung két hop hai phuong phap dinh tinh va dinh lugng.
Nghién ctru dinh tinh dugc thyc hién thong qua thdo luan nhom gém ba chuyén gia vé linh vuc quan
tri kinh doanh va marketing dé kham ph4, khang dinh cac yéu to cia eWOM anh hudng tryuc tiép,
gian tiép dén ¥ dinh mua hang va thang do cua cac yéu t6 nay duoc dé xuét trén co sd tong két cac 1y
thuyét va cac nghién ciru thuc nghiém trude d6 ¢ lién quan. Nghién ciru dinh luong duoc ding dé
danh gia d6 tin ciy cac thang do cac yéu td cia eWOM éanh hudng truc tiép, gian tiép dén y dinh mua
hang ctia nguoi tiéu dung. Pong thoi, phuong phap nghién ctru dinh lugng ciing duoc sir dung dé
kiém dinh mo hinh nghién ciru va cac gia thuyét nghién ctru dé xuat.
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3.1.  Thang do luvong

Céc bién quan sat dugc xay dung va ké thira c6 diéu chinh tir cac nghién ctru duge cong bé trude
day (Bang 1), ap dung thang do Likert 5 diém tir 1 — 5 (1 1 hoan toan khong dong v va 5 1a hoan toan
ddng ¥) dé do luong tat ca cac bién quan sat. Bang cau hoi duge thir nghiém véi 6 nguoi da timg tham
khao thong tin eWOM trudce khi mua sdm nham danh gia muc d6 hoan chinh vé ndi dung, hinh thuc,
dam bao mirc d¢ lién quan, 1 rang cia cic phat biéu.

Bang 1.
Thang do céc bién
Bién  Mi Thang do Ngudn Hé sb Tuong

hoa Cronbach’s quan
Alpha bién-tdng

Tinh Nhitng ¥ kién, nhan xét, d4nh gi4 chia sé trén cic phwong tién truyén théng gitip Anh/Chi...
hitu ich

i HI1  duaray dinh mua sdm nhanh Sardar va cOng su a=0,810 0,674
cua , N
chong hon. (2021); Leong va
cWOM cong su, 2022
(HD) HI2  ¢6 cainhin toan dién hon. one st 0,631
HI3  c6 thong tin cin thiét. 0,591
HI4  tim duoc san phdm phu hop. 0,611
Potin - Nhitng ¥ kién, nhan xét, danh gi4 chia sé trén cac phwong tién truyén thong. ..
cf;g;j TCl  c6 sitc thuydt phuc. Sardar va cong sy a=0,842 0,685
[§
L . (2021); Leong va
T TC2 tinh xac thue. 0,682
(TC) 6 tinh x4c thuc cong su, 2022
TC3  phu hop véi thue té. 0,591
TC4  ¢6 thé tham khéo. 0,645
TC5  la chinh xéc. 0,632
Chét Nhitng ¥ kién, nhan xét, d4nh gi4 chia sé trén cac phwong tién truyén thong. ..
1 .
YOIE T CL1 rhtrd rang. Sardar va cong sy @ =0,856 0,669
thong (2021); Leong vi
tin CL2  thuong diy d. -oe1); Leong 0,685
CL cong su, 2022
(L) CL3  rét hitu ich. 0,639
CL4  rét d& hidu. 0,605
CL5  ¢6 can cir 16 rang, 0,689
CL6  thudong dén ding luc can. 0,572
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Bién  Mi Thang do Ngudn Hé sb Tuong
hoa Cronbach’s quan
Alpha bién-tdng

Su Anh/Chi ... nhimg ¥ kién, nhan xét, danh gia chia sé trén cac phuong tién truyén thong.
h;(
“1@P N1 khong c6 gi phai nghi ngd 0,770
nhan ) Fan va Miao, 2012;
eWOM CN2 d()ng y voi Ilf:)i dung De Leon (2019) 0,671
R, a=0,852
(CN)  CN3 & lam theo Sardar va cong sy 0,629
(2021)
CN4  khong phu nhan 0,704

Y dinh  Sau khi xem nhitng ¥ kién, nhan xét, danh gia dugc chia sé trén cac phwong tién truyén thong,
mua Anh/Chi...
sim

YD1  s& can nhic mua san phém. Fan va Miao (2012); 0=0,878 0,744
(YD) . . Sardar va c§
YD2 58 mua sin phim d6 & In tidp theo. oo v CONESH 0,703
(2021)
YD3  chéc chin s& mua thir. 0,661
YD4  s& mudn mua san phém d6 nhét. 0,711
YD5  c6 y dinh tim kiém séan phim c6 0,726
thong tin dugc chia sé trong
tuong lai.

3.2, Madu va dit liéu nghién ciru

Nghién ctru dugc khao sat bang bang cau hoi gom 24 bién quan sat. Mau 1a nguoi tiéu ding c6
tim hiéu va tham khao thong tin tir nhimg nguoi tiéu ding khéc trén cac phuong tién truyén thong xa
hoi trude khi mua sim, hién dang sinh song tai TP.HCM va dugc chon theo phuong phép thuan tién.
C& mau tdi thiéu cho nghién ciru theo Tabachnick va Fidell (1996) 1 242. Khao sat dugc tién hanh
v6i 732 ngudi, tir giita thang 3 dén cudi thang 10/2022 (bao gdbm 651 khao sét truc tuyén va 81 khao
sat b?mg phat phiéu). Trong do, 712 bang tra 101 hop 1€, 20 bang tra 161 con lai khong dat do tin cay
dé sir dung. Chi tiét vé mau nghién ciru thé hién trong Bang 2.

Béng 2.

Théng ké mau khéo sat

Chi tiéu Pic diém Tén sb Ty trong (%)
Nam 326 45,79
Gidi tinh
Nir 386 54,21
Dudi dai hoc 167 23,46
Trinh d6 hoc van Pai hoc 456 64,04
Trén dai hoc 89 12,50
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Chi tiéu Pic diém Tén sb Ty trong (%)
HS-SV 238 33,43
. Cong nhan 136 19,10
Nghe nghi¢p
Nhén vién van phong 143 20,08
Nganh nghé khac 195 27,39
Duéi 5 triéu 377 52,95
Thu nhép
Tir 5 tridu tré 1én 335 47,05
Dui 30 tudi 361 50,70
Do tudi Tir 30-55 tudi 249 34,97
Trén 55 tudi 102 14,33
Téng 712 100,00

3.3. Phwong phap xu ly dir liéu

Thong tin thu thap tir nghién ciru dinh lugng s& dwoc danh gia so bo do tin cdy sang loc cac bién
quan sat khong du d9 tin cdy bang hé s Cronbach’s Alpha va phan tich nhan t6 kham pha EFA bang
phuong phap trich dir liéu Principal Axis Factoring va phép xoay Promax thong qua cong cu la phan
mém xur Iy SPSS 25. Phan tich nhan té khang dinh CFA duoc sir dung dé kiém dinh su phu hop cua
md hinh do luong véi dit 1i€u thu thdp. M6 hinh dugc xem 14 thich hgp vaéi dir ligu thi trudng néu
kiém dinh Chi-square c¢6 p-value > 0,05; CMIN/Af < 3, mot s6 trudng hop CMIN/df ¢6 thé < 5; GFI,
TLI, CFI > 0,9; RMSEA < 0,08; PCLOSE > 0,01. M6 hinh dé& xuét c6 bién tiém 4n trung gian va
phuong phép tiép can PLS-SEM theo Hair va cong su (2017) khong thiét 1ap do luong mirc do phu
hop cua mo hinh, viéc st dung nham kiém dinh gia thuyét 12 mot han ché. Vi thé, tac gia su dung
phuong phép tiép can CB-SEM thong qua phan mém AMOS 24 dé kiém dinh gia thuyét va lugng
héa mirc 36 anh hudng ciia eWOM dén sy chdp nhan eWOM, tac dong ciia su chip nhan eWOM dén
¥ dinh mua sam ciia nguoi tiéu ding. Mirc do phtt hop ciia tong thé mé hinh théng qua cac tham s6
tuong tu nhu phan tich CFA.

4. Keét qua nghién ciru

4.1. B¢ tin cdy cua thang do

He¢ s6 Cronbach’s Alpha 1a mot phép kiém dinh nhim do lwong do tin ciy cua thang do bang cach
phan anh mirc d6 twong quan chit ché giira cic bién quan sat trong ciing mot nhan t6 (Hoang Trong
& Chu Nguyén Mong Ngoc, 2008). Hé sb Cronbach’s Alpha cang 16n thi thang do cang c6 d9 tin cay
cao. Nhiéu nha nghién ctru nhu Nunally (1978), Peterson (1994) cho rang hé s6 Cronbach’s Alpha tir
0,6 tro 1én 1a c6 thé chap nhan dugc trong truong hop khai niém dang nghién ctru 1a méi hodc méi
d6i voi nguoi tra 1o trong bdi canh nghién ctru. Tuy nhién, theo Nunnally va Burnstein (1994), hé s6
Cronbach’s Alpha khong cho biét bién nao nén loai bo va bién nao nén gitt lai. B&i vay, bén canh hé
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s6 Cronbach’s Alpha, ngudi ta con st dung hé sb twong quan bién-tong va nhimg bién nio c6 twong
quan bién-tong < 0,3 s& bi loai bo.

Két qua danh gid Cronbach’s Alpha cho thdy cic thang do alpha déu dat yéu cau 16n hon 0,6;
tuong quan bién-tong tir 0,3 tro 1én (Bang 1), do d6 khong loai thanh phan nao.

4.2, Phan tich nhan t6 kham phd (EFA)

Trong nghién ctru nay, phan tich nhan t6 kham pha dugc g dung dé tom tt tap cac bién quan sat
vao mdt s6 nhan t6 nhat dinh do luong cac thude tinh cta cac khai niém nghién ctru. Viéc phan tich
EFA bang phuong phap trich dir liéu Principal Axis Factoring va phép xoay Promax phil hgp véi mo
hinh nghién ctru dé xuat nhim kham pha cac cu triic tiém an.

Két qua phan tich cho thay chi s6 KMO 1a 0,847 > 0,5 chiing t6 dit liéu ding dé phan tich nhan t6
13 hoan toan thich hop. Kiém dinh Barlett’s véi muc ¥ nghia Sig. = 0,000 < 0,05 nén cac bién ¢
twong quan véi nhau va thoa diéu kién phan tich nhén to.

Dya vao ma trén xoay nhan td, cac hé s tai nhan 6 déu 16n hon 0,5 dam bao y nghia, cho nén
khong c6 bién nao bj loai. Hé s6 Eigenvalue = 1,266 > 1 dai dién cho phan bién thién duoc giai thich
boi mdi nhan t6, nén nhan 6 rit ra c6 y nghia tém tat thong tin tot. Tong phuong sai trich = 55,224%
> 50%. Piéu nay chimg to 5 nhan td giai thich dugc 55,224% mo hinh nghién ciru (Bang 3).

Béng 3.

Ma trén xoay cac bién trong mo hinh nghién ctru

Nhén t6

1 2 3 4 5

CL5 0,762
CL2 0,748
CL1 0,720
CL3 0,687
CL4 0,662
CL6 0,646

YD1 0,857
YDS5 0,775
YD4 0,774
YD2 0,727
YD3 0,678

TC2 0,768
TCl 0,765
TC4 0,758
TCS 0,700
TC3 0,585
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Nhan t&
1 2 3 4 5

HI1 0,827

HI2 0,758

HI4 0,654

HI3 0,630

CN1 0,973
CN4 0,730
CN2 0,638
CN3 0,546
Phwong sai trich 28,322 37,168 45,199 51,501 55,224
Eigenvalue 7,229 2,590 2,386 1,939 1,266
KMO 0,847

Sig. 0,000

Ghi chit: Céc ky higu bién quan sat dugc mo ta tai Bang 1.

4.3, Phan tich nhan t6 khang dinh (CFA)

Nghién ciru nay sir dung phuong phéap CFA d kiém dinh cu tric 1y thuyét ctia cac thang do giira
céc bién nghién ciru ma khong bi sai s6 do luong. Hon nita, con ¢6 thé kiém dinh gi4 tri hoi ty va gia
tri phan biét cua thang do.

Két qua phan tich CFA céc chi tiéu do luong do phil hop ctia mé hinh thé hién (Hinh 3) cho thay
mo hinh nghién ctru 13 chua tét, can dugc cai thién. Két qua MI Covariances cip sai s6 e8 va e9 ¢
MI rét cao 14 160,899 va 2 sai sb nay twong tg véi bién quan sat YD4, YDS5 thudc cung thang do
YD. Bé giam MI va ting do pht hgp mo hinh, nghién ctru da khai bao cip e8-e9 c6 hiép phuong
sai cao.

Sau khi cai thién mo hinh (Hinh 4), cac bién quan sat dugc khang dinh c6 kha ning biéu dién t6t
cho nhén t6 trong mé hinh CFA va céc thang do c¢6 su hdi tu cao. Két qua phén tich CFA cho thiy hé
sO tong phuong sai trich va do tin cay tong hop ciia cic thang do déu dat gia tri cao hon 0,5 va
CMIN/df < 5; GFI, TLI, CFI > 0,9; RMSEA < 0,08; PCLOSE > 0,01 c6 ¥ nghia thong ké. Két qua
phén tich CFA ciing chi ra rﬁmg thang do dat dugc d9 tin cdy, tinh héi ty. Gia tri AVE > MSV nén
thang do dat tinh phan biét (Bang 4).
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Chi-square/df=4.798

GFI=.895
CFI=.888
TLI=.873

RMSEA=.073

PCLOSE=.000

@
&

25

Ghi chit: Céc ky higu bién quan sat dugc mo ta tai Bang 1.
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Hinh 4. Két qua CFA chuén hoa

Béng 4.
Kiém dinh tinh hoi tu, tinh phan biét va sy tin cdy trong phan tich CFA
CR AVE MSV  MaxR(H) CL YD TC HI CN
CL 0,856 0,503 0,309 0,862 0,707
YD 0897 0,637 0,234 0,913 0,283 %** 0,798
TC 0,843 0,519 0,215 0,847 0,267%**  (,295%** 0,720
HI 0,811 0,519 0,156 0,821 0,267%**  0,311%**  (,195%** 0,720
CN 0,856 0,599 0,309 0,867 0,556%**  0,484%** (0 464***  (,395%*%* (0,774

Ghi chu: HI: Tinh hitu ich cia eWOM; TC: D¢ tin cay cia eWOM; CL: Chét lugng thong tin; CN: Sy chép nhan eWOM; YD:

Y dinh mua sém.

4.4.  Phan tich cdu tric tuyén tinh (SEM)

Phén tich m6 hinh cau trac tuyén tinh dugc sir dung dé kiém dinh mé hinh va céc gia thuyét nghién
ctru dé ra. Két qua cho thiy cac chi tiéu do luong mirc do phii hop ciia mé hinh gom: Gia tri Chi-
square/df < 5, GFI = 0,912 > 0,9, CFI = 0,930 > 0,8, TLI = 0,921 > 0,9, RMSEA = 0,058 < 0,08,
PCLOSE = 0,002 > 0,001 vi thé mé hinh c6 sy phi hop véi thuc té (Hinh 5). Két luan cac gia thuyét
nghién ctru dé xuét ban dau thé hién trong Bang 5.
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Bang 5.
Két qua kiém dinh céac gia thuyét nghién ctru
Gia thuyét Mbi quan hé Hé sb udc luong S.E. CR. P Két qua

Hy HI<---TC 0,138 0,048 2,894 0,004 Chép nhan
H, CN<---TC 0,380 0,047 8,135 0,000 Chép nhéan
Hs HI<---CL 0,231 0,046 5,002 0,000 Chép nhan
H, CN<---CL 0,472 0,047 10,049 0,000 Chép nhan
Hs CN<---HI 0,277 0,045 6,183 0,000 Chép nhéan
He YD<---CN 0,499 0,040 12,415 0,000 Chép nhéan

Ghi chu: HI: Tinh hitu ich cia eWOM; TC: D9 tin cdy cuia eWOM; CL: Chét luong thong tin; CN: Su chép nhan eWOM;

YD: Y dinh mua sim.

Chi-square/df=3.363

GFI=.912
CFI=.930
TLI=.921
RMSEA=.058
PCLOSE=.002

1 30 32 9

—€),
—,
)

Hinh 5. Két qua phén tich m hinh c4u tric tuyén tinh

Ghi chit: Céc ky higu bién quan sat dugc mo ta tai Bang 1.

5. Thao luan két qua nghién ciru

Anh huéng cia eWOM dén ¥ dinh mua sdm cta ngudi tiéu dung di duoc cac nha nghién ctru dé
cap dén (Park va cong su, 2007; Fan & Miao, 2012; Sardar va cong sy, 2021). Tac dong cia eWOM
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trén cac phuong tién truyén thong xa hoi déi véi y dinh mua ciia nguoi tiéu dung ciing duge nghién
ctru boi Erkan va Evans (2016), Leong va cong su (2022). Ciing nhu mét s6 nghién ciru tai Viét Nam
no6i chung va TP.HCM noi riéng ctia Lé Minh Chi va Lé Tén Nghiém (2018), Pham Dic Chinh va
Ngo Thi Dung (2020), Tran Thanh Ta (2022), Ng6 Thi Thu va Nguyén D5 Quyén (2022), tac gia van
dung két hgp mo hinh chp nhan thong tin (IAM) va 1y thuyét hanh dong hop 1y (TRA) nham kiém
dinh sy anh huong ciia eWOM dén y dinh mua sam thong qua céc bién trung gian nhung mé rong
thém sy tac dong tryuc tiép cua do tin cdy va chit lugng thong tin 1én sy chap nhan eWOM. Két qua
khang dinh cac gia thuyét dé xuat ban dau déu duoc chap nhén va ciing twong dong véi mot sd nghién
clru trude day.

Chat lugng ciia thong tin va do tin cdy cta thong tin c6 tic dong tich cyc dén tinh hiru ich ciia
eWOM (B lan lugt 12 0,231 va 0,138, p-value dat chuan thong ké) va tinh hitu ich cia eWOM c6 mbi
quan hé tich cuc véi viéc chap nhan eWOM (B = 0,277) phi hop véi dé xuat cia Sussman va Siegal
(2003) trong mo hinh IAM. Nhiing théng tin eWOM c6 ndi dung day du, 16 rang, dé hiéu, dang tin
cay, thuyét phuc s& duogc nguoi tiéu dung xem xét va c6 xu huéng nhan dinh rang cac théng tin eWOM
nay 1a hiru ich. Khi eWOM hitu ich thi kha ning dwgc ngudi tidu dung chap nhan cao hon. Khi d co
su chép nhan eWOM va muc do chép nhan eWOM cang 16n s€ tao ra mic y dinh mua cang cao.

Két qua nay ciing da duoc chimg minh trong cac nghién ciru eWOM trude d6 (Cheung va cong
su, 2008, Lé Minh Chi & Lé Tan Nghiém, 2018). Trong nghién ctru nay, y dinh mua sdm ciia ngudi
tidu ding dugc danh gia nhu mot bién phy thude. Ciing nhu Cheung va Thadani (2012), Fan va Miao
(2012), Lé Minh Chi va Lé Tan Nghiém (2018), Sanchez Torres va cong su (2018), nghién ctru nay
kh.'?ing dinh c6 mdi quan h¢ tich cyc, manh m¢ giita sy chép nhin eWOM va y dinh mua hang cua
nguoi tiu dung (B = 0,499).

Chat lugng thong tin cé tac dong tich cuc va manh m& dén viéc chap nhan eWOM (B = 0,472).
Khi ngudi tiéu dung cam nhan dugc chat lugng thong tin cao, thi sy chdp nhan eWOM sé& cao hon.
Két qua nay ciing phtt hgp véi nghién ctru ciia Fan va Miao (2012), Pham Dirc Chinh va Ngé Thi
Dung (2020), Sardar va cong su (2021), Tran Thanh TG (2022).

D6 tin cdy clia thong tin cling co tac dong tich cuc va manh mé dén viéc chap nhan eWOM (B =
0,380). Két qua nay duoc khang dinh va hd trg boi nghién ctru ciia Cheung va cong su (2008), Cheung
va Thadani (2012), Fan va Miao (2012), Sardar va cong su (2021). Khi thong tin dugc cdm nhan dang
tin cdy, xac thyc thi kha ning ngudi tiéu ding chap nhan eWOM sé tang 1én.

Nhu vy, cac gia thuyét gitita chét luong cua thong tin, do tin cdy cia thong tin, tinh hitu ich cua
eWOM, viéc chip nhan eWOM va y dinh mua sam da dugc khing dinh thong qua nghién ciru nay
ciing nhu su hd trg boi cac nghién ciru trude day.

Tai TP.HCM, da c6 mot s6 nghién ctru tic dong cia eWOM Ién y dinh mua sim. Nhung khéc véi
trude day chi nghién ciru tac dong gian tiép ciia do tin ciy va chat lugng thong tin 1én sy chdp nhan
eWOM thong qua tinh hiru ich cia eWOM (Pham Puc Chinh & Ngo6 Thi Dung, 2020; Tran Thanh
Ta, 2022; Ngo Thi Thu & Nguyén D6 Quyén, 2022), nghién ciru nay khang dinh d¢ tin cdy va chat
luong thong tin tac dong truc tiép 1én ca tinh hiru ich va su chdp nhan eWOM. Mot khi ngudi tiéu
dung da chép nhén eWOM thi ho s& c6 y dinh mua sam nhiéu hon. V& mit khoa hoc, nghién ctru nay
da cing ¢b mo hinh IAM, IACM ciing nhu két qua clia cdc nghién ciru thyc nghiém khéc.
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6. Két luan va ham y dé xuat

Khoa hoc cong nghé va Internet phat trién rat manh mé, s nguoi sir dung Internet dé tim kiém
thong tin v mua sim gia ting nhanh chéng. Pay 1 co hoi khong thé tuyét voi hon cho cac doanh
nghiép, nhit 1a cac doanh nghiép kinh doanh thuong mai dién tir. Nghién ctru di hoan thanh muc tiéu
1a khang dinh vai tro va su anh hudng tich cuc cia eWOM dén y dinh mua sim cta nguoi tiéu dung.
Thong tin eWOM c6 chét lugng va do tin cdy cao s& 1a hai nhan t6 vo cing quan trong, anh hudng
tich cyc dén viéc xem xét, danh gia tinh hiru ich trudc khi eWOM duge chdp nhan. Mot khi nguoi
tiéu dung da chap nhan eWOM thi ho s& ¢6 y dinh mua sim nhiéu hon, tham chi tuyén truyén, gi6i
thi¢u, 16i kéo nguoi khac tham gia mua sim. Trén co s¢ d6, nghién ciru dua ra cac dé xuat sau:

- Thir nhat, thiét 1ap va gia tang do tin cdy cua thong tin eWOM. Trong thoi dai k¥ thuat sb voi sy
phat trién manh mé& cua mang xa hoi, dé tao dung d¢ tin cay, cac doanh nghiép nén tao ra mot website
riéng vé san pham, dong thoi lién két véi cac trang website, san thuong mai dién tir va cic mang xa
hoi truc tuyén ¢6 uy tin, duoc nhiéu nguoi st dung nhu Facebook, Instagram, WhatsApp... dé dang
tai thong tin vé san pham ciia doanh nghiép thudong xuyén. Trén d6, can tao ra cac chuyén muc vé
thong tin san pham, cong dung ciia san pham ddi véi ngudi tiéu dung véi nhidu thong tin bo ich, rd
rang. Cac doanh nghiép ciing nén c6 cac chinh sach wru dai dbi voi nhitng ngudi noi tiéng co tam anh
huong trén mang xa hoi (KOLs), moi ho lam cdng tac vién, thudong xuyén dua ra cac bai bao, binh
luan, chia sé vé san pham, dich vu. Thong qua ho sé tiép can va tac dong tich cuc dén sy tin tuéng
clia nguoi tiéu dung déi voi doanh nghiép/ san pham, nhing ngudi nay s& tic dong dén nhing nguoi
tiéu dung tiém ning khac thong qua nhiing chia sé¢ nhan xét, danh gia trén cic phuong tién
truyén thong.

- Thir hai, kiém soat va gép phan nang cao chét lugng thong tin eWOM. Khi khach hang mudn
mua sam, ho s& 1én mang tham khao nhimg ¥ kién cta nhimng ngudi da st dung no, nhiing dénh gia
tich cuc s& lam khach hang himng thii va sin sang chi tién mua san pham. Do d6, d6i voi nhiing thong
tin tiéu cuc, cac doanh nghiép khong nén x6a bo ma can dwa ra nhiing 10i giai thich cu thé, rd rang va
tim cach khic phuc. Khi d6, nguoi tiéu ding sé cam nhan dugc rang doanh nghiép quan tim dén cam
nhén that cia ho va s€ c6 nhitng danh gia tbt vé su tich cuc va trung thyc cta thong tin eWOM cling
nhu doanh nghiép. Ddng thoi, doanh nghiép nén cé chinh sach chim séc khach hang cii, khuyén khich
ho thudng xuyén vao website dé chia sé trai nghiém vé san pham.

- Thir ba, ting mirc do tiép can thong tin va sy hai long clia ngudi tiéu dung. Cac doanh nghiép
can thuc hién khao sat &é qua d6 cai thién, nang cao chét luong san pham/ dich vu, gitip ting mirc do
hai 10ng ciia khach hang. Dong thoi, cung cap dich vu chim séc khach hang tbt, to chirc céc sy kién
thé hién sy quan tim ciia doanh nghiép, d4u tu vao cac bai chia sé¢ thong tin vé san pham va li ich tir
viéc mua san pham. Khi ho hai long vé doanh nghiép/ san pham, ho s& chia sé nhan xét, dénh gia tich
cuc dén nhimg nguoi tiéu dung tiém ning khac.
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