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Tém tit: Nghién ciru nay duoe thuc hién nhim muc dich phan tich anh huéng cua
truyén miéng dién tir dén quyét dinh mua hang trén cac san thuwong mai dién tir cia Gen
Z tai Hai Phong. Két hop phuong phap nghién ctru dinh tinh va dinh luong, tac gia da
khao sat 500 ngudi thude d6 tudi Gen Z tai Hai Phong. Trong qua trinh nghién ctru,
nhém téc gia dd xac dinh cc nhan t§ anh huong dén quyét dinh mua hang trén céc san
thuwong mai dién tir cia Gen Z tai Hai Phong chiu tic dong boi 5 nhan t6. Két qua
nghién ciru cho théy mot s6 nhan td ¢6 tac dong thuan chiéu va mot s6 nhan t6 co tac
dong nguoc chidu nhu sé luong thong tin 14 bién ¢é anh hudng thudn chiéu manh nhét
va anh huong nghich rdt manh 1a sw trong dong ciia nguoi danh gia cling pht hop véi
tam ly cua gio1 tré¢ Gen Z hién nay noi chung va tai Hai Phong noi riéng.

Tir khéa: Truyén miéng dién tir, quyét dinh mua hang, san thuong mai dién tir, Gen Z,
Gen Z tai Hai Phong.

THE IMPACT OF ELECTRONIC WORD-OF-MOUTH ON GENERATION Z'S PURCHASING
DECISIONS ON E-COMMERCE PLATFORMS IN HAI PHONG

Abstract: This study aims to analyze the impact of electronic word-of-mouth (eWOM)
on Generation Z's purchasing decisions on e-commerce platforms in Hai Phong. Using
a combination of qualitative and quantitative research methods, the authors conducted
a survey of 500 individuals of Generation Z in Hai Phong and identified five specific
factors. The findings reveal that certain factors positively influence purchasing
decisions, while others negatively impact them. Specifically, the quantity of
information emerged as the strongest positive influencer, whereas reviewer similarity
showed a significant negative impact. These findings align with the psychological
characteristics of Generation Z generally as well as in Hai Phong particularly.
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1. Dit van dé

Trong bdi canh kinh té sé ngay
cang phét trién manh mé&, thuong mai
dién tir d3 tro thanh xu hudng tit yéu.
Thuong mai dién tir cling git vai tro
quan trong trong doi séng tiéu dung, dic
biét v6i thé hé Gen Z - nhém nguoi sinh
rava lon 1én trong méi trudong cong nghé
sb hoa cao. Hién nay, Gen Z c6 dac diém
n6i bat la s dung internet thudng
xuyén, ua thich cong nghé, tich cuc
twong tac trén cac nén tang truc tuyén.
C6 thé thiy quyét dinh mua hang cua
Gen Z phu thude rat nhiéu vao théng tin
dugc chia s¢ trén mang, sau khi nghién
ctru cac thong tin nay thi Gen Z mai dua
ra quyét dinh mua sim.

Truyén miéng dién tir (electronic
Word-of-Mouth - eWOM hién nay da tro
thanh ngudn théng tin quan trong gitp
ngudi mua danh gia chat luong san pham
mot cich gian tiép nhung hiéu qua. Mic
du nhiéu nghién ctru qudc té di nhin
manh vai trd ciia eWOM trong quyét dinh
mua hang nhung tai Viét Nam noéi chung
va Hai Phong noi riéng, cac nghién ciru cu
thé vé& mire do tac dong cua eWOM dén
hanh vi mua hang ctia Gen Z van chua that
su dy du. Sy thiéu hut nay khong chi tao
ra khoang trong vé mit Iy luan ma con gay
kho khan cho cac doanh nghiép trong viéc
xdy dyng chién lugc tiép thi s6 phu hop.
Do do6, nghién ctru nay tap trung phan tich
sau sdc anh hudng ciia eWOM dén quyét

dinh mua hang trén cac san thuong mai
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dién tir cia Gen Z tai Hai Phong. Thong
qua viéc xdc dinh cac nhan t6 nhu chit
lwong théng tin, do tin cdy ctia ngudn phat
tan, s lugng va tinh tich cyc cia thong tin
eWOM, nghién ctru ky vong cung cap co
so 1y ludn va thyc tién quan trong cho
doanh nghiép dé tin dung ti da loi thé tir
truyén miéng dién tir, qua do nang cao
hidu qua kinh doanh truc tuyén.

2. Tong quan nghién ciru

Truyén miéng (Word of Mouth -
WOM) dugc cong nhan 1a mot trong
nhitng ngudn luc ¢6 anh hudng nhit cua
truyén thong (Breazeale, 2009). C nhiéu
phat biéu ¥ kién va ban chit cia WOM tir
cac hoc gia ndi tiéng nhu Sweeney va ctg
(2012), Abrantes va ctg (2013). Theo Ao
Thu Hoai va ctg (2021), WOM la mot
hoat dong truyén thong marketing tac
dong to1 cong ching muc tiéu thong qua
nhitng théng diép truyén tai trong mang
ludi quan he cua chinh ho.

Truyén miéng dién tir (eWOM) ra
do1 dua vao internet, gitp cho nguoi tiéu
ding c6 sitc manh dé anh huong dén
nhirng nguoi tiéu dung khac (Chu va Kim,
2018). Pé tin dung stc anh huong cua
eWOM, cic cong ty ting cudng thic day
va quan 1y eWOM trong hon hop chién
luge truyén théng cta ho (Kim va ctg,
2015). Hu va ctg (2015) phan chia eWOM
thanh 4 loai: (1) eWOM chuyén biét, (2)
eWOM lién két, (3) eWOM xa hoi va (4)
eWOM khac.



Cac nha nghién ctru trude ddy chira
nhiéu ¥ tudng nghién ciu vé eWOM,
trong nghién ciru nay, nim yéu t6 duoc
nhém nghién ctru lya chon dé xét d6 la:
(1) Tinh twong dong; (2) Chét lugng
eWOM; (3) S6 luong théng tin; (4) Su
héap dan cua céng nghé va (5) D6 tin cay.

Chat lugng ciia eWOM la chat
lvong cuia mdt danh gia duoc cac goc do
ctia tinh chit théng tin nhu: tinh lién quan,
tinh dung luc, tinh chinh xac va tinh bao
ham cua théng tin d6 (Delone va McLean,
2003). Theo Bhattacherjee va ctg (2006),
no6 dé cap dén “sirc manh thuyét phuc cia
cac binh ludn dugc nhiing trong mét thong
diép thong tin”. Quyét dinh cua ngudn
tiéu dung co thé dua vao cam nhan vé chat
luong thong tin ho nhan duge (Cheung va
ctg, 2012). Thang do Chét lugng eWOM
dugc tham khao tir Lin va ctg (2013),
Teng va ctg (2014), Bataineh (2015), Lé
Minh Chi va Lé T4n Nghiém (2018).

S6 luong théng tin bao gdém ca
cuomg d¢ va tan suit truyén thong dugc
Park va ctg (2009) khing dinh ring,
ngudn tiéu ding bi anh huéng nhidu boi
s6 luong 16n cac binh luan, tin suit cac
thong diép ctrng nhw danh gia ciia ngudn
tidu ding, vi n6 cho thay s luong ngudn
tiéu dung da mua hang hoa, do do chiing
minh ho nhan duoc nhiing diéu tét dep.
Berger va ctg (2010) da tim thdy mdi quan
hé dang ké giita sb luong dan gia truc
tuyén voi y dinh lya chon cia nguon tiéu
ding. Thang do Sé lugng théng tin duge
tham khao tir Park va Lee (2009), Lin va
ctg (2013), Bataineh (2015).

Sy hap din cia cong nghé cac
phuong tién truyén théng true tuyén anh
huong dang ké dén y dinh lya chon san
pham cuia ngudn tiéu dung (Chevalier va
Mayzlin, 2006). La phién ban dya trén
internet cia WOM, ¥ kién, truc tuyén
danh gia, trai nghiém tiéu ding san pham,
hinh anh, clip hip din dugc trinh bay tir
quan diém cia ngudn tiéu ding, nhimg
ngudn di mua va sir dung san pham, di
trd thanh ngudn théng tin chinh cho
ngudn tidu diing. Mang x4 hoi lién két moi
ngudi giao tiép vdi nhau va duge xem 1a
loai hinh eWOM phd bién nhat hién nay,
no6 1a cac tmg dung truc tuyén cho phép
nguodn tiéu ding tao, phoi lai va trao doi
ndi dung (Junco, 2014). Ngudn tiéu ding
ngay nay dang mé cong ngh¢ va bi thu hat
vao cac ung dung tr cong nghé mai phat
trién. Thang do Sy hip dan cua cong nghé
dugc chinh stra sau khi tham khao Teng,
va ctg (2014).

Tom lai, c6 thé khing dinh ring
truyén miéng dién tir khong chi la yéu t6
hd trg, ma 12 mot thanh phén thiét yéu cdu
thanh nén quyét dinh mua sim ciia Gen Z
trén cac san thuong mai dién tir. Trong
thoi dai ma thong tin bua vay, niém tin tré
thanh mét "tai san s&", thi nhiing 101 danh
gié tir cong dong khong con 1a yéu té tham
khao ma gan nhu 13 tidu chuin bat budc
trude khi nguoi tiéu dung tré dua ra lya
chon. Viéc nghién ctru vai tro va mirc do
anh huong ciia cac thanh phin eWOM déi
v6i quyét dinh mua hang tryc tuyén cia
Gen Z Hai Phong 1a v6 cung cén thiét,
nhdm cung cip cin cir thuc tién cho cac
doanh nghiép diéu chinh chién lugc tiép
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thi, cling nhu tao ra trai nghiém mua sim
phu hop vé1 ky vong cua nhom khach
hang tiém ning nay.

3. M6 hinh nghién ctru

Ly thuyét vé quyét dinh mua hang 1a
mot khung 1y thuyét quan trong trong
nghién ctru nay. Céc nghién ctru trudce day
dd ching minh, véi bing chimg thuc
nghiém, tAm quan trong cia niém tin
trong viéc mua sim truc tuyén. Komiak
va Benbasat d3 phat trién thém trén khung
niém tin - thai d6 - du dinh va dé xuit mot
m6 hinh niém tin cho viéc 4p dung thuong
mai dién tir. Khung niém tin - thai d¢ - du
dinh lién quan dén niém tin, thai 6 va du
dinh hanh vi d3 dugc su dung rong rai
trong nghién ctru vé viéc ap dung mua
sam truc tuyén. Khung nay goi ¥ ring thai
d6 ddi véi mot ddi tugng cy thé phu thude
vao céc tac dong truc tiép cia niém tin vé
d6i tugng do, trong khi thai dg co tac dong
tich cye truc tiép dén dy dinh hanh vi déi
v6i ddi twong. Komiak va Benbasat di
phén biét hai loai niém tin, d6 1 niém tin
nhan thirc va niém tin cam xtc. Niém tin
nhan thirc chi yéu bao gdbm céc niém tin
vé mua sdm truc tuyén, trong khi niém tin
cam xUc phan anh thai dd tin tudng.
Khung nay dugc ap dung trong nghién
ctru hién tai vé hanh vi mua sim truc
tuyén clia ngudi tiéu ding.

Ly thuyét vé hanh vi nguwoi tiéu ding
va Iy thuyét vé si anh huong ciia mang xa

héi ciing 1a hai khung 1y thuyét quan trong
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trong nghién ciru nay. Cac yéu t6 anh
huong cua mang xa hoi dén voi ca nhan:
Thay dbi cach giao tiép va két ndi. Mang
xa hoi gitip con ngudi két ndi d& dang hon,
do & bat ky dau. Cac nén tang nhu
Facebook, TikTok, X

(Twitter) gitip moi ngudi duy tri mbi quan

Instagram,

hé va giao luu v6i nhidu nhém ban be,
dong nghiép va gia dinh. Tuy nhién, sy
phat trién cia mang x3 hoi ciing c6 thé
lam giam chat lugng giao tiép true tiép va
tang su phu thude vao thé gidi ao. Ngoai
ra chiing con giy tac dong dén tim 1y va
suc khoé ctua nguot dung. Hudng tich cuc
thi mang xa héi giup chia sé thong tin, giai
tri va két ndi cong dong, hd trg sirc khoe
tinh thdn. Con tiéu cyc thi viée tiép xuc
quéa nhiéu v6i néi dung tiéu cyc, tin gia
hodc so sanh ban than véi nguol khae cod
thé gy ra cing thing, trim cam va lo
ling. Mang xa hoi c¢6 tac dong sau rong
dén c4 nhan, doanh nghiép va xa hoi. Du
mang lai nhiéu loi ich nhu két néi con
ngudi, hd tro kinh doanh va lan truyén
thong tin nhanh chong, mang xa hoi ciing
tiém &n nhitng nguy co nhu tin gia, anh
huong tiéu cuc dén tim 1y va thao ting
thong tin.Vay nén, viéc sir dung mang xa
hoi mot cach théong minh va co trach
nhiém 1a rat quan trong dé tdi wu hoa loi
ich va giam thiéu tic dong tidu cuc.

Duya trén khung 1y thuyét nén tang
nay, téc gia da dé xuat mé hinh nghién ciru
nhu sau:



Chat
luong
thong tin
truyén
miéng
ién ty

cua nguén

thong tin
truyén
miéng
dién tur

S6 lugng
thong tin
truyén
miéng
dién tir

fuong
dong cua
nguoi
danh gia
truyén
miéng

cuc cua
thong tin
truyén
miéng
ién ty

Hinh 3.1. M6 hinh danh gia mirc dé anh huong dén quyét dinh mua hang

truec tuyén trén cdc san thieong mai dién tir cia Gen Z Hai Phong

Cic gid thuyét ciia mé hinh:

+ HI1: Chit lwong théng tin
truyén miéng dién tir - bao gém céc yéu
t6 nhu do chinh xéc, tinh kip thoi va sy 1o
rang cua thong tin. Pay 1a yéu té quan
trong, vi thong tin cé chit lwong cao s&
gitip Gen Z tin tudng vao san phim va dua
ra quyét dinh nhanh chéng hon.

+ H2: Su tin cdy ciia ngudn thong
tin truyén miéng dién tir - anh huong 16n
dén niém tin cia nguoi mua khi quyét
dinh mua sim truc tuyén.

+ H3: S6 lwong théng tin truyén
miéng dién tir - thong tin phong phu gitip
ngudi mua c¢d co sO so sanh va dua ra
quyét dinh chinh xéc hon.

+ H4: Tinh tich cuc cia thong tin
truyén miéng dién tir - néu 1 danh gia
tich cye sé thic ddy hanh vi mua hang
nhanh chong do tao cam giac tin tudng.

+ HS5: Tinh twrong dong ciia nguoi
d4nh gia qua truyén miéng dién tir - khi

(Nguon: M6 hinh do tic gia dé xudt)

nhiéu nguoi ¢6 cling quan diém, mirc d6 anh
huémg dén quyét dinh mua hang cang cao.
4. Phuwong phap nghién ciru
Nghién ctru ap dung phuong phap
hdn hop (mixed methods), két hop dinh
tinh va dinh luong, véi trong tam la dir
liéu tr sinh vién cua truong Pai hoc Hai
Phong. Ngoai ra co giri thém phiéu & mot
s6 truong THPT trén dia ban thanh phd
Hai Phong. Phuong phéap dinh tinh dugce
sit dyng dé kham pha cac nhan t6 anh
huong dén quyét dinh mua hang trén cac
san thuong mai dién tir tir trai nghiém thuc
té cia d6i tuong khao sat thong qua viéc:
Phong van sdu (in-depth interviews) voi
5-10 sinh vién tiéu biéu dé hiéu rd hon vé
ky vong va nhan xét cuia ho. Phuong phap
dinh luong nhim danh gid mic d§ anh
huéng cia cac nhan td dén quyét dinh
mua hang trén cdc san thuong mai dién tir
thong qua sir dung bang cau hoi khao sat
v6i thang do Likert. Quy mé mau: Dy
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kién khao st 500 - 550 hoc sinh, sinh vién
dé dam bao tinh dai dién va d¢ tin cidy
thong ké (voi sai sb 5%, d6 tin cay 95%).
Trong bang hoi khéo sat co ghi o gio1 han

d6 tudi ctia Gen Z dé kiém soat dbi tugng
tra 1o1.

5. Két qua nghién ciru
5.1. Két qua kiém dinh thang do

Bdng 5.1. Két qua kiém dinh Cronbach’s Alpha ciia todn bg
bién doc ldp va bién phu thuoc

S bién

i 5 Bién djc lap va bién phu thudc qu‘an sz:it Croan:fhs’(; Al
con lai
I |Nhém bién djc lap
1 |Nhém chat lugng thong tin (BDLI) 3 0.987
2 |Nhém sy tin cdy ngudn thong tin (BDL2) 3 0.986
3 |Nhom s lugng théng tin (BDL3) 3 0.991
4 |Nhom tinh tich cyc cta thong tin (BDL4 ) 2 0.986
5 Nhom su twong dong cia ngudi danh gia 3 0.991
(BDLS5)

II |Nhém bién phu thujc
1 |Nhoém quyét dinh mua hang 4 0,988

Nhom nghién clru sau khi chay
Cronbach’s Alpha cho day di ca 5 bién
doc lap thi ca 5 nhém déu cé hé sb
Cronbach’s Alpha 1a >0,3 va ting bién
quan sat >0,6, nén cac bién dua vao xem
x¢ét 1a hoan toan phu hop.

Nhém bién phu thudc ciing ¢6 hé sb
Cronbach’s Alpha 1a >0,3 va timg bién
quan sat >0,6, nén cac bién dua vao xem
xét 1a hoan toan phu hop.

(Nguon: SPSS 26, tdac gid xir Iy)

5.2. Phén tich nhén t6 kham pha
(EFA)

Dé tién hanh phan tich céc nhan t6,
tac gia da su dung phuong phap do la rat
trich cdc thanh phin chinh (Principal
Components) véi phép xoay Varimax va
phuong phép tinh nhan t6 1a s dung
phuong phap Regression.

Bang 5.2. Kiém dinh KMO va Bartlett’s bién doc lap

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 746
Bartlett's Test of Sphericity Approx. Chi-Square 4435.936
df 105
Sig. .000
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(Nguon: SPSS 26, tac gid xir Iy)




- KMO Measure (Kaiser-Meyer-
Olkin Measure) cho biét d6 do du mau
cho phan tich nhan t6. KMO score la
0.767, diéu nay cho thiy mét mirc do phu

hop cho phan tich nhan .

phuong sai

diéu. Do @0,

Bartlett's Test of Sphericity kiém tra
xem ma trin hi€p phuong sai c6 du khong
gian cho phan tich khong. Gia tri p-value
rat thip (0.000), chi ra ring ma tran hiép

khong phai la ma trin don
phén tich nhan té la pht hop.

Bdng 5.3. Phdn tich phirong sai trich bién déc ldp

Total Variance Explained

Initial Eigenvalues

Extraction Sums of Squared

Loadings
Component
Total %, of Cumulative % | Total %, " Cumulative %
Variance Variance
1 4910 32.732 32.732 4910 | 32.732 32,732
2 3332 ( 22.210 54.942 3.332 | 22.210 54.942
3 2.683 | 17.888 72.830 2.683 | 17.888 72.830
4 2.608 | 17.386 90.216 2.608 | 17.386 90.216
5 1.132 | 7.549 97.766 1,132 7.549 97.766
6 067 444 98.210
7 065 433 98.643
8 049 328 98.971
9 037 246 99.217
10 036 238 99.456
11 024 158 99.614
12 017 116 99.730
13 016 106 99.836
14 015 .097 99.933
15 010 067 100.000

Extraction Method: Principal Component Analysis.

5 thanh phan dau tién giai thich

(Nguon: SPSS 26, tac gid xit Iy)

cho thiy hau hét thong tin trong di liéu

duoc 97.766% tong bién lwong, diéu nay ban dau co thé dwoc nim bit bai 5 thanh
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phan niy. Theo Kaiser’s Criterion: chi

giit lai cac nhan t6 c6 Eigenvalue > 1.
Thiét ké mé hinh ¢6 5 nhén t6 chinh duoc

gitr lai vi tat ca déu co gia tri riéng > 1 va

tong cong giai thich dén 97.766%
phuong sai, 1a mot mirc rat cao = chuing

t6 thang do dugc thiét ké rat hiéu qua va

dir liéu rat “gon”.

Bang 5.4. Bang ma tran xoay

Rotated Component Matrix”

Component

3

Nhiéu danh gia tao cam gic yén tam

987

Xem nhiéu danh gia truéc khi mua

987

Poc ca danh gia tich cuc va tiéu cyc

.980

Quan tdm danh gid tor nguoi co
phong céch tiéu dung giéng minh

988

Thich doc danh gia tir nguoi co6 nhu
cdu giéng minh

985

Tin tudng nguot danh gia co so thich
gidng minh

g70

Dé bi anh huéng béi danh gia tich cuc

988

San pham nhiéu danh gia tiéu cuc sé
khong mua

978

Panh gia 5 sao 1am ting niém tin

077

Tin tuéng danh gia cua nguoi mua
thuc té

948

Tin danh gia c6 kém hinh anh/video

9335

Tin tuéng d4nh gia c6 nhidu lugt thich

932

Panh gia tryc tuyén cung cap thong
tin day du va chi tiét

941

Panh gia true tuyén gitp hiéu rd hon
vé san pham

938

Thong tin tir danh gid tryc tuyén
chinh xac va dang tin cdy

927

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 5 iterations.
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Hé s6 tai nhan t6 (Factor Loading)x
hay con goi la trong sé nhan td, gia tri
nay biéu thi méi quan hé twong quan giita
bién quan sat voi nhan td. Hé sb tai nhan
té cang cao, nghia la twong quan giita
bién quan sat d6 v6i nhan t6 cang lém va
nguoc lai.

Theo Hair & cac cong su (1998,
111) ciing khuyén rang néu ¢& mau 16n
hon 500 thi factor loading nén chon gia
i 0.3.

Trong bang trén, véi c¢& mau la 500
thi factor loading nén chon gia tri 0.3.
Trong céc nhan t6 trén thi yéu té ki thuat
dugc coi 1a dong gop nhiéu nhit trong céc
nhém yéu to anh huong dén quyét dinh
ctia nha dau tu.

Nhu viy, két qua phén tich nhén t6
anh huong dén quyét dinh dai tr chimg
khoén ctia nha dau tu cho thiy ca 9 bién
quan sat & day déu co Hé sb tai > 0.3 va
¢6 thé duge ding dé giai thich thang do
dén quyét dinh la hop 1.

5.3. Kiém dinh mé hinh - Phén
tich hdi quy

Day khong phai chi la mo ta cac dir
liéu quan sat dugc. Tir két qua trong mau,
ta s& x4c dinh mdi quan hé nhan qua giira
bién phu thuéc NLCT (ning lwe canh
tranh) va cac bién doc 1ap. M6 hinh phan
tich hdi quy s& mé ta hinh thirc ctia méi lién
hé¢ va qua do gitp ta du doan dugce mirc do
ctia bién phu thugc khi biét trude gia tri ciia
bién doc lap. Két qua phén tich hoi quy:

Bdng 5.5. Két qua phdn tich hoi quy

Coefficients®
Unstandardized | Standardized Collinearity
Coefficients Coefficients ) Statistics
Model t Sig.
Std. I
B Beta olerance | VIF
Error
1 | (Constant) | 3.698 | .361 10.250 | .000
BDL1 TB | -276 | .083 -.265 -3.331 | .001 | .643 1.555
BDL2 TB | .216 |.075 226 2.861 |.005 | .653 1.531
BDL3 TB | .318 |.062 .345 5.171 |.000 | .911 1.098
BDL4 TB | -.193 | .060 -.210 -3.231 |.002 | .960 1.042
BDL5 TB | -364 |.055 -.438 -6.678 | .000 | .944 1.060
a. Dependent Variable: BV TB

Nhin véo bang trén ta thiy cac tidu
chi chuin do4n hién twong da cong tuyén
v6i hé sé phong dai phuong sai VIF cua
céc bién doc 1ap trong mé hinh déu thoa
man 16n hon 1 va nho hon 3; do chfip nhan

(Nguon: SPSS 26, tdc gid xit Iy)

céc bién trong méd hinh déu dat duoc tiéu
chuin Tolerance > 10, Vi vy, méi quan
hé giira céc bién doc lap la khong dang ké
va khong anh huong dén két qua giai thich
cua mo hinh
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Phuong trinh hoi quy tuyén tinh boi
thé hién 1o mdi quan hé giira quyét dinh
dau tu cua khach hang va 5 bién doc lap
dugc xac dinh nhu sau :

BV = 3,698 — 0,276*BDL1 + 0,216
BDL2 + 0,318 BDL3 -0,193 BDL4 —
0,364 BDL5

Bang 5.6. Két qua phan tich mirc d¢ anh huéng cdc nhan t6

Bién Hé s6 anh huéng Sig Két Iuan

BDLI -0,276 0,001 | X Anh huong nghich, c6 ¥ nghia
BDL2 0,261 0,005 Anh huong thuan, c6 ¥ nghia
BDL3 0,318 0,000 Anh huéng manh nhét, c¢6 ¥ nghia
BDL4 -0,193 0,002 | X Anh hudng nghich, c6 y nghia
BDL5 -0,364 0,000 | X Anh hudng nghich, rit manh

Céc bién déu cé Sig < 0.05 — Tat
ca déu c6 ¥ nghia thong ké.

6. Pianh gia vé anh hwéng caa
truyén miéng dién tir dén quyét dinh
mua hang trén cac san thwong mai dién
tir ciia gen Z Hai Phong

S6 luong thong tin eWOM: S
lvong théng tin truyén miéng dién tur
(eWOM) c¢6 anh hudng manh nhét t6i
quyét dinh mua hang ciia Gen Z trén cac
san thwong mai dién tir, véi hé sé B 1a
+0.318 (Sig. = 0.000). Thong tin da dang,
ca tich cyc lan tiéu cuc, giup nguoi tiéu
ding tré giam rai ro va cing ¢ niém tin
khi dua ra quyét dinh mua hang

DO tin cdy ciia ngudn eWOM: Do
tin cdy ciia ngudn théng tin eWOM anh
huong thuan chiéu dang ké (hé sb B =
+0.216, Sig. = 0.005) dén quyét dinh mua
hang. Gen Z tin tudng cac danh gia co
bang chimg thyc t& nhu hinh anh, video
hodc duge nhiéu nguodi danh gia 1a hiru
ich, gitip giam lo ling vé rui ro khi mua
hang truc tuyén.

110 | TRUONG BAI HOC HAI PHONG

(Nguon: SPSS 26, tdc gid xit Iy)

Chat lwong théng tin: Chit lugng
théng tin eWOM c6 tac ddng nghich chiéu
(hé s6 B =-0.276, Sig. = 0.001). Diéu nay
cho thdy ndi dung danh gid qua chi tiét
hodc qua hoan hao khién Gen Z hoai nghi
va giam dong luc mua hang. Gen Z thich
théng tin ngin gon, truc quan va chan
thue hon.

Tinh tich cyc cia eWOM: Tinh tich
cuc cua eWOM ciing co6 tac dong nghich
chiéu déng ké (hé s6 B = -0.193, Sig. =
0.002). Qua nhiéu danh gi tich cuc c6 thé
bi coi la thiéu chan thuc, lam Gen Z nghi
ngo va giam kha ning mua hang. Gen Z
danh gia cao thong tin trung thyuc, khach
quan hon la 101 khen qua mire.

Tinh twong dong: Tinh trong dong
clia ngudi danh gia tac dong nghich chiéu
manh nhat (hé sé6 B = -0.364, Sig. =
0.000). Gen Z khéng dat niém tin cao vao
danh gi4 tir nhimg nguoi quéa giéng ho, vi
lo ngai vé dd khach quan va sy thién vi.
Thay vao d6, ho uu tién théng tin danh gia
khach quan va da chiéu.



7. Mt s6 khuyén nghi ddi voi
doanh nghiép nhim khai thac hi¢u qua
anh hwdng ciia truyén miéng dién tir
dén quyét dinh mua hang cia Gen Z tai
H:ii Phong

Ting cudng khuyén khich khach
hang dé lai danh gid san phim: Doanh
nghiép can 4p dung cic chinh sach vu dai
nhu tich diém, giam gi4 hodc ting phiéu
wru dai dé khach hang chu dong dé lai danh
gi4 chan thuc sau khi mua san pham, kém
theo hinh anh hodc video thue té. Nén can
bﬁng cac danh gia tich cuc va tiéu cuc, tao
diéu kién phan hdi d& dang, thuong xuyén
twong tac dé nang cao 1ong tin va trung
thanh cua khach hang Gen Z.

Xay dung va kiém ching d6 tin cy
cia nguoén danh gia san phim: Doanh
nghiép va san thuong mai dién tir nén xay
dung hé thong rd rang dé xac minh danh
gia tir khach hang thyc té, ndi bat hoa
nhitng danh gia "dd mua hang". Khuyén
khich danh gia co hinh anh, video va uu
dai khach hang viét danh gia sau thoi gian
sir dung san pham thue té, tir d6 cai thién
do tin cdy, uy tin va thuc ddy quyét dinh
mua cua khach hang Gen Z.

Diéu chinh céch thirc trinh bay danh
gia phu hgp vé1 Gen Z: Doanh nghiép nén
khuyén khich khach hiang viét danh gia
ngin gon, rd rang, thyc té, tranh ding
thuat ngtr k¥ thuat hay 101 1€ qua 1y tudng.
Cung cip mau danh gia don gian, khuyén
khich sir dyng hinh anh/video dé théng tin
thém truc quan, d& hiéu, dap tmg nhanh
chong nhu cau tim hiéu san phim cua
khach hang Gen Z.

DPam bao tinh chan thuc va can
bing trong ndi dung phan hoéi: Doanh

nghiép can tranh tao ra qua nhiéu danh
gia tich cyc khong thuc té, thay vao do
nén cung cap théng tin khach quan bao
gbm ci wu va nhuge diém san pham. Chu
dong tuong tac lich sy vo1 nhitng danh
gia tidu cue, thé hién su cau thi nhim xay
dung niém tin va duy tri su trung thanh
cua khach hang.

Pa dang hoa d6i tugng ngudi danh
gid dé ting tinh khach quan: Cac doanh
nghiép nén hién thi danh gia tir nhiéu
nhom nguoi dung khac nhau thay vi chi tur
nhém twong dong véi khach hang muc
tiéu. Diéu nay gitip cung cép théng tin
khach quan, minh bach, ting cudng su tin
twdng va mod rong ddi twong khach hang.
Dong thoi trién khai cic wu dai dé thuc
day khach hang da dang tham gia danh gia
tich cuc va hiéu qua hon.

8. Gidi han nghién ciru

Nghién ciru hién tai chi yéu thu
thap dir liéu va phan tich dya trén gde nhin
cia Gen Z tai Hai Phong, tuy nhién sé
luvong sinh vién thugc Truwong Pai hoc Hai
Phong chiém da sé nén dai dién cua Hai
Phong chua cao. Pidu nay din dén pham
vi danh gia con phién dién, chua phan anh
day du nhan thirc va danh gié tir Gen Z
trén dia ban Hai Phong. Do d6, két qua
nghién cilru co thé chua dai dién cho toan
bd Gen Z trén dia ban néi chung. Cac
nghién clru trong tuong lai nén mo rong
pham vi khao sat dén Gen Z hodc céc
nhém lira tudi khéc trén cac dia phuong
khac hodc trong ca nude nhim dam bao
tinh toan dién va khach quan. Dong thoi,
¢6 thé xem xét thu thap ¥ kién tir cac bén
lién quan khac nhu nha cung cép, doanh
nghiép, dai 1y... dé c6 céi nhin da chiéu
hon vé céc yéu té anh huong dén quyét
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dinh mua hang cua Gen Z trén dia ban
thanh ph6 Hai Phong
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