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Nghién ctu kiém dinh sy anh hwéng cla truyén miéng dién t&¢ (E-WOM) dbi véi y dinh mua hang
théng qua thai do dbi véi hanh vi, chudn muc cha quan, nhan thire kiém soat hanh vi, va yéu té rai
ro cdm nhan clia ngwdi mua hang tai TP. H6 Chi Minh. Céng trinh khoa hoc st dung ly thuyét
kép, dwoc két hop tir mé hinh chap nhan thong tin (IAM) va mé hinh hanh vi cé k& hoach (TPB).
PLS-SEM - mé hinh cAu tric binh phwong bé nhét tivng phan dwoc ap dung véi 300 quan sat. Két
qué nghién ctru cho thy cac gia thuyét déu dwoc chdp nhan va phu hop véi thuc t&. Nghién ciru
mot an niva cing c6 moé hinh IAM v& sw tac dong tich cwc cla yéu t6 trung tam (yéu té chét
lwong) va yéu td ngoai bién (sw tin cay) dbi véi sw chap nhan théng tin truyén miéng dién tt. M6
hinh hanh vi cé ké hoach thwc sy phi hop trong nghién ctu v& E-WOM va y dinh mua hang cla
ngudi tiéu dung. Cu thé, chap nhan théng tin truyén miéng dién t&r cé anh hwéng dén y dinh mua
hang théng qua chudn mwc chi quan, thai do ddi véi hanh vi, nhan thire kiém soat dbi véi hanh vi,
ciing nhw yéu t6 rii ro cdm nhan dwoc bd sung dé& phu hop véi hoan canh nghién ctru. T d6,
nghién ctru thdo luan cac ham y Iy thuyét quan tri cho cac té chirc c6 st dung nén tang thwong
mai dién tt tai Tp. H Chi Minh.
T khoa: Truyén miéng dién t&; E-WOM; IAM; TPB; y dinh mua hang.

ABSTRACT

The study examines the impact of electronic word of mouth (E-WOM) on purchase intention
through attitudes towards behavior, subjective norms, perceived behavioral control, and perceived
risk factors in Ho Chi Minh city. The study uses a dual model, which is a combination of the
Information Adoption Model (IAM) and the Theory of Planned Behavior (TPB). Partial least squares
structural equation modeling (PLS-SEM) was applied with 300 observed samples. Research
results show that the hypotheses are accepted and are consistent with reality. The study once
again reinforces the 1AM model on the positive influence of quality factors (central factors) and
reliability (peripheral factors) on the acceptance of the electronic word of mouth information. The
theory of planned behavior is really relevant in the study of electronic word of mouth and consumer
behavioral intentions. Specifically, the acceptance of the electronic word of mouth information has
an impact on purchase intention through attitudes towards behavior, subjective norms, perceived
behavioral control, as well as perceived risk factors. The perceived risk is receiving additional
supplements to suit the research context. From there, the study discusses the theoretical
implications and proposes the managerial implications for businesses using e-commerce platforms
in Ho Chi Minh city.
Keywords: Electronic word of mouth; E-WOM; IAM; TPB; purchase intention.
1. Gi6i thiéu thong x@ hoi no6i chung. E-WOM la nhiing
Theo Hennig & cong su (2004), internet danh gid cua nguoi tiéu dung vé bat ky dich
dang phat trién nhanh, ngudi tiéu dung tiép
can voi mot lugng lon théng tin mdi ngay,
day chinh 1a loi thé manh mé& cua truyén  Tran Thanh Td, Cong ty Cb phan Gido duc va Tu

miéng dién tor (E-WOM) néi riéng va truyén  Vvan LV&F _
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vu hay san phdm trén nén tang thuong mai
dién tir. C4c nén tang trén mang internet nhur:
website mua sim, website danh gia, dién dan,
blog,... tao diéu kién cho E-WOM phat trién
(Cheung & Thadani, 2012). Truéc téc do
phét trién cia cong nghé va hanh vi mua sam
cua nguoi tiéu dung, E-WOM giup khéach
hang c6 dugc cac théng tin hiéu qua trudc
nhitng ngin cach vé thoi gian va khdng gian
(Cheung, 2014). Pitta & Fowler (2005) néu
raing nguoi mua hang thuong tim dén céc
théng tin cta nhirg nguoi mua trude dugc
chia s¢, dé co dugc nhitng thdng tin can thiét
trudc khi thuc hién quyét dinh mua hang.
Chinh vi thé, s6 luong khach hang st dung
mang x4 hoi dé tham khao vé san pham hay
dich vu ngay cang tang. V&i su tién loi cua
cac nén tang dién tir, khach hang rat thuan
tién dé lai cac quan diém, danh gia vé bat ky
dich vu hay san phdm ma ho da sir dung.
Gregoire & cong sy (2009) da phat hién
Facebook, Twitter va Instagram la nhitng nén
tang ma khach hang thuong dung. Tham chi,
nguoi tiéu dung con thao luan kinh nghiém
ctia minh vé hang héa hay dich vu véi nhiing
ngudi ma ho khong quen biét théng qua mang
xa hoi. Do vay, E-WOM duogc danh gia 1a mot
cdng cu quan trong trong hoat dong tiép thi
(Bickart & Schindler, 2001; Zhang & cong su,
2010). Bén canh do, cac nghién ctru trude day
con cho thly E-WOM c¢6 tac dong tich cuc
dén y dinh mua hang cuia ngudi tiéu dung trén
cac nén tang thuong mai dién tir (Bickart &
Schindler, 2001; Park & cong su, 2007; See &
Ho, 2014). C6 thé thdy ring, E-WOM dang
phét trién va cd anh huong tich cuc dén y dinh
mua hang cua ngudai tiéu dung.

Tp. H6 Chi Minh 1a khu vyc kinh té quan
trong trong ca nudc, ¢o tiém nang phat trién
cong nghé thdng tin. CAc nén tang thuong
mai dién tir phét trién nhanh chéng, dan cu
¢6 trinh d§ Gng dung céng nghé cao. Theo
bdo céo cua Hiép hoi Thuong mai Dién tir
Viét Nam (2021), Tp. H6 Chi Minh dan déau

ca nudc vé chi s6 thuong mai dién ti, chi sb
giao dich gitra doanh nghiép véi nguoi tiéu
dung va chi sé giao dich giira doanh nghiép
v6i doanh nghiép ding nhat ca nudc. Nén,
hoat dong nghién cuu E-WOM tai day 1a phu
hop véi thuc té, c6 y nghia vé mat nghién
ctru va hoat dong quan tri. Mic du ¢6 nhiéu
nghién ciu vé E-WOM va y dinh mua hang
Cua nguoi ti€u dung, nhung cac nghién ctiru
chua that sy do luong tac dong cia nhan thirc
rai ro cua khach hang dén y dinh hanh vi
mua sam truc tuyén dudi sy tac dong cua E-
WOM tai Tp. H6 Chi Minh. Thyc té, nguoi
tiéu dung dang d6i mat véi nhiéu rui ro trong
hoat dong mua sam truc tuyén. D6 1a céc rui
ro vé thong tin c& nhan bj tiét 19, 1am cho ho
c6 tdm ly e ngai khi thuc hién hanh vi mua
hang truc tuyén. Xuat phat tir thuc té trén,
nghién ciru nay kiém dinh bao quat hon khi
xem xét E-WOM trong md hinh ly thuyét
kép, két hop md hinh hanh vi cé ké hoach va
mod hinh chap nhan théng tin. Ngoai ra,
nghién ctru b sung thém yéu td cam nhan rui
ro dé kiém dinh su tac dong cua E-WOM va
y dinh mua hang cua ngudi tiéu dung tai Tp.
HO Chi Minh. Theo mé hinh chap nhan
thdng tin, sy chdp nhan mot théng tin nao d6
(trong nghién ctu nay 1a chap nhan céc thong
tin tr E-WOM) duogc chi phdi boi “chat
lugng” va “su tin ciy” cua thong diép. Khi
c6 duoc suy chap nhan thdng tin E-WOM,
nghién ctiru 4p dung md hinh hanh vi c6 ké
hoach dé kiém dinh su tac dong cua chip
nhan E-WOM dén ¥ dinh hanh vi mua hang
cua nguoi tiéu dung. Trong d6, md hinh hanh
vi ¢6 ké hoach cho rang: thai d6 ddi véi hanh
vi, chuan myc chu quan va nhan thic kiém
soat hanh vi déu anh huong dén ¥ dinh hanh
vi cia mot ca nhan.

Muc tiéu caa nghién ctu 1a tap trung kiém
dinh muc do tac dong cia E-WOM dén y
dinh mua hang truc tuyén cua nguoi tiéu
dung tai khu vgc Tp. H6 Chi Minh. Nghién
ctru gia dinh rang: su chip nhan thdng tin E-
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WOM bi tac dong béi chat luong va sy tin
cay cua théng tin. Su chap nhan théng tin E-
WOM tic dong dén y dinh mua hang cua
nguoi tiéu ding théng qua chuan myc cha
quan, thai d6 d6i véi hanh vi, nhan thirc kiém
soat hanh vi va rai ro cam nhan. Nghién cuiu
tap trung xem xét sy chip nhan E-WOM cua
nguoi tiéu dung la nhimg nguoi st dung
thwong mai truc tuyén dé mua sam tai Thanh
phd HS Chi Minh.
2. Co sé ly thuyét, phwrong phap nghién ciru
2.1. Co 56 Iy thuyét

Truyén miéng dién tir (E-WOM) va su
chap nhan E-WOM

Theo Littlejohn & Foss (2009), truyén
miéng dién tir 1& mot quéa trinh ma khach
hang dé lai mot tin nhin cho mét lugng Ién
khach hang thong qua nén tang thwong mai
dién tir. Nguoi tieu dang c6 thé chu dong
hoiac bi dong dé lai cac thong tin vé trai
nghiém, s¢ thich cua ban than vé dich vu
hodc hang héa qua nén tang thwong mai dién
tar. Nén tang thuong mai dién tir tao diéu kién
cho viéc lan truyén E-WOM dén s6 dong
ngudi dung mot cadch nhanh chong (Chu &
Kim, 2011). Trong c6ng trinh nay, E-WOM
dugc hiéu 13 nhitng danh gia cia ngudi tiéu
dung vé bat ky dich vy hay san pham trén
nén tang thuong mai dién tr dudi bat ky hinh
thuc nao.

Chét lveng théng tin

Trong nghién ciru vé mua sam truc tuyén,
su chap nhan thong tin (trong truong hop nay
la su chap nhan E-WOM) duoc tng dung mo
cach phd bién. Sy chap nhan théng tin 1a viéc
nguoi tiéu dung st dung théng tin mot cach
c6 cha y (Chen & cbdng su, 2008). Trong
nghién ciru nay, su chap nhan E-WOM duoc
hiéu 1a viéc nguoi tieu dung chap nhan sir
dung thong tin c6 duoc tir E-WOM dé dwa ra
cac quyét dinh mua hang.

E-WOM va thuyét chap nhan thong tin

Thuyét chap nhan thong tin (IAM) la md
hinh dugc dé& xuat bsi Sussman & Siegal
(2003) khi két hop ly thuyét chap nhan cong
nghé va md hinh céc xu thé trong xt ly théng
tin (ELM). Trong nghién citu vé E-WOM, mo
hinh cua Sussman va Siegal nhan duoc nhiéu
su danh gia cao. IAM ciing duoc sir dung dé
nghién ciu vé E-WOM trong nghién ciru cua
Erkan & Evans (2016). Ly thuyét nay cho
rang, trudéc mot thong diép, nguoi mua hang
chiu sy chi phéi cua hai nhan té: trung tam va
ngoai bién (Hinh 1). Trung tdm la huéng vao
noi dung bén trong cua thong diép dugc dai
dién boi yéu té “chit luong”, ngoai bién dé
Ccap cac van dé gian tiép dén noi dung cua
thong diép duoc dai dién bai yéu t6 “su tin

A0

cay”.

.

i

Tinh htru ich
cla théng tin

»Sy chdp nhan théng tin

Nguén tin cay

Hinh 1: M6 hinh Iy thuyét chap nhan thong tin
Nguoén: Sussman & Siegal, 2003

Chit hrgng thong tin sém dugc ching
minh nhu mét yéu té du béo quan trong cho
sy thanh cong cia mot hé théng thong tin
(DeLone & McLean, 1992). Theo Lin &
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cong su (2013) chat lugng cia E-WOM la
chat lwong cua nodi dung danh gia tir ngudi
tiéu dang vé hang héa/dich vu trén nén tang
thuong mai dién t&. Trong nghién ctu nay,
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chat lwong E-WOM la chit luong cua cac
danh gi4, binh luan v& san pham, dich vy trén
cac nén tang truc tuyén. Khi ngudi tiéu ding
nhan thiy chit luong E-WOM cang cao, thi
ho cang dé dang chip nhan E-WOM. Nén,
tac gia dé xuat gia thuyét nhu sau:

H1: Chat lwong E-WOM tic dong tich
cuee dén s chap nhan E-WOM.

Theo Hong & Park (2012), sw tin cay E-
WOM la céac danh gia cuia nguoi nhan thong
diép lién quan dén do tin cay cua cac bai
danh gia tryc tuyén. Nghién cau caa Moran
& Muzellec (2017) cho rang: Su tin cay cua
thong diép dugc chung minh thdng qua noi
dung cua giao tiép va cach né cong huong
vai ngudi nhan. Trong nghién cau nay, su tin
cdy E-WOM duoc hiéu 1a long tin cua nguoi
tiéu dung vao danh gi4, binh luan dbi voi san
pham, dich vu trén c4c nén tang mua sim
truc tuyén. Vi dic trung cua cac nén tang
thuong mai dién tir, nguoi tiéu ding co thé tu
do trao d6i théng tin voi bat ky ai thong qua
cac tai khoan dai dién. Tai khoan dai dién
khong cung cép chi tiét théng tin ca nhan cua
khach hang. Bang cach nay, nguoi tiéu ding
c6 thé dé lai cac danh gia, trai nghiém san
pham mot céch chan thuc nhat ma khang lo
ngai c4c rui ro khi dé lai phan hoi tiéu cuc.
Do vay, noi dung tuong tac ctua nguoi dung
trén E-WOM gan véi sy that nhat, gép phan

Thai dé déi
v&i hanh vi

h

h 4

lam tang sy tin cay cua chit luong thong diép
ctia E-WOM. Khi ngudi tiéu dang nhan thay
do tin cay cua E-WOM cao hon, thi kha nang
ap dung E-WOM sé tang lén (Cheung &
cong su, 2009; Fan & Miao, 2012; Lee &
Koo, 2012). Do vay, tac gia dé xuat gia
thuyét nhu sau:

H2: Su tin cgy E-WOM tdc dong tich cuc
dén su chdp nhdn E-WOM.

E-WOM, thuyét hanh vi c6 ké hogch va
rai ro cam nhgn

Theo thuyét hanh vi hop Iy, hanh vi cua
con ngudi hoan toan do ly tri kiém soat
(Ajzen & Fishbein, 1980). Sau do6, Ajzen
(1991) da cai tién bang cach thém yéu té
nhan thac kiém soat hanh vi, duoc goi la
thuyét hanh vi cd ké hoach (TPB). Thuyét
TPB duoc thira nhan va tré nén phd bién
trong cac nghién cau vé hanh vi (Flannery &
May, 2000; Quinlan & cong su, 2006), dac
biét Ia cac nghién ctru trong linh vuc mua
sam truc tuyén (Al-Jabari & cong sy, 2012;
George, 2004; Hansen & coéng su, 2004).
Theo Dean & cong su (2012), thuyét TPB
duge xem nhu khung 1y thuyét quan trong
trong nghién ctru hanh vi con nguoi. Thuyét
TPB (Hinh 2) cho ring thai d6 dbi véi hanh
vi, chuan myc chu quan va nhan thac kiém
soat hanh vi déu anh huong dén ¥ dinh hanh
vi ciia mot ca nhan.

Chudn chti quan

Y dinh hanh vi

Hanh wi

Y

S

A

Nhan thirc kiém soat
hanh wi

Hinh 2: M5 hinh 1y thuyét hanh vi c6 ké hoach
Nguon:Ajzen, 1991
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Thai dé déi véi hanh vi la mic do ma mot
nguoi danh gia thuan lgi hoac khéng thuan lgi
d6i voi hanh vi duge d& cap dén (Ajzen, 1991).
Trén nén tang thuong mai dién tu, thai do noi
dén su nhan dinh tiéu cuc hay tich cuc V& viéc
sir dung nén tang truc tuyén trong viéc mua
sam hang hoa hay dich vu (Lin, 2007). Thai do
la sy danh gia 1au dai va 6n dinh vé dich vu
hay san pham, day 1a mot cau tric tam ly quan
trong trong du dodn hanh vi. Truyén miéng
duoc thira nhan c6 vai tro quan trong trong
viéc anh hudng va hinh thanh thai d6 va y dinh
hanh vi cta nguoi tiéu dung (Chevalier &
Mayzlin, 2006; Sen & Lerman, 2007; Xia &
Bechwati, 2008). Thai d6 ddi véi hanh vi cua
nguoi tiéu dung lién quan d&én E-WOM da
dugc Park & cong su (2007), Prendergas &
cong su (2010) nghién ctru trude day. Do do,
gia thuyét nghién cau 1a:

H3: Su chdp nhdn E-WOM tdc déng cing
chiéu véi thdi do dsi véi hanh Vi cia nguoi
tiéu dung.

Chuan muc chi quan 1a ap luc xa hoi
nhan thac duoc dé thuc hién hoiac khdng
thuc hién hanh vi caa ca nhan (Ajzen, 1991).
Trong hoat dong thuong mai dién tur, thdng
tin do E-WOM tao ra céc anh huong dén
nguoi tiéu dung. Do chinh 1a cac y kién, quan
diém thuong duoc tao ra boi nguoi quen,
ddng nghiép va nguoi than, goi la anh huéng
ngang hang, tic dong dén nguoi tiéu ding co
nén hay khéng nén thuc hién hanh vi ca nhan
cua ho. Trudc day da co6 nghién cuu cua
Schepers & Wetzels (2007) vé chuan muyc
cha quan dwoc tic dong boi truyén miéng
trong linh vyc (ng dung céng nghé trong thi
truong tiéu dung, Guoging & cong su (2009)
da tim thay truyen miéng cé anh huong tich
cuc dén chuan muc chu quan. Chinh vi thé,
viéc nghién ciru E-WOM va chuan myc chu
quan la thiét yéu:

H4: Sir chdp nhdn E-WOM tdc dong cling
chiéu dén chudn myc chi quan cia nguoi
tiéu dung.

Ajzen (1991) néu rang nhan thirc kiém
soat hanh vi 1a mac d6 dé hoic kho duogc
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nhan thuac khi thuc hién hanh vi, dugc gia
dinh la phan anh kinh nghiém trong qué khu
cling nhu nhitng tré ngai va hau qua duoc du
doan trudc. Trong linh vyc thuong mai dién
tr, nhan thic kiém soéat hanh vi 1 su sin co
co hoi, kién thirc va cac ngudn luc can thiét
dé mua sam tryc tuyén ma nguoi tiéu ding
cam nhan dugc (Lin, 2007). Trong khi do, E-
WOM cung cip cho nguoi tiéu ding cac
thdng tin vé& san phiam va cac théng tin lién
quan, dé nhan dién mac d6 khd hoac dé khi
mua hang trén nén tang thwong mai dién tir.
Palka & cong su (2009) cho riang cac diéu
kién vé ngudn lyc c6 anh huong dbi véi nhan
thire kiém soat hanh vi trong nghién cau vé
truyén miéng di dong. Hon nira, Cheng &
COng su (2006) cho thiy giao tiép bang
truyen miéng c¢6 mdi quan hé vai nhan thic
kiém soét hanh vi. Trong nghién cau nay, gia
thuyét duoc dé xut la:

H5: Sw chdp nhdn E-WOM tdc déng cing
chiéu dén nhan thirc kiém soét hanh vi cua
nguoi tiéu dung.

Trong kiém dinh vé sy tac dong cua E-
WOM dén y dinh mua hang théng qua nhan
thic kiém soat ddi voi hanh vi, chuan muc
cha quan va thai do d6i voi hanh vi, nghién
ctru cOn m& rong thém yéu t6 rai ro cam
nhan. Mac di ¢6 nhiéu nghién ciu da chimg
minh su tac dong c6 ¥ nghia ctia E-WOM déi
vdi y dinh mua hang cta nguoi tiéu dung
(Fan & Miao, 2012; Lin & céng su, 2013).
Tuy nhién, E-WOM tai Tp. H6 Chi Minh van
chtra dung céc rui ro nhat dinh. Chinh vi thé,
ngoai cac yeu t6 trong thuyet TPB, nghién
Clru con quan tam den yéu to rai ro cam
nhan. Trong mua sim trén nén tang truc
tuyén, nguoi tiéu dung c6 thé dbi mat véi rui
ro vé san pham va tai chinh (Bhatnagar &
cong su, 2000). Rai ro cam nhén la rui ro
dua trén nhan thirc ciia ngudi tiéu dung vé su
khéng chic chan va hau qua bat loi cua viéc
mua mot san phiam hoic dich vu. Cac nha
nghién ctru ngudi tiéu dung mac nhién cho
rang két qua ciia mdi sy kién mua hang déu
khéng chic chin (Dowling & Staelin, 1994).
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Nho vao cac thdng tin do E-WOM cung cép,
ma nguoi tiéu dung c6 kha nang du doan,
danh gia vé cac rui ro c6 thé co khi quyét
dinh mua hang. Trong nghién ctu cua Xie &
cong su (2011), Chiu & cong su (2002) da
chi ra raing E-WOM c6 thé gitip ngudi mua
hang tranh dugc rui ro ma ho cam nhan
dugc. Do d6, nghién ciru dé xuat gia thuyét:

H6: Sw chap nhgn E-WOM tic déng
nguroc chiéu dén rii ro cam nhdn cia nguoi
tiéu dung.

C6 thé thay rang mua hang truc tuyén c6
nhiéu lgi ich cho nguoi tiéu dung. Pong thoi
van ton tai cac rai ro nhu: khong thé twong
tac truc tiép dén hang hoa, khong danh gia
duoc chat lugng cua san pham, thoi gian giao
hang khong nhu du kién, liéu rang chét luong
san pham c6 phu hop voi chi phi mua
hang?... Chinh cac rui ro ndy tac dong dén y
dinh mua hang cuaa nguoi tiéu dung. Trong
nghién cuu cta Chang & Chen (2008) da chi
ra y dinh hanh vi mua sim cta nguoi tiéu
dung bi tac dong bai rai ro cam nhan. Nham
maé rong tir thuyét TPB tai thi truong Tp. HO
Chi Minh, nghién ciru ciing gia thuyét rang:

H7: Rui ro cdm nhdn tdic dong tiéu cuc
dén y dinh mua hang cuia nguoi tiéu dung.

Viéc ap dung thuyét hanh vi ¢ ké hoach,
ddng nghia véi viéc ung ho md hinh TPB cua
Ajzen (1991). Y dinh mua hang cta nguoi

—
CHAT LUONG
-

CHAP NHAN

E-WOM
—_—

SU TIN CAY
@@

Chui thich: .
(+): Moi quan hé cung chiéu

(-): M6T quan hé ngiroc chiéu
Hinh 3: M6 hinh va gia thuyét nghién ctru
Nguon: Tong hgp va d€ xuat cua tac gia

tiéu dung chiu tac dong cua nhan thac kiém
soat hanh vi, chuan muc chi quan va thai do
d6i voi hanh vi. Véi luong l6n cac nghién
ctu da ap dung mé hinh nay, minh ching
cho su ¥ nghia cua ly thuyét. Cu thé: Nghién
ctru cua Lin (2007) va nghién ctru caa Pavlou
& cong su (2006) da ung hd sy anh hudng
thuan chiéu gitra thai do cia nguoi tiéu ding
d6i véi ¥ dinh mua hang trén nén tang mua
sam truc tuyén; ¥ dinh mua hang va chuén
muc cha quan c6 mdi quan hé tich cuc trong
cac nghién ctu cua Hansen & cong su
(2004), va Lin (2007) ciing di cho thay nhan
thirc kiém soat hanh vi c6 tac dong tich cuc
dén y dinh mua sam tryc tuyén cua nguoi
tiéu dung. Do d6, véi muc dich kiém dinh ly
thuyét hanh vi c6 ké hoach tai Tp. Ho Chi
Minh, nghién ctru dé xuat gia thuyét:

H8: Nhdn thuic kiém sodt hanh vi tic dgng tich
cuee dén y dinh mua hang ciia ngueoi tiéu diing.

H9: Chudn muc chi quan tdc dong tich
cue dén y dinh mua hang ciia nguroi tiéu dung.

HI10: Théi d¢ doi véi hanh vi téc déng tich
cue dén y dinh mua hang ciia nguroi tiéu dung.

Tur cac gia thuyét trén, tac gia dé xuat mo
hinh nghién ctru nhw hinh 3

Y
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2.2. Phwong phap nghién ciru

Véi myc tiéu la kiém dinh sy tac dong cua
E-WOM dén y dinh mua hang, md hinh
nghién ciru duoc dé& xuét dua trén cac co s
ly thuyét rd rang, nén nghién cau st dung
phuong phap nghién ciru dinh luong dé do
ludng cac bién nghién ciru, twong quan giira
cac mdi quan hé. Bé c6 dir lidu do luong,
nghién ctu sir dung phuong phap diéu tra dé
thu thap thong tin.

2.2.1. Thang do luong

Cac khai niém trong nghién ciru duoc ké
thira thang do tir cdc nghién curu trude day.
Cu thé: “chit lugng thong tin” duoc do luong
bang 3 chi bao (Park & cong su, 2007), “su
tin cdy” dwoc do luwong bing 4 chi bao
(Prendergast & cong su, 2010), “chdp nhan
E-WOM” duoc do ludng bang 2 chi béo
(Cheung & cong su, 2009), “thai do déi véi
théng tin” dwgc do lwdng bang 3 chi béo
(Park & cdng su, 2007), “chudn myc cha
quan” duoc miéu ta bang 4 chi bao (Arifani
& Haryanto, 2018), “nhan thuc kiém soét
hanh vi” dugc miéu ta bang 6 chi bao
(Arifani & Haryanto, 2018), “rai ro cam
nhan” duoc miéu ta bing 6 chi béo (Corbitt
& cong su, 2003) va “y dinh mua hang” duoc
miéu ta bang 4 chi bao (Coyle & Thorson,
2001). Thang do Likert 7 diém duoc ap dung
dé do luong tit ca cac cau hoi trong bang
khao sat.
2.2.2. Dit liéu nghién ciru

Sau khi phong van chuyén gia, ké thira va
hiéu chinh cic thang do, bang khao séat bo
sung cac yéu td vé nhan khau hoc. Tir do,
hinh thanh cac cau hoi phi hop, dé hiéu dé
nghién ctu vé su tac dong cua truyén miéng
dién tir dén ¥ dinh mua hang cua nguoi tiéu
dung trong khu vuc Tp. H6 Chi Minh. Théng
tin dwoc thu thap bang phuong phéap 1dy mau
lan toa théng qua hinh thac online tir dau
thang 9/2021 dén 12/2021. Béi twong khao
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sat 1a nguoi tiéu dung co st dung nén tang
thwong mai dién tir dé mua sim truc tuyén
trong khu vuc Tp. H6 Chi Minh. Miac d6 y
nghia va tin cay cua nghién cau phu thuge
nhiéu vao qui md mau. Kline cho rang kich
thuéc mau phai 16n hon 200 (Kline, 2015).
Xét mb hinh dé xuat, véi mong mudn nghién
ctru ¢6 gia tri thuc su, tac gia thuc hién thu
thap 300 quan sét.

2.2.3. Phuong phdp phan tich so liéu

Nghién cau sir dung md hinh cau tric
binh phuong t6i thiéu ting phan (PLS-SEM)
bang phan mém Smart PLS 3.3.3 dé kiém
dinh do tin cay, gia tri thang do va kiém dinh
gia thuyét nghién ciru. Trong d6 do tin cay
tong hop (CR) va hé s6 Cronbach’s Alpha >=
0,7, hé s6 AVE (average varianve extracted)
>=(),5 thi dam bao duoc gia tri hoi tu (Hair
& cong su, 2014). Gia tri phan biét sir dung
chi s6 Fornell - Larcker Criterion, gié tri cin
bac 2 cua phuong sai trich cua nhan t§ >
tuong quan cua nhan t6 do vaoi cac nhan té
khac. Ngoai ra, tdc gia con xem xét chi sb
Heterotrait-Monotrait (HTMT) < 0,9 dé kiém
dinh tinh phan biét cua dix liéu nghién ciru
(Hair & cong su, 2014). Kiém dinh mé hinh
ly thuyét duoc uéc lwong bang thu tuc
Bootstrap véi 5.000 mau va mirc y nghia 5%
3. Két qua va danh gia
3.1. Két qud
3.1.1. Pdc diém mau nghién ciru

Véi 300 quan sét thu thap duoc, c6 dén
94,67% dap vién thyc hién mua sim truc
tuyén tir 3 1an trong mot tuan tro 1én. Sau day
la cac dic trung cia mau nghién ciu: Pap
vién cha yéu la nhilng nguoi tiéu dang ni
(65%); khao sat cho thay 73,67% nguoi tiéu
dung trong tinh trang doc than, nguoi tiéu
ding c6 trinh d6 cir nhan chiém wu thé
(68,33%), va da sb 1a nhimg ngudi ¢ do tudi
dudi 40 tudi (86%). Pac diém miu nghién
ctru dugc trinh bay trong Bang 1
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Bang 1: Ddc diém mau thu thdp

Noi dung S6 % Noi dung S6 %
lwgng lwgng
Gidi tinh H6n nhan
Nit | 195 | 65,00 Doc than | 221 | 73,67
Nam | 105 | 35,00 Di két hon 79 | 26,33
Tubi Thu nhép
Duéi 30 tudi | 124 | 41,33 Tir dudi 20 triéu/thang 56 | 18,67
Tu 31 dén 40 tuoi | 134 | 44,67 Tir 21 - 30 tridu/thang | 221 | 73,67
Tir 41 dén 55 tudi 30 | 10,00 Tir 31 tridu/thang tré 1én 23 | 7,67
Trén 56 tudi 12 | 4,00 Tin suit mua sim tryc
Trinh d¢ tuyeén trong tuan
Cao dang va thap hon | 83 | 27,67 Du6i3lan| 16| 533
Cur nhan 205 | 68,33 Twu 3 dén 5 lan 204 | 68,00
Thac si 10| 3,33 Trén 5 lan 80 | 26,67
Tién si va cao hon 2| 0,67

Nguon: Thong ké cua tac gia

3.1.2. Kiém dinh thang do

Theo bang 2, cac khai
tin cay Cronbach's Alpha

0,7 (trir chi bao RR6 ¢6 hé sé tai bang 0.555,

dat ¥ nghia thong ké tot theo Hair & cong su,

niém c6 chi sé do
va do tin cay téng

hop (CR) déu Ién hon 0,7; phuong sai trich

(AVE) 16n hon 0,5; hé sb

tai nhan té 16n hon

Bang 2: Thang do, do tin cdy va do gia tri

2014). Nhu vay céc khai niém déu dat dugc
gié tri tin cay va gia tri hoi tu.

P§ tin | Phuong
Hé sb A sai
Khii niém Thang do €501 ‘
: tai tong trich
hop (AVE)

Tin cy Thong tin dwoc chia sé trén nén TC1 0,780 | 0,859 | 0,604
(a=0,789) tang truc tuyén 1a: Thuyét

phuc, ¢ thé tham khao

Théng tin dwoc chia sé trén nén TC2 0,734

tang truc tuyén 1a: Xac thyuc

Théng tin dwoc chia sé trén nén TC3 0,775

tang tryc tuyén la: Co thé tin

cay

Thong tin dwoc chia sé trén nén TC4 0,818

tang tryc tuyén 1a: Chinh x4c
Chat luong Thoéng tin dugc chia sé trén nén CL1 0,814 | 0,863 0,678
(.= 0,763) tang truc tuyén: D& hiéu

Thong tin dugc chia sé trén nén CL2 0,845
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Khai niém

Thang do

Do tin
cay
téng

hop

Phwong
sai
trich
(AVE)

tang truc tuyén: RS rang

Thong tin duoc chia sé trén nén
tang truc tuyén: Chat luong

CL3

0,812

Chap nhéan e-wom
(0=0,796)

Thong tin chia sé trén nén ting
tryc tuyén vé san pham gitip toi
dé dang hon khi ra quyét dinh
mua hang

EWOM1

0,915

Thong tin chia sé trén mang
gitip t6i mua hang mot cch dé
dang hon

EWOM?2

0,908

0,908

0,831

Thai d6 dbi v6i hanh vi

(a=0,773)

T61i phai doc cac thong tin trén
nén tang truc tuyén vé san
pham ma t6i mudn mua

TD1

0,812

T6i cam thiy viéc tham khao
thong tin trén nén tang truc
tuyén 1a mot hanh dong hitu ich

TD2

0,844

T6i nhéan thay rang, doc thong
tin chia sé trén mang lam toi
thiy tu tin hon khi xem xét
mua hang

TD3

0,832

0,868

0,688

Chuén myc cht quan
(0=0,836)

Ban bé cua t6i thuong tham
khao E-WOM trudce khi mua
hang

CMCQ1

0,843

To6i thuong tim va tham khao
E-WOM cua nguoi than trong
gia dinh trudc khi mua hang

CMCQ2

0,809

Nhitng ngudi t6i tiép xtic gan
day déu nghi rang nén tham
khao E-WOM trudce khi mua
hang

CMCQ3

0,820

Hau hét nhirng nguoi nhu toi
déu tham khao E-WOM trudc
khi mua hang

CMCQ4

0,800

0,890

0,669

Nhén thirc kiém soat
hanh vi
(a=0,864)

T6i du nang luc mua hang sau
khi tham khao E-WOM

KSHV1

0,812

Sau khi tham khao E-WOM,
t6i quyét dinh hoan toan viéc
mua hang

KSHV2

0,793

Sau khi tham khao E-WOM,

KSHV3

0,803

0,898

0,596
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Khai niém

Thang do

Do tin
cay
t("ing

hop

Phwong
sai
trich
(AVE)

t61 cam nhan dugc s€ mua hang
0 tuong lai

Tbi co di ngudn lyc dé tham
khao E-WOM trudc khi mua
hang

KSHV4

0,719

Tbi sin sang mua hang bang
nén tang thuong mai dién tir

KSHV5

0,777

Mua hang trén nén tang thuong
mai dién tir 1a mot co hoi ddi
vai toi

KSHV6

0,720

Rui ro cam nhén
(a=0,864)

Tbi khong thé kiém tra san
pham thuc té

RR1

0,801

Tbi khong biét chinh xac kich
thudc, cling nhu déc tinh vat ly
clia san pham

RR2

0,838

Tbi khong thé thir san pham
truc tiép

RR3

0,818

T6i khong c6 kha nang cham
va cam nhan vat phém

RR4

0,826

Tbi phai tra phi van chuyén va
xUr Iy hang héa sau do6

RR5

0,785

San pham c6 thé khong duoc
giao trong khung thoi gian du
kién.

RR6

0,555

0,900

0,603

Y dinh mua hang
(0=0,815)

Tbi c6 thé mua san pham sau
khi xem xét cac théng tin trén
nén tang tryc tuyén.

YDMH1

0,806

Sau khi xem xét c&c thong tin
trén nén tang truc tuyén, toi
mong mudn mua san phim trén
nén tang mua hang tryc tuyén
trong thoi gian sap toi

YDMH2

0,823

Sau khi xem xét c&c thong tin
trén nén tang truc tuyén, toi
chic chin sé& thir mua san pham
do

YDMH3

0,779

Sau khi tham khao E-WOM,
mong mudn mua san pham cta
t6i rat cao

YDMH4

0,801

0,878

0,644
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Dé kiém dinh tinh phan biét cua thang do,
nghién cau sir dung tiéu chuan Fornell -
Larcker Criterion so sanh can biac 2 cua
phuong sai trich AVE véi hé sb twong quan
cua 2 bién tiém an. Két qua cho thiy: can bac
2 ciia AVE caa mot nhan t6 Ion hon d6 tuong
quan ngang canh n6. Ngoai ra, nghién cuu

con phan tich chi sb Heterotrait - Monotrait
(HTMT) < 0,9 dé danh gia tinh phan biét cua
dir liéu nghién ctu. Dya vao bang 3, két qua
cho thiy céc bién trong mo hinh déu dat tiéu
chuan Fornell - Larcker Criterion va HTMT,
tuc 1a thang do dat gid tri phan biét.

Bang 3: Twong quan giita cdc cau tric khdi niém va chi s6 HTMT

CL | CMCQ |EWOM | KSHV | RR TC TD | YDMH
CL 0,824
0,630
CMCQ 0,818
(0,785)
0,650 | 0,525
EWOM 0,911
(0,834) | (0,638)
0,704 | 0679 | 0,567
KSHV 0,772
(0,863) | (0,795) | (0,680)
0,627 | -0,662 | -0,499 | -0,647
RR 0,777
(0,775) | (0,781) | (0,607) | (0,757)
0696 | 0543 | 0621 | 0615 | -0,537
TC 0,777
(0,889) | (0,645) | (0,736) | (0,731) | (0,650)
0589 | 0564 | 0527 | 0619 | -0,603 | 0,516
TD 0,829
(0,765) | (0,702) | (0,669) | (0,757) | (0,742) | (0,638)
0545 | 0596 | 0466 | 0645 | -0,615 | 0,445 | 0,622
YDMH 0,802
(0,689) | (0,718) | (0,577) | (0,766) | (0,730) | (0,532) | (0,784)
Ghi chii: “()” Chi s6 HTMT

Nguon: Két qua xtr 1y s6 lidu cia tac gia
3.1.3. Kiém dinh gia thuyét nghién ciru

Hé sb xac dinh (R?) duoc dung dé danh
gia su tac dong/giai thich cua cac bién tiém
4n ngoai sinh 1&n bién tiém 4n noi sinh.
Ngoai ra, nghién ciu sir dung hé sé tac dong
(f2) dé danh gia mirc d6 tac dong nho, trung
binh, 16n lan lugt theo cac gié tri 0,02, 0,15
va 0,35 cuia cac bién tiém an ngoai sinh
(Cohen, 1988). Hé sb cua ning luc dy bao
ngoai mau (Q? > 0) ddi vai bién tiém an noi
sinh cho thiy kha ning du bao caa md hinh
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dbi voi bién phu thudc cu thé (Geisser, 1974;
Stone, 1974). Két qua chi ra rang: Cac bién
doc 1ap giai thich dwoc 53,5% su bién thién
cua y dinh mua hang cua nguoi tiéu dung.
M6 hinh nghién cttu c6 kha nang du béo
duoc cho y dinh mua hang (Q? = 0,337 > 0).
Hé sb tac dong cua cac bién trong md hinh
cho thdy: tac dong cua su chip nhan E-WOM
dén nhan thac kiém soat hanh vi (0,473),
chuan myc chii quan (0,38) va thai do ddi voi
hanh vi (0,385), d&u I6n hon 0,35 (tic dong
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I6n); cac mdi quan hé con lai co tac dong
trung binh va chi ¢6 su anh huéng cua chuan
Bang 4: Két qua kiém dinh gia thuyét

muc cha quan dén ¥ dinh mua hang 1 tuong
dbi yéu (0.02)

th(l;liy{‘ét Puong din VIF |Std,p| t-value Bootstrap | Kétluan | f2 s(’f ::6
hinh
H1 |CL ->EWOM 1,937 | 0,423 | 6,501*** [0,290 ; 0,540] Chép nhén 0,177
H2 |TC->EWOM 1,937 | 0,326 | 5,606*** [0,221 ; 0,448] Chép nhén | 0,105 E;'g’
H3 |EWOM ->TD 1 0,527 | 10,963*** | [0,431 ; 0,619]| Chip nhan | 0,385 8”
H4 |EWOM -> CMCQ 1 0,525 | 10,699*** | [0,427 ; 0,618]| Chip nhan | 0,380 %
H5 |EWOM->KSHV | 1 |0,567 | 13,776%** | [0,484 :0,644]| Chip nhan |0,473 7
H6 |EWOM ->RR 1 -0,499| 10,353*** | [-0,593 ; -0,403] Chép nhén | 0,331
H7 |RR->YDMH 2,204 |-0,193]| 2,735** [-0,328 ; -0,050] Chép nhén | 0,037 g"
H8 |KSHV -> YDMH | 2,336 | 0258 | 4,288 | [0,138;0,375]| Chp nhan |0,062| S
H9 |CMCQ ->YDMH | 2,246 | 0,143 | 2,366* [0,020 : 0,258] | Chip nhan | 0,020 §
H10 |TD -> YDMH 1,864 | 0.264 | 37495 | [0.433:0413]|Chép nhan |0,081|

Nguon: Két qua xtr 1y s6 liéu cua tac gia

Két qua kiém dinh cho thay cac gia thuyét
nghién caru dé xuat déu dugc chap nhan (bang
4). Cuy thé: Gia thuyét H1: Chét luong E-
WOM tac dong tich cuc dén su chap nhan E-
WOM c¢6 y nghia vé mit thong ké (B= 0.423,
p < 0,001). Gia thuyét H2: Sy tin cay E-WOM
tac dong tich cuc dén su chap nhan E-WOM
¢6 y nghia vé mat théng ké (B= 0.326, p <
0,001). Gia thuyét H3: Su chap nhan E-WOM
tac dong cung chiéu véi thai o ddi véi hanh
vi cla nguoi tidu dung co y nghia v& mit
thong ké (B= 0.527, p < 0,001). Gia thuyét
H4: Sy chap nhan E-WOM tac dong cing
chiéu dén chuan muc chu quan cua ngudi tiéu
ding c6 y nghia vé mat thong ké (B= 0.525, p
< 0,001). Gia thuyét H5: Sy chip nhan E-
WOM tac dong cung chiéu dén nhan thic
kiém soat hanh vi ciia nguoi tiéu ding c6 y
nghia vé mat théng ké (B= 0.567, p < 0,001).
Gia thuyét H6: Su chap nhan E-WOM tac
dong nguoc chiéu dén rai ro cam nhan cua
ngudi tiéu dung cd y nghia vé mit thdng ké
(B=-0.499, p < 0,001). Gia thuyét H7: Rui ro

cam nhan tac dong tiéu cuc dén y dinh mua
hang cta nguoi tidu ding co y nghia vé mat
thong ké (B=-0.193, p < 0,01). Gia thuyét H8:
Nhan thac kiém soat hanh vi tac dong tich cuc
dén y dinh mua hang cua ngudi tiéu ding ¢ y
nghia vé mat théng ké (B= 0.258, p < 0,001).
Gia thuyét H9: Chuan myc chii quan tac dong
tich cuc dén y dinh mua hang cua ngudi tiéu
ding c6 ¥ nghia vé mit thong ké (B= 0.143, p
< 0,05). Gia thuyét H10: Thai do ddi voi hanh
vi thc dong tich cyc dén y dinh mua hang cua
nguoi tidu dung c6 y nghia vé mit thong ké
(B=10.264, p <0,001).

Khoang tin cay cua cc gia thuyét khong
bao gom gié tri 0, khoang tin cay nay duoc
thuc hién bang tha tuc Bootstrap (5.000 mau,
mirc ¥ nghia 0,05, tiép can theo BCa).

3.2. Danh gia
3.2.1. Thao ludn két qua nghién ciru

C6 rat nhiéu nghién ciu vé E-WOM,
cling nhu sy anh huong cia E-WOM dén y
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dinh mua hang tryc tuyén cia nguoi tiéu
dung (Hennig & cong sy, 2004; Bickart &
Schindler, 2001; Zhang & cong su, 2010).
Tuy nhién, dé ¢c6 mot md hinh E-WOM duoc
thuc hién tai tai Tp. HO Chi Minh thi con han
ché. Cong trinh nay nham dao sau kham pha
vé E-WOM va hanh vi nguoi tiéu ding tai
Tp. HO Chi Minh. Bing viéc két hop 2 ly
thuyét caa mé hinh chap nhan thong tin IAM
(Sussman & Siegal, 2003), md hinh hanh vi
c6 ké hoach TPB (Ajzen, 1991) va thém yéu
t6 rai ro cam nhan (Xie & cong su, 2011;
Chiu & cong su, 2002) dé phu hop véi boi
canh khao sat, moé hinh E-WOM va y dinh
mua hang da cho ra két qua kha thi. Nghién
ctru tap trung kiém dinh céc nhan té tac dong
dén sy chap nhan E-WOM va sy anh huong
ciia E-WOM dén y dinh mua hang thong qua
cac yéu td trung gian nhu thai do dbi voi
hanh vi, chuin muc cha quan, nhin thic
kiém soat hanh vi va rai ro cam nhan. Cac
gia thuyét déu duoc chip nhan va dong nhat
vaGi cac nghién ctru trude d6. Nghién ciru mot
1an nira cang ¢6 md hinh 1AM Vé su tac dong
tich cuc cua yéu té chét lwong (yéu té trung
tam) va su tin cdy (yéu t6 ngoai bién) ddi véi
viéc chap nhan thong tin. Hai yéu té nay da
giai thich 47,8% sy bién thién cia nhan t6
chap nhan E-WOM (“chat lugng” (B= 0.42)
c6 tac dong manh hon “su tin cay” (=0,33).
Hinh 4 cho thay su chap nhan E-WOM c6 tac
dong rit manh va kha dong déu ddi voi cac
yéu tb trong mo hinh TPB va bién rui ro cam
nhan. Hé sb beta trong méi quan hé giira
chap nhan E-WOM va nhan thic kiém soét
hanh vi, chuan muc chi quan, thai do ddi véi
hanh vi va rai ro cam nhan lan luot 12 0,567;
0,525; 0,527 va -0,499. Nghién ctru da mo
rong gia thuyét caa Park & cong su (2007),
Prendergast & cong su (2010) vé mdi quan
hé gitta E-WOM va thai doi ddi véi hanh vi
clia nguoi tiéu dung. Pong thoi, md hinh
nghién ceu lam rd thém gia thuyét coa
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Schepers & Wetzels (2007) vé sy tac dong
cua truyén miéng dén chuan muc chu quan
trén nén tang thuong mai truc tuyén. Theo
Cheng & cong sy (2006), truyén miéng c6
tac dong tich cuc dén nhan thac kiém soét
hanh vi, nghién ctru nay dong goép thém
hinh thirc truyén miéng dién tir. Bang viéc
dé xuat thém yéu té rai ro cam nhan khi ap
dung ly thuyét TPB, két qua nghién cau
cho thay su phl hop véi cac nghién cau
trudc day va tinh hinh thyc té tai Tp. Ho
Chi Minh (Xie & cong sy, 2011; Chiu &
cong sy, 2002). Pay la mot diém quan
trong khi nghién ctu vé E-WOM, nhét la
tai cac nudc co trinh do cong nghé dang
phéat trién va da van hoa nhu Viét Nam.

Thuyét hanh vi c6 ké hoach thuc su phu
hop trong nghién cau vé E-WOM va y dinh
hanh vi. C6 t6i 53,5% ¥ dinh mua hang dugc
dong goép tir E-WOM théng qua cac bién
trung gian. Xét trong mo6 hinh TPB, thai d¢
d6i véi hanh vi (B = 0,264) va nhan thuc
kiém soat hanh vi (B= 0,258) c6 tac dong
manh ddi v6i y dinh mua hang, trong khi d6
chuan muyc chi quan co tic dong yéu hon
(B=0.143). Két qua nay nhu mdt cdng trinh
kiém dinh sy phd hop cua mé hinh TPB, khi
cac gia thuyét ung dung déu dong nhat. Ciing
nhu phu hop voi nghién ctu caa Lin (2007),
hay Pavlou & cong su (2006) nghién ciu vé
su anh huéng thuan chiéu giira thai do caa
ngudi tiéu dung dbi véi ¥ dinh mua hang trén
nén tang mua sam truc tuyén; chuan myc cha
quan va y dinh mua hang c6 mdi quan hé tich
cuc trong nghién ctu trude day (Hansen &
cong su, 2004); va phu hop véi nghién cuu
cia Lin vé nhan thic kiém soat hanh vi cé
tac dong tich cuc dén y dinh mua sam truc
tuyén cua nguoi tieu dung (Lin, 2007). Két
qua nghién ciru ciing cho thay rai ro cam
nhan c6 y nghia khi nghién ctu vé y dinh
hanh vi trong E-WOM, phu hop véi nghién
ctu cua Chang & Chen (2008).
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Hinh 4: Két qua PLS-SEM
Nguon: Két qua xtr 1y cua tac gia
3.2.2. Ham y quan tri

Khi internet tré nén phd bién va di vao
doi séng cua nguoi tiéu dung, cac nha quan
Iy nén nghién ctru va tap trung cac chién luoc
dé khai thac toi wu cac nén tang dién to.
Trong linh lyc mua sim, E-WOM that sy cho
thdy sy anh huong tich cuc dén y dinh mua
hang. Khi hiéu & duoc ndi dung nay, nghién
clru dé xuét cac nha quan tri: Thi nhat, cac
hoat dong tiép thi hay phat trién kénh
mua sam can tao diéu kién cho E-WOM
phat trién. Trén cic nén tang mua sim tryc
tuyén, E-WOM chinh 13 noi dé khach hang
thu nhap théng tin, ciing chinh 1a noi dé cong
ty hay doanh nghiép bang cich niao d6 phd
bién thong tin tich cuc lién quan dén san

pham, nham thic ddy qué trinh chap nhan E-
WOM din dén ¥y dinh mua hang. Va d& co
dugc sy chip nhan E-WOM, it nhit cé4c trang
mua sim can xay dung mot hinh thic, mot
co ché dé nguoi ding dé lai cac quan diém,
trai nghiém san pham hay dich vu tai d6. Cé
thé c6 nhitng chinh sach khuyén khich nguoi
dung dé lai E-WOM hozc kinh nghiém sir
dung san phiam bang hinh thac giai thuong,
hoc tich lity diém thuong str dung trong mot
hé sinh thai bat ky cua cong ty.

Thir hai, gia ting sw chap nhan thong
tin truyén miéng dién tir. Bang cac chién
luge kinh doanh hay tiép thi, nha quan tri
thuc hién gia ting chit lwong thong tin cua
E-WOM ciing nhu su tin cay cua E-WOM.
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Vi ddy 1a hai nhan té c6 tac dong tich cuc
dén sy chdp nhan E-WOM cua ngudi tiéu
ding. Trong d6 wu tién cac chién lugc gia
tang chat luong trong théng tin cia E-WOM
(vi c6 tac dong manh hon “sy tin cay” E-
WOM dbi véi sy chap nhan E-WOM). Nhu
vay, chién luoc cin dam bao muc dich lam
cho ngudi tiéu ding nhan thay théng tin E-
WOM la dé hiéu, rd rang va cam thay chat
lwong. Pay 1a 3 yéu té quan trong gép phan
hinh thanh chat luong théng tin E-WOM.
Trong d6 wu tién cac giai phap day manh tinh
rd rang cua thong tin dugc chia sé trén mang
x& hoi _CL2 (chi bao do ludng hiéu qua nhét
dbi voi nhan té “chat luong” dwoc chi ra
trong két qua cua nghién cau nay).

Thit ba, Quan tim dén thai d9 cia
ngudi tidu ding trong cac vén dé lién quan
dén E-WOM. Thai d6 ddi véi thong tin 1a
rat quan trong d6i voi y dinh mua hang trong
nghién cau nay (c6 hé sé P 16n nhat). Cac
nha quan tri nén co giai phap dé nguoi tiép
can théng tin E-WOM c¢6 thai d6 tich cuc
hon. Cac giai phap phai dat duoc 3 muc tiéu
sau ddy: (1) khach hang mudn doc thong tin
vé san pham duoc chia sé trén mang xa hoi
vé c4c san pham ho muén mua, (2) 1am cho
ho cam thiy thong tin d6 1a hitu ich va (3)
cac théng tin E-WOM lam cho ngudi tiéu
ding cam thay ty tin khi mua hang. D6 1a 3
chi bao do luong yéu té “thai do dbi véi
thong tin”, trong do6 tap trung chi béo s6 TD2
vi ¢6 mirc d6 giai thich cao nhat.

Cudi cuing, 1am sao dé cac nha quan tri
nhan dién dwoc giai phap nao gép phan
lam ting y dinh mua hang cia ngwoi tiéu
dung dé tiép tuc thuc hién hay dirng lai?
Nghién ctru nay dé& xuat mot khia canh quan
trong dé nha quan tri nhan dién do 1a: nguoi
tiéu dung sin sang mua tiép san phim do &
lan sau (YDMH?2). Diéu nay c6 nghia 1a khi
khach hang mua lai san pham, dong nghia
véi giai phap dang thuc thi c6 hiéu qua trong
viéc gia tang y dinh mua hang. Trong céc chi
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b4do mé ta y dinh mua hang thi YDMH2 cé
kha nang mé ta nhiéu nhat Ién yéu t “y dinh
mua hang”. Do d6, ngoai viéc nghién cuu cac
giai phép thi viéc do luong hiéu qua la can
thiét, diéu nay gilp cac nha quan tri kip thoi
diéu chinh, thay thé giai phap dé phu hop.
4. Két ludn

Mic du da co nhiéu nghién ctu vé E-
WOM, nhung van con it nhiéu cac van dé
lién quan chwa dugc quan tim. Hon hét, mdi
nghién ciru déu thuc hién tai mot thoi diém,
dbi twong va khu vuc khac nhau, s& c6 nhiing
két qua tao ra goc nhin khac nhau vé E-
WOM ciing nhu y dinh mua hang. Do do, khi
dé cap dén E-WOM trong thi truong Tp. Ho
Chi Minh no6i riéng va Viét Nam ndi chung
tat yéu c6 nhimg diém khdng giéng han.
Thém vao dé, cac nghién ctiru vé E-WOM tai
day chua nhiéu, nén viéc nghién ciu vé noi
dung nay c¢6 y nghia vé mat hoc thuat ciing
nhu thyc té. Nghién ctru da két hop mé hinh
IAM cua thuyét hanh vi hop Iy va md hinh
TPB cua thuyét hanh vi c6 ké hoach, dé
nghién cau vé E-WOM va ¥ dinh mua hang.
bong thoi, bd sung yéu té rui ro cam nhan
cho phi hop vai béi canh nghién cau. Két
qua nghién ctu thiy céc gia thuyét déu cd y
nghia théng k&, g6p phan ung ho, chimng
minh, m& rong cac gia thuyét trudc day.
Nghién ciru da cung cap cac ham y han 1am
thiét thuc, gop phan lam rd hon buc tranh vé
E-WOM, y dinh mua hang ciing nhu cac van
dé duoc dién giai trong md hinh cua nghién
ciru nay tai thi truong Tp. H6 Chi Minh.
Dong thoi, nghién ctiru da dé xuat cac ham y
quan tri cu thé, co co s& nham gidp cac td
chuc néi chung phét trién cac giai phap vé
truyén miéng dién tir mot cach hiéu qua. Tuy
nhién, nghién ciu nay chi xét 2 yéu td tac
dong dén sy chap nhan E-WOM (chi giai
thich duoc 47,8%) con rét nhiéu cac yéu té
khéac chua duogc dé cap dén, cling nhu cac
nhén t6 trung gian trong mdi quan hé giira sy
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ctu tiép theo nhiam goép phan cung cip cac
thong tin y nghia, thuc té vé E-WOM phuc
vu trong cbng tac hoc tap, nghién ciu va
cbng tac quan tri.

chap nhan E-WOM va ¥ dinh mua hang chwa
dugc quan tam. Ddi tugng, s6 luong ngudi
tham gia khao sat va quy mdé khu vuc thuc
hién ciing 1a nhitng han ché cua nghién ctu
nay. Pay ciing chinh 1a dinh hudng nghién
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Chap nhan E-WOM: EWOM
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Nhan thirc kiém soat hanh vi: KSHV
Rui ro cam nhan: RR
Y dinh mua hang: YDMH

TAI LIEU THAM KHAO

Adjzen, 1., & Fishbein, M. (1980). Understanding attitudes and predicting social behaviour.
Englewood Cliffs NJ: Pren-tice Hall.

Ajzen, 1. (1991). The theory of planned behavior. Organizational behavior and human decision
processes, 50, 179-211.

Al-Jabari, M. A., Othman, S. N., & Nik Mat, N. K. (2012). Actual online shopping behavior
among Jordanian customers. American Journal of Economics.

Arifani, V. M., & Haryanto, H. (2018, November). Purchase intention: implementation theory of
planned behavior (Study on reusable shopping bags in Solo City, Indonesia). In IOP Conference
Series: Earth and Environmental Science (Vol. 200, No. 1, p. 012019). IOP Publishing.

Bhatnagar, A., Misra, S., & Rao, H. R. (2000). On risk, convenience, and Internet shopping
behavior. Communications of the ACM, 43(11), 98-105.

79



TRUONG BAI HOC KINH TE - BAI HOC DA NANG

Bickart, B., & Schindler, R. M. (2001). Internet forums as influential sources of consumer
information. Journal of interactive marketing, 15(3), 31-40.

Chang, H. H., & Chen, S. W. (2008). The impact of online store environment cues on purchase
intention: Trust and perceived risk as a mediator. Online information review.

Chen, Y., & Xie, J. (2008). Online consumer review: Word-of-mouth as a new element of
marketing communication mix. Management science, 54(3), 477-491.

Cheng, S., Lam, T., & Hsu, C. H. (2006). Negative word-of-mouth communication intention:
An application of the theory of planned behavior. Journal of Hospitality & Tourism
Research, 30(1), 95-116.

Cheung, C. M., & Thadani, D. R. (2012). The impact of electronic word-of-mouth
communication: A literature analysis and integrative model. Decision support systems,
54(1), 461-470.

Cheung, M. Y., Luo, C,, Sia, C. L., & Chen, H. (2009). Credibility of electronic word-of-
mouth: Informational and normative determinants of on-line consumer recommendations.
International journal of electronic commerce, 13(4), 9-38.

Cheung, R. (2014). The influence of electronic word-of-mouth on information adoption in
online customer communities. Global Economic Review, 43(1), 42-57.

Chevalier, J. A., & Mayzlin, D. (2006). The effect of word of mouth on sales: Online book
reviews. Journal of marketing research, 43(3), 345-354.

Chiu HC, Chang WH, Hsieh YC, Yang SC (2002) The relationship between service quality and
customers’ behavioural intentions in e-commerce. Sun Yat-Sen Manage Rev 10:623-650.

Chu, S. C., & Kim, Y. (2011). Determinants of consumer engagement in electronic word-of-mouth
(eWOM) in social networking sites. International journal of Advertising, 30(1), 47-75.

Cohen, J. (1988). Statistical power analysis for the behavioral sciences Lawrence Earlbaum
Associates. 20th.

Corbitt, B. J., Thanasankit, T., & Yi, H. (2003). Trust and e-commerce: a study of consumer
perceptions. Electronic commerce research and applications, 2(3), 203-215.

Coyle, J. R., & Thorson, E. (2001). The effects of progressive levels of interactivity and
vividness in web marketing sites. Journal of advertising, 30(3), 65-77.

Dean, M., Raats, M. M., & Shepherd, R. (2012). The role of self-identity, past behavior, and
their interaction in predicting intention to purchase fresh and processed organic food 1.
Journal of applied social psychology, 42(3), 669-688.

DeLone, W. H., & McLean, E. R. (1992). Information systems success: The quest for the
dependent variable. Information systems research, 3(1), 60-95.

Dowling, G. R., & Staelin, R. (1994). A model of perceived risk and intended risk-handling
activity. Journal of consumer research, 21(1), 119-134.

Erkan, L., & Evans, C. (2016). The influence of eWOM in social media on consumers’ purchase
intentions: An extended approach to information adoption. Computers in human behavior,
61, 47-55.

Fan, Y. W., & Miao, Y. F. (2012). Effect of electronic word-of-mouth on consumer purchase
intention: The perspective of gender differences. International Journal of Electronic
Business Management, 10(3), 175-181.

80



TAP CHi KHOA HOC KINH TE - SO 10(02) - 2022

Flannery, B. L., & May, D. R. (2000). Environmental ethical decision making in the US metal-
finishing industry. Academy of Management journal, 43(4), 642-662.

Geisser, S. (1974). A predictive approach to the random effect model. Biometrika, 61(1),
101-107.

George, J. F. (2004). The theory of planned behavior and Internet purchasing. Internet research.

Gregoire, Y., Tripp, T. M., & Legoux, R. (2009). When customer love turns into lasting hate:
The effects of relationship strength and time on customer revenge and avoidance. Journal
of Marketing, 73(6), 18-32.

Guoging, G., Zhongke, Z., Kai, C., & Xiaofan, W. (2009, December). The influence of WOM
on consumers’ intention of brand switching: The mediate role of subjective norms. In
Proceedings of the Summit International Marketing Science and Management Technology
Conference (pp. 48-54).

Hair Jr, J. F., Sarstedt, M., Hopkins, L., & Kuppelwieser, V. G. (2014). Partial least squares
structural equation modeling (PLS-SEM): An emerging tool in business research.
European business review.

Hansen, T., Jensen, J. M., & Solgaard, H. S. (2004). Predicting online grocery buying intention:
a comparison of the theory of reasoned action and the theory of planned behavior.
International Journal of Information Management, 24(6), 539-550.

Hennig-Thurau, T., Gwinner, K. P., Walsh, G., & Gremler, D. D. (2004). Electronic word-of-
mouth via consumer-opinion platforms: what motivates consumers to articulate
themselves on the internet?. Journal of interactive marketing, 18(1), 38-52.

Hiép hdi thuong mai dién tir Viét Nam (2021), Bao céo chi ) thuong mai dién tir nam 2021,
Viét Nam.

Hong, S., & Park, H. S. (2012). Computer-mediated persuasion in online reviews: Statistical
versus narrative evidence. Computers in human behavior, 28(3), 906-919.

Kline, R. B. (2015). Principles and practice of structural equation modeling. Guilford
publications.

Lee, K. T., & Koo, D. M. (2012). Effects of attribute and valence of e-WOM on message
adoption: Moderating roles of subjective knowledge and regulatory focus. Computers in
human behavior, 28(5), 1974-1984.

Lin, C., Wu, Y. S., & Chen, J. C. V. (2013, May). Electronic word-of-mouth: The moderating
roles of product involvement and brand image. In Proceedings of 2013 international
conference on technology innovation and industrial management (Vol. 29, p. 31).

Lin, H. F. (2007). Predicting consumer intentions to shop online: An empirical test of
competing theories. Electronic Commerce Research and Applications, 6(4), 433-44.

Littlejohn, S. W., & Foss, K. A. (Eds.). (2009). Encyclopedia of communication theory (Vol.
1). Sage.

Moran, G., & Muzellec, L. (2017). eWOM credibility on social networking sites: A
framework. Journal of Marketing Communications, 23(2), 149-161.

Palka, W., Pousttchi, K., & Wiedemann, D. G. (2009). Mobile word-of-mouth-A grounded
theory of mobile viral marketing. Journal of Information Technology, 24(2), 172-185.

81



TRUONG BAI HOC KINH TE - BAI HOC DA NANG

Park, D. H., Lee, J., & Han, I. (2007). The effect of on-line consumer reviews on consumer
purchasing intention: The moderating role of involvement. International journal of
electronic commerce, 11(4), 125-148.

Pavlou, P. A., & Fygenson, M. (2006). Understanding and predicting electronic commerce
adoption: An extension of the theory of planned behavior. MIS quarterly, 115-143.

Pitta, D. A., & Fowler, D. (2005). Online consumer communities and their value to new
product developers. Journal of Product & Brand Management, 14(5), 283-291.

Prendergast, G., Ko, D., & Siu Yin, V. Y. (2010). Online word of mouth and consumer
purchase intentions. International journal of advertising, 29(5), 687-708.

Quinlan, S. L., Jaccard, J., & Blanton, H. (2006). A decision theoretic and prototype
conceptualization of possible selves: Implications for the prediction of risk behavior.
Journal of personality, 74(2), 599-630.

Schepers, J., & Wetzels, M. (2007). A meta-analysis of the technology acceptance model:
Investigating subjective norm and moderation effects. Information & management, 44(1),
90-103.

See-To, E. W., & Ho, K. K. (2014). Value co-creation and purchase intention in social network
sites: The role of electronic Word-of-Mouth and trust-A theoretical analysis. Computers
in human behavior, 31, 182-189.

Sen, S., & Lerman, D. (2007). Why are you telling me this? An examination into negative
consumer reviews on the web. Journal of interactive marketing, 21(4), 76-94.

Stone, M. (1974). Cross-validatory choice and assessment of statistical predictions. Journal of
the Royal Statistical Society. Series B (Methodological), 36(2), 111-147.

Sussman, S. W., & Siegal, W. S. (2003). Informational influence in organizations: An
integrated approach to knowledge adoption. Information systems research, 14(1), 47-65.

Xia, L., & Bechwati, N. N. (2008). Word of mouse: the role of cognitive personalization in
online consumer reviews. Journal of interactive Advertising, 9(1), 3-13.

Xie, H. J., Miao, L., Kuo, P. J., & Lee, B. Y. (2011). Consumers’ responses to ambivalent
online hotel reviews: The role of perceived source credibility and pre-decisional
disposition. International Journal of Hospitality Management, 30(1), 178-183.

Zhang, J. Q., Craciun, G., & Shin, D. (2010). When does electronic word-of-mouth matter? A
study of consumer product reviews. Journal of Business Research, 63(12), 1336-1341.

82



