Tac dong ctia chat lwgng danh gia dén y dinh
mua hang trén san thuwong mai dién tir: Vai tro
trung gian kép ctia niém tin va rii ro cdm nhan
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Tém tat: Trong boi canh thwong mai dién tir gia tang, chat lwong danh gia déng vai tro tin hiéu
thi truong givip ngudi tiéu ding hinh thanh niém tin va diéu chinh rii ro cam nhdn trude khi
ra quyét dinh mua. Nghién civu nay phat trién va kiém dinh mé hinh trung gian kép nham lam
ré tac dong cia chat lwong truyén miéng dién tir (EWQ) va dé tin cdy cua truyén miéng dién
tir (EWC) dén y dinh mua hang (PI) théng qua niém tin (TR) va rii ro cam nhdn (PR). Nghién
cieu thu thdp dir liéu khdo st dinh lwong tir nguwoi tiéu dimg B2C tai Pa Nang dd mua hang
trén cac san TMDT tir thang 11/2025 dén hét thang 01/2026. Qua nghién ciru, bai viét nhan
manh ham ¥ quan tri danh gid truec tuyén, tang tin hiéu tin cdy va giam rii ro cam nhdn nham
cdi thién chuyén doi.

Tw khéa: Truyén miéng dién tu, chat lwong danh gia, do tin cqy, niém tin, rui ro cam nhan, y
dinh mua.

The Impact of eWOM Quality on Purchase Intention in E-commerce:
The Dual Mediating Role of Trust and Perceived Risk

Abstract: In the context of burgeoning e-commerce, eWOM serves as a market signal that helps
consumers establish trust and mitigate perceived risks before making a purchase decision. This
study develops and tests a dual mediating model to clarify the impacts of eWOM quality (EWQ)
and eWOM credibility (EWC) on purchase intention (PI) through the mediating roles of trust
(TR) and perceived risk (PR). Quantitative survey data were collected from B2C consumers in
Da Nang who purchased goods on e-commerce platforms between November 2025 and January
2026. The findings highlight managerial implications for managing online reviews, enhancing

trust signals, and reducing perceived risks to improve conversion rates.

Keywords: Electronic word of mouth, eWOM quality, eWOM credibility, trust, perceived risk,
purchase intention.

1. Giéi thi¢u

Thuong mai dién tu (TMDT) dang tr¢ thanh kénh mua sim quan trong tai Viét Nam, kéo theo canh
tranh manh gitra cac san va nha ban. Trong méi trudng truc tuyén, ngudi mua khé kiém ching chat
lwong trude mua, tir d6 bat cAn xtng thong tin va rui ro cam nhan gia ting. Do vy, cac tin hiéu do

cong dong tao ra, dic biét 1a danh gia truc tuyén hay truyén miéng dién tir (Electronic Word of Mouth
- eWOM) tré nén cé gia tri, gitip ngudi mua hinh thanh ky vong va giam b6t sy khong chéc chan. Tuy
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nhién, eWOM khong dong nhat: ciing mot san pham c6 thé c6 danh gi rat chi tiét nhung kém tin cay,
hodc dang tin nhung it thong tin chan doan. Vi vay, nghién ctru can tich eWOM thanh cac thanh phan
c6 y nghia khéc biét va lam rd co ché tdc dong dén y dinh mua.

Nghién ctru ndy tap trung vao co ché trung gian kép ctia niém tin va rii ro cam nhan trong mbi quan
hé gitra (i) Chat lugng eWOM (EWQ); (i1) D6 tin cay eWOM (EWC); va (iii) Y dinh mua (PI). Muyc tiéu
gom: (1) Kiém dinh tac dong cia EWQ/EWC dén niém tin (TR) va rai ro cdm nhén (PR); (ii) Kiém dinh
tac dong cua TR/PR dén PI; va (ii1) Ki€ém dinh hi€u ting trung gian theo hai kénh EWQ/EWC—TR—PI
va EWQ/EWC—PR—PI.

2. Co so 1y thuyét, tong quan nghién ctru va phat trién gia thuyét

2.1. eWOM trong TMPT va logic tiép nhin thong tin

eWOM 14 hinh thirc truyén miéng dién tir thé hién nhan xét, danh gia va trai nghiém ctia nguoi tiéu
dung vé€ san pham hodc nguoi ban trén moi truong s6. Trong TMDT, eWOM dong vai tro ngudn thong
tin xa hdi quan trong khi ngudi mua thiéu kha nang quan sat truc ti€p. Theo logic tiép nhan thong tin,
tac dong cua eWOM phu thude vao (i) Gia tri/chat lugng thong tin; va (ii) P9 tin cay thong tin/nguon.
banh gia co6 chat luong cao thuong giau tinh chan doan, hitu ich va cu thé, trong khi, danh gia c6 dg tin
cay cao gitp giam nghi ngo vé thao ting va tdng xac suat phan anh trai nghiém mua that.

2.2. Niém tin va riii ro cim nhén trong TMPT

Niém tin (TR) phan anh ky vong rang san/nguoi ban thyc hién ding cam két, bao vé quyén loi
nguoi mua va giao dich an toan. Niém tin giip ngudi mua chap nhén tinh khong chac chan va thiac day
quyét dinh mua. Nguoc lai, rai ro cam nhan (PR) phan anh lo ngai vé ton that tiém an (san pham khong
ding mo ta, giao hang, doi trd/hoan tién, tai chinh...), thwong lam giam y dinh mua.

2.3. M6 hinh nghién civu va gid thuyét

Tir cac 1ap luan trén, nghién ctru dé xuat mo hinh trung gian kép: EWQ va EWC tac dong dén PI
thong qua TR va PR. Cac gia thuyét cu thé nhu sau:

H1: Chat lwong eWOM (EWQ) tdc ddng dwong dén niém tin (TR).

H2: D6 tin cdy eWOM (EWC) tac dong diong dén niém tin (TR).

H3: Chat lvong eWOM (EWQ) tdc déng am dén riii ro cam nhdn (PR).

H4: D6 tin cdy eWOM (EWC) tac dong dm dén riii ro cam nhin (PR).

H5: Niém tin (TR) tdc dong dwong dén y dinh mua (PI).

H6: Ruii ro cam nhéin (PR) tdc déng dm dén y dinh mua (PI).

H7: TR trung gian trong méi quan hé EWQ/EWC — PI.

HS: PR trung gian trong méi quan hé EWQ/EWC — PI.

3. Phuwong phap nghién ciru
3.1. Thiét ké nghién ciru va doi twong khdo sdt

Nghién ctru sir dung thiét ké dinh luong dang khao sat cit ngang. Ddi tuong khao sat huéng toi
nguoi tidu dung B2C tai Pa Ning d mua hang trén cac san TMDT pho bién trong ba thang, tir thang
11/2025 dén hét thang 01/2026. Thang do sir dung Likert 5 murc (1 = hoan toan khoéng dong y ... 5 =
hoan toan dong ¥).
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3.2. Thang do va xdy duwng bang hoi

Céc cAu trac nghién ctru gém: Chat lugng eWOM (EWQ, bdn bién quan sat), do tin cady eWOM
(EWC, 4), niém tin (TR, 4), rai ro cam nhan (PR, 4), va ¥ dinh mua (PL, 3). Thang do dugc ké thira tir
cac nghién ctru nén tang vé eWOM, niém tin, rii ro cam nhan va ¥ dinh mua hang; sau d6 duoc hiéu
chinh nglr canh san TMDT.

3.3. Quy trinh phdn tich dir liéu

Phén tich dy kién thyuc hién bang PLS-SEM trén SmartPLS theo hai buéc. Budc 1 danh gia mo hinh
do ludng: Hé s tai ngoai, Cronbach’s alpha, D6 tin cdy tong hop (Composite Reliability - CR), AVE va
HTMT. Budc 2 danh gia mé hinh cau triic: VIF, hé sé dudng dan (B) va y nghia thong ké bang ky thuat
léy mau 1ap lai (bootstrapping) 5.000 mau; bao cdo R2 cho céc bién nodi sinh (TR, PR, PI) va kiém dinh
hiéu tng trung gian theo hai kénh. Trong bai viét, phan két qua trinh bay két qua dau ra trén bo dir liéu
(dataset) N = 300 duoc xdy dung phu hop v6i cau triic mé hinh.

4. Két qua minh hoa trén dir liéu (N = 300)
4.1. Théng ké mé td mdu

Mau minh hoa gdm 300 quan sat (chi & Pa Néng).

Bang 1 trinh bay dic diém mau theo gidi tinh, do tudi, nghé nghiép va tin suat mua hang truc tuyén.

Bang 1. Théng ké mé ta miu

Bién s6 Phan loai n %
Gigi tinh NU 159 53,0
Gidgi tinh Nam 131 43,7
Gidi tinh Khac/Khong muon tra lsi 10 3,3
Nhom tubi 18 -22 13 37,7
Nhom tuéi 23-30 99 33,0
Nhom tudi 31-40 50 18,7
Nhom tudi 41-50 32 10,7
Nhom tubi Trén 50 6 2,0
Nghé nghiép Sinh vién 133 44,3
Nghé nghiép Nhéan vién van phong 87 29,0
Nghé nghiép Kinh doanh tu do 38 12,7
Nghé nghiép Céng nhan/ky thuat 30 10,0
Nghé nghiép Noi trg 9 3.0
Nghé nghiép Khac 3 1,0
Tan suat mua/thang 2-3 118 39,3
Tan sudt mua/thang 4-6 86 28,7
Tan sudt mua/thang 1 50 16,7
Tan suat mua/thang >6 46 15,3
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4.2. Thong ké mé td cdc cau truc

Bang 2 bao cdo gia tri trung binh, do 1éch chuan va khoang bién thién cua cac cdu trac (tinh theo
diém trung binh cac bién quan sat).

Béang 2. Thong ké mo ta cac cau tric

Nhan té Mean SD Min Max
EWQ 3,0 1,198 1.0 50
EWC 3.0 1,171 1.0 50
Niém tin TR 3,0 1,223 1,0 50
RUi ro cdm nhan (PR) 3,0 1,162 1,0 50
Y dinh mua hang (PI) 3.0 1,256 1,0 5,0

4.3. Danh gia mo hinh do luong

Bang 3 cho thiy, cac ciu triic dat do tin cdy va gia tri hoi tu: Cronbach’s alpha va CR déu vuot 0,70;
AVE déu 16n hon 0,50; Hé s tai ngoai nam trong khoang cao. Gia tri phan biét dugc dénh gia bang
HTMT (Bang 4), da s cap cau trac nhé hon 0,85.

Bang 3. D¢ tin cay va gia tri hoi tu

Bién so Cronbach's rho_A CR(rho_c) AVE Hé so tai Hé so tai
alpha nhéd nhat I6n nhat
EWO 0, 867 0. 867 0,91 0,715 0, 831 0,872
EWC 0, 846 0, 848 0,896 0,683 0, 818 0, 841
TR 0, 886 0, 886 0, 921 0, 745 0, 851 0, 876
PR 0, 838 0,842 0,892 0,673 0, 804 0, 863
Pl 0, 864 0, 864 0, 917 0,786 0,873 0,898
Béang 4. Ma tran HTMT
HTMT EWO EWC TR PR Pl
EWO 1,0 0, 057 0,514 0, 406 0,5M
EWC 0, 057 1,0 0,55 0, 516 0,506
TR 0,514 0,55 1.0 0,52 0. 83
PR 0,406 0,516 0,52 1,0 0,659
Pl 0,5M 0, 506 0,83 0, 659 1.0

4.4. Panh gid mé hinh céu tric va kiém dinh gid thuyét
Két qua R? cho thiy mé hinh ¢6 nang lyc giai thich tot ddi véi y dinh mua.

Bang 5 trinh bay R? va R? hiéu chinh cho c4c bién noi sinh.
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Béang 5. R? ciia cac bién ngi sinh

Nhan td ndi sinh R? Adj. R?
TR 0, 445 0, 442
PR 0,322 0, 317
Pl 0,597 0,594

Béng 6 trinh bay hé s6 duong dan va khoang tin cay 95% (bias-corrected bootstrap). Tat ca cac quan

hé déu dung dau ky vong va ¢ ¥ nghia théng ké (khoang tin cay khong chira 0).

Biang 6. Hé s6 dwong din va CI bootstrap 95%

Gia thuyét Path Beta Cl2,5% Cl197,5%
H1 EW0 - TR 0, 466 0, 387 0,537
H2 EWC—-TR 0,492 0, 413 0,569
H3 EWQ - PR -0, 361 -0, 445 -0, 261
H4 EWC — PR -0, 449 -0,527 -0, 36
H5 TR—PI 0,594 0,514 0, 668
H6 PR — PI -0, 295 -0, 377 -0, 21

Béng 7 trinh bay hiéu mg gian tiép. Ca hai kénh trung gian déu cé ¥ nghia, trong d6 kénh niém tin
(TR) c6 hiéu tng gian tiép 16n hon kénh rai ro cam nhan (PR).

Bang 7. Hi¢u vng gian tiép (trung gian) va CI bootstrap 95%

Gia thuyét Tac dong gian tiép Tac dong Cl2,5% Cl97,5%
H7a EWQ - TR — PI 0,276 0,221 0,338
H7b EWC — TR =PI 0,292 0, 231 0, 361
H8a EWQ — PR — PI 0,106 0, 067 0,152
H8b EWC — PR — PI 0,132 0,092 0,181

5. Thao luan va ham y quan tri
5.1. Théo ludn két qud

Két qua tir viéc phan tich dit liéu tng ho 1ap luan rang eWOM la tin hiéu quan trong trong TMDT.
Chat luong eWOM va d6 tin cdy eWOM déu lam ting niém tin va giam rii ro cam nhan. Trong hai co
ché trung gian, kénh niém tin thé hién vai tro noi tréi hon thong qua cac hiéu Gmg gian tiép 1én hon. Diéu
nay goi y rang trong moi truong c¢6 nhiéu nghi ngd vé review ao, cac tin hiéu gia ting do tin cdy va co
ché bao vé nguoi mua co thé tac dong manh dén y dinh mua.

5.2. Ham y quan tri

Ham y cho cac chu thé tham gia TMPT duoc dé xuat nhu sau:
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Déi voi san TMDT

- Tang cudng co ché xac thuc danh gia: nhan “dd mua hang”, wu tién danh gia co anh/video, va phat
hién bat thudng (review seeding).

- Thiét ké giao dién hién thi lugt d4nh gi4 theo tinh hitu ich, loc theo tinh hudng sir dung, va giam
nhiéu thong tin.

- Minh bach héa quy trinh doi tra/hoan tién va SLA xir 1y khiéu nai dé giam rui ro cam nhén.

Déi véi nha ban hang

- Chuin hoéa md ta san phém (thong sb, hinh anh that, hudng dan sir dung), gidm chénh 1&€ch
ky vong.

- Phan hoi va xir ly danh gia tiéu cuc kip thoi; cung cap bang chiing chét lugng (hoa don, bao hanh,
chung nhan).

- Quan tri trai nghiém sau mua nham khuyén khich UGC chat lugng thay vi chi t6i vu quang céo
dau phéu.

6. Két luan, han ché

Bai viét dé xuat mo hinh trung gian kép dé giai thich cach eWOM anh huéng dén ¥ dinh mua trong
TMDT da nén tang. Két qua phan tich dua trén bo dir liéu véi N=300 cho thiy EWQ/EWC tac dong
duong dén niém tin, tic dong 4m dén rii ro cam nhan; niém tin 1am tang ¥ dinh mua trong khi rii ro cam
nhan lam giam y dinh mua; ca hai kénh trung gian déu c6 y nghia.

Han ché chinh cua bai viét 1a dit liéu hién chua du 16n d€ dai dién cho toan bd ngudi tiéu dung tai
Pa Ning; can mo rong khao sat thuc dia dé kiém dinh lai d6 vimg cua két qua. Cac nghién ctru tiép theo
c6 thé phan tich theo timg nén tang/nhém san pham va bo sung cac bién diéu tiét nhu kinh nghiém mua
online, mirc d§ hoai nghi danh gid va nhay cam gia.
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