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TAC DONG CUA TRUVEN MIENG BIEN TU DEN ¥ DINH MUA
HANG: KHAO SAT THUGC TE Tl THANH PHO HO CHi MINH
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Tém tit
Sw phdt trién ciia Internet dd tao ra nhitng cach thirkc méi cho nguwoi tiéu ding tham
gia vao cdc hoat dong tiép thi va chia sé kinh nghiém cia minh. Truyén miéng dién tir
(eWOM) tré thanh yéu t6 quan trong lam thay déi hanh vi ciia ngueoi tiéu ding. Nghién
civu nay hwong dén muc tiéu xem xét anh hwéng ciia truyén miéng dién tir dén y dinh mua
hang ciia ngueoi tiéu ding. M6 hinh cau triic (SEM) dwoc sir dung dé kiém dinh cdc moi
quan hé théng qua dir liéu thu thap tir 320 nguoi tiéu ding trén dia ban thanh phé Hé Chi
Minh. Két qua nghién ciru cho thay eWOM c6 lién hé véi sw chap nhdn eWOM va v dinh
mua hang. Pong thoi két qua phén tich cau tric da nhém dé kiém tra vai tro diéu tiét ciia
gidi tinh va dé tudi, cho thdy khéng cé sw khdc biét giiva s tdc dong ciia eWOM doi véi
gioi tinh nhung co su khac biét theo do tuoi.
T khéa: Truyén miéng dién tit, ¥ dinh mua hang, eWOM, sw chdp nhdn eWOM.
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Abstract

As the Internet keeps developing, it creates new ways for consumers to participate in
marketing activities and share their experiences. Electronic words of mouth (eWOM) has
become an important means that changes consumer s behavior. The purpose of this study
is to examine effects of electronic words of mouth on purchasing intention. A sample of
320 customers was surveyed to test the model. Using the structural equation modeling
(SEM), the study confirms effects of eWOM on eWOM adoption and purchase intention.
In addition, the study examines effects of two moderator variables, which are gender and
age, on purchase intention. While the effect of age on purchase intention is confirmed, the

effect of gender is not found.
Keywords: E-wouth of mouth, purchase intention, eWOM, eWOM adoption.
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1. Gi6i thiéu

Ngay nay, sy phat trién manh mé cia
Internet di cung cap mot phuong tién tét hon
cho ngudi tiéu dung dé thu thap cac thong tin
va tu van lién quan dén hanh vi tiéu dung tir
ngudi tiéu dung khic bang truyén miéng dién
tor (¢eWOM) (Hennig-Thurau & Walsh, 2003;
Moran & cong su, 2014). Truyén miéng dién
tir cho phép ngudi dung tiép nhan, chia sé
va chon loc thong tin mdt cach co6 hiéu qua,
vuot qua nhirng tré ngai ca vé khong gian va
thoi gian (Cheung, 2014). C6 thé noi, truyén
miéng dién tu giup nguoi ti€u dung cd suc
manh dé anh huong dén nhiing ngudi mua
khac thong qua ¥ kién vé cac san pham hoic
dich vu duogc st dung (Chu, 2009; Chu &
Kim, 2011; Kozinets & cdng su, 2010). Ngoai
ra, truyén thong xa hoi noi chung va truyén
miéng dién tr noi riéng con tac dong dén
cac truyén thong tiép thi. Trude tinh trang
nguoi tiéu ding ngay cang tiép xac véi mot
sO luong cua cac thong diép tiép thi, va ngan
sach marketing thu nho, thi cac nha tiép thi
khong thé bo qua loi thé cua stc manh anh
hudng ciia truyén thong xa hoi ndi chung va
eWOM noéi riéng (Hennig-Thurau & cong su,
2004).

Tai Viét Nam, truyén miéng van dong vai
tro 1a ngudn thong tin quan trong ddi vai
nguoi tiéu dung khi co dén 89% nguoi tiéu
dung cho rang ngudn thong tin, cac khuyén
nghi tor gia dinh va ban bé 1a dang tin cay
nhat. Va 75% ngudi dung chi ra rang ho tin
tudng vao cac y kién cua nguoi tiéu diung
duoc dang truc tuyén (Nielsen, 2017). O mot
nghién ctru khac, c6 57% nguoi dung doc
binh ludn truc tuyén ctia nguoi dung khac vé
san phém dién tuo trude khi mua; 40% doc
binh luan vé san pham may mic; 42% khong
chi xem thong tin cua nguoi khac ma con tich
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cuc dang tai bai binh luan; 29% dang tai bai
binh luan, phim anh binh luan vé san phém
(Nielsen, 2015). Pay 1a minh chirng cho thay
anh huong khong nho cua truyén miéng dién
tr dén hanh vi ctia nguoi tiéu dung Viét.
Mic du da c6 nhiéu nghién ctru cho thiy
tam quan trong ciia truyén thong eWOM ddi
vé1y dinh mua hang nguoi tiéu dung nhu Katz
& cong su (1995), Cheung & cong su (2008);
Fan & Miao (2012); Lin & cong su (2013)
nhung kho ¢6 thé st dung két qua ciia nhiing
nghién clru nay &p dung vao thi truong Viét
Nam do moi truong van hoa khac nhau, hanh
vi ngudi tidu ding & mdi qudc gia khac nhau
¢6 thé khac nhau. Hon nira, tai Viét Nam anh
hudng cia eWOM dén su chip nhan eWOM
va y dinh mua hang van chua dugc quan tim
dang myc, chua c6 nhiéu nghién ctru vé van
dé nay. Do d6, viéc c6 thém cac nghién ctru
trong linh vyc nay la that su can thiét nham
hiéu & hon nhirng tac dong cia eWOM dén
y dinh mua hang ctia nguoi ti€u dung. Nhan
théy diéu nay, nghién cuu dugc thyc hi¢n
nham tim hiéu tac dong cia eWOM, muc do
tac dong cua cac yéu to cia eWOM dén su
chap nhan cia eWOM va y dinh mua hang,
cling nhu mé rong xem xét nhirng anh hudng
ctia khac biét gioi tinh va do tudi 1én tac dong
ctia eWOM dén ¥ dinh mua hang. Tir d6 dé
xuat cac ham ¥ quan tri gitip doanh nghiép
phat trién truyén miéng dién tir nhu 1a mot
cong cu tiép thi hiéu qua nham tao dung kha
nang thanh cong hon cho cac doanh nghiép
no6i chung va cac thuong hi¢u Viét noi riéng.

2. Co s& 1y thuyét va md hinh nghién
curu

Truyén miéng dién tir (eWOM)

Trudc thoi dai Internet, nguoi tiéu dung
chia sé kinh nghiém lién quan dén san pham
v6i nhau théng qua truyén miéng (WOM)
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truyén thong nhu: thao luan véi ban bé va gia
dinh (Sundaram & cong su, 1998). Trong lich
su, WOM da dugc cong nhan la mdt trong
nhitng ngudn lyc ¢ anh hudng nhat cia
truyén tai thong tin (Breazeale, 2009; Godes
& Mayzlin, 2004). Sy anh huéng WOM vao
viée ra quyét dinh ctia ngudi tiéu dung ciing
duoc hinh thanh trong cac 1y luan hoc thuat
(Steffes & Burgee, 2009). Cac dic diém chinh
ciia WOM la ngudn doc 1ap - ngudn cung cip
WOM khong c6 lgi ich thuong mai, va do do
qua trinh truyén thong nay 1a dang tin cay
hon cac thong tin cong ty tao ra (Arn, 1967).

Su tién bd cua cong nghé dd cho phép
nguoi tiéu dung chia sé thong tin lién quan
dén san pham qua mang Internet, do dé lam
tang kha nang tac dong cia WOM (Cheung &
Thadani, 2012; Chevalier & Mayzlin, 2006).
Thoéng qua cac phuong tién truyén thong xa
ho1, nguoi tiéu dung co thé tao ra, trao doi va
chia sé cac noi dung, y kién ctia minh thong
qua hoat dong truyén miéng dién tir €WOM).
Theo Hennig-Thurau & cong su (2004: 39),
thi “eWOM 1a bat ky 10i phat biéu tich cuc
hay tiéu cyc ctia nhitng khach hang tiém
nang, khach hang hi¢n tai hay khach hang cti
vé mot san pham hodc cong ty, duoc cung cap
cho moi ngudi va to chire thong qua Internet”,
Khai niém nay duoc sir dung phd bién nhét
trong cac nghién ctru vé eWOM hién nay.
Nhu vay, truyén miéng dién tr co thé duogc
xem nhu phan md rong cua truyén miéng
truyén thong giita cac c4 nhan trong thoi dai
moi (Yolanda & cong sy, 2011) va cod thé khac
phuc nhirng han ché cua truyén miéng truyén
thong (Godes & Mayzlin, 2004). N6 lam thay
d6i hanh vi ctia nguoi tiéu dung, v kién cia
nguoi tiéu dung khac trén mai truong truc
tuyén ngay cang tro thanh co s, anh hudong
dén cong dong nguoi tiéu dung khi dua ra cac
quyét dinh (Chu, 2009).

Y dinh mua hang ciia nguwoi tiéu ding

Trong co so 1y luan vé eWOM thi y dinh
mua hang 1 mot trong nhitng bién két qua
pho bién nhat ctia truyén thong eWOM (Sher
& Lee, 2009; Lee & Lee, 2009). Theo Ajzen
(1991) thi y dinh mua dugc xem 13 yéu tb
dong co c6 anh huong dén hanh vi cia mdi
c4 nhan, cac yéu t6 ndy cho thdy mic do sin
sang hodc nd lyc cua mdi ca nhan s& bo ra
dé thuc hién hanh vi. Khi con ngudi c6 y
dinh hanh vi manh m¢ hon, ho s& ¢6 khuynh
hudng thuc hién hanh vi cao hon.

Ngoai ra, y dinh mua la dai dién cua mat
nhan thirc vé su san sang thyc hién mot hanh
vi mua va la cong cu chinh xac nhat dé du
béo vé hanh vi mua thue té (Kalwani & Silk,
1982). N6 1a mot yéu té dung dé danh gia
kha nang thuc hién hanh vi trong tuong lai
(Blackwell & cong sy, 2001). Chinh vi vay,
nghién ctru vé& y dinh mua hang s& ¢ ¥ nghia
rat 1on vé mit thue té dén hanh vi mua hang
that su.

Sw chép nhan truyén miéng dién tu

Su Chép nhan truyén miéng dién tir 1a mot
hanh dong tam ly tic dong dén nguoi tiéu
dung truc tuyén thong qua cac quy pham x4
hoi hodc cac danh gid/binh luan trong moi
truong truc tuyén (Fan & Miao, 2012). Hanh
vi chap nhéan thong tin 1a mot trong nhiing
hoat dong chinh ma ngudi dung tim cach thuc
hién trong cong dong 4o (Cheung & cong su,
2008). Nguoi tiéu dung tham khao cac y kién,
binh luan cia nguoi ti€u dung khac trudc khi
ho dua ra quyét dinh mua hang. Tuong tu,
nguoi ti€u dung s€ thu hut dugc mdt cong
ddng a0 giup d& bang cach giri cAu hoi khi ho
c¢6 thac mac. Néu nguoi tiéu dung nhan thic
mot danh gid/binh luan 1a dang tin cay, hitu
ich ho s& chap nhan thong tin va c6 thém tu
tin dé st dung eWOM trudc khi dua ra quyét
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dinh mua hang (Sussman & Siegel, (2003).
Céac nha nghién ciru cho thay su chap nhan
eWOM c6 anh huong cung chiéu dén y dinh
mua hang (Fan & Miao, 2012; Cheung &
cong su., 2008, Erkan & Evans, 2016). Vi vay,
gia thuyét thir nhat dugce dé xuat:

HI: Cé méi quan hé cing chiéu giita sw
chdap nhan eWOM va y dinh mua hang cua
nguoi tieu dung.

Théng diép cua truyén miéng dién tiv

Céac nghién ctru da chi ra rang thong diép
eWOM la mot phuong tién quan trong, nho do
ngudi tidu dung co thé cé duge thong tin vé
san pham hodc chat lugng dich vu (Chevalier
& Mayzlin, 2006). Cu thé, hai yéu t6 dugc dé
cap cua thong diép eWOM trong nghién ctru
nay chinh 13 chat luong va sé luong truyén
miéng dién tu.

Chét lugng eWOM 1a sitc manh thuyét
phuc cua nhirng binh luan duoc gén trong mot
thong di€p (Ratchford & cong sy, 2001). Tur
nguoi mua trudc do 1a vo danh trén Internet,
nguoi tiéu ding thuong s& khong dé dang chap
nhan hoac tin danh gid dugc dang trén mot
trang web néu nd khong cung cap du thong
tin (Ratchford & cong su, 2001; Chevalier
& Mayzlin, 2006). Khi nghi rang mot binh
luan, danh gia trong cong dong truc tuyén 1a
hiru ich, thi nguoi tiéu dung s€ tin tudng vao
binh luan, ddnh gid tir 46 chap nhan thong tin
eWOM (Davis & cong su, 1989; Sussman &
Siegal, 2003, Cheung & Thadani, 2012) va c6
y dinh mua hang cao hon (Lee & Koo, 2015).
Céac nghién ctru trude ddy da tim thdy duoc
rang néu ngudi tiéu dung cam nhan duoc chat
lugng eWOM cao, thi su chép nhan ap dung
thong tin eWOM sé€ cao hon (Fan & cong su,
2013; Cheung & cong su, 2009, Lin & Lu,
2000; Lin, 2007). Vi vay, gia thuyét tiép theo
duge dé xuit:
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H2: C6 méi quan hé cing chiéu giita chat
luong eWOM va su chdp nhan eWOM cua
nguoi tieu dung.

Trong moéi truong internet, khach hang
s& phai d6i mat voi mot lugng 16n thong tin
truyén miéng (Chu & Kim, 2011), do d6 kha
ning ho chap nhan va ap dung khi tim thiy
mot thong tin hiru ich 1a rat cao. Mat khac,
néu danh gia/binh luan dugc coi 1a khong
dang tin cdy, hiéu qua cua né sé giam xudng,
va nguoi doc dé tranh nguy co tiém an, s rit
khé 1am theo binh luan/danh gié nay (Cheung
& cong su, 2009). Véi nhitng thir khac 1a nhu
nhau, danh gia, binh ludn c6 tinh thuyét phuc
hon s& c6 mdt tac dong tich cuc hon vao y
dinh mua ctia nguoi tiéu dung (Park & cdng
sw, 2007). Trén thyc té, cac nha nghién ctru
trudc day nhan thay rang chat lugng eWOM
cO tac dong tich cuc dén y dinh mua cua
nguoi tiéu dung (Lee & Shin, 2014; Park &
cong su, 2007, Cheung & Thadani, 2009). Tt
co s& do, gia thuyét tiép theo duoc dé xuét:

H3: C6 moi quan hé cing chiéu giita chait
lwong eWOM va y dinh mua hang cua nguoi
tieu dung.

Ngoai ra, ngudi dung Internet co thé tim
thdy mot sd luong 16n cac bai danh gia vé
san phém hodc dich vy, dong vai trdo quan
trong trong thuong mai dién tir (Chevalier
va Mayzlin, 2006). S6 luong eWOM dé cap
dén s6 lugng cac ¥ kién duogc cong bd thong
qua mot trang web (Cheung & cdng su, 2008;
Sicilia va Ruiz, 2010). Nguoi tiéu ding can
tham khao s6 lugng eWOM dé cung c6 long
tin cia ho, giup tranh duogc nhirng quyét
dinh sai 1am hodc rai ro trong khi mua sam
(Bataineh, 2015 ), boi ) luong binh luan truc
tuyén thé hién cho su ndi tiéng va quan trong
ctia san pham (Lee & Lee, 2009; Chatterjee,
2001). Céc nghién cuu cua Park & cong su
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(2007); Sher & Lee (2009); Sicilia & Ruiz
(2010) di cung cap bang ching rang sb luong
cua eWOM co6 anh huong tich cuc dén 1a su
chap nhan eWOM, ciing nhu y dinh mua cia
nguoi ti€u dung (Park & cdng su, 2007; Lee
& cong sy, 2008). Tur do, cac gia thuyét tiép
theo dugc dé xuit:

H4: C6 moi quan hé cung chiéu giita s6
luong eWOM va su chcfp nhan eWOM cua
nguoi tieu dung.

HS5: C6 méi méi quan hé cung chiéu giiva
s6 lwong eWOM va y dinh mua hang ciia
nguoi tieu dung.

Chuyén mon cua nguoi gui thong tin

Theo Cheung & cong su (2008) thi trong
moi trudng truc tuyén, moi ngudi gan nhu
¢6 quyén ty do khong gidi han dé trao doi va
bay to cam xtc ctia minh ddi véi san pham
hodc dich vu nhét dinh ma khong can phai
tiét 10 danh tinh thuc sy ctia minh. Do d6, van
dé dat ra cho nguoi tiéu dung can xac dinh
la kha ndng chuyén mon va sy tin cay cua
nhitng ngudi dong gop dé co thé chip nhan
hodc tir chdi cac thong tin duoc dang (Cheung
& cong su, 2008). Néu nguoi tiéu dung nghi
rang cac ¥ kién duoc ding boi nhirng ca nhan
c6 chuyén mon va do tin cay cao, thi ho sé
c6 mdt nhan thirc cao hon vé tinh hiru ich
cua cac y kién, binh luan (Gilly & cong su,
1998; Bansal & Voyer, 2000; Gefen & cong
su, 2004; Cheung & cong su, 2008) . Vily do
do, giai thuyét duoc dé xuat:

H6: C6 méi quan hé cing chiéu giiva
chuyén mén nguwoi danh gid va sy chap nhdn
eWOM cua nguoi tiéu dung.

Sy tham gia

Su tham gia co thé duoc dinh nghia la sy
lién quan cta mot san pham dua trén loi ich,

nhu cu va gia tri, cling nhu cam nhan cua
nguoi ti€u dung (Zaichkowsky, 1985). Khi su
tham gia cao, cd nhan c6 dong luc 16n hon
dé hiéu nhirng thong tin ndi bat, chat luong
cua thong diép s€ co tdc dong 1om hon vao su
thuyét phuc (Petty & Cacioppo, 1984). Ho ¢6
nhiéu kha nang s& tp trung manh mé vao cac
n6i dung tin nhan, xem xét k§ hon, cha y dén
cac 1y 18 thuyét phuc, va sau do tao ra nhiing
suy nghi cta riéng minh trong mdi quan hé
véi cac lap luan. Nguoc lai, nhirng ca nhan
thiéu dong co hay thiéu kha ning, tic 1a su
tham gia thap chu yéu tap trung vao cac yéu
t6 khong mang tinh ndi dung, chang han nhu
s6 luong cac 1ap luan (Park & cong su, 2007),
ho ¢6 xu hudng cha ¥ dén cac dic tinh bé
ndi ctia thong diép hodc nhirng loi ich an tang
kem theo hon 1a ndi dung bén trong ctia thong
di¢p d6 (Fan & Miao, 2012). Nhitng nguoi
tiéu dung c6 su tham gia cao hon vdi mét san
pham s& chip nhan va st dung nhirng danh
gia/binh ludn cia nguoi dung khac tich cuc
hon (Fan & Miao, 2012). Chinh vi vay, su
tham gia s& 13 mot yéu t6 anh huong dén su
chap nhan eWOM ciia ngudi tiéu dung (Petty
& Cacioppo, 1984, Park & Lee, 2008, Fan &
Miao, 2012). Do do, gia thuyét duoc dé xuét:

H7: C6 moi quan hé cing chiéu giita sir
tham gia va su chap nhan eWOM cua nguoi
tieu dung.

Gidi tinh va dg tudi

Cheung va cong su (2012) da chi ra yéu t6
nhan khau hoc cuia nguoi nhan (trong do co
gidi tinh va do tudi) c6 anh hudng dén tac
dong eWOM.

Ly thuyét xa hoi hoc giai thich ring, nam va
nlt c6 myc ti€u xa hoi, myc ti€u truyen thong
co ban khac nhau khi giao tiép (Kilbourne &

Weeks, 1997). Cac muc ti€u khac nhau trong
giao tiép c6 thé anh huong dén nhan thirc cia
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thong di€p trong truong hop nghién clru nay,
eWOM. Cu thé, gidi tinh d3 dugc chirng minh
6 thé anh hudng dén nhén thire hodc sy tin
tudng cia eWOM, anh hudng cua eWOM
Ién nir gid1i manh hon nam gioi, va hai gidi
s& coi trong nhirng yéu t6 eWOM khéac nhau
khi tham khao thong tin truc tuyén (Awad
& Ragowsky (2008). Nhirng khach hang nir
thuong tin vao nhirng danh gia, y kién truc
tuyén khi dua ra quyét dinh mua hang hon
cac khach hang nam. Nam gidi thuong thuc
dung hon trong qué trinh mua hang, trong
khi d6 nir gi6éi thuong cam xuc hon trong
sudt qua trinh mua hang (Fan & Maio, 2012).

Céc tac dong cua tudi tac 1én hanh vi cua
nguoi tiéu dung duoc chdp nhan rong rai
(Yoon & Cole, 2008). D6 tudi c6 mot tac dong
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sdu sac dén cach nguoi tiéu dung dién giai
nhirng trai nghiém va hinh thanh thai d6 dbi
v6i truyén thong tiép thi (Patterson & cong
su, 1997). Trong viéc ap dung cong nghé,
khéach hang 16n tudi nhiéu kha ning chong
lai céc san pham cong nghé theo dinh hudng
chu yéu 1a do nhirng thach thirc trong viéc
tim hiéu va sir dung céac thiét bi nay. Yoon
& Cole (2008) md ta diéu nay la kién thuc
thuyét phuc, trong d6 dé cap dén xu hudng va
chién thuat dé chéng lai nhirng nd luc thuyét
phuc. Thong qua kinh nghiém va kién thirc
tich lily duoc nhiéu hon, khach hang 16n tudi
¢6 nhiéu kha ning chéng lai nhitng nd luc
thuyét phuc.

Tu cac gia thuyét trén, mo hinh nghién
cuu duoc dé xuat.

Hinh 1. M6 hinh nghién ctru dé xuét

Chat lugng eWOM H2

\

HA

Chuyén mon nguai giri thong

3

\.

Suw chap nhan théng tin
eWOM

= Y dinh mua hang

tin [~~~
e
Su tham gia -

S6 lwong eWOM

3. Phwong phap nghién ciru

B¢ thang do

Céc thang do trong nghién ctru nay duoc ké
thira tir cac thang do dua trén co s 1y thuyét,
cac nghién ctru vé truyén miéng dién tir
(eWOM). Cu thé, thang do chit lugng eWOM

|
i
|
Gidi tinh, do tudi

(QL) dugc do bang 7 bién dua trén nghién ciru
ctia Park & cong sy (2007). Thang do s6 luong
eWOM (QN) gom 3 bién quan sét trén co s&
thang do cua Lin & cong su (2013). Thang do
chuyén moén ctia ngudi giri (SD) voi 5 bién
quan sat cling dugc tham khao tir nghién ctru
cua Lin & cdng sy (2013). Thang do sy tham
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gia (IV) gébm 7 bién quan sat dya trén nghién
ctru cua Kapferer & Laurent (1985). Thang do
su chip nhan eWOM (AD) gom 4 bién quan
sat duoc xay dung dua trén co s¢ thang do
ciia Cheung & cong su (2009) cung két qua
nghién ctru so bd sau khi loai mot bién quan
sat ra khoi thang do, bdi theo cac hdi dap vien
thi phat biéu nay gay kho hiéu, va khi loai
thang do nay khong anh hudng nhiéu vé mat
ndi dung cia thang do. Cubi cung, thang d6 y
dinh mua hang (IT) gdm 5 bién quan sat dugc
xay dung dua trén su tham khao nghién ctru
cua Lin & cong su (2013). Xem Phu luc.

Thang do duoc diéu chinh va bo sung cho
pht hop véi bbi canh tiéu dung tai thi truong
Viét Nam bang két qua cua nghién ctru dinh
tinh thong qua ky thuat thuat phong van
chuyén gia nham phat hién, diéu chinh va bo
sung cac bién quan sat nghia dung dé thyc
hi¢n do luong céc khai ni¢m nghién ctru, cho
phu hop voi thi truong Viét Nam. Sau do, k¥
thuat thao luan nhom dugc su dung dé kiém
tra va danh gia lai cach st dung tir ngr trong
tirng cdu hoi cua ting quan sat nham dam
bao cac dbi tugng khi duge phong van bang
bang cau hoi hiéu dung va rd.

Nguén sé liéu khdo sat

Nghién ctru dinh luong chinh thirc duoc
tién hanh tai thanh phé HO6 Chi Minh thong
qua phat phiéu khao sat cing phong van truc
tiép va khao sat truc tuyén bang cong cu
Google Docs. Déi tuong khao sat 1a nhiing
nguoi tiéu dung da co6 kinh nghiém tham
khao cac thong tin truyén miéng dién tir
(nhitrng binh luan, danh gia..) cia nguoi ti€u
dung khac trude khi dua ra quyét dinh mua
hang trong vong 3 thang gan nhét khi dugc
khao sat. Téng sb luong phiéu diéu tra thu
duoc 1a 350 phiéu trong d6 c6 240 phan hoi
1a phat phiéu khao sat, 110 phiéu phan héi thu

duoc tu khao sat truc tuyén. Tuy nhién, sau
khi sang loc va loai bo cac phiéu khong hop
18, sb luong phiéu hop 1¢ cudi cung la 320
phiéu, duoc dung trong phan tich chinh thirc.
Nhitng phiéu hop 1& nay dugc nhap liéu va
phan tich bang phan mém SPSS 20 va AMOS
20. Trong d6, cong cu Cronbach’s Alpha dugc
sir dung dé kiém tra do tin cdy céc thang do,
gia tri hoi tu va phan bi¢t ctia thang do duoc
kiém tra qua cac budc phan tich nhan té EFA
va CFA. Sau d6 cac gia thuyét nghién ctru
duoc kiém dinh v&i mé hinh céu tric tuyén
tinh SEM.

4. Két qua nghién citu va thio luin
Kiém dinh thang do

Phan tich Crobach anpha cho thiy céc
thanh phan cua cac khai niém déu thoa man
yéu cau vé do tin cdy Cronbach Alpha (tir
0,737 dén 0,9) >0,6 (Nunnally & Bernstein,
1994). Hon nita, tat ca hé sb tuong quan bién -
tong déu dat yéu cau (16n hon 0,3) (Nunnally
va Bernstein, 1994).

Két qua phan tich EFA cac bién quan sat
SD5 (thang do chuyén mon ctia nguodi gui,
IT2 (thang do ¥ dinh mua) c6 hé sb tai nhan
t6 khong dat yéu cau (< 0.4) cung cac bién
quan sat SD4 (thang do chuyén mon nguoi
gtri), AD2 (thang do su chip nhan eWOM)
c6 hién tugng Cross - Loading, chénh 1éch
trong s6 <0,3 (Nguyén Dinh Tho & Nguyén
Thi Mai Trang, 2011). Ngoai ra, xem xét gia
tri ndi dung cta cac bién quan sat nay thi khi
loai ra khong anh huong nhiu dén gia tri
thang do. Vi vay cac bién nay lan luot bi loai
ra. Sau khi loai cac bién SD4, SD5, AD2, IT2
két qua kiém dinh KMO trong phan tich nhan
td EFA cho thdy hé s6 KMO = 0,895 (> 0,5)
v6i mirc y nghia bang 0 (sig = 0,000) cho thy
cac yéu t thich hop dé tich nhan t6 EFA. Sau
yéu td duge trich tai mic Eigenvalues 1,032
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(>1) va phuong sai cai thién sau khi loai bién
ra 12 59,097 % dat yéu cau (> 50%) (Nguyén
DPinh Tho & Nguyén Thi Mai Trang, 2011).
Mirc tai nhan t6 bién thién tir 0,477 dén 0.813
déu > 0,4 va chénh léch trong sb déu > 0.3.
Diéu nay cho thiy cic bién quan sat déu dat
yéu cau va két qua con cho thdy cac thang do
dat do hoi tu, khong bi chia tach va thich hop
dé tién hanh phan tich tiép theo.

Két qua CFA cho thiy mé hinh do luong
dat dugc d6 tuong thich véi dir li€u thi truong:
x2320 = 491,135 (p =0.000), CMIN/df=1,600
<2. Céc chi sb: GFI, TLI, CFI lan luot la:
0,902; 0.932 va 0.940 déu > 0.9, RSMEA =

QUAN TRI KINH DOANH

0.043 < 0.08 (Nguyén Dinh Tho & Nguyén
Thi Mai Trang, 2011). Pdng thoi, trong sb
CFA cua tit ca cac bién quan sat déu 16n hon
0,5 (thdp nhat 1a AIT1 = 0,515) va c6 ¥ nghia
thong ké (p=0,000) (Hair & cong su, 2010).
Khéng dinh gié tri hdi tu cia thang do su
dung trong m6 hinh nghién ctru. Pong thoi,
hé sb trong quan cua cac khai niém trong mé
hinh déu nho hon khéac véi 1 (Nguyén DPinh
Tho & Nguyén Thi Mai Trang, 2011). Nhu
vay, cac khai niém dat gié tri phan bi¢t. Ngoai
ra, két qua kiém dinh do tin cay téng hop va
phuong sai trich déu phu hop cho thiy céc
thang do ctia cac khai niém déu dat yéu cau
vé gia tri va do tin cay.

Hinh 2. Két qua CFA mé hinh do lwdng téi han (chuin héa)
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Chi-square=491,135 ; df=307 ; P=,000 ;
Chi-square/df=1,600 ;

GFI=,902 ; TLI=,932 ; CFI=,940
RMSEA=,043
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Kiém dinh mé hinh 742,905, CMIN/Af = 2,358 < 3; TLI = 0,846,
CFI=10,862 > 0,8 va RMSEA = 0,065 <0,08
(Hu & Bentler,1999). Do d6, c6 thé két luan
mo hinh dé xuat thich hop voi dir 1idu thi
thdy mo hinh c6 315 bac ty do, Chi-square = trudng (Hinh 3).

Mo hinh 1y thuyét dugc kiém dinh bang
mo hinh SEM.. Két qua phan tich SEM cho

Hinh 3. Két qua kiém dinh ciu tric (SEM) cho mé hinh 1y thuyét (chuén héa)
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Chi-square=742,905 ; df=315 ; P=,000 ;
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Két qua kiém dinh gia thuyét cho thdy tt ca cac moi quan hé cac mdi quan hé déu co ¥
nghia thong ké (p < 0,05), nghia la cac gia thuyét (H1, H2, H3, H4, H5, H6, H7) vé mdi quan
hé ctia céc khai niém dé ra trong mé hinh Iy thuyét déu duoc chap nhan trén Bang 1.

Bang 1. H¢ so hoi quy ctia cac moi quan hé (chua chuan héa)

Gid |\ e s cita cde khai nitm Ubc | Saisd | Giatri | Micy | Kiém
thuyét 1 ; ; lwong | chuan | téi han | nghia dinh
1 | Swehap nha“;ZOMe Ydinh 55151 0,081 | 2,651 | 0,008 | Chép nhan
Chét lugng eWOM-> Su chip L
H2 nhan cWOM 0,169 | 0,056 | 3,014 | 0,003 | Chap nhan
H3 | Chét luong eWOM-> Y dinh mua | 0,246 | 0,063 | 3,893 | 0,000 | Chap nhan
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Gl |\ e e cita cde khai nitm Udbc | Saisd | Giatri | Mecy | Kiém
thuyét 1 : : lwong | chuén | t6i han | nghia dinh
S6 lugng eWOM~> Su chip nhan £ A
H4 CWOM 0,142 | 0,051 | 2,756 | 0,006 | Chap nhan
H5 S6 lwong eWOM-> Y dinh mua | 0,218 | 0,058 | 3,771 | 0,000 | Chéap nhan
Chuyén mon ctia nguoi gii 2 Su XA
Ho6 chép nhan eWOM 0,238 | 0,069 | 3,431 | 0,000 | Chap nhan
Sy tham gia > Sy chp nhan £ A
H7 CWOM 0,562 | 0,097 | 5,822 | 0,000 | Chap nhan

Mot cach téng quat, chét lugng eWOM,
s6 luong eWOM, chuyén mén cia ngudi
guri, sy tham gia giai thich 44,3% phuong sai
cua su chép nhan eWOM. Con su ch?ip nhan
eWOM, chét lugng eWOM, sb lugng eWOM
giai thich gan 33% y dinh mua cta ngudi tiéu
dung. Trong cac nhan té anh huéng dén su
chap nhan eWOM thi sy tham gia tac dong
manh nhat vao su chap nhian eWOM (B
=0,503), tiép theo 1a chuyén mon cia ngudi
gtri (B =0,280), con chat luong eWOM va s6
lugng eWOM c6 tac dong gan nhu nhau dén
su chap nhan (B 1an lugt 14 0,206 va 0,203).
Ve tac dong cua chét luong eWOM, ) lugng
eWOM va su chdp nhan eWOM tdi ¥ dinh
mua thi sd lugng eWOM c6 tdc dong manh

nhat (B = 0,335), sau d6 1a chit lugng eWOM
(B=0,321), cudi cung la sy chép nhan eWOM
(B = 0,229).

Bén canh d6, nghién cru con st dung
kiém dinh Bootstrap voi ) lugng mau lap lai
N = 1000 nham danh gia tinh bén viing cta
md hinh ly thuyét, danh gia do tin cy ciia cac
wéc lugng trong md hinh. Két qua cho thiy
do lech tuy xudt hién nhung rat nho nén co
thé két luan cac wédc lugng trong mo hinh cd
thé tin cdy duoc.

Pé danh gia mirc d0 tac dong ciia cac nhan
t6 eWOM t6i y dinh mua ctia nguoi tiéu dung,
phan tich tac dong truc tiép, gian tiép va tong
hop dugc chung toi st dung.

Bang 2. Tac dong truc tiép, gian tiép va tong hop giira
cac khai niém trong moé hinh nghién ciru

Bién phu L an Chat S6 lirong (;huyen .| Sutham Su c{zap
thube Tac dong lwong WOM | Mon nguo . nhdn

' ewoM | € giii gt eWOM
, Truc tiép 0,206 0,203 0,280 0,503 0,000
S chap Gian tié 0,000 | 0,000 0,000 0,000 0,000

nhan eWOM _ p ’ ’ ’ ’ ’

Téng hop 0,206 0,203 0,280 0,503 0,000
Truc tiép 0,321 0,335 0,000 0,000 0,229
Y dinh mua Gian tiép 0,047 0,047 0,064 0,122 0,000
Téng hop 0,368 0,382 0,064 0,122 0,229
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Két qua tir bang 2 cho thdy, trong cac nhan
t6 cia eWOM anh hudng dén ¥ dinh mua thi
s6 lwgng eWOM c6 mirc tac dong manh nhat
(B = 0,382), ké dén 1a chat lugng eWOM (véi
B = 0,368), thi ba 1a 13 sy chdp nhan eWOM
(B =0,229). Nhan t6 anh hudng thap nhét dén
y dinh mua la chuyén mon ctua nguoi gui (B
= 0,064). Riéng nhan t6 su tham gia, mac du
tac dong dén ¥ dinh mua khong cao (voi B
=0,122) nhung lai 14 nhéan t6 quan trong, c6
tac dong manh nhét dén su chép nhan eWOM
trong cac nhan t6 eWOM tic dong dén su
chap nhan (B' = 0,503). Piéu nay cho thay mot
cach 13 nét tac dong cuia cic nhan t6 eWOM
dén y dinh mua hang va tim quan trong dic
bi¢t cuia thong di€p eWOM trong anh hudng
dén y dinh mua ctia nguoi tiéu ding

Ngoai ra, nghién ctru nay con tién hanh
phan tich da nhom dé kiém tra vai tro diéu
tiét ctia giGi tinh (nam va nir) va do tudi (<25
tudi va >=25 tudi) trong mdi quan hé giira
eWOM dén su chap nhan va y dinh mua hang
ciia nguoi tidu dung. Két qua cho thay cac
méi quan hé gitra (1) Sy chiap nhan eWOM
dén y dinh mua hang, (2) Chat lugng eWOM
dén su chép nhan, (3) Chét lugng eWOM
dén y dinh mua, (4) S6 lugng eWOM dén
sur chép nhan eWOM, (5) So lugng eWOM
dén y dinh mua, (6) Chuyén mén ciia ngudi
gui dén su ch?ip nhan eWOM, (7) Su tham
gia dén su chap nhan eWOM, khong thay d6i
theo gi6i tinh, nhung khac biét theo do tuoi.
(Bang 3).

Bang 3. Su khac biét cac chi tiéu twong thich (bét bién va kha bién tirng phan)

Bién kiém dinh M6 hinh so sanh Chi-square Df p

Truc tiép 0,206 0,203

Giéi tinh Bit bién timg phan 1164,070 637 0,000

(Nam - Nir) Kha bién 1154,094 630 0,000

Gia tri khac biét 9,976 7 0,190
Gian tiép 0,047 0,047

Do tudi Bét bién ting phan 1212,181 637 0,000

(<25 tuéi - >=25 tuéi) Kha bién 1161,268 630 0,000

Gia tri khac biét 50,913 7 0,000

Thdao lugn

Két qua nghién ctru cho thdy su tuong
thich cia mo hinh nghién ctru véi thong tin
thi truong va tat ca bay gia thuyét vé moi
quan hé cua cac khai ni¢m trong mo hinh
Iy thuyét duoc chap nhan. Khang dinh chét
lugng eWOM, ) lvong eWOM, chuyén mon
cua nguoi gui, su tham gia, c6 anh hudng
dén su ch:?ip nhan cua eWOM va tir d6 anh
huong dén ¥ dinh mua hang. Ngoai ra, chat

lugng eWOM, sb lugng eWOM ngoai anh
huong dén y dinh mua hang qua sy chip
nhan eWOM, con c6 anh hudng truc tiép dén
¥ dinh mua hang. Két qua nay phu hop véi
nghién clru cua céc tac gia trude day. (Park
& cong su, 2007; Cheung & Thadani, 2009;
Fan & Miao, 2012; Fan & Miao, 2013, Lin &
cong su, 2013).

Hai 1a, trong cdc nhan t6 anh huong dén
su chép nhan eWOM thi sy tham gia tac
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dong manh nhat vao su chép nhan eWOM,
tiép theo 12 chuyén mon cua ngudi gui, con
chat lugng eWOM va s6 lugng eWOM co tac
dong gan nhu nhau dén su chap nhan. Ve tac
dong cua chét lrong eWOM, sb luong eWOM
va su ch?ip nhan eWOM t61 y dinh mua thi
) lugng eWOM c6 tac dong manh nhat sau
d6 1a chét luong, cudi cung 1a sy chip nhan
eWOM. Tuc khi nguoi tidu dung nhan thay
thong diép truyén miéng dién tior, nhiing
danh gia, binh luan 13 dé hiéu, rd rang, co
chét luong, ) lwong binh luan vé san phém
nhiéu cling nhu sy chap nhan nhiing thong
tin truyén miéng dién tir cao thi s& lam ting
dinh mua ctia ngudi tiéu dung. Diéu nay nhat
quan véi cac nghién ctru cua Erkan & Evans
(2016); Fan & cong su (2013); Cheung & cong
su (2009), Cheung & cong su (2008).

Ba 1a, vé tac dong truc tiép, gian tiép va
tong hop gitta cac khai niém, két qua chi
ra s6 luong eWOM co tac dong tong hop
manh nhat dén y dinh mua hang, ké dén 1a
chat lugng eWOM, tiép theo la su chép nhan
eWOM, thip nhat la chuyén mon cia nguoi
gtri. Riéng su tham gia, mic du tac dong dén
y dinh mua, nhung lai Ia nhan td co tac dong
16n nhat d&én su ch:?ip nhan thong tin eWOM
ctia ngudi tiéu dung. Két qua nay cho thay mot
cach 13 nét tac dong cuia cac nhan t6 eWOM
dén y dinh mua hang va tim quan trong dic
bi¢t ciia thong di€p eWOM trong anh hudng
dén y dinh mua (Chevalier & Mayzlin, 2006;
Cheung & cdng sy, 2009; Fan & cOng su,
2013) cling nhu viéc can luu tAm dén sy tham
gia cua nguoi tiéu dung. Mat khac, sy tac
dong thap nhét ciia chuyén mon ngudi giri
dén y dinh mua hang c6 thé 1a boi véi tinh
chat dién tir cia eWOM thi nguoi nhan rat
kho danh gia vé do tin cdy cta cac nguon tin,
cling nhu cac thong tin dugc cung cip. Mbi
quan hé gitra nguoi truyén dat va nguoi nhan
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trong qua trinh eWOM dugc coi 13 yéu boi
vi bét ctr ai ciing c6 thé dang cic thong diép
va bat cr ai cling c6 thé nhan dugc nhirng
thong di¢p do (Chatterjee, 2001). Chinh vi
vay khién chuyén mén cua nguoi giri - mot
cai kho kiém chirng trong méi truong eWOM
tré thanh nhéan t6 anh hudng thap nhat dén y
dinh mua hang.

Cudi cung, vé phan tich da nhom, két qua
nghién ctru cho thdy khong c6 sy khac biét
mod hinh nghién ctru theo nhom gidi tinh.
Diéu nay c6 nghia 12 anh hudng cua cac nhin
t6 ctia eWOM dén sy chap nhan eWOM va ¥
dinh mua hang 1a nhu nhau ddi v6i nguoi tiéu
dung nam va nit. Tuy vay, két qua da nhom
cho thiy c6 su khac biét dang ké theo do tudi.
Pay 1a dong gop khong chi vé mat hoc thuat
ma con ca vé thyc tién cho nhitng nha tiép thi
trong viéc sir dung truyén miéng dién ta nhu
mot cong cu tiép thi hiéu qua.

5. Ham y quéan tri

Trude hét, két qua nghién ctru chi ra thong
diép eWOM c6 anh huong 16n nhat d¢én dén y
dinh mua cua nguoi ti€u dung nén day la nhan
t6 nha quan tri cAn quan tim dau tién khi phat
trién eWOM nhu mot kénh tiép thi. Nha quan
tri can nhan dang duoc nhitng thong di¢p va
muc tiéu ¢6 anh huong 16n nhat dbi vai khach
hang dé cting c6 thém long trung thanh cia
ho. Chu dong tao ra nhiing thong diép truyén
miéng di€n tu hiru ich, chat luong dé ban than
thong diép sau khi dugc cong dong truyén
miéng dién tir tiép nhan s€ tu nhan rong )
luong két ndi.

Tht hai, c¢6 thé ting sy tham gia bang
cach tao ra sy trung thanh cia khach hang
bang nhirng trai nhiém tot vé thuong hiéu,
san phdm cong ty bang sy khac biét trong
san phém, su than thién v&i khach hang va su
hoan hao trong quan 1y. Tao ra cac san pham,
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dich vu c6 mot chat luong ndi bat trong linh
vuc cua cong ty dé tao ra duoc kha ning tu
truyén miéng va thu hat khach hang. Pong
thoi, thuc hién cac chuong trinh duoc thiét
ké danh cho khach hang nham thuc déy long
trung thanh cta khach hang véi thuong hi¢u
va thuc ddy sy truyén miéng.

Thtr ba, chuyén mon ctia ngudi gui cling
la mot yéu td cua eWOM tac dong dén su
chdp nhian eWOM va ¥ dinh mua. Nguoi
nhan thong diép truyén miéng phai tin tudng
ngudi gui va tin tudng rang ngudi gui thuc
su biét vé san phém hoac dich vu duoc hoi.
Chuyén mén ctia nguoi gui sé tao 1ong tin doi
véi nguoi tiéu dung, va thong tin cua ho dua
ra s€ dugc nguoi tiéu dung tin twong hon.
can tim kiém, tuyén cong tac vién hodc tao
mbi quan hé hop tac voi cac ca nhan, thanh
vién c¢6 anh huong trong cac cong dong, dién
dan uy tin trong xa hoi vé linh vyuc san pham
clia cong ty dé tac dong truyén miéng. Hodc
c6 thé lién két, hop tac voi cac trang danh
gi4 san pham uy tin trong linh vuc san pham
cua cong ty dang duoc nguoi ti€u dung tham
khao trude khi mua hang.

Tai li€éu tham khdo

Tht tu, két qua phan tich da nhém ham
y rang cac nha tiép thi khong can tap trung
nhiéu trong viéc dinh vi, phat trién dua vao su
khéc biét theo gigi tinh ma cht ¥ dén khach
hang & cac nhom tudi khac nhau. Tuy vao san
phém, linh vyc dang hoat dong, doanh nghiép
can phan khuc khach hang theo do tudi, hiéu
tac dong cua truyén miéng dién tr dén ting
nhom tudi khac nhau dé tir d6 c6 bién phap
tiép thi st dung kénh truyén miéng dién tur
hi¢u qua hon.

6. Han cheé nghién ciru

Thr nhit, viéc khao sat truc tuyén dua
trén sy tiép can ngiu nhién cua d6i tugng
khao sat voi duong link chia sé bang cau hoi
nén s6 lwong mau thu nhap khéng dong déu
gitta cac khu vuc dugc khao sat. Thu hai,
phuong phap ldy mau thuén tién, phi xac suat
lam cho kha niang khai quat hoa van dé con
han ché. Th{ ba, nghién ctru chua dé cap vai
tro diéu tiét cua yéu td san pham trong tac
dong ctia eWOM dén y dinh mua hang. Thi
tu, anh huong cia eWOM dén hanh vi tiéu
dung c6 tac dong khong nhé bdi thuong hicu
(Godfrey & cong su, 2013), nhung chua duogc
dé cap trong nghién ciru.
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