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ABSTRACT

The main purpose of this article is to investigate the impact of electronic
word-of-mouth (eWOM) on consumer’s purchase intention with the
mediator role of information usefulness and information adoption from the
both perspective of customers and messages. For this purpose, a
conceptual model was developed based on the integration of Information
Adoption Model (IAM) and Theory of Reasoned Action

(TRA). The study had collected time-lagged data by conducting two cross
sectional surveys in Can Tho City. SEM analysis with 355 respondents
confirms that Attitude toward information, Need of information,
Information Credibility, Information Usefulness, and Information
adoption are key elements that impact consumer’s purchase intention in
context of social network environment. Finally, academic, practical
implication and suggestions for future research are also dicussed.

TOM TAT

Muc dich cua nghién cieu la xdac dinh anh huong cua nhitng thao luan triuc
tuyén cé anh hwéng nhie thé nao dén y dinh mua hang ciia nguwoi tiéu ding.
Dé dat dwoc két qua nay, mot mo hinh nghién curu diroc phat trién dua trén
sw két hop giiva mé hinh chdap nhdn thong tin (IAM) va 1y thuyét hanh dong
hop Iy (TRA). Két qua phan tich bang phwong phdap SEM véi 355 quan sdt
dd chi ra thdi @ doi véi théng tin, nhu cau théng tin, do tin cdy cia thong
tin, tinh hitu ich ciia thong tin va sw chdp nhdn thong tin la nhing yéu to
chinh ciia eWOM tic dong dén y dinh mua hang cia nguoi tiéu ding.
Nghién ciru ciing dé xudt mot sé vng dung trong thiee tién va nhitng héng
nghién cuu trong twong lai.

Trich dan: Lé Minh Chi va Lé T4n Nghiém, 2018. T4c dong cua truyén miéng tryc tuyén dén ¥ dinh mua hang
cua nguoi dung mang xa hoi. Tap chi Khoa hoc Truong Pai hoc Can Tho. 54(1D): 133-143.

1 GIOI THIEU

truée ddy nhdm tim kiém sy thuan tién hodc thong
tin can thiet trudc khi quyét dinh mua san pham/dich

Truyén miéng dién tr (eWOM) tir 1au da dugc
danh gia 1a mot cong cu tiép thi co stre anh hudng
(Bickart and Schindler, 2001; Kumar and Benbasat,
2006; Zhang et al., 2010). Vi su phat trién manh
mgé cua internet, nguoi ti€u dung ngay nay thuong
tim kiém thong tin duogc ding tai boi khach hang
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vu (Pitta and Fowler, 2005). Cheung and Thadani
(2012) cho rang internet di cung cap mot sb nén
tang rat pht hop cho cac dang eWOM nhu blog, dién
dan, website danh gia, website mua sdm. Mot sb
nghién ctru truée diy da cho thiy anh hudng cia
eWOM tir nén ting néu trén ddi véi cac ¥ dinh mua
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hang cta nguoi tiéu dung (Bickart and Schindler,
2001; Park et al. 2007; See-To and Ho, 2014).

Tuy nhién, sy xuét hién cua nhiing mang xa héi
nhu Facebook, Twitter, Zalo... 3 gop phan thay d6i
cudc chién truyén thong va mang dén nhiing khia
canh eWOM moi. Thong qua viéc cho phép nguoi
dung lién lac v6i mang ludi xa hoi hién cé cua ho,
moi ngudi gid ddy co thé trao doi y kién va kinh
nghiém vé san phém hodc dich vu véi nguoi than,
ban be hoac thdm chi 1a nhling nguoi khong quen
biét theo rat nhiéu hinh thirc khac nhau (Chu and
Kim, 2011).

DPau nam 2011, mang x4 hoi 16n nhét thé gisi
facebook da phat dong chinh sach khuyén khich tén
that va ap dung thuat toan nham muc dich kiém soat
thong tin nguoi dung. Chinh sach nay da han ché sy
an danh va mot s hoc gia tin rang diéu nay lam cho
thong tin eWOM trd nén dang tin cdy hon (Chu and
Choi, 2011). Thuc té cho thiy, nhitng cudc dbi thoai
trén mang truyén thong xa hoi thuong dé cap dén
cac thuong hiéu (Wolny and Mueller, 2013), va diéu
nay c6 anh huong dén y dinh mua hang cia ngudi
tiéu dung (Wang et al., 2012). Mac du vay, khong
phai tat ca thong tin tir eWOM déu anh huong dén ¥
dinh mua hang cta ngudi tiéu dung. Két qua téng
quan tai liéu cho thay hién chua c6 nghién ctru tai
Viét Nam nhim déanh gia co ché tac dong gitra
eWOM va y dinh mua hang cua nguoi tiéu dung, dac
biét 1a eWOM trén cac phuong tién truyén thong xa
hoi. Do d6, dé tai nay duoc thuc hién nhim kiém
ching va danh gia mtrc d6 tac dong cia eWOM trén
mang x4 hoi dén y dinh mua hang ciia nguoi tiéu
dung.

Pé dat duoc muc tiéu néu trén, nghién clru ndy
tién hanh xay dung va kiém dinh mot mé hinh két
hop gitta mé hinh chip nhén thong tin (Information
adoption model - IAM) va Ly thuyét hanh dong hop
Iy (Theory of reason action - TRA). Két qua nghlen
ctru duge ky vong s& dong gop thém nhing hiéu biét
ve chu dé eWOM va cung cap bang chimg khoa hoc
can thiét, giup cac nha tiép thi sir dung eWOM trong
cac hoat dong internet marketing mot cach hi¢u qua.

2 COSOLY THUYET
2.1 Truyén miéng truc tuyén (eWOM) trén
mang xa hoi

Mang xa hoi dugc coi la nhiing nén tang cuc ky
phu hop cho eWOM (Kim et al.,, 2014; Erkan and
Evans, 2016). V6i mang x4 hdi, moi nguoi cd thé
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chia s¢ y kién ctia ho théng qua nhiing binh luan,
hinh anh, video hodc chi don gian 1a bam “like” mot
thong tin ndo d6. Hon nira, bang cach chuyén tiép
(share) bai viét, mang xa hdi con tao diéu kién cho
viéc lan truyén eWOM dén s6 mot luong 16n nguoi
dung (Chu and Kim, 2011). Vi nhiing tinh néng va
su tién dung nhu vy, ngay cang c6 nhidu ngudi sir
dung mang xa hoi dé thu thap thong tin, tham khao
¥ kién vé san pham/dich vu (Barreda ef al., 2015).

Truyén miéng dién tir (¢ WOM) trong nghién ctru
nay duoc xem xét ¢ khia canh thong tin va co thé
phat sinh theo nhiéu cach khac nhau. Nguoi ding co
thé cb y thong tin vé& nhan hiéu va san phdm hodc
dich vu ma ho dang trai nghiém, tim hiéu, nhung
cling c6 thé vo tinh cung cép thong tin tham khao
cho nguoi khac béng céch thé hién s& thich cua ho,
chiang han nhu tr& thanh mot nguoi theo doi
(subscriber), hodc thanh vién (member), hodc tuong
tac voi cac bai viét lién quan dén thuong hiéu thong
qua viéc nhan like va viét binh ludn (comment), hoac
dang bai (post) co chira ndi dung lién quan dén
thwong hiéu ma khong vi muc dich quang cao
thuong mai; va quan trong nhat 1 cic nha tiép thi
cling c6 thé twong tic nguoc lai voi ho bang cach
guii thong tin thong qua tai khoan chinh thirc cua ho
trén cac trang web truyén thong xa hoi (Albogami et
al., 2015).

2.2 Mo hinh chip nhan théng tin
(Information Adoption Model — IAM)

eWOM thuong chira dung nhiing thong tin co
ban duoc truyén tai gitra ngudi giri va nguodi nhan
(Bansal and Voyer, 2000). Tuy nhién, tac dong cta
thong tin ¢6 thé thay ddi khi dugc truyén tai tir nguoi
nay sang nguoi khac: Cung mét ndi dung nhung co
thé dwoc tiép nhan khac nhau va dan dén sy khac
nhau vé quan niém, y tuong giira nhiing nguoi nhén
thong tin (Cheung et al., 2008). Két qua luge khao
cac dé tai nghién ciru trudc day cho thdy c6 nhiéu
hoc gia da ap dung 1y thuyét Hanh dong hop 1y
(Theory of reasoned action —TRA) va md hinh chap
nhén cong nghé (Technology acceptance model —
TAM) dé giai thich: 1am nhu thé ndo ma mét ca nhan
bi anh hudng trong qua trinh tiép nhan/img dung ¥
twong hoac thong tin (Vi du: Ajzen, 1991; Davis F.
D., 1989). Tuy nhién, Sussman and Siegal (2003) da
nghién ctru chi d& nay & mirc d6 xa hon khi xem xét
eWOM trong mot md hinh 1y thuyét kép duoc dat
tén 1a mo hinh chip nhéan thong tin.
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Hinh 1: M6 hinh ch?ip nhén thong tin INFORMATION ADOPTION MODEL - IAM)
Nguon: Sussman and Siegal (2003)

Mo hinh IAM cho ring ca nhan c6 thé bi anh
huong boi mot thong diép theo hai hudng: trung tim
(central) va ngoai bién (peripheral) (Sussman and
Siegal, 2003). Huéng trung tdm d& cap dén nhiing
ndi dung cdt 15i cua thong diép, trong khi hudng
ngoai bién dé cap dén nhing van dé gian tiép lién
quan dén noi dung cua thong diép (Cheung et al.,
2008). M6 hinh IAM gbm 4 bién nghién ctru: Chat
lheong cia théng diép (dai dién cho hudng tiép can
trung tam), Nguon tin cdy (dai dién cho hudng tiép
can ngoai bién), Tinh hitu ich cua thong tin va Sy
wng dung thong tin.

IAM dugc nhiéu hoc gia danh gia kha cao khi ap
dung trong cac nghién ciru vé eWOM (Cheung et
al., 2008; Shu and Scott, 2014). Cu thé, Cheung et
al. (2008) da ap dung IAM khi nghién ctru hanh vi
trén cac trang dién dan thao lun truc tuyén, IAM
cling dugc Shu and Scott (2014) xem xét trong
nghién ciru truyén thong xa hoi. Nghién ctru nay
cling tap trung vao chu dé eWOM trén mang x4 hoi,
vi vay, viéc st dung m6 hinh IAM ciing duoc xem
1a phu hop. Céac yéu té trong IAM duoc 4p dung
trong nghién ctru nay 1a: chat lugng thong tin, do tin
cay cua thong tin, tinh hitu ich cta thong tin, sy ung
dung thong tin.

Mic du duoc dénh gia 1a mot mo hinh phd bién,
van ¢6 y kién cho ring md hinh nay chi méi tap
trung vao xem xét cac tinh chit cia thong tin. Erkan
and Evan (2016) cho ring nhimg anh huéng cua
thong tin khong nén chi gidi han boi nhitng déc tinh
ctia thong tin; hanh vi ctia khach hang ddi v6i thong
tin cling nén dugc xem xét. Vi vdy, mo hinh Ly
thuyét hanh dong hop 1y ciing nén duogc vién dan
nhiam giai thich nhimg yéu to khac lién quan dén
hanh vi.

2.3 Ly thuyét hanh dong hop 1y (Theory of
Reasoned Action — TRA)

Ly thuyét hanh dong hop 1y cho rang y dinh-mot
tién t6 cuiia hanh vi chiu anh huong cua: thdi dg va
chuan chii quan (Fishbein and Ajzen, 1975). Ly
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thuyét nay thuong duoc sir dung trong nhiing nghién
ctru trude day khi xem xét moi quan hé gitra eWOM
va y dinh mua hang (Cheung & Thadani, 2012), tuy
nhién cac hoc gia chi sir dung 2 thanh phan cia méd
hinh TRA 14 thai d6 va y dinh hanh vi. Yéu t6 chudn
chii quan, mot khai niém lién quan dén viéc c4 nhan
danh gia nhimg ngudi xung quanh nhan dinh thé nao
khi ho thyc hién hanh vi (Fishbein and Ajzen, 1975),
da nhan duge mot sé ¥ kién trai chidu. Miller (2002)
cho rang néu tinh cach ctia ca nhan khong bi anh
huong boi suy nghi cuia ngudi khac, thi mire do tac
dong cua chudn chii quan d6i véi y dinh 1a khong
nhiéu. Erkan & Evan (2016) ciing ting ho quan diém
nay va di bo qua, khong xem xét vai tro ciia chuan
chu quan d6i v6i y dinh truyén miéng.

Tuy nhién, Hansen et al. (2004) khi nghién ctru
¥ dinh mua hang truc tuyén lai khing dinh méi quan
hé giita chuan chu quan va y dinh mua hang. Cac
hoc gia ndy cho ring cac thong tin tac dong dén ¥
dinh mua hang online c6 thé dugc phan loai vao
nhom “thong tin kinh nghiém — experience
information” (Nelson, 1970) va trong mot nén kinh
té thong tin thi khach hang it kinh nghiém truc tuyén
s& c6 xu huéng lam theo sy huéng dan cua ban bé
hodc nguoi than. Vi mot quoc gia Dong Nam A dé
cao van héa céng dong, hién tugng y dinh hanh vi
cua ca nhan bi tac dong bdi nhitng ngudi than xung
quanh 13 diéu c6 thé xay ra va do d6 nghién ciru nay
d& xuét xem xét ca 3 bién trong mé hinh TRA: thai
d6 ddi véi thong tin, chuan chii quan ddi véi thong
tin va y dinh mua hang. Ngoai ra, cin ctt vao két qua
lugc khao tai liéu, bién nhu cau thong tin ciing duogc
thém vao nham tang tinh giai thich ctia mo hinh
(Chu and Kim, 2011; Wolny and Mueller, 2013).

2.4 Cic gia thuyét nghién ciru

Nghién ctru nay ung hd quan diém riang cac nhan
tb cua thong tin truyén miéng khong duco'so dé xac
dinh sy anh hudng cia thong tin truyén miéng 1én y
dinh mua hang, ma cac yéu t6 lién quan den hanh vi
clia nguoi tiéu dung ddi voi thong tin truyén miéng
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d6 ciing can duoc can nhic. Cac dic tinh cua thong
tin truyén miéng va hanh vi ciia khach hang dbi voi
thong tin d6 déu duoc phan tich dé phat trién mo
hinh nghién ctru. Trong nghién ctru nay, mé hinh
dugc dé xuat 1a sy két hop gitra mo hinh tmg dung
thong tin IAM (Sussman and Siegal, 2003) va mo
hinh Ly thuyét hanh dong hop 1y TRA (Fishbein and
Ajzen, 1975).

IAM giai thich cac dac tinh cua thong tin
eWOM, trong khi cac thanh phan lién quan cia TRA
thé hién hanh vi cia ngudi tiéu dung dbi voi thong
tin eWOM. Vi su két hop nay, mé hinh nghién ctru
ky vong s& danh gia mdi quan hé giita cac bién sd
sau: chat lwong thong tin, thong tin tin cdy, nhu cau
thong tin, thai 6 ddi voi thong tin, chuén chu quan
ddi véi thong tin, tinh hiru dung cta thong tin, sy
chap nhan thong tin va ¥ dinh mua hang.

2.4.1 Chdt hrong thong tin va do tin cdy cia
thong tin

Théng tin truyén miéng truc tuyén c6 thé duoc
tao ra boi hiu hét nguoi dung mang; do do, chét
lugng va do tin cay cua thong tin ngay cang dugc
quan tim nhiéu hon (Xu, 2014). Trén thyc té, nhiing
nghién ctru truée ddy di chi ra rang chit luong cia
nhitng dénh gi truc tuyén c6 tac dong tich cuc dén
y dinh mua hang cta nguoi tiu dung (Park et al.,
2007). Do d6, ¢6 thé nhan dinh rang chét luong cua
thong tin truyén miéng tryc tuyén trén mang xa hoi
1a mot trong nhitng nhan t6 quan trong anh hudng
dén y dinh mua hang cia nguoi tiéu dung. Theo
Wathen & Burkell (2002), do tin cay thong tin la
nhan t6 tién quyét trong qué trinh thuyét phuc mot
ca nhan. Do d6, dya trén md hinh chap nhan thong
tin TAM, nghién ctru nay dat ky vong rang do tin ciy
clia thong tin ¢6 lién quan tich cuc dén sy hiru ich
ctia thong tin va dan dén sy ing dung ngudn thong
tin va y dinh mua hang.

H1: Chit lwgng thong tin ciia eWOM c¢6 tac
dong tich cwc dén sy hiru ich ciia théng tin.

H2: D tin ciy cia thong tin eWOM co tac
dong tich cuc dén sy hiru ich ciia théng tin.

2.4.2 Nhu cc?u théng tin, thdi dp hieong vé
thong tin va chuan chu quan

Céc nghién ctru gan ddy da s dung nhiéu khai
niém vé nhu ciu thong tin nhu: tim kiém 11 khuyén
- Advice seeking (Hennig Thurau et al., 2004) va tim
kién nhing ¥ kién - Opinion seeking (Chu and Kim,
2011). Theo Erkan and Evan (2016), c4 nhan c6 nhu
cau tim kiém thong tin trén truyén thong xi hoi s&
¢6 xu hudng tim duge théng tin hiru ich nhidu hon
va do d6 chip nhan thong tin cao hon, va diéu nay
¢6 thé anh huong dén y dinh mua hang. Nghién ctru
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nay ciing d¢ xuét dua bién nhu cau thong tin vao mé
hinh nhu 1a mét bién doc 1ap va dat gia thuyét:

H3: Nhu ciu vé thong tin eWOM cé tac dong
tich cuc dén s hiru ich cia thong tin.

Thai d6 va chudn chu quan d6i voi thong tin
dugc d& nghi thong qua mé hinh TRA (Fishbein &
Ajzen, 1975). Thai d6 cua nguoi ti€u dung lién quan
dén eWOM dia dugc thuc hién boi mot sé hoc gia
trudc day (Park et al, 2007; Prendergast et al.,
2010), tuy nhién chuan cha quan thi gan nhu bi bo
qua va chua duoc dénh gia. Dya vao cong bd cua
Hansen, Jensen & Solgaard (2004), c6 thé nhan dinh
chuin chu quan 12 mot yéu té c6 anh hudng dic biét
dén qudc gia c6 vin hoa cong dong nhu Viét Nam.
Vi vdy, gia thuyét duoc dé xuat 1a thai do va chudn
cha quan d6i véi eWOM c6 thé tac dong tich cuc 1én
tinh hitu ich cta thong tin va y dinh mua hang cua
nguoi tiéu dung.

H4, H5: Thai d9 & chuén chi quan di voi
eWOM tac dong tich cuc dén tinh hiru ich ciia
théng tin.

H6, H7: Thai d§ & chuin chii quan dbi véi
eWOM tic dfng tich cuc dén y dinh mua hang.

2.4.3 Méi quan h¢ giita tinh hitu ich cua thong
tin va sy chap nhdn thong tin

Tinh hitu ich cua thong tin dé cap dén nhan dinh
clia mdt c4 nhan rang viéc st dung thong tin mai
g6p phan nang cao hiéu qua quyét dinh hodc hanh
dong (Cheung et al., 2008). Sussman & Siegal
(2003) nhan dinh rang tinh hitu ich ctia thong tin c¢6
thé dugc xem nhu mdt thanh ph?ln chinh trong viéc
du doan kha ning chép nhan thong tin va ké ca y
dinh mua hang (Lee and Koo, 2015) bdi vi con
ngudi ¢6 xu hudng két hop nhitng thong tin ma ho
nghi 1a hitu ich. Péc biét trong moi truong mang xa
hoi, khach hang s& phai d6i mat vi mot luong 16n
thong tin truyén miéng (Chu and Kim, 2011), do d6
kha ning ho chap nhan va umg dung khi tim thay
mot thong tin hiru ich 1 rat 16n. Tl nhitng 1ap luan
do, gia thuyét dugc dé xuat:

H8: Thong tin eWOM hiru ich ¢6 tac dong
tich cwe dén viéc rng dung théng tin eWOM.

2.4.4 Moi quan hé giita sw chdp nhdn thong
tin va y dinh mua hang

Nguoi ding truyén thong xa hoi, du ¢d ¥ hay vo
y déu dé lai mot luong thong tin trén Internet, va
nhiéu nghién ctru trudc day ciing chi ra ring eWOM
¢6 anh huong dén ¥ dinh mua hang cua ngudi tiéu
dung (See-To and Ho, 2014). Tuy nhién, khong phai
moi théng tin truyén miéng trén mang xa hoi déu c6
anh huéng dén ¥ dinh mua hang, va mirc do tac dong
1a rat da dang (Yang, 2012). Dya vao nghién ctru
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dugc phat trién boi Erkan and Evans (2016), nghién
clru ndy dé xuat gia thuyét ring nhimg khach hang
¢6 murc d§ ung dung thong tin eWOM cao thi ciing
¢6 xu hudng mua hang cao hon.

Chit lugng théng tin

. Hl
bé tin ciy

cua thdng tin H2

Tinh hiru ich
cua thong tin

) H3
Nhu céu thong tin -
! il

) \ H4
Thai &6 doi vai —
thong tin
H5

Chuin chi quan
déi véi théng tin

H8

HT
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H9: S chép nhin/irng dung thong tin eWOM
¢6 tac dong tich cwe doi voi y dinh mua hang.
2.5 Mo hinh nghién ciu

Tir nhitng phan tich va gia thuyét, mo hinh
nghién ctu dugc dé xuat nhu sau:

. Ho [
Sur chip nhin . o o s
théng tin | Y dinh mua hang

i

Hinh 2: M6 hinh nghién ciru

3 PHUONG PHAP NGHIEN CUU
3.1 Phuong phap chon miu

Nghién ciru chu yéu thyuc hién theo phwong phap
dinh lugng co6 &p dung phuong phap dinh tinh trong
qua trinh thiét ké thang do. M6t cugc khao sat lat ct
bang cach phong van tay d6i dwoc trién khai nham
thu thap dir liéu so cap. Mau quan sat duoc xac dinh
la cac ca nhan thuong sir dung mang xa hoi tai thanh
pho Cén Tho va dugc chon theo phuong phap chon
mau muyc dich. Day 1a mét phwong phap chon mau
phi xac suét, d6i twong mau dugc chon dwa trén
danh gi4 cua hoc gia (Black, 2010). Dap vién tiém
ning dugc giai thich vé muyc tiéu nghién ctru ciing
nhu xac nhan kha nang tham gia, quy trinh phong
van tay doi duogc trién khai v6i 380 phiéu khao sat
dugc phat ra nham thu thap ¥ kién dénh gia cua dép
vién ddi véi cac bién nghién ciru. Két qua cudi ciing
¢6 355 phiéu tra 101 hop 1& (ty 1& hdi dap 93%) dugc
sir dung 1am dir liéu dau vao. Ky thuat phan tich
chinh 1a mé hinh cau triic tuyén tinh - SEM (Kline,
2005) v6i phan mém SPSS 20 va AMOS 20.

3.2 Thang do

Tat ca céc thang do ding cho bién nghién ctru
trong mé hinh déu duoc thiét ké theo dang thang do
Likert v&i 5 cAp do tir “1-hoan toan khong dong y”
dén “5-hoan toan dong y”. Thang do 1a tap hop cla
mot nhom cau hoi duge tham khao ¢ diéu chinh tir
nhing nghién ctru da duoc cong b trude day nham
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tang do tin cdy ciing nhu gi trj thang do. Cu thé,
thang do “chét lugng thong tin” va “thai do dbi voi
thong tin” dya theo Park ef al. (2007), “d0 tin cay
cua thong tin” dya theo Prendergast et al. (2010),
“nhu cau thong tin” dya theo Chu and Kim (2011),
“chudn chi quan d6i v6i thong tin” dya theo
Fishbein and Ajzen (1975), “tinh hitu ich cua thong
tin” dya theo Bailey and Pearson (1983), “su chap
nhén thong tin” dya theo Cheung et al. (2009) va
bién phu thudc “y dinh mua hang” dwoc md phong
theo thang do cua Coyle and Thorson (2001). Trong
qua trinh thiét ké bang hoi, viéc tham van y kién cta
chuyén gia dich thuat va mét s6 hoc gia nghién ctru
trong linh vure marketing ciing dwoc thuc hién nhim
han ché cac vin dé ngon ngir, van hoa hodc duy ¥
chi khi chuyén ngir tir by thang do gdc tiéng Anh
sang tiéng Viét.

4 KET QUA PHAN TiCH

4.1 D) tin ciy va phan tich nhan t6 kham
pha EFA

Cronbach’s alpha 14 chi s§ dugc sir dung nhdm
danh gia d6 tin cay cua thang do. Theo Nunnally
(1978), tat ca thang do cua cac bién nghién ctru déu
du d¢ tin cay theo tiéu chuan thong ké (Cronbach’s
alpha > 0,6) dé tién hanh cac phén tich sdu hon
(Bang 1). Tuy nhién, chi s6 alpha cua _thang do
chuan chi quan 1a chua dat mirc tin cdy can thiét va
do @6 thang do nay duoc dé xuat loai bo ra khoi
mo hinh.
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Béang 1: Phan tich d§ tin ciy cia thang do
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Yéutd Code Thang do

Cronbach's Alpha Cronbach's

néu x6a bién Alpha
, Thong tin dugc chia sé trén mang xa hdi boi ban be
Chat t0i la. ..
xﬁmg INQUAO1 d& hiéu 0,540 0.657
1ONS - INQUAO2 16 rang 0,595
tin X
INQUAO3 chat luong 0,553
N T6i thuong str dung thong tin chia sé trén mang xa
Nhu cau héi khi...
thong NEEDO1 xem xét mua san phém moi 0,818
tin NEEDO02 c6 it kinh nghiém vé sén phém
Thong tin duoc chia sé trén mang xa hdi bdi ban bé
Po tin to1 13’. .. .
cé.y ctia INCREO1 thuyét phuc, c6 thé tham khao 0,383 0.908
thong INCREO02 xéc thyc 0,899 s
tin INCREO3 c6 thé tin cay 0,863
INCREO4 chinh xac 0,880
. ATTOI Tgn %uon (}Qc thoPg tin dugc chia sé trén mang xa hoi 0.627
Tbal do v€ san pham muodn mua.
déj véi ATTO02 C.ai’c thAQng tin cAhia.sé trén mang x4 hoi 1a hitu ich 0,547 0,686
thong gitp t6i ra quyet dinh mua hang. )
tin ATTO3 Thqng tin chia s¢ trén mang xa hoi gitip toi cam thay 0596
tu tin khi mua hang.
SNO1 Ngudi FhénAcﬁa toi ng}ﬁ rﬁng toi nén tham khao 0,529
2 thong tin trén mang xa hoi.
Chuan Nguoi toi xem trong khuyén t6i nén tham khao thon,
cha  SNO2 Yguot tor xem trong Kauyen 101 ne o thong 0,457 0,552
wan tin trén mang xa hoi.
q SNO3 Nhiing ngudi nhu t6i thuong doc thong tin chia sé 0379
trén mang x4 hoi. ’
Tinh Nhin chung, thong tin dugc ban bé t6i chia sé trén
hiru ich mang xa hoi la...
cua INUSEO1 httu ich. 0,822
glr?ng INUSE02 atdéang quan tam.
Su chap Thong tin chia s¢ MXH vé san pham giup t6i cam
nhan ﬂlﬁy .. . 0.640
thong ADOPO1 d¢ dang hon khi quyet dinh mua hang. ’
tin ADOP(02 mua hang mot cach hiéu qua.
Sau khi xem xét thong tin dugc ban bé chia sé trén
mang xa hdi...
Y dinh  INTO1 to1 c6 thé mua san pham do. 0,772
mua INTO02 t6i s& mua san phim do6 & 1an tiép theo. 0,776 0,824
hang  INTO03 t6i chic chan s& thir mua san pham do. 0,728
INTO4 Thong tin dugc chia sé trén mang xa hoi boi ban bé 0,843

toi la...

Tiép theo, phan tich nhan t6 kham pha EFA véi
nhém bién doc 1ap theo phuong phéap khai thac
Principal Axis Factoring va phép xoay Promax
cling duogc tién hanh dé kiém dinh gia tri thang do
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va xéc dinh Pattern Matrix. Két qua cho thiy chi sb
KMO dat mirc 0,779, céac bién quan sat dugc nhom
lai diing theo thang do ban dau vdi hé so tai trén 0,5

(Bang 2).
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Biang 2: EFA cac bién djc 1ap

Factor
1 2 3 4
INCREO03 0,924
INCRE04 0,855
INCREO02 0,803
INCREO1 0,801
NEEDO1 0,895
NEEDO02 0,779
ATTTO02 0,765
ATTTO1 0,605
ATTTO03 0,601
INQUAO1 0,665
INQUAO3 0,660
INQUAO02 0,594
Extraction Method: Principal Axis Factoring.
Rotation Method: Promax with Kaiser Normalization
4.2 Phén tich nhén t6 khfmg dinh CFA phu hop cia cAu truc thang do ciing nhu d6 phu hop
Phan tich CFA duoc tién hanh dé khing dinh sy~ U2 ™0 hinh.
81
CMIN/df = 1.730
@ TLI = 950
(©2) ® AGFI = .906
= CFl = 961
@ .
@
@)
@
@
(€9
ﬂl
3.
15
Q,
&
Q13
13
1)
%
ﬁl

Hinh 3: Két qua CFA md hinh chuin hoa
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Bang 3: Chi s6 phit hop model fit

Tép 54, S6 1D (2018): 133-143

Chi s6 phii hop Tiéu chuin Ngudn Thue té md hinh  Chi so6 phu hop
Chi-square/df <3,00%* (Ullman and Bentler, 2003) 1,730 Chi-square/df
TLI >0,95%* (Hu and Bentler, 1999) 0,950 TLI
AGFI >0,85%* (Hair et al., 1995) 0,906 AGFI
CFI > (),95%* (Hu and Bentler, 1999) 0,961 CFI
RMSEA <0,08** (MacCallum et al., 1996) 0,045 RMSEA

Céc con sb trong Bang 3 déu cho thay chi s6 phu
hop ctia m6 hinh 1a du tot va dap ung dugce cac quy

dinh chung vé thong ké dé tién hanh phan tich SEM

& budc tiép theo.

Béng 4 cho thdy d¢ tin ciy cua thong tin, nhu cau
thong tin va thai do dbi véi thong tin co tac dong
tich cuc dén tinh hiru ich cua thong tin, cac trong sb
B lan luot 14 0,226, 0,255 va 0,495 v6i P-value dat
chuén théng ké. Piéu nay ddng nghia v6i H2, H3,
va H4 duoc chip nhan. Tuy nhién, khong du bang

4.3 Két qua M6 hinh cu tric tuyén tinh SEM

Dé kiém dinh céc gid thuyét nghién ciru, ky thudt
SEM dugc st dung. Két qua cho thay mo hinh co

chi sb phu hop t6t, dap mg céc tiéu chi theo quy
dinh thong ké (Hinh 4).

1 INQUAD1 INQUA
1 IN
45
ATTTO2
e I, 7 M
ATTTO3 oy ATTT
ATTTO1
B
02 INUSE
05 -8
3 08
1 ADOPO1 NS
ADOP02
of¥!
023 INT

CMIN/f = 1.713
TLI = .952
AGFI = 907
CFl = .960
RMSEA = .045
4|
INCREO1 , j=(04)

INCREO4 ; }=(63)
' INSREOZ,} @

INCRED3 J=01)
»| NEEDO1
NEED
NEE02
5
INUSEO2,, 1
INUSEO1 1
38
INTO4 (08
INTO2 a7
INTO1 06
INTO3 05

Hinh 3: Két qua mé hinh phwong trinh ciu triic chuin héa

chimg cho thdy mdi quan hé giita chit lugng thong
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tin va tinh hiru ich cta thong tin do P-value > 0,05,
gia thuyét H1 do d6 khong dugc chap nhan. Két qua
ciing cho thay tinh hitu ich ctia thong tin c6 tac dong
dén su chap nhéan thong tin (B = 0,157, P-value =
0,002) va qua d6 anh huong dén y dinh mua hang.
Khi mot ¢ nhan chip nhan thong tin eWOM, ngudi
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d6 c6 ¥ dinh mua hang cao hon va nhu vay gia
thuyét HS8, H9 duoc chép nhan.

Quan h¢ gitra thai do ddi voi thong tin va y dinh
mua hang theo Ly thuyét hanh dong hop 1y — TRA
chua thé xac nhéan trong khu6n kho nghién ctru nay.

Bang 3: Két qua kiém dinh gia thuyét

Tdp 54, S6 1D (2018): 133-143
Tuy nhién, ciing can phai nhic riang thai do dbi voi
thong tin van c6 anh huong dén y dinh mua hang
thong qua quan hé cia bién nay véi tinh hiru ich cua
thong tin. Két qua phan tich SEM di cho thay thai
d6 d6i v6i thong tin 1a tién t6 quan trong nhat, dat
mirc trong sd B cao nhat.

Gia thuyét Estimate S.E. C.R. P
HI INUSE < INQUA 0,089 0,08 1,114 0,265 Khong chip nhan
H2 INUSE <--- INCRE 0,226 0,045 5,016 **%  Chip nhan
H3 INUSE <--- NEED 0,255 0,049 5,198 *%%  Chip nhan
H4 INUSE <--- ATTT 0,495 0,094 5244 *#%%  Chap nhan
H6 INT <--- ATTT 0,074 0,086 0,865 0,387 Khong chap nhan
H8 ADOP <--- INUSE 0,157 0,051 3,095 0,002 Chép nhan
H9 INT <--- ADOP 0270 0,123 2,187 0,029 Chip nhan

5 THAO LUAN VA KET LUAN
5.1 Thao luin két qua nghién ciru

Tac dong ciia eWOM lén y dinh mua hang cia
ngudi tiéu dung trén mang xa hoi da dugc mot )
hoc gia danh gia (See-To and Ho, 2014; Wang et al.,
2012). Tuy nhién, nghién ctru vé chu dé nay tai Viét
Nam la chwa nhidu va dy c6 thé dugc xem 1a mot
trong nhirng nd lyc nghién ctru du tién. Két qua
phan tich tr m6 hinh phuong trinh céu tric da xac
dinh rang ca dic tinh cua thong tin truyen miéng truc
tuyen va hanh vi cia nguoi tiéu dung d01 v6i eWOM
déu co6 anh huong truc tiép hodc gian tiép lén y dinh
mua sim ciia ho. Khac véi mo hinh chap nhan thong
tin IAM, chi ¢ yéu t6 do tin cy cua thong tin 13 co
twong quan ddi voi tinh hiru ich cta thong tin va qua
d6 anh huong dén sy chap nhan thong tin. Vai tro
clia chét lwong thong tin 1a khong thé két luan trong
pham vi nghién ctru nay. Két qua nay xay ra c6 thé
do thyc té 1a nguoi dung mang x3 hoi thuong nhan
thong tin eWOM tir ban b¢ trong “danh sach ban bé
- friend list” cua ho va vi vay ho c6 xu hudng cam
thdy nhirng thong tin nay 1a rd rang, d& hiéu. Bén
canh d6, két qua phan tich ciing cing c6 vai tro cua
hanh vi d6i véi thong tin eWOM: nhu cau thong tin
va thai do déi voi thong tin trén mang xa hoi 1a 2
tién td quan trong nhét trong viéc dinh hinh y dinh
mua sam.

Khi mét ca nhan c¢6 thai do tich cuc va c6 nhu
cdu tim kiém théng tin truyén miéng dién tir trén
mang xa hodi, ho cd xu hudng danh gia cac thong tin
eWOM nay 1a hitu ich va nhd d6 ma kha niang chp
nhéan thong tin 1a cao hon. D tin cdy cua thong tin
cling 1a mot yéu t6 quan trong nham danh gi4 théng
tin d6 c6 hiru ich trude khi duogc chép nhan. Cudi
cung, khi cac thong tin truyén miéng dién tir tham
khao trén mang xa hoi dugc nguoi ding chip nhan
va ing dung thi ho s€ c6 y dinh mua hang cao hon,
tham chi 1a gi6i thi¢u san phém/dich vu cho nhiing
ngudi ban khac.
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5.2 Nhirng han ché

Tuy dat duoc mot sé két qua nhung dé tai van
con nhirng han ché: 1 - Két qua nghién ciru c6 thé bi
han ché theo dja phuong vi dir liéu phan tich chi
khao sat tai thanh phé Céan Tho; 2 — Phuong phap
chon mau dugc lya chon 1a phuong phép chon mau
muc dich, day la mot phuong phap chon mau phi Xxac
sut va vi vay c6 nhiing han ché tyr nhién khi mu6n
khai quat hoa; 3 — Vai tro ctia chuan chi quan trong
nghién ciru nay 1a chua duoc kiém chimg do thang
do khong dat do tin cdy. Mic du vay, day c6 thé 1a
mot yéu t6 quan trong xét trong dic diém van hoa
tai thi truong A Poéng va do d6 can duoc tiép tuc
xem xét trong twong lai. Vi han ché néu trén, mong
rang nhimg hoc gia khac c6 thé thyc hién nhimg nd
luc nghién ctru sau hon trong tuong lai va giai quyét
nhitng diém chua tot con ton tai trong nghién ctru
nay nhim déng gop vao sy phit trién chung cua linh
vuc tiép thi, dic biét 1a linh vuc tiép thi trén mang
x4 hoi.

5.3 Két luan va dé xuit

Mac du khong phai la mdt khai niém qua mai,
nhung hinh thtre tiép thi kiéu truyén miéng dién tir
van con it nhan dugc sy quan tdm cia giéi nghién
ctru tai Viét Nam. Véi cach tiép can két hop giira noi
dung thong di¢p duge truyén miéng va cac yéu to
hanh vi d6i véi thong diép, nghién ciru ky vong co
thé dong gop dugc nhimng diém méi vao su hiéu biét
chung vé moi quan hé gitta eWOM va y dinh mua
hang ctia nguoi dung mang xa hoi.

Két qua nghién ctru da gitp xac dinh cac dic
diém cua eWOM theo quan diém cua ngudi ding
mang xa hoi va cung cdp nhitng goi y cho cic nha
quén tri nhitng giai phap vé thi truong, dic biét va
d6i voi nhitng doanh nghiép c6 tai chinh han ché.
Tir két qua phan tich, mot thong diép dugc dwa ra dé
giup tang trudng doanh sé can phai duoc cac nha
quan tri luu y 1a kénh truyén tai thong diép. Day co
thé 1a nhimg nguoi c6 anh huong 16n véi nhidu
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ngudi khac hodc co nhiéu mdi quan hé ban bé trén
mang x hoi dé ting do tin cay cua thong diép. Bén
canh d0, ciing can phai danh gia dugc cac nhom déi
tuong c6 nhu cau vé thong tin cling nhu thai do cia
ho ddi v&i mot thong diép lan truyén trén mang
thong qua lich sir sir dung mang xd hoi hoic tién
hanh cac cudc khao sat nho. Piéu nay c6 thé s& giup
cho viéc lua chon kénh truyén tai thong di¢p dugc
tang cuong higu qua hon, tao wu thé cho batky chién
Iuoc tiép thi, thong di€p duoc dua ra thi trudng. Noi
mot cach don gian, néu mot thong diép tiép thi dugc
lan truyén thong qua nhitng nguoi ding mang xa hoi
¢6 nhiéu ngudi theo ddi, uy tin, ndi dung cua théng
diép phu hop véi so thich/nhu cdu cua ngudi tiéu
dung, két hop vdi thai do sin sang tiép nhan thong
tin thi chdc chén y dinh mua hang cta ho s& ting 1én
va nho d6 ma doanh thu ctia doanh nghiép ciing sé
phat trién.

Cubi cung, nghién ciru nay da hoan thanh cac
muc tiéu nghién ctru dé ra 1 tim hiéu dugc vai tro
clia eWOM ddi v6i y dinh mua hang ctia nguoi ding
mang xa hoi. eWOM thuc té s& 1a mot cong cu hi¢u
qua khi dugc ap dung cung véi cac cong cu tiép thi
khac nhu: Tiép thi du kich, Tiép thi tin don... nhung
chua duge nhiéu doanh nghiép Viét Nam thyc hién
hodc thue hién nhung c6 cin ctr khoa hoc b6 trg. Vi
bai viét nay, hy vong cac chién thuit vé eWOM
trong tuong lai s¢ dugc ap dung nhiéu hon nita, dic
biét 1a trong cong ddng doanh nghiép nhé va vira,
doanh nghiép khai nghiép.
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