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) phé bién cia mang xd héi, nén tang danh gia, cong cu tim kiém va tri tué nhan tao
dang thay doi cach nguoi tiéu dung tiep can thong tin du lich, khi noi dung truyén miéng
ngay cang duoc thuat toan Jua chon, x }{7 hang va ca nhan hoa Nghién cu’u nay phan tich tac

dong cua do tin cdy va chat luong tin

iéu thudt todn den y dinh dwa vao truyen miéng duwa

trén thudt toan (aWOM) cya ngum tieu dung tré tai Ha Noi, dong thoi xem xét vai tro frung
gian cua cam nhdn tinh dé spr dung va cam nhdn sw hitu ich. Dir lieu thu thap tw 159 nguot
tiéu ding tugi 18-30 cho thdy: do tin cdy ciia tin hiéu thudt todn tic dong tich cuc dén cam
nhdn tinh dé sir dung. Chat lwong tin hiéu thudt todn tac dong tich cwe dén cd cam nhan tinh
dé sir dung va cam nhan sy hitu ich. Cam nhdn tinh dé sir dung lam tdng cam nhdn sw hivu ich;
cam nhgn su hity ich la yéu to truc tiép, quan trong nhat aph huong den y dinh. Cdc tac dong
gian tiép cho thay tin hieu thudt todn chu yéu anh huong deén y dinh dwa vao aWOM thong qua
chuoi cam nhan tinh dé sw dung va cam nhan sw hitu ich. Phan tich IPMA khang dinh cam
nhan sy hitu ich co tam quan trong cao nhat. Nghién cuu gop phan mo rong hiéu biét vé
aWOM va goi y cho viéc thiét ké cdc nén tang du lich so theo huong hitu ich, dé su dung, minh

bach va phu hop hon véi nhu cau cua nguoi dung tre.

Tir khéa: Truyén mzeng dyea trén thudt toan; tin hiéu thudt todn; cam nhan tinh deé sir dung;
cam nhan sy hitu ich; y dinh dwa vao aWOM; du lich s6.

Keywords: Algorithm-mediated Word-of-Mouth;, aWOM; Perceived ease of use, Perceived
usefulness, aWOM-based intention, Digital travel.

JEL Classifications: M31, 033, Z32.

DOI: 10.54404/JTS.2026.DB4V.16

1. Pat van dé

Su phat trién cua mang xa hoi, nén tang
danh gia tryc tuyén, cong cu tim kiém va tri
tu¢ nhan tao da thay doi cach nguoi tiéu dung
tiép can thong tin du lich. N¢i dung do nguoi
dung tao ra khong chi dugc tim kiém chu
dong ma con dugc thuat toan lua chon, xép
hang, cd nhan hoa thong qua cac tin hi¢u nhu
“danh chqg ban”, “dugc dé xuat”, “dang thinh
hanh”, diém’ danh gia hodc thu hang Nhimng
tin, h1eu nay la dau hiéu do nén tang tao ra
nham gitp ngudi ding danh gia nhanh mirc

do phu hop, do phd bién, do tin cdy hodc gia
tr1 tham khdo cua thong tin. Qué trinh nay
hinh thanh truyén miéng dya trén thuat toan
(algorithm-mediated word of mouth -
aWOM). Khéac vé61i WOM truyén thong chi la
ndi dung nguodi dung tao ra, aWOM dugc
trung gian hda boi cac thuat toan phan phoi
ndi dung, trong dé thyat toan dong vai tro ket
noi, chon loc va khuéch dai thong tin truyén
miéng dén nguoi tiép nhan.

Theo khao sat Traveler Value Index 2025
cua Expedia Group vdi hon 11.000 nguoi tai 11
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thi tru’(‘m%, hon 60% nguoi ti€u dung st dung
mang xa hi nhu ngudn cam hing du lich (tang
ttr 35% nam 2023), va 73% cho bict dé xyat cua
nguoi ¢ anh hudng tac dong dén quyet dinh
dat dich vu hoac c%uyén diN(Expe(cllia Group,
2025). Banh gia truc tuyén van Ja tin hiu quan
trong: 76% nguoi tiéu dung san sang tra cao
hon cho khach san cé danh gia tot hon, 75% tra
thém cho nha nghi cho thué cé dénh gié tich cy
hon (Greg Schu]ze, 2025). Bao céo tri tu¢ nhan
tao (Al) toan cau 2025 cta Booking.com voi
hon 37.000 nguoi tai 33 thi truong, trong do co6
Viét Nam, cho thay 67% da su dung Al trong it
nhat mdt hoat dong du lich. Trong nhém nay,
98% str dung khi 1ap k& hoach hoac dat dich vu,
96% sur dung trong chuyén di va 89% mong
muodn su dung Al cho lap ké hoach tuong lai
(Booking.com, 2025). Al tré thanh nguon
thong tin canh tranh: 24% xem Al dang tin cay,
cao hon blogger du lich (19%) va nguoi cé anh
hudng (14%). Tuy nhién, chi 6% hoan toan tin
tuong, 42% luon kiém tra lai va 29% do1 khi
kiém tra dau ra Al (Booking.com, 2025).

Céc nghién cuu trudc vé eWOM tap trung
vao chat lugng thong tin, do tin cdy nguodn,
tinh hitu ich va y dinh hanh vi cua nguoi tiéu
dung. Tuy nhién, trong mdi trudong nén tang
s0, nguol dung ti€p can ndi dung eWOM
khong chi phu thudc vao ndi dung hodc
ngudn phat, ma con cach thuat toan lya chon,
sap x€p, x&p hang, tom tit va dé xuat ndi
dung d6. Céac nghién ctru vé chap nhan cong
ngh¢ nhan manh cam nhan tinh dé su dung,
cam nhan su hiru ich va y dinh st dung nén
tang. Tuy nhién, ngudi dung khong tiép xtc
voi eWOM hoan toan tu nhién. Thuat toan
tham gia vao qud trinh lya chon, dé xuat, ca
nhan hoéa noi dung, quyét dinh loai thong tin
uu tién hién thi. Cac tin hiéu do thuit toan tgo
ra tr& thanh 16p thong tin maéi anh hudng dén
nhan thirc va hanh vi nguoi ti€u dung, Mac du
vai tro ndi dung, nguon tin va chat luong
eWOM da dugc nghién ctru, co ché tin hiéu
thuat toan dinh hinh viéc ti€¢p nhan aWOM
van chua duogc lam ro day du, dac biét trong
quyét dinh du lich. Khoang trong nay dat ra
nhu cau xem xét khong chi “thong tin noi gi”
ma con “nén tang lya chon, sap xép va lam
noi bt thong tin do nhu thé nao”.

boi voi nguoi tieu dung tré, aWOM ngay
cang trd thanh ngudn tham khao phd bién
trong tim kiém, so sanh va lga chon san

pham, dich vu du lich. Y dinh dua vao
aWOM khong chi phu thudc vao noi dung ma
con cach nguoi dung danh gia do tin cay va
chat luong cua tin hi€u thuat toan trén nén
tang. Khi nhitng tin hi¢u nay dugc cam nhén
dang tin cdy, nguoi dung s€ cam thay nén tang
de su dung, hiru_ich hon, gia tang y dinh dya
vao aWOM. Moi nén tang hién thi tin hi¢u
khac nhau: mang xa hoi nhan manh ndi dung
hinh anh va goi y, Google nhan manh két qua
tim kiém va danh gia, OTA nhan manh xé&p
hang va gia cd, Al nhan manh tém tat va ca
nhan hoa. Sy khéac biét nay anh huéng dén y
dinh dya vao aWOM gitta cac loai nén tang.
Nghién ctru chon Ha Noi 1am dia ban khao sat
vi day la trung tam kinh té, gido duyc, cong
ngh¢ va tiéu dung so 16n cua Viét Nam, noi
tap trung dong sinh vién va nguoi di Jam tré.
Ha No6i c6 mirc do su dung nén tang so cao va
hanh vi tiéu dung du lich chiu anh hudng
manh tir cac nén tang s6. K&t qua co,thé cung
cap bang chung thyc nghiém ban dau va goi
vy cho cdc nghién cuu mo rong & cac dia
phuong khac.

Tur nhitng phan tich trén, nghién clru nay
han tich tac dong cua dQ tin cay va chat
uong tin hi¢u thuat toan dén y dinh dya vao

aWOM cua nguoi tiéu dung tré tai Ha Noi,
lam rd vai tro trung gian cua cdm nhan tinh dé
su dung va cam nhan sy hiru ich. Bai bao
duoc ket cau gom 3§ phan: (1) Bat van dé, (2)
Tong quan 1y thuyét va mo hinh nghién ctru,
(3) Phuong phap nghién ctru, (4) Két qua
nghién ciru, (5) Thao luan, hgm y va két luan.

2. Tong quan ly thuyét va moé hinh

nghién ciru

2.1. Truyén miéng dwa trén thudt todn va

tin hiéu thudt todn trén nén ting

2.1.1. Truyén miéng dwa trén thudt toan

trong du lich | . N

. Su phat trién cong nghé truyén thong dan
dén su ra doi ¢cia eWOM (Electronic Word of
Mouth - Truyén miéng dién tir) hay con goi la
truyen thong khong tra phi tir nguoi dung truc
tuyén (Ismagilgva & cong su, 2020). eWOM
co thé duogc ti€p can bor nhi€u khach hang
tryc tiép hodc gian tiép hon vi n6 c6 thé duoc
dang tai & nhiing noi cong cdng (Erickson &
Kellogg, 2000). eWOM dwoc hieu la bat ky
phat bieu tich cuc hodc tiéu cuc nao do khach
hang tiem nang, hién tai hodc cil dwa ra vé
san pham/cong ty va dwoc lan truyén toi

=
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nhiéu nguoi, thyc thé thong qua Internet
(Wang & Rodgers, 2010).

Cac thuat toan hoc may mang no-ron dugc
hugn luyén trén dir li¢u lén ho trg tao ra hé
thong Al c6 kha nang phat hién va danh gia tu
dong mau trong van ban hodc am thanh
(Ghahramani, 2015). Cac hé thong nay tom
tait eWOM, tao dau ra vin ban thé hién dinh
dang, noi dung va gié tri thong tin. Chirc nang
duogc trien khai thong qua hé thong goi y,
chatbot AL trg ly AI/ao(lmac Al agents. Cac
cong cu AT cing danh gia tuong tac cua khach
hang v6i ndi dung dé tu dong xac dinh mirc
d6 tuong tac va lap ké hoach cho cac dau ra
trong twong lai. Theo Williams & cdng su
(2020), aWOM la hinh thitc truyén miéng ma
noi dung duoc tao ra va phan phoi bang thudt
toan, tir dir lieu, noi dung truyén thong truoc
do hoac eWOM, nham hé tro ra quyet dinh.
Theo Akdim (2021), aWOM co the dwoc hiéu
la cac thong tin, trao doi dwoc tao va chia sé
boi cong cu, ho tro ca nhdn ra quyét dinh vé
diem den va hoat déng du l;'ch. Cac cach hiéu
trén nhan manh vai tro cua cong cu thpat toan
trong taQ lap, tong hop hodc phan phoi thong
tin truyen miéng dé hd tro nguoi dung ra
guyet dinh. Do d6, aWOM khong chi 1a noi

ung Al tao ra, ma 13 qug trinh eWOM dugc
nén tang lya chon, sap x&p, tom tat, goi y va
ca nhan hoa thong qua tﬁuét togn trong du
lich. Tin hi€u thuat toan dugc hiéu 1 nhiing
dau hi€u nguoi dung quan sat tir két qua thuat
toan lya chon va t6 chirc thong tin, gitip ho
suy luan v€ mirc d6 phu hop, pho bién, do tin
cdy hoac chat luong thong tin.

Trong nganh du lich, ban tom_tat eWOM
va van ban dQ may tao,ra c6 thé ho trg viée ra
quyét dinh vé diém dén hoac dich vu. Trong
truong hop do, hinh thuc nay dugc goi la
truyén mi¢ng dua trén thuat toan. Khi duoc
Al trg ly trén thict bi di dong chia sé¢, aWOM
ket hop thém thong tin nglt canh tir trong tac
trudce cua nguoi dung nhu mo hinh du lich, dir
liéu tir thiét bi ca nhan va moi quan h¢ ban be,
cho phép cé nhan hoa ndi1 dung & muc do cao
hon. Vi du, dua trén vi tri, hanh vi tim kiém,
danh gia trudc do va dir liéu tuong tac, nén
tang co thé tu dong dé xuat diem tham quan,
tom tat danh gid noi bat hodc uu tién hién thi
ndi dung du lich phu hop véi boi canh ca
nhan nguoi dung.

2.1.2. Tin hiéu thudt toan trén nén tang

bé lam 1o hon ranh gioi gitta eWOM va
aWOM, nghién ctru phan biét hai khai ni¢m dya
trén muc do tham gia cua thut toan vao qua
trinh Iya chon, to chirc Vé; phan phoi thong tin,
thay vi chi dua trén ngyén tao ndi dung. Cac
tiéu chi phan biét quoc tong hop tai Bang 1.

Bang 1 cho thay aWOM k ong nhat thiég
1a mot Toai ndi dung hoan toan moi thay thé
eWOM, ma co thé dugc xem 1a WOM dugc
trung gian bdi thudt toan. Vi vay, khong phai
moi ndi dung dugc Al hoic eWOM xu ly
cong ngh¢ déu 1la aWOM. Trong pham vi
nghién ctru nay, thong tin dugc xgm la
aWOM khi vira mang chirc nang truyén dat
danh gia, kinh nghiém, khuyén, nghi hoac
thong tin xa hdi %en quan quyét dinh tiéu
dung, vira ¢6 su can thiép dang ké cfla thuat
toan vdo qua trinh lya chon, sa  xEp, tong
hop, dé xuat hodc ca nhan héa t ong tin ma
nguoi ding tiép can.

Tin hiéu thudt toan trén nén tang la nhimng
déu hiéu c6 thé quan sat dugc, hi %1 thanh tur
qua trinh xtr ly, lua chon va trinh bay thong
tin cuia thuat toan (Williams & cong su,
2020), Cac tin hiéu giap nguoi dung suy luan
vé muc d6 pho bién, phu hop, ¢ %at luong
hoac kha nang hiru ich clia ndi dung va diém
dén. Tin hi¢u thuat toan dugc tao ra qua cac
hé thong nhu goi y, chatbot Al, trg 1y Al hoac
tac nhan Al. Tuy nhién, aWOM khong dong
nhat voi cac cong nghé nay; day chi la co che
trung gian ma qug do thuat toan tham gia vao
viéc lya chon, x¢ép hang, tong hop, tom tat
hodc ca nhan hoa thong tin WOM. Nhéan di¢n
aWOM dua vao su hién dién cag tin hi€u cho
thay thudt toan c6 vai tro dang ké, khong phai
tén goi cong nghé. Cac tin hjéu bao gom
“danh cho ban”, “dugc dé xuat”, ndi dung
thinh hanh, thir hang, diém dénh gia tong hop,
tom tat nhan X€t, goi y ¢4 nhan hoa hodc nhan

“top” va popular

DO tin cay tin hleu nhin manh mtc do
nguoi dung tin rang tin higu la dang tin, minh
bach va phan anh tuong d6i dyng gia tr1 tham
khao. C]? t lugng tin hi€u nhan manh gié tri
chirc nang, thé hién o su phu hop, cap nhat,
day du, dung boi canh va ho trg xu ly thong
tin hleu qua.

2.2. Co sé Iy thuyet

2.2.1. Ly thuyét tin hiéu

Ly thuyét tin hiéu duoc hinh thanh tir
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Bang 1: Phdn biét eWOM va aWOM trong béi canh nén tang thudt todn

Tiéu chi eWOM aWOM
Ban chat | Cac danh gia, nhan xét, chia sé hodc kinh Thong tin WOM ma qua trinh nguoi dung
thong tin nghiém vé san phﬁmfdich vu duoce truyén tiép can chiu su trung gian dang ké cua
tai trén moi trudng tryc tuyén thudt toan
Vai tro cua | Khong phai diéu kién ot 16i dé¢ WOM ton | Thuét toan tham gia lya chon, x¢ép hang,
thuat toan | tai hoac duoc tiép cdn téng hop, tom tit, lam n6i bat, dé xut hodc
ca nhdn hda thong tin
Co ché Nguoi ding dang tai, tim kiém, chia sé | N6i dung dugc nén tang wu tién va phén
phéan phdi | hodc tiép can ndi dung truc tuyén phdi dua trén co ché thuat toan
Céa nhdn héa | Khong nhz"itl thiet phu thude vao dir liéu | Co thé sir dung lich sir tim kiem, hanh vi
va dir liéu | hodc dic diém cia timg nguoi ding twong tac, so thich, vi tri hodc bdi canh dé
nguoi dung diéu chinh n6i dung hién thi
Cong nghé | Khong phu thugc vao mét loai hé thong | Co thé duge trung gian qua hé thong goi v,
trung gian | cu thé chatbot Al, trg Iy Al hodc tac nhan Al
Dau hiéu | Danh gia, binh luan, chia sé hodc khuyén | Noi dung “danh cho ban”, “dwoc dé xuat”,
nhan dién | nghi truc tuyén “phu hop v6i ban”, dang thinh hanh, thkr
hdn& diém danh gia tong hop, tom tat danh
gid, goi y ca nhdn hoa, “top”, “popular”
Piéu kién | Noi dung WOM dugc tao va truyén tai | Noi dung WOM dong thai co sy can thiép
xac dinh qua Internet ¢0 vy nghia cua thuit toan vao viéc lya chon,
t6 chirc hodc phan phm téi nguoi ding

(Nguon: Téc gia tong hop dwa trén tong quan tdi liéu)

nghién ctou cua Spence (1973) nham giai
thich céch cac chu tﬁé trao doi thong tin trong
dieu kién bat can xung thong tin. Bat can
xtng thong tin xay ra khi mdt bén nam gilr
nhicu thong tin hon bén con lai vé chat luong,
nang luc hoac dac diém cua doi tugng trao
doi. Bén cd thong tin gt nhitng dau hi¢u
quan sat dugc, goi la tin hi¢u, dé giup bén tiép
nhan suy luan vé dac diém chua thé quan sat
hodc kiem ching truc tiép.

Theo Connelly & cong su (2011), qué trinh
truyén tin hiéu gom: chu thé phat, tin hi¢u, chu
thé tiép nhan va phan hoi. Hi€u qua cua tin
hiéu phy thudc vao mirc do quan sat duoc, su
tuong ung vai chat lugng thuc t€ va kha nang
phan biét tin hi€u tin cdy voi tin hi¢u gay
nhicu. Ly thuyét tin hi€u vi vay thuong dugc
st dung d¢ giai thich hanh vi frong nhimg boi
canh ma ca nhan phai ra quy€t dinh khi chua
c6 day du thong tin truc tiep.

Trong du lich, bat can xtng thong tin xuat
hién r0 rét vi san ham du lich mang tinh trai
nghiém. Trudc chuyén di, du khach khé co
the danh gia ddy du chat luong cinh quan,
dich vu, an toan va cam xuc thuc t€ tai diém

dén. Do 06, ho dua vao tin hiéu c6 thé quan
sat trén nén tang sO nhu hjnh anh, video, danh
gia khach truge, djém x&p hang, lyot tuong
tac va nhan dé xuat d¢ suy ludn vé suc ha
dan va phu hop cua diém d&n. Trong boi can{z
aWOM, thuat todn va nén tang dong vai tro
trung gian Iira chon, t6 chire va Tam noi bat tin
hi€u. N6i dung gan nhan “duoc d¢ xuat”, xuat
hi¢n trong danh sach “top”, c6 di€m cao hoac
hién thi nhi¢u lan dyoc du khach xem nhu
dau hiéu vé pho bién va chat Juong. Tuy
nhién, gia tri thuc sy cuia cac dau hi¢u nay
phu thudc vao liéu ngyroi dung tin rgng chung
phan anh dung thuc té hay chi 1a két qua cua
quang cao, thao ting twong tac hodc co ché
uu tien cia nén tang.

2.2.2. M6 hinh chdp nhdn céng nghé

Mo hinh chap nhan .cong nghe (TAM) do
Davis (]989) phat trién giai thich viéc ca
nhan chap nhén h¢ thong cong nghé thong tin
dua trén hai nhan thirc nén tang: cam nhén sy
hitu ich va cam nhan tinh dé sir dung. TAM da
tré thanh mot trong nhitng nén tang 1y thuyét
phd bién trong nghién ctru vé viéc chap nhan
va su dung hé thong thong tin.
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Cam nhan sy hitu ich dugc hiéu 1a mac do
mot ca nhan tin rang yiéc st dung mét hé thong
cu theé s€ cai thién két qua hoac hi¢u qua thuc
hi¢n cong viée cua hQ. Véi nén tang aWOM,
diéu nay phan anh mue d6 du khach cho rang
viéc su dung nén tang giip tim kiém thong tip
nhanh hon, so sanh diém dén hiéu qua, tiét
kiém thoi gian va lua chon phu hop hon.

Cam nhan tinh dé sir dung duoc dinh nghia
la mitc d0 mot ca nhan tin rang viéc st dung
hé thong khong dQi hoi nhiéu no lyc. Trong
nghién ctru nay, djéu do thé hién qua viéc cac
chirc_ndng tim kiém, goi y, tuong tac dé hoc
va dé thao tac. Bén canh thao tac ky thuat,
y€u t0 nay con bao ham sy dé dang trong viéc
nhan di€n va dicn giai tin hi€u thuat toan. Cac
tin hi€u thuat toan dang tin cdy hodc chat
lugng cao gitp gidm no lyc kiém ching, dién
giai va xu ly thong tin, tir d§ ndng cao cam
nhan vé tinh dé st dung cua nén tang aWOM.

2.2.3. Su tich hop giita Ly thuyet tin hiéu
va Mo hinh chdp nhdn cong nghé

Vi¢e tich hop Ly thuyét tin hi¢u va TAM
cung cap khudn kho ly thuyét toan dién nham
gidi thich co ché ing xr cua nguoi tieu dung
tré trude cac tin hiéu thuat toan trén nén tang
s0. Trong boi canh dich yu du lich ¢6,tinh vo
hinh, rti ro cao va kho kiém chiyng chat lugng
trudc khi trai nghiém, Ly thuyét tin hi¢u lam
0 cach thirc nguoi dung danh gid do tin cay
va chat lugng cua tin hi¢u thudt toan nham 61
uu hoéa chi phi xtr Iy thong tin va giam thiéu
muc do bat dinh khi ra quyét dinh. Ti€p do,
TAM gidi thich qua trinh chuyén héa cac
danh gid nhan thuc nay thanh cdm nhan vé
tinh dé st dung, sy hitu ich va y dinh dua vao
aWOM. Trong mo6 hinh tich hgp, do tin cay
va chat lyong tin hi¢u thuat toan dong vai tro
la cac tién dé dau vao; cam nhan tinh dé st
dung va su htru ich phan anh giai doan xu ly
nhan thtrc trung gian; con y dinh dua vao
aWOM dai di¢n cho két qua hanh vi muc tiéu.

Cu thé, Ly thuyét tin hi€u luan gidi nguyén
nhan nguoi tieéu dung khai thac cac dau hié¢u
do, thuat toan nén tang lam noi bat (bag gom
diém danh gid, tht hang, nhan dé xuat, xy
hudng thinh hanh hodc tom tat nhan xét) dé
suy luan vé dg tin cay, muc do pho bién, tinh
phu hop, va chat lugng cua thong tin aWOM
trong di€u kién thiéu chac chan. Dudi goc do
TAM, cac danh gia tin hi¢u nay tao tién deé
nang cao cam nhan veé tinh de su dung va cam

nhan ve sy hiru ich: khi viéc ti€p can, khai
thac aWOM @doi héi it nd luec nhan thirc va
thong tin mang lai gid tri thiét thuc cho qua
trinh tim kiém, so sanh, ra quy¢ét dinh du lich,
nguoi dung s& gia tang y dinh dua vao
aWOM. Su két hop hai 1y thuyét minh dinh rd
co ché truyén dan tir tin hi¢u thyat toan dén y
dinh hanh vi, trong d6 Ly thuyét tin hi¢u chu
€u giai thich giai doan hinh thanh nhan thirc

gan dau, con TAM giai thich su chuyén hoa tur
nhan thirc thanh § y dinh dya vao aWOM.

2.3. M6 hinh ngh(en ciru va cdg gid thuyet

Céc nghién ctru gan day cho thay qua trinh
tiép nhan thong tin tryc tuyén chiu anh huong
manh mé tur thuat toan, he thong g01 Y va co
ché ca nhan héa. Du nhiéu cong trinh da phén
tich chat lwong thong tin hay vai tro ctia Al
trong ho trg’ quyét dinh, phan 16n nghién ciru
hién hanh van xem xét riéng biét dac diém
thong tin, h¢ thong va phan ung nguoi dung.
Viéc dénh a dong thot tin hiéu thuat toan va
su chuyén } Z(%1021 thanh y dinh dua vao aWOM
con han ché, dic biét trong dich vu du lich doi
v&i nguoi tidu ‘dung tré. Trén co so Ly thuyét
tin hicu va TAM, nghién ctru de xuat mo hinh
danh gia tac dong cua do tin cay va chat lugng
tin hiéu thuat toan dén y dinh dua vao aWOM
cua nguoi tiéu dung tre tai Ha NQl Trong do,
cam nhan tinh d¢ st dung va cam nhén sy hu'u
ich dong vai tr6 trung gian giai thich co ché
chuyén hoa tur tin hiéu t%uat toan thanh y dinh
hanh vi. Qua d6, mé hinh két noi dic diém tin
hiéu nén tang voi nhan thirc nguoi dung, 1am
0 toan b tien trinh tac dong (Hinh 1).

2.3.1. Bé tin cdy cua tin hiéu thudt toan
trén nén tang

Nhing tin hiéu dang tin c@y va trinh bay
nhat quan giup nguoi dung dé dang giai may
nghia cta thtr hang, nhan dé xuat va ndi dung
wu_ tién. Viéc tiét giam nd luc xac minh va
dién giai tin hiéu grap du khach cam thay qua
trinh tuong tac, khai thac nén tang tro nén
thudn tién hon (Suasapha 2025; Dat & Tho,
2025). Vé ban chat, do tin cdy cua tin hleu
khong lam don gian } hoa cac thao tac k¥ thuat
thuan tay, ma tryc tiép t6i uvu héa nd luc nhan
thtrc trong qua trinh hiéu, kiém ching va su
dung thuat toan. Khi nguoi dung tin tudng
tinh trung thuc ctua céc dau hiéu thuat todn,
ho s& khai thac thong tin aWOM trén nén
tang mot cach dé dang hon. Vi vay, nghién
ctru dé xuat:
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TIN HIEU THUAT TOAN
TREN NEN TANG

PCAS_aWOM
B34 tin cdy cua tin hidu
thudt todn trén nén tang

QAS_aWOM

PEOU_aWOM
Cam nhin tinh dé s dyng
ciia nen tang aWoOM

H7

Hs

Chat lugng tin hicu
thudt todn trén nén tang

Cam nhdn sir hiru ich
cla nén tang aWOM

) BI_aWOM

Y dinh dua vio aWOM

cla ngudi tiéu ding tré
tai Ha Noi

H2
PU_aWOM j Hé

[l »
, H4 l
|

I

(Nguon: Tac gia)

Hinh 1: M6 hinh nghién ciru dé xudt

. H1: Do tin cay cua tin hi¢u thuat todn trén
nén tang co6 tac dong tich cyc dén Cam nhan
tinh dé s dung cua nén tang aWOM.

Bén canh do, do tin cdy cua tin hiéu thuat
toan con lam gia tang cam nhéan cua du khach
ve su hiru ich cia nén tang. Khi cac thir hang,
diém sd va goi y phan anh chinh xac dac diém
diém dén, du khach c6 thé rat ngan thoi gian
tim kiém, giam thi€u cong strc kiém chung va
nang cao hi¢u qua quyet dinh lga chon
(Connelly & cdng su, 2011; Suasapha, 2025;
Dat & Tho, 2025). Do do, nghién cuu dé€ xuat:

. H2: Do tin cay cua tin hi¢u thuat todn trén
nén tang co6 tac dong tich cyc dén Cam nhan
su hiru ich cya nén tang aWOM.

.2.3.2. Chat lugng tin hiéu thudt toan trén
nén tang

Chat luong tin hi¢u thuat todn phan anh
myure do cac dau ra va goi y do thuét togn cung
cap dugc cam nhan Ja phu hop, chyan xac,
dung boj canh va nhat quan trong ho tro lua
chon diém dén. Khai niém nay nhan manh
chat luong van hanh va chat luong dau ra, bao
g6m tinh chinh xac, mirc d0 ca nhan h(’)a, tinh
cap nhét va kha nang ho tro so sanh cac
phuong an du lich (Dat & Tho, 2025; Omran
& cdng su, 2025) Khac véi do tin cay von do
luong mure do tin tudng, chat lugng tin hiéy
tap trung vao gia tri thong tin va kha ning hd
tro qua trinh xur 1y thong tin cua ngudi dung.
Cac dac tinh nhu tinh phu hop, tinh cap nhat,
tinh day du, mtc d0 ¢a4 nhan hoa va su ro rang
cua day ra la co s¢ cot 101 dé nguoi dung danh
gia chat lugng tin hiéu.

Khi nén tang cung cap cac tin hi€u ro rang
va nhat quan, du khach c6 thé dé dang tiép
can, giai ma va khai thac cac chic nang
aWOM vdi it n6 lyc nhén thie nhat. Nhimg
go1 ¥ ca nhan hoéa dung nhu cau, duoc cap
nhgt kip thoi va trinh bay hop 1y giap giam
thiéu do phirc tap cam nhan trong qué frinh
tuong tac (Omran & cong su, 2025). Do do,
nghién ctru dé xuat:

. H3: Chat lugng tin hiéu thyat todn trén
nén tang co6 tdc dong tich cuc dén Cam nhén
tinh dé st dung ctua nén tding aWOM.,

Bén canh do, tin hi€u thuat toan chat luong
cao ho trg du khach thu hep tap hop lua chon,
dinh vi diém dén phu hop va s¢ sanh cac
phuong an hi¢u qué hon. Khi dau ra thuat
toan chinh xa¢ va ding boi canh, ngudi dun
s€ danh gia nén tang la mot cong cu hitu ic
cho qua trinh ra quyét dinh (Suasapha, 2025).
Ve ban chat, chat lugng tin hi€u phan anh
thudc tinh dau ra cta thuat toan (li¢u tin hi¢u
c6 phu hop, cdp nhat va giau gia tr1 thong tin
hay khong), trong khi cam n%én su hitu ich
the hién 1o1 ich thuc t€ nguoi dung nhan duoc
khi nang cag hiéu qua quyét dinh. Vi vay,
nghién cuu dé xuat:

H4: Chat luong tin hi¢u thyat toan trén
nén tang co tac dong tich cuc dén Cam nhan
su hitu ich clia nén tang aWOM.

2.3.3. Cam nhdn tinh dé sir dung va cam
nhan sy hitu ich cua_nén tang aWOM

Cam nhan tinh dé st dung phan anh mirc
do du khach danh gid vi¢c tim kiém, tuong
tac va khai thac cac chuc nang aWOM trén
nén tang doi hoi it nd lyc nhan thirc. Sy rd
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rang trong thit k& cong cu tim kiém, x€p
hang, tom tat danh gia ya go1 y diém dén gitp
nguoi dung khai thac nén tang mot cach thuan
tien, hiéu qua (Xu & cong sy, 2024)

Theo TAM, tinh d¢_su dung gia tang sé
thyc day cérn nhan v& su hitu ich cua hé
thong. Viéc ti€t gidm no luc thao tac cho phép
du khach tap trung khai thac céac loi ich cot 161
nhy to01 wu hda thoi gian tim ki€ém va nang cao
chat luong quyét dinh lua chon (Venkatesh &
Davis, 2000; Ghorbanzadeh & cong su,
2025). Do d6, nghién ctru dé xuat:

HS: Cam nhan tinh dé sir dung cua nén
tang aWOM c6 tac dong tich cuc dén Cam
nhan su hitu ich cua nén tang aWQM.

2.3.4. Cam nhan sy hitu ich cua nén tang, cam
nhan tinh de sw dung va y dinh dwa vao aWOM

Cam nhan sy httu ich cua nén tang aWOM
phan anh mtrc dé du khach tin rang Viéc s
dung cong cu nay giup néng cao hi¢u qua va
chat luong qua trinh lug chon diém dén. Khi
nén tang hd trg tim kiém nhanh choéng, tiét
kiém cong stc, so sanh thudn ti¢n va ua ra
lya chon phu hop, nguoi dung s€ danh gia cao
gia tri st dung ctua h¢ thong (Ghorbanzadeh
& cong su, 2025; Dat & Tho, 2025).

Theo TAM cam nhan su hitu ich 1a tién deé
cot 15 thiic day dlnh su dung. Trong bo6i
canh aWOM, kh1 nén tang mang lai gia tri
thiét thuc cho viéc 13p ké hoach du lich, du
khach c6 xu hudng tiép tuc gia ting tuong tac
va dua vao cac nd1 dung, danh gia, goi y trong
tuong lai (Chi & cong su, 2022; Sasacag &
cong su, 2025). Do d6, nghién ctru dé xuat:

H6: Cam nhan su "hitu ich cia nén tang
aWOM co6 tac dong tlch cyc dén Y dinh duwa
vao aWOM cuia ngudi tiéu dung tré tai Ha Noi.

‘Song song dé, cam nhan tinh dé sir dyng
thé hién mirc d§ nguoi ti€u dung cho rang
viéc tim kiém, ti€p nhén, gidi ma va khai thac
thong tin aWOM do thuat toan lgya_chon
khong doi hoi nhiéu thoi gian hay no luec.
Theo TAM, mot hé thong de thao tac khong
chi tac dong gian tiép qua cam nhan sy hiru
ich ma con truc tiép thuc day y dijnh st dung
(Davis, 1989) Tac dong truc tiép nay xuat
phat tir viéc tinh dé sir dung gitip giam thiéu
rao can hanh vi va chi phi xu 1y thong tin,
bién viéc tham khao aWOM thanh mot hanh
vi thyan tién, , quen thudc.

D61 v6i nén tang aWOM, tinh dé sir dung
duoc thé hién qua giao dlen truc quan, chuc

nang tim kiém thudn loi, cach trinh bay th
hang - danh gid dé hiéu cung kha nang ti€p
can nhanh cac goi y ¢4 nhan hoa (Xu & cong
su, 2024; Suasapha, 2025). Dang chu y, do1
v6i ngudi tieu dung tré tai Ha NO1 - nhom doi
tuong ti€p nhan thong tin da kénh trong di¢u
kién canh tranh chu y gay gat - nhimg nén
tang van hanh don gian, phan hoi nhanh va
trinh bay tin hiéu thuat toan rd rang s€ giup
gidm tdi nhan thirc va toi uu hoa trai nghiém.
Trai lai, quy trinh khai thac phtrc tap s€ khién
nguoi dilng tré giam tuong tadc hodc chuyén
sang nguodn thong tin khéac. Vi vay, cdm nhjn
tinh dé sir dung c6 kha nang thic day truc tiép
y dinh dya vao aWOM (Ghorbanzadeh &
cong su, 2025; Siséeac & ¢ong su, 2025).
Nghién ciru dé xuat gia thuyét:

H7: Cam nhén tinh dé st dung cua nén
tang aWOM c6 tac dong tich cuc dén Y dinh
dya vao aWOM cua nguoi tiéu dung tré tai
Ha Noi. |

2.3.5. Y dinh dya vao aWOM cua nguoi
tieu dung tre tai Ha Noi

Y dinh dya vao aWOM phan anh muc do
nguoi tiéu dung du dinh tiép tuc st dung va
coi cac thong tin, danh gia, thir hang cung goi
y ca nhan hoda trén nén tang so lam can cur cho
quyéet dinh du lich twong lai. Khai niém ndy
khong chi dung, lai ¢ hanh vi truy cap nén
tang, ma con nhan manh sy san long dua vao
cdc ndi dung truyén miéng da qua xu 1y, sap
x€p va uu tién boi thudt toan trong qua trinh
tim ki€m, so sanh va can nhac phuong an (Xu
& cong su, 2024; Dat & Tho, 2025; Hung
Cuong & cong su, 2025).

Khi hinh thanh y dinh dya yao aWOM, du
khéch c6 xu hudng dua céc diém dén, dich vu
duoc thudt toan xep hang hay dé xuat tich cuc
vao tap, hop can nhac. Ho chu dong tham
khao diém danh gia, noi dung thinh hanh, tom
tat phan xét va goi ¥ ca n %an trude khi ra
quyét dinh. Do d6, ¥ dinh dua vao aWOM thé
hién su san sang khai thiac thong tin trung
gian hoa thuat toan nhu mgt nguon tham khao
thuong xuyén, thay vi ti€p nhan ngau nhién
hay thu dong (Gﬁorbanzadeh & cong su,
2025; Sasdeac & cong sy, 2025 , Ding Th1
Thu & Tran Hoang Bao, 2025)

Poi voi nguoi tiéu dung tré tai Ha Noi -
nhom dbi tuong tim kiém thong tin da kénh
trén mang xa hoi, ban do so va ung dung dit
dich vu - cac tin hiéu thuat toan ho trg dinh vi

khoa hoc =
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ndi dung phu hop, thu hep phuong an va tiét
kiém thoi gian trong boi canh byng n6 thong
tin. Khi nén tang dap ng yéu cau vé tinh dé
s dung, sy hiru ich va tinh phu hop cua goi
¥, nguoi ti€u dung tré cang gia tang kha nang
dya vao aWOM (Vu Thi Thuy Hang &
Nguyen Thi Van, 2024; Suasapha, 2025).

. Tuy nhién, y dinh dya vao aWOM khong
dong nghia vo1 viée tudn thu tuyét doi cac goi
y thuat todn, ma dinh vi aWOM nhu mot
nguon tham khao quan tropg djnh hinh cac
ll_ra chon can can nhac va diém dén uvu tién. Vi
vy, nghién ctru nay tiép can y dinh dya vao
aWOM thong qua mic d6 nguoi tiéu dung tré
tai Ha Noi du dinh tiép tuc tham khao, tin
dung va khai thac cac ndi dung, danh gia do
nén tang goi y trong quyet dinh du lich twong
lai (Dat & Tho, 2025).

3. Phuong phap nghién ciru

Nghién cuu st dung phuong phap dinh
luong nham kiém dinh tac dong cua dg tin
cay va chat lugng tin hi¢u thuat toan dén )y
dinh dya vao aWOM, thong gqua hai bién
trung ]%ian la cdm nhan tinh dé sir dung va
cam nhan sy hiru ich. Boi tugng khao sat 1a
nguoi ti€éu dung tré tr 18 dén 30 tudi dang
sinh song, hoc tap hodc lam viéc tai Ha Noi,
tuyng tim ki€ém thong tin du lich trén nén tang
s0 va tiep xuc voi cac tin hi¢u thuat toan (nhu
noi dung “danh cho ban”, nhan de xuat, thir
hang, diém dénh gia, ndi dung thinh hanh,
tom tat nhan xét hay goi y ca nhan hoa).

. Dir liéu dugc thu thap trong thang 5/2026
bang bang hoi truc tpyen, theo phuong phap
chon mau phi xéac suat (két hop thuén {ién va
qua cau tuyet), chia s¢ qua cac cong dong du
lich, nhém ginh vién va nguoi di lam, tré. C&
mau t6i thiéu dyoc xac dinh qua phan mém
G*Power cho kiém dinh hoi quy da bién (f* =
0,15, muc y nghia 5%, cong suat kiém dinh
95%, toi da 3 bieén du bao tryc tiép) la 119
quan sat hop 1¢. Thuc té, nghién clru phat ra
200 bang hoi, thu vé 170 phicu tra 16. Sau khi
loai bé 11 phiéu khong dat yéu cau (do vi
pham tiéu clgi sang loc, thi¢u dir liéu hoac tra
101 thiéu cha y), 159 bang tra 161 hop 1¢ duogc
st dung cho phan tich chinh thirc.

Mo hinh nghiép ctru gdm nam thang do
dugc ké thira va diéu chinh phu hop voi pguoi
tigu dung tré trong bdi canh du lich sb, bao
gom: chat lugng tin hi€u thuat toan (Ah &
cong su, 2023; Chen & cong su, 2026), cam

nhén tinh deé st dung va cdm nhén sy hitu ich
(Topsakal, 2025; Orden-Mejia & cong su,
2025), cung y dinh dya vao aWOM (Orden-
Mejia & cong su, 2025a; Tedjakusuma &
cong sy, 2025). Céac bién quan sat st dung
thang Likert 5 muc (1 - “Hoan toén khong
dong y” dén 5 - “Hoan toan dong ¥”). Bang
hoi gom cac céu hoi sang loc, p at biéu do
ludng va théng tin nhan khau hoc

D& lidu duoc phan tich bang phan mem
SmartPLS Mo hinh do luong dugc danh gia
qua h¢ so tai ngoai, Cronbach’s Alpha do tin
cay tong hop (CR), phuong sai trich trung
binh (AVE) va chi s6 HTMT. Di véi mo hinh
cau trac, hiép tugng da cong tuyén (inner
VIF) du’oc kiém tra chit ché gitra hai ciu triic
d6 tin cay va chat luong tin hiéu thuat toan do
su twong dong noi ham. M6 hinh ‘[leﬂ tue
dugc danh gid qua cac chi s6 R?, f> va h¢ s
dudng dan, Ky thuat bootstrapping dugc ap
dung d¢€ ki€ém dinh y nghia thong ké va vai tro
trung %an cuia cam nhan tinh dé st dung cun
cam nhan sy hitu ich. Bén canh d6, phan tic
ban d6 tAm quan trong - hiéu suat (IPMA) voi
cau truc muc tiéu la y dinh dwa vao aWOM
duoc thuc hién nham nhan dién cag yéu to ¢o
tam quan trong cgo nhung hi¢u suat con thap
lam can ctr d€ xuat uu tién cai thién.

4. Két qua nghién ciru_

4.1, Mo ta dac diem mau

Thong ké mo ta dac diém mau khao sat (N
= 159), tai Bang 2, cho thay co cau dap vién
phan anh sat thuc t€ do6i tuong nguoi tiéu
dung tré (18-30 tudi) sir dung nén tang so tai
Ha Noi:

Ve gici tinh vq dg tudi: Co cau gidi tinh
ghi nhan sy can bang tuong doi gitra Nam (69
nguoi, 43,40%) va Nir (71 nguoi, 44,65%),
bén canh nhom Khac/Khong tiet 16 (19 nguoi,
11,95%). Vé do tudi, nhom 18- 22 tudi chiém

trong cao nhat véi 45,91% (73 nguoi), ti€p
dyen la nhom 23-25 tudi (44 nguoi, 27,67%)
va nhom 26-30 tudi (42 ngudi, 26,42%).

Ve trinh do hoc van va nghé nghiép: Trinh
dd hoc van cua dap vién tap trung chu yéu &
nhom Tot nghiép THPT (69 nguot, 43,40% -
da s0 la sinh vién dang theo hoc) va Tét
nghiép, Pai hoc (64 nguoi, 40,25%); nhom
Cao dang va Sau dai hoc lan luot chiém
9,43% (15 nguoi) va 6,92% (11 nguai). Theo
d(), co cau nghé nghiép chia lam hai nhom
chu dao 1a Sinh vién (79 nguoi, 49,69%) va

=

224 thuong mai

S6 DB4/2026



Y KIEN TRAO POI |

Bang 2: Dac diem mau nghién ciiu

T T TR
Tiéuchi | Nhém phan loai a1 Tiéu chi e bis
suit phin loai suit
Nam 69 TikTok 121
Gidgi tinh | Nir 71 Facebook 104
Khac/khéng tiet 1o 19 Instagram 82
18-22 73 Néntang | YouTube 97
Do tudi | 23-25 44 thuong ding | Google 128
26-30 42 Google Maps 111
Tot nghiép THPT 69 OTA 76
Trinh 4§ | T6t nghiép Cao ding 15 Hoi dap qua Al 72
hoc vin | Tot nghiép Pai hoc 64 Kinh nghiém Da dén 96
Tot nghiép Sau dai hoc 11 du lich Chura tirng dén 49
— 29 v_r’ri. HaNoi | C6 y dinh dén 14
: I'an suat Hieém khi 18
Nghe S g tham khao | Thinh lhoang 49
nghiép Neuoi di lam 70 - Thudng xuyén 63
] du lich Rit thuomg
Khic 10 truc t{lyén xuyén ) 28

(Nguon: Tac gia)

Nguoi di lam (70 nguoi, 44,03%), nhom khac
chiém 6,29% (10 nguoi).

. Ve kinh nghiém va thoi quen hanh vi: Da
s0 dap vién da tung dén du lich Ha Noi (96
nguot, 60,38%), 30 82% chua timg dén (49
nguoi) va 8,81% co y dinh dén (14 ngucn) Vé
tan suat tham khao thong tin du lich truc
tuyén, 57,86% dap vién dyy tri thoi quen tir
“Thuong xuyén” dén “Rat thuong xuyén”
(1an Iugt chiem 39,62% va 18,24%), 30,82%
“Thinh thoang” va 11,32% “Hiem khi”.

Vé nén tang khai thac: Google (128 luot
chQn, 80,50%), TikTok (121 Iuot chon, 76,10%)
va Google Maps (111 lugt chon, 69,81%) 1a ba
nén tang dugc ngudi ti€u dung tré sir dung pho
bién nhat dé tim kiém thong tin du lich, ké tiép
la Facebook (65,41%), YouTube (61 01%),
Instagram (51,57%), tmg dung OTA (47,80%)
va cac cong cu hoi dap qua Al (45,28%).

4.2. Kiem dinh mé hinh do lwong va mo
hinh cau truc

Mo hinh do luong dugc danh giad qua do
tin cay bién quan sat, do tin cay nhat quan ndi
tai va gia tri hdi tu trude khi ki€ém dinh mo
hinh cau trac. K&t qua tai Bang 3 cho thay h¢
sO tai ngoai dao gong tir 0,621 dén 0,897,
phan lon vugt ngudng 0 70. Ba bién
PCAS aWOM2 (0,621), PEOU aWQOM3
(0,695) va BI aWOM2 (0,699) co ) hé so tai
dudi 0,70 nhung dugg gitr lai vi dat mirc tHi
thiéu (>0 60), cac cau tric tuong Ung van
dam bao CR va AVE, dong thoi viéc giir lai

gitp tranh lam ton hai dén gid tri nd1 dung cua
thang do (Hair & cdng su, 2022). DJ tin cdy
nhat quan ngi tai dugc dam bao khi hé so
Cronbach’s Alpha (0,774 - 0,849) va CR
(0,855 - 0,892) cua tat ca cau trac déu vuot
ngudng 0,70. Cudi cung, gia tr1 hdi tu ciia mo
hinh du’oc xé4c 1ap do chi so AVE (0,547 -
0,637) déu cao hon ngudng 0,50 (Fornell &
Larcker 1981; Hair & cdng su, 2022).

Gia tri phén biét cua mo hinh duoc danh
gia thong qua ty 1¢ HTMT (Henseler & cOng
su, 2015). K&t qua tai Bang 4 cho thiy hé so
HTMT dao dong tur, 0,370 dén 0,896, trong doé
hau hét cac cap cau truc déu dudi qnguong
nghiém ngat 0,85. Duy nhat cdp
PEOU aWOM va PU aWOM co6 gia tri
HTMT dat 0,896; tuy vuot mirc 0,85 nhung
van nam trong gi6i han cho phép (< 0,90) d01
v6i cac khai niem ¢ moi quan hé cheflt ché
trong m6 hinh ly thuyét. Do d6, m6 hinh dat
yéu cau ve gia tri phan biét.

Pau tién, hién tugng da cong tuyen khong
dang ké trong mo hll’l% khi h¢ s0 Inpner VIF
dao dong tir 1,391 dén 2,252, déu dudi
ngudng khuyén nghi bang 3 (Halr & cong su,
2022). Mirc do ¢ 6n% lan ndi ham thap néy
dam bao dg tin cay cho viéc dien giai cac hé
s0 duong dan,

Ketqua} kiém dinh gia thuyet (Bang 5) cho
thdy 5/7 moi quan hé truc tiép dugc ung ho:

+ Yéu t6 du bao PEOU aWOM ( =0,392):
Ca PCAS aWOM ( = 0,446; t = 6,028; <
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Bang 3: H¢ s6 tdi ngodi va dé tin cdy cia thang do

Hé sb tai ngoai

Citn ric (Outer Loadings)

H¢ sb
Cronbach’s
Alpha

D§ tin cay
tong hop
(CR)

Phuwong sai
trich trung
binh (AVE)

PCAS_aWOMI1=0,809;
PCAS aWOM2=0,621;
PCAS aWOM3=0,897;
PCAS aWOM4=0,838

PCAS_aWOM

0,805 0,873 0,637

QAS_aWOMI1=0,727;
QAS_aWOM2=0,755;
QAS_aWOM3=0,733;
QAS_aWOM4=0,739;
QAS aWOMS5=0,743

QAS_aWOM

0,795 0,858 0,547

PEOU_aWOMI1=0,792;
PEOU_aWOM2=0,777;
PEOU_aWOM3=0,695;
PEOU_aWOM4=0,781;
PEOU _aWOM5=0,719

PEOU_aWOM

0,809 0,868 0,568

PU _aWOMI1=0,840;
PU aWOM2=0,772;
PU aWOM3=0,739;
PU aWOM4=0,782;
PU aWOMS5=0,815

PU_aWOM

0,849 0,892 0,624

BI_aWOMI = 0,778;
BI_aWOM1=0,699;
BI_aWOM1=0,830;
BI_aWOMI1=0,775

Bl aWOM

0,774 0.855 0,596

(Nguon: Téc gia)

Bang 4: Gia tri phan biet HTMT

BI_aWOM | PCAS_aWOM

PEOU_aWOM | PU_aWOM | QAS_aWOM

BI_aWOM

PCAS_ aWOM 0,370

PEOU_aWOM 0,481 0,713

PU_aWOM 0,642 0,619

0,896

QAS aWOM 0,534 0,629

0,681

0,605

(Nguén: Tac gia)

0,001; = 0,239 - tac dong trung binh) va
QAS aWOM(—0270 t=2,776; =0,006;
= 0,087 - tac dong nho) déu tac dong tich cuc,
ung ho H1 va H2 (trong d6 PCAS aWOM c6
anh hudng manh hon).

+ Yéu t0 duy bao PU aWOM (= 0,598):
QAS aWOM (= 0,249; t = 2,742; = 0,006;
= 0,104) va PEOU aWOM ( = 0603 t =
7, 485 <0,001;=0,553 - tac > dong lon) c6 thc
don tich cuc, ung ho H4 va HS. Nguoc lai,
tac dong cua PCAS aWOM khong coy nghla
thong ke (= 0,028; t = 0,494; = 0,621; =
0 001) bac bo H3.

+ Yéu té du bao BI aWOM (=0,267):
PU aWOM tac dong tich cuc rd rét (= 0 520;

khoa hoc

t = 5,558, <0,001; = 0,166), uing ho H6.
Trong khi do, PEOU aWOM khong cé tac
dong truc tiép ¥ nghia ( = 0,007; t=0,063;
0,950; = 0,000), bac bo H7 gol1 y rang { t1nh
dé sur dung chu y€u tac dong gian tiép dén y
dinh hanh vi thong qua cdm nhén sy hiru ich.

Nhu yay, mo, hinh c6 kha nang gii thich
tuong doi tot doi véi cam nhéan sy hiru ich,
trong khi kha ndng giai thich do1 v6i cam
nhan tinh dé su, dung va y dinh dya vao
aWOM ¢ murc thap dén trung binh.

Hinh 2 trinh bay két qua udc luong md
hinh cau trac, bao gom hé s6 dudng, dan
chuan hoa, muc, y nghia théng ké va hé s xac
dinh cua cac bién ndi sinh. Két qua truc quan

=

226 thuong mai

S6 DB4/2026



cho thdy cdm nhén tinh dé st dung c6 anh
huong manh nhat dén cam nhan su htru ich,
trong khi cam nhan sy htru ich 1a yéu t6 truc
tiép quan trong nhat doi voi y dinh dya vao

(¥ KIEN TRAO BT

PU aWOM va PEOU aWOM — BI aWOM
khong c6 y nghia thong ké. Nhin chung, cam
nhén sy hiru ich 1a co ché gan nhat thuc day y
dinh dya vao aWOM, trong khi cdm nhan tin%,

N

aWOM . Hai duong PCAS aWOM — dé su dung dong vai tro tien dé giup hinh
Bang 5: Két qua danh gia mo hinh cau truc
Hé sb dwong din Téng tic déng HE 50 Kich
Gia (Path coefficients) (Total effects) VIF thudéc
thuvét Mobi quan hé Ha . ndi by | R?hiéu chinh | tic
y Coot | Giati | Giati | S50 | Gidtri | Gidtri | (Inner dong
oet. t P oet: t P VIF) f
HI | PCAS aWOM - S 1,391 | PEOU aWOM
Lot SOM 0446 | 6,028 | 0,000 5392 0,239
H2 | QAS aWOM - 1,391
PEOT aWOM 0,270 | 2.776 | 0,006 0,087
H3 | PCAS aWOM — 1,723 | PU aWOM
sl 0,028 | 0494 | 0,621 e 0,001
H4 | QAS aWOM -> 1,513
SiLoit 0249 | 2,742 | 0,006 0,104
H5 | PEOU aWOM > 1,667
e 0,603 | 7.485 | 0,000 0,553
H6 | PU aWOM - 2252 | Bl aWOM
= o ek 0,520 | 5,558 | 0,000 e 0,166
H7 | PEOU aWOM - 2,252
gl 0,007 | 0,063 | 0,950 0,000
gg“f@%“;f“ - 0269 | 4488 | 0,000
}?{J‘Sﬂ—\%ﬁm Ea 0,163 | 2,656 | 0,008
g?ﬁi%ﬁom o 0,158 | 3,294 | 0,001
gf‘i\—;gﬁm = 0216 | 3,179 | 0,001
g?(;t\;_gmom B 0314 | 4,048 | 0,000

(Nguon: Tac gid)

BEAS NG PEQU_awom1 peou_awomz2| [ peou_awoma | [PEoU_awoma | PEOU_aWOM
- r ) /v
; 8697
15602 22346 21075 43553
PCAS_awom2 ;
0.446 (0,000)
PCAS_aWOM4 ' PCAS_aWOM PEOU_aWOM 57407 (0.950) 21842
| BI_aWOM2
10.623
10.028 (0.621 0.603 (0.000
o [ >2 290 —afa_awoma
14 663
QAS_aWom2 10{?3 0.520 (0.000) BI_awoMm
A BI_awom4
QAS_aWwomMm3 9.996 0.249 (0.006)
15.990
[aas_awoms]
15532 gas awom 28007 15103 14.905 20582 25971
‘
[pu_awomi|  [Pu_swomz] [pu_awom3| [Pu_awom4l  [PU_awoOMs|
A . r .2
(Nguon: Tac gia) , ,
< A , Ay A 7s £ ,
Hinh 2: Keét qua phdn tich mo hinh cau truc
khoa hoc =
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thanh sy hiru ich. Cac tin hiéu thuat toan anh
huong dén y dinh dua vao aWOM chu yéu
thong qua chudi nhan thic tin hjéu thuat toan,
tinh d€ su dung, su hitu ich dén y dinh dua
vao aWOM.

4.3. Vai tro trung gian

Bén canh viéc kiém dinh cac gia thuyét tac
dong truc tiép, nghién ciru thuc hién phan tich
bo sung cac tac dong gian tiéE nham lam &
vail tro trung gian cua cam nhén tinh dé st
dung (PEOU aWOM) va cam nhan sy hiru
ich (PU_aWOM) trong co che tac dong cua
tin hiéu thuat toan den dinh duya vao
aWOM. Céc tac dong gian tiép dugc danh gia
bang Bootstrap trong SmartPLS. Két qua tai
Béng 6 cho thay cdm nhan tinh dé str dung va
cam nhan su hitu ich dong vai tro quan trong
trong viéc trpyén dan tdc dong cua tin hi¢u
thuat toan dén y dinh dua vao aWOM. Két
(1}'18 phén tich trung gian cho thay tin hiéu

thuat toan khong tac dong dén, ¥ dinh dua vao
aWOM theo mot co ché don tuyén.
PEOU _aWOM gitp chuyen hoa céac dic tinh
cua tin hiéu thuat toan thanh cam nhan tich
cuc v€ nén tang, trong khi PU _ aWOM 1a mat
xich trung gian gan nhat va c6 vai tro noi bat
hon trong vi¢c hinh thanh Bl aWOM.

4.4. Phin tich Tam quan trong - Hiéu
sudt (IPMA)

Phan tich IPMA véi bién muc tiéu
BI aWOM gitp xac dinh thtr tur vu tién cai
thién cac cau trac dua trén hai chiéu: Tam
quan trong (Total effects) va Hi¢u suat
(Performance).

Két qua dinh lugng (Hinh 3) ghi nhén cac
thong so cu thé cua bon cau tric tién nhiém
bao gom:

PU gWOM: Tam quan trong dat 0,519
gcap nhat) nhung hiéu suat chi dat 52,2 diém

thap nhat).

PEOU_aWOM: Tam quan trong dat 0,319
va hiéu suat dat 56,6 diém.

QAS aWOM: Tam quan trong dat 0,215
va hiéu suat dat 56,5 diém.

PCAS aWOM: Tam _quan trong dat 0,157
va hi¢u suat dat 53,4 diém.

Vé dinh huéng chién lugec, PU_ aWOM la
yéu t6 cot 18i can dugc uu tién cai thién hang
dau. Do co6 tong tdc dong manh nhat dén y
dinh dya vao nén tdng nhung hi¢u suat thyc té
lai dang ¢ muc thap nhat, viéc tap trung
nguon lyc to1 uvu hda cau trac nay s€ mang lai
hiéu qua but pha 16n nhat cho BI aWOM.,
Nguoc lai, PEOU aWOM va QAS aWOM
du quan trong nhung dang c6 hiéu, suat tot
hon nén du dia wu tién, thdp hon.
PCAS aWOM c6 hiéu suét thap nhung do
tam quan trong khong cap nén kl?ong phai la
trong tam dau tu khi nguon luc bi gidi han.

Két qua IPMA ciing nhat quan voi két qua
phan tich vai tro, trung gian. Cu thé,
PU _aWOM vtra 1a cau truc ¢6 tam quan trong
cao nhat trong viéc hinh thanh Bl aWOM,
vira 1a mat xich trung gian gan nhat chuyén
hoa tac dong cua PEOU_aWOM va cac tin
hiéu thuat toan thanh y dinh dwa vao aWOM.
Trong khi d6, PEOU aWOM chu yéu dong
vai tro tién dé Jam gia tang PU_aWOM trudc
khi tac dong den BI aWOM. Su két hop giita

Bang 6: Cdc tdc dong gidn tiép

Hé s
B : Poléch | Giatri | Gia tri
Céc moi quan hé t:ic g on T p
dong
QAS aWOM -=PU aWOM -= Bl aWOM 0,129 0,052 2,486 0,013
PCAS_aWOM -> PEOU_aWOM -> PU_aWOM ->
BI aWOM 0,140 0,040 3,471 0,001
PCAS_aWOM -> PEOU_aWOM -> PU_aWOM 0,269 0,060 4,488 | 0,000
QAS aWOM -> PEOU_aWOM -> Bl aWOM 0, 002 0,033 0,057 0, 954
QAS_aWOM -> PEOU_aWOM -> PU_aWOM ->
Bl aWOM 0,085 0,041 2,052 0,040
QAS aWOM -= PEOU_aWOM -= PU_aWOM 0,163 0,061 2,656 0,008
PCAS aWOM -= PU_ aWOM -= Bl aWOM 0,014 0,030 0,476 0,634
PCAS aWOM -> PEOU_aWOM -> Bl aWOM 0,003 0,051 0.062 | 0,950 |
PEOU aWOM -= PU aWOM ->= Bl aWOM 0,314 0,077 4,048 0,000
(Nguon: Téc gia)
khoa hoc =
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(Nguon: Tac giad)

Hinh 3: Badn do tam quan trong - hiéu suat o cap do cau tric

két qua phan tich trung gian va IPMA cho
thay viéc nang cao cam nhan sy hitp ich cua
nén tang 1a trong tdm dang chu y nhat dé thac
day y dinh dvya vao aWOM cua nguoi tiéu
dung tré. )

5. Théao luan, ham y va ket luan

5.1. Thao ludn két qud nghién cuu

Nghién ctru phan tich tdc dong cua dg tin
cay va chat lugng tin hi€u thuat toan dén y
dinh dua vao aWOM cua nguoi tiéu dung tré
tai Ha NG1 thong qua tinh dé€ stir dung (PEOU)
va sy hiru ich (PU) ctia nén tang. Két qua ung
ho 5/7 gia thuyét truc ti€p, lam ndi bat vai tro
trung tam cua PU trong vi¢c chuyén hoéa tin
hi€u thudt toan thanh y dinh hanh vi.

a) Tac dong cua D9 tin cay tin hi€u thuat
toan (PCAS) )

- Anh huong dén PEOU: PCAS tac dong
tich cyc dén cam nhén tinh dé s dung. Khi
diém danh gia, x¢p hang va goi y dang tin cdy,
nguoi dung giam thieu thoi gian kiém tra, doi
chiéu. Trong boi canh du lich vo hinh va bat
dinh cao, tin hi¢u tin cdy gitp gidm no luc
nhan thirc, lam nén tang trd nén thuén tién hon.

- Quan h¢ vo1 PU: PCAS khong co tac
dong truc tiep dang ké dén PU. Nguoi tré
khong danh gi4 nén tang 1a hiru ich chi vi tin
tuong tin hicu; thay vao do, do tin cdy giup
nén tang dé sir dung trudce, 161 tinh dé su dung
moi thuc day cam nhan sy hiru ich (twong
dong voi Topsakal, 2025).

b) Tac dong cua Chat luong tin hi€u thuat
toan (QAS) .

- Anh hpong da chiéu: QAS tac dong tich
cyc tryc ti€p va gian ti€p (thong qua PEOU)
dén PU. Khi goi y phu hop, cap nhat va ding
bo1 canh, nguo1 dung vira d¢ khai thac nén tang,
vira nhan dién gia tr1 thyc té cta thong tin.

- Y nghia thyc tién: Trong du lich bién
dong nhanh vé gia ca, thoi gian va dia diém,
tin hiéu chat luong giup sang loc thong tin
hiéu qud. Phat hién nay dong nhat vdo1 céac
nghién ctru cua Li & cong su (2025) hay Chen
& cong su (2026) vé Al va h¢ thong goi y.

¢) Co ché trung gian: PEOU, PU va Y dinh
(BI_aWOM) N

- Vai tro cia PEOU: Cam nhan tinh d¢ st
dung co tdc dong manh nhat dén PU (h¢ so0 16n
nhat trong mo hinh). Viéc gidm thao tac va no
lyc tim kiém trén da nén tang giup nguoi dung
nhan di¢n rd hon gia tri hitru ich cua cong nghe
(Davis, 1989; Yan & cong su, 2024; Li & cong
su, 2025; Topsakal, 2025). Tuy nhién, PEOU
khong tac dong truc tiep co_y nghia dén
BI aWOM,; su thuan tién chi dan dén hanh vi
khi ngudi dung thay rd 1gi ich thuc t€. |

_ - Vai tro trung tam cug PU: PU la y€u t6 truc
tiép quan trong nhat doi voi y dinh dya vao
aWOM. Nguoi trg ti€p tuc tin dung thuat toan
khi ching gitp tiét kicm thoi gian, thu hep lua
chon va nang cao chat lugng quyét dinh.

d) Két qua IPMA va Gia tri giai thich cua
mo hinh |

- BJ bieén thién (R?): M6 hinh giai thich
26,7% phuong sai, cua y dinh dya vao
aWOM, cho thay van con cac yéu to ngoai
sinh khac (nhu niém tin cd nhan, rai ro cam
nhan, théi quen) anh hudéng dén hanh wvi
nguoi tiu dung. )

- Phan tich %PMA: PU cp tam quan trong
cao nhat nhung hiéu suat thap nhat, dong thoi
la mat xich gan nhat chuyén hoa tin hig¢u
thanh y dinh. Diéu nay goi y rang cac nen
tang du lich can uu tién to1 uu hoa gia tri ho
trg quyét dinh thay vi chi tap trung cai thién
giao dién thao téc.
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5.2. Ham y ly thuyét va thuc tién

Veé mat Iy thuyet, nghién cuu phat trién va
kiém dinh mo hinh gidi thich y dinh dua vao
aWOM cua ngudi tiéu dung tré tai Ha Noi
trén co s tich hop Ly thuyét tin higu va Mo
hinh chap nhan cong nghé. D¢ tin cay va chat
luong cua tin hi¢u thuat toan goép phan hinh
thanh nhan thirc nguoi dung vé nén tang,
nhung co ché tag dc}nﬁ khac nhan. D0 tin caﬁ
thuat todn chu yéu anh hudng dén su hitu ic
‘thf;n%1 qua cam nhan tinh de st dung, trong
khi chat luong tac dQng truc tiép va gian tiep.

, Cam nhan tinh de st dung tac dong manh
den sy hiru ich nhung khong anh hudng truc
tiep dén y dinh dga vao gWOQM. Nguoc lai,
cam nhan su hitu ich 1a yéu to truc ti€p quan
tr(_)n% nhat va co ché trung gian chu y¢u. Phan
tich IPMA cho thay sy htru ich c6 tam quan
trong cao nhat nhung hiéu suat con han ché.
Nguoj tiéu dung tre tigp tuc dwa vao aWOM
chy yéu vi nhan thiy nén tanﬁ malr(lﬁ lai gia tri
thiét thuc cho quyét dinh du lich, khong chi vi
dé st dung hay tin hicp dang tin,

. Vé mat thuc tién, két qua nghién clru cunﬁ
cé%rpc}t s0 goi y cho cac nén tang, so, doank
nghi¢p du Jich, ‘dop vi quan 1y diém dén va
cgc chu thé cung cap ndi dung du lich huéng
dén nguoi fi€u,dung tre tai Ha Noi.

Thir nhat, nén tapg s6 nén uu tién nang cao
su hitu ich thuc, t€ ciia chirc nding aWOM.
Khéng nén chi toi wu mirc do thu hut ma can
gu'lg nguoi dung tim kiém nhanh hon, so sdnh

¢ dang hon va dua ra,quyét dinh chat lyong
hon. Goi y nén dugce to chtrc theo nhu cay cu
thé nhu ngan sach, thoi gian, nhom dong
hanh, s¢ thich va loai trai nghiém. C4 nhan
hoa can hudng tang phu hop thay vi tao cam
giac bi dan dat qua mirc., L )

Thu hai, nén tang can thiét ke tin hi¢u
thuat toan ro réng, nhat quan va de dién giai,
Cac nhan nhu “danh cho ban”, “duogc dé
xuat”, “top” nén kém can cit phu hgp nhu
tuong dong s¢ thich hodc thoi diém cap nhat.
Giai thich ngan gon 1y do goi y c6 the giam
su mo_ho va gll:lﬁ nguoil dung nhan thay nén
tang de su dung hon. )

hir, ba, nén tang va cac doanh, nghi¢p
cyng cap noi dung can nang cao chat lugng
dau ra, thuat todn, vi QAS aWOM tac dong
truc tiép den cadm nhan tinh dé stir,dung va su
hirp ich. Ggi y du lich can ding boi canh, han
che lap lai, cdp nhat thuong xuyén. Vo1 Ha
Noi, noi dung can tinh dén thoi tiét, giao
thong, gio md cua, gia dich vu, muc 4o dong
diic va su kién. Han ché thong tin 161 thon,
trung 1ap cling gidam nhiéu thong tin.

. Thir tu, nén tang can chi trong cung ¢ do
tin cdy tin hiéu thuat toan. PCAS aWOM tac
dong tich cuc dén cam nhén tinh dé su dung
va y dinh dua vao aWOM. Diém danh gia,
thi hang, cac nhan can dugc trinh bay nhag
quan, de hiéy, tao,cam nhan dang tin. Hap ché
tin hi€u thiéu nhat quan c6 thé gidm no luc
kiém tra thong tin. ) ) )

Thir nam, doanh nghiép du lich va don vi
quén, ly diém dén can nﬁng cao gia tri thong
tin bang cach bao dam ndi dung vé diém tham

uan, am thuc, su kién co tinh cap nhpat va
phu hop bdi canh, ho tro nguoi dung dé dang
so sanh va lya chon,

. Cuoi cim%, cac bén li€n quan nén xem tinh
d¢ su dung la di€u ki¢n ho tr¢ thay vi muc
tiéu_cuo1 cung. Cai thién giap dién chi coy
nghia khi gu’g) nguoi dqn%.uép can thong tin
cO gia tri ya dua ra quyét dinh hi¢u qua hon.

.3. Két lugn, han ché va hwéng nghién
ciru tiép theo ) i

Mac du dat duoc myc ti€u nghién curu,

nghién cutru, ton tai mot so han che. .,
~ Thir nhat, dit liéu dugce thu thég theo thiét
ké cat ngang nén chua cho Ig)hép anh gia su
thay do61 nhan thirc va y dinh theo thoi gian.
hir pai, nghién cgu st dung phuong %hé;o)
chon mau phi xac suat, tap trung nhom 18-3
tudi tai Ha Noi voi quy mo han ché. Kha nang
khai quat hoéa chg ca¢ nhom tuodi va khu vuc
khac con han ché. Quy mé6 cac nhom nghé
nghiép chua du can bang dé phan tich da nhom.
Thir ba, m6 hinh g{)?\l/l thich 26,7% phuong
sal y dinh dua vao,aWOM, chq thay nhiing
yéu'td khac nhu niém tin vao nén tang, cam
nhan rii ro, sy hoai nghi doi véi thuat toan,
thoi quen str dung, quyen riéng tu va nang luc
s0 chua dugc xem x¢t. ,

~Céc nghién curu tiep theo 6 thé st dung dir
li¢u theo chiéu doc hodc thiét ké thuc nghiém
de kiém dinh quan hé nhan qui. M6 rong
khjo sat sang cdc nhom tudi, dia phwong hoéc
quoc gia khac s€ giap danh %;é tinh on dinh
mo hinh. Cac nghién ctru c6 thé so sanh gilra
c4c nen tang cu thé (mang xa hdi, OTA, ban
do so, Al) de kiém dinh li¢u, co ché tic dong
c6 khac biét. Bén canh do, bo sung bién trung
gian hodc diéu tiét nhu niém tin thult todn,
cam nhan minh bach, rui ro thong tin sé gidi
thich day du hon y dinh dya vao aWOM cua
nguoi ticu dung.
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Summary

The proliferation of social media, review
Platforms, search engines, and artificial intel-
igence is changing how consumers access
travel information, as word-of-mouth content
is increasingly algorithmically selected,
ranked, and personalised. This study analyses
the impact of algorithmic siFnal reliabilit
and quality on algorithm-mediated word-of-
mouth (aWOM) “intentions among young
consumers in Hanoi and examines the medi-
ating roles of perceived ease of use and per-
ceived usefulness. Data were collected from
159 consumers aged 18-30. The results show
that algorithmic signal reliability positively
impacts perceived ease of use. Algorithmic
signal quality positively impacts both per-
ceived ease of use and percerved usefulness.
Perceived ease of use enhances perceived
usefulness, which is the most direct and
important_factor driving this intention.
Indirect effects indicate that al{%orlthmlp sig-
nals primarily influence aWOM-based inten-
tions through the perceived ease of use-per-
ceived usefulness sequence. IPMA analysis
further confirms that perceived usefulness is
of the highest 1m&gortance. This study con-
tributes to expanding our understanding of
aWOM and offers implications for des1gn1n1g
digital travel platforms that are more useful,
user-frlendly, transparent, and relevant to
young users’ needs.
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