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TAC DONG cUA TRUVEH MIENG DIEN TU
DEN V DINH MUA HANG TRUC TUVEN
TRONG BOI CANH DAl DICH COVID-19

Ngay nhdn: 23/06/2022

Ngay nhin lgi: 26/09/2022

Ng6 Thu Hoang .
Hoc vién Ngan hang - Phan vién Bac Ninh
Email: hoangnt@hvnh.edu.vn

Ngay duyét dang: 03/10/2022

ong thuong mai dién ti, eWOM la mot trong nhitng cach dé nguoi tiéu ding (NTD) thu thdp
thong tin vé san pham. Nghién cttu nay cho rang, y dinh mua hang (YPMH) truc tuyén cua NTD

¢o chiu tdac dong cua eWOM va ciing bi chi phéi béi boi canh dich bénh COVID - 19, gian cach, lo so dich
bénh. Nghién cvuu su dung Iy thuyét TPB, IAM va thu thip dit liéu tir nhitng NTD mua hdng triec tuyén
(MHTT) dé phan tich. Két qua phdn tich SEM chi ra rdng 6 cde moi quan hé tich cuc tir sw tin cdy, chat
luong thong tin, chuyén mon cua nguoi gui thong tin dén su chap nhdn eWOM; sy chap nhidn eWOM c6
danh hieong truec tiép dén YPMH, dong thoi tac dong thong qua cdc bién trung gian thai do, chudn chii quan,
nhdn thire kiém sodt hanh vi. Nghién ciu da chimg minh nhdn thirc kiém sodt hanh vi c¢é tac dong dén
YDMH, tuy nhién, chua tim thay tac dong ciia thai do va chudn chii quan dén YPMH; dai dich COVID -19

¢6 tac dong diéu tiét moi quan hé giita sw chap nhian eWOM va YDMH ciia NTD.
Tir khéa: Truyén miéng dién tir (eWOM), y dinh mua hang, COVID - 19.

JEL Classifications: M39

1. Giéi thiéu

Trong thoi diém thé gii van dang dbi mat véi
bénh dich COVID - 19 kéo theo gidn cach xa hoi da
phan ndo l1am thay d6i hanh vi ciia NTD khi mua
sam. Ho phai han ché giao dich tryc tiép va chuyén
sang giao dich TMTT. Vi TMTT, NTD khong can
dén tan noi va trai nghiém san phém dan dén viéc ho
can cac phuong phap méi dé tiép can dugc téi san
phiam. eWOM 1a mot hinh thirc d¢ NTD thu thap
thong tin vé san pham. Mdi khach hang déu c6 thé
dua ra y kién nhan xét, danh gia vé san pham, ngu’(‘)ri
ban tir goc d9 ca nhén trén cac cac website danh gia
san pham dién dan truc tuyen céc nén tang mang xa
hoi,... tao nén mot cong dong eWOM rong 16n. Co
t6i gan 60% NTD xem qua cac bai danh gia san
phém truc myén it nhdt mot 1an mot tudn va 93%
trong s6 d6 tin ring nhiing bai danh gia nay gitip ho
dua ra nhitng quyét dinh mua hang chinh xac hon,
giam nguy co rui ro (Chen va cdng su, 2022)[1],
nhung do dic tinh lan truyén nhanh va manh cia
Internet, eWOM c6 thé bi mat kiém soat hodc truyén

di nhitng thong tin sai su that vé san pham, DN, gay
tac dong xdu dén thi truong. Noi dung bai nghién
ctru nham xay dung va kiém dinh mo hinh nghién
clru vé tac dong ctia eWOM t6i YDMH cua NTD
trén nén tang TMTT trong bdi canh dich COVID -
19. Trén co s¢ do, gitip ngudi ban va NTD hiéu rd
vé eWOM dé kiém soat va chon loc céc dong thong
tin lién quan. Cac DN c6 thé khai thac tiém lyuc cia
yéu t6 eWOM dé xay dung chién lugc marketing
lam gia tang YDMH cua NTD. Cac co quan chirc
nang c6 cac bién phap nhiam bao vé NTD khi thuc
hién mua sim trén cac trang TMTT ciling nhu
khuyén khich, thiic ddy NTD tiép can va st dung
cac dich vu cong nghé tai chinh.

2. Co sé Iy thuyét .

Nho sy phat trién ciia cong nghé, NTD c6 thé
mua hang tr xa va khong can tryc tiép co6 mit. Sy
thay doi boi canh da dan t6i mot hinh thic truyén
miéng tan tién hon d6 1a truyén miéng dién tir
(eWOM). eWOM di dan dan hinh thanh mot khai
niém, né dang tin cay hon, dé truy cap va manh mé
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hon truyén miéng cb dién (Akyiiz, 2013)[2]. Vé co
ban, eWOM la mét hinh thirc truyén miéng, dugc
thuc hién trén nén ting TMTT. eWOM c6 thé hiéu
1a tat ca cac binh luan, phan hdi khéng chinh thirc
qua Internet duoc guri dén nguoi tiéu ding lién quan
dén viéc sir dung hang hoéa, dich vu va dic diém cua
hang hoa dich vu hodc nguoi ban (Litvin, 2008)[3].
Hay eWOM 1a bat ky tuyén bd tich cuc hodc tiéu
cuc nao dugc dua ra boi cac khach hang tiém nang,
hién tai hodc trudc day vé mot san phém hoéc cong
ty, duoc cung cap cho vo s6 ngudi va to chirc thong
qua internet. eWOM gdm c6 eWOM trén cac dién
dan thao luan (Chiou va Cheng 2003 [4]), trén cac
trang web danh gia cia NTD (Cheung, Lee, va
Rabjohn 2008 [5]), blog (Chu va Kamal 2008 [6])
va céc trang web mua sim (Park, Lee va Han 2007
[7]). eWOM dugc NTD coi la mét trong nhiing
ngudn thong tin hiru ich nhét vi nd bao gdm y kién
va kinh nghl@m cua nhiing nguoi khach hang da trai
nghiém san pham thay vi théng tin do cong ty tao ra
(Wang, Teo &Kok, 2015 [8]). Vi vay, hau hét NTD
cam nhan y kién phan héi truc tuyén 1a dang tin cay.
Anh huong cia truyén miéng dién tir (eWOM) dén
¥ dinh mua hang da duoc biét dén tir 1au (Park, Lee
va Han 2007 [7]). Céac nghién cuu trudc day da tap
trung vao tac dong cua eWOM trén cac trang web
mua sim thong qua cic danh gid, phan hdi truc
tuyén. Va phat hién cho thiy ring cac phan hdi nay
dong mét vai tro tac dong truc tiép hodc gian tiép
dén YPMH cua NTD (Cheung, Lee va Rabjohn,
2008 [5]; Park, Lee va Han, 2007 [7]; Erkan &
Evans 2016 [9]; Zulkiffli, Hong, Ramlee, Yunoh,
Aziz, 2017 [10]; Pham Puc Chinh va Ng6 Thi
Dung, 2020 [11].

Trong bdi canh sy bung phat cua dich COVID -
19 (Vi rat Corona dugc phat hién dau tién & Vil Han,
Trung Qudc cudi ndm 2019) di din dén nhiing tac
dong to 16n dén cudc sdng hang ngay va thoi quen
mua sam cta ngudi dan. Sy xuat hién va bung phat
COVID - 19 khong chi l[am anh hudng nghiém trong
dén strc khée ma con lam té 1iét moi hoat dong xa
héi va nén kinh té hau hét cac qudc gia trén thé giGi.
Do nhitng tac dong ti€u cuc néu trén, dich COVID -
19 da khién moi nguoi tim ra nhitng hanh vi thich
nghi va cach dbi pho v6i no. V& hanh vi tiéu dung,
viéc lo s¢ dich bénh khién nguoi dan quan tdm va
dan vu tién lya chon hinh thue MHTT thay thé cho
hinh thirc mua hang truc tiép dé dam bao cach ly
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giao tiép x4 hdi va an toan (Ashraf Elsafty & Marwa
Elshahed (2020) [12]. Hay no6i cach khac, bdi su
xuét hién cua dich COVID -19, YPMH truc tuyén
cua NTD tang lén. Ashraf Elsafty & Marwa
Elshahed (2020) [12] di tim thdy c6 sy tac dong tich
cuc cua dai dich COVID - 19 dén YDMH truc tuyén
ciia NTD trong céc san phdm may mic. Trong linh
vuc du lich, cac danh gia, phan hoi trude day duoc
trinh bay boi khach du lich trong cudc khung hoang
COVID-19 di c6 tac dong tich cuc dén quyét dinh
di du lich ctia moi nguoi. Tuy nhién, mét sb yéu td
nhu véan dé qua tai thong tin va binh luan gia mao ¢
thé anh hudng dén chat luong ciia cac quyét dinh du
lich. Viéc cung cap thong tin chinh xdc va phu hop
thong qua cédc cong thong tin du lich da giai quyét
dugc su ludng ly va di dén quyet dinh cua moi
nguoi 1a rat dang ké, dic biét 1a trong cudc khing
hoang COVID-19. Ngudi ta thdy rang nhiing nguoi
dung c6 muc do tin cdy eWOM cao s& cdé muc do
nhan thirc rai ro thép va c¢6 v dinh di du lich cao hon
(Mehrbakhsh Nilashi va cong sy, 2022) [13]. Tai
Viét Nam, mét trong nhimg phan mg dé nhin théy
trong cach con nguoi tiép nhan sy cach ly 1a thay doi
théi quen mua sdam. Tur mua hang tryc tiép sang
MHTT, nguoi dan cé su thay dm 16n vé céach thirc,
dia diém va dbi tuong mua sam trong mua dich
COVID - 19. MHTT nhu yéu pham qua cac website
cia DN tro nén can thiét va hiru ich (Nguyén Thu
Ha, Hoang Pam Luong Thuy, 2020) [14]. Trong bdi
canh bung phat COVID-19, eWOM da tr¢ thanh
mot cong cu hitu hi€u dé chia sé kién thuc va ra
quyét dinh (Mehrbakhsh Nilashi va cong sy, 2022)
[13]. Khi hanh vi MHTT ngay cang gia tang trong
dai dich COVID-19 thi viéc st dung eWOM dugc
xem nhu mét cong cu manh mé va cé tac dong dén
YDMH cua NTD (Ashraf Elsafty & Marwa
Elshahed (2020) [12], Pham Dttc Chinh va Ng6 Thi
Dung, 2020 [11], Pham Vin Tuin (2020) [15]).

Trong khuoén kho nghién clru, tic gid tap trung
vao phén tich mdi tuong quan cua timg nhom nhan
t6 dua trén nén tang 1y thuyét co so cing nhu cac
cong trinh nghién ctru trude dé dé xuit mo hinh
nghién ciru cia minh, cu thé:

- Cdc nhdn t6 anh hwéng dén eWOM: Chip nhan
truyén miéng dién tur 1a mot hanh vi cia NTD khi
tham gia mua sam trén cac trang TMTT. Ly thuyét
vé chap nhan cong nghé TAM (Davis, 1985) [16]
dua trén 1y thuyét TRA da cho thay NTD chap nhan
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cong nghé dua trén cdm nhdn dé sir dung tir 46 cam
nhdn dwoc tinh hivu ich cia cong nghé, tir d6 c6 thai
dg sir dung va co ¥ dinh sit dung, thong qua bén
budc trén s€ xay dung thoéi quen st dung hé théng,
hay cong nghé. Tuy nhién TAM da bo qua cac yéu
t6 xa hoi. Pé khic phuc nhugc diém nay, mé hinh
IAM do Sussman va Siegal (2003) [17] xay dung da
dé xuét 4 bién co twong quan nhu sau: chdt heong
cua thong diép va nguon thong tin dang tin cdy s€
tac dong dén tinh hitu ich cia théng tin. Nguon
thong tin sau do, ciing s& co tac dong téi su chdp
nhdn théng tin cia khach hang. Dya trén 1y thuyét
cua Sussman va Siegal (2003) [17], Erkan & Evans
(2016) [9] da phat trién m6 hinh nhim nghién ctru
su tac dong cua viée trao ddi thong tin gitta nhiing
nguoi st dung mang xa héi téi YPMH. M6 hinh
dua ra nhidu mdi twong quan théng qua cac bién
trung gian. Trudce tién, mo hinh dwa ra 4 bién c6 tac
dong dén sw chdp nhin eWOM, gdm: chat heong
théng tin, sw tin cdy cia thong tin, nhu cau thong
tin, va thai dé doi véi théng tin 13 nhitng yéu td
quyét dinh, anh huong t6i sw chdp nhin eWOM
thong qua bién trung gian 13 tink hitu ich cia thong
tin. Sau d6 su chdp nhdn eWOM déng vai tro trung
gian tic dong dén YDMH va dén hanh vi mua hang.
Dé kiém tra cac gia thuyét, hai tac gia da tién hanh
khao sat 384 sinh vién dai hoc & Anh. Sinh vién dai
hoc dugc coi 1a pht hop boi nhitng nguoi trong d6
tudi tir 18-29 1a phan 16n dung mang xa hoi va quen
thuéc v6i mua sim tryc tuyén so v6i cac lta tudi
khac. TAt ca cac bién duoc danh gia voi thang diém
Likert 5 muc d6 tu khong dong y (1) den rat dong y.
Két qua nghién ciru cho thay NTD rit thich cac
eWOM trén cac web mua sam boi chdt liong thong
tin, su tin cdy cia thong tin, nhu cdu théng tin, va
thdi d doi véi thong tin. Viéc chdp nhdn eWOM cb
tac dong tich cuc dén YPMH. Tai bdi canh Viét
Nam, Lé Minh Chi va Lé T4n Nghiém (2018) [18]
cling dua ra m6 hinh tuong tu Erkan & Evans, c6 bd
sung thém bién chudn chi quan tac dong dén su
chdp nhdn eWOM. MAu quan sat cua nghién ctru
cha yéu 1a nhitng c4 nhan st dung mang xa hoi
thuong xuyén sinh séng tai khu vuc thanh phé Can
Tho. Tac gia st dung mé hinh ciu triic tuyén tinh -
SEM dé phan tich dwa trén phdn mém SPSS 22 va
AMOS 20. Két qua nghién ciru cho thiy viéc chdp
nhdn théng tin eWOM khién NTD c¢6 YPMH cao
hon. Tuong ty, Pham Puc Chinh va Ng6 Thi Dung
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(2020) [11] d& d& xudt mo hinh ¢ 4 nhan t6 (chdt
lirong eWOM, s6 lwong eWOM, sw tham gia va
chuyén mon cua nguoi gui) cling da chiing minh
rang chuyén mon cia ngudi giri thong tin co tac
dong tich cuc nhat dén su chép nhan eWOM cua
NTD. Trong nghién ciru nay, cac nhan t6 anh huéng
dén eWOM duoc tac gia dé xuat nhu sau:

- Sw tin cdy: Bugc dinh nghia 1a muc do ma mat
ngudn thong tin dugc ngudi nhan théng tin coi la
dang tin cdy, c6 thim quyén va dang tin ciy (Petty va
Cacioppo, 1986) [19]. Vai tro uy tin cua thong tin la
lam thay doi dang ké y klen cua nguoi nhén tin theo
hudng khi ho nhimg ngudn théng tin co do tin cay
cao. Wathen & Burkell (2002)[20] cho rang si tin cdy
cta thong tin 13 nhan t6 tién quyét trong qué trinh
thuyét phuc mot c4 nhan. Nghién ciru nay ky vong
rang su tin cdy cia thong tin c6 lién quan tich cuc dén
sw chdp nhdn eWOM va tir d6 tac dong dén YDMH.

- Chdt lwong théng tin: Trong nghién ciru cua
Lin va cong sy (2013)[21] vé vai trd cia san phim,
thuong hiéu dbi véi eWOM di dinh nghia chdt
lwong thong tin 1a chét‘lu(jng cua cac binh luén,
danh gia vé mot san pham, dich vu trén cic trang
TMTT. Chét luong eWOM la strc manh thuyét phuc
ctia nhitng binh luan duoc gin trong mot thong diép
(Ratchford &cdng su, 2001)[22]. Tt ngudi mua
trudc do6 1a vo danh trén Internet, nguoi ti€u dung
thuong s& khong d& dang chap nhan hodc tin danh
gia dugc dang trén mot trang web néu nd khong
cung cp du thong tin (Ratchford & cong su, 2001)
[22]. Khi nghi ring mot binh ludn, danh gia trong
cong ddng truc tuyén 13 hiru ich, thi ngudi tiéu dung
s& tin tudng vao binh luan, danh gia tir &6 chap nhan
thong tin eWOM va c6 YDMH cao hon (Davis &
cong su, 1989[16]); Sussman & Siegal, 2003)[17].

- Chuyén mon cua nguoi gui thong tin: Wang,
Teo &Kok (2015)[8] dinh nghia chuyén mon cua
nguoi gui thong tin 1 nhimg thong tin dbi voi mot
sO san pham nhit dinh dugc cung cép boi mot ca
nhan c6 kién thie phong phu véi nhiing thong tin
dang tin cdy. Cheung & cong su (2009)[5] cho biét,
NTD cin xéc dinh la kha ning chuyén mon va sy tin
cdy cua ngudi gui thong tin dé& c6 thé chip nhan
hoidc tir chéi thong tin. Néu NTD nghi ring cac ¥
kién dwoc ding boi nhitng ca nhan c6 chuyén mén
va d0 tin cay cao, thi ho s& c6 mot nhén thic tdt hon
vé tinh hitu ich cta cac y kién, binh luan. Nhiéu
nghién ctru da xac nhan chuyén mon cua nguoi giri
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théng tin trd thanh yéu t6 tic dong dén eWOM.
(Cheung, Lee and Rabjohn, 2008)[5]; Zulkiffli,
Hong, Ramlee, Yunoh va Aziz, 2017)[10] va Pham
btrc Chinh va Ngd Thi Dung, 2020 [11]).

Bai viét nay tdp trung vao eWOM trén cac
phuong tién truyén thong xd hoi, cac trang mang xa
hoi va cac trang web mua sam, tac gia thy viéc su
dung 1y thuyét co s6 JAM va mé hinh cua Erkan &
Evans 2016 [9], Lé Minh Chi va Lé Tan Nghiém
(2018)[18]; Pham Puc Chinh va Ngé Thi Dung
(2020)[11]; Pham Vian Tuén (2020) [15] 1a phu hop.
Tiép theo, bai viét ap dung cac thanh phan trong mo
hinh cuia cac tac gia trén vao nghién ciru ndy, gdm: si
tin cdy, chdt heong théng tin, va chuyén mén cia
nguoi thong tin. Cac gia thuyét cua nghién ctru sau do
da duoc phat trién duya trén cac yéu to dugc dé cap.

- Méi quan hé giita eWOM va thdi do, qhuan chu
quan, nhdn thuee kiém sodt hanh vi: C6 thé tim hiéu
cac khai niém nay thoéng qua mo6 hinh TPB cua
Aizen (1991): (1) Thai dé 1a “suy danh gia cua mot
c4 nhan veé viée tot hay khong tt khi thuc hién mot
hanh vi”, (2) chudn muwc chi quan dugce hiéu 1a
“nhan thirc ctia ca nhan vé ap lyc xa hoi phai thyc”,
(3) nhdn thirc kiém sodt hanh vi 1a “nhan thirc ca
nhan vé sy dé dang hoac kho khan trong viéc thuc
hién hanh vi. Ngoai ra, tac gia di dé cap thém ring
nhan thirc kiém soat hanh vi khong nhimng dua trén
kinh nghiém trong qua kht ma dya trén ca nhiing
két qua ca nhan mong doi s& xdy ra trong tuong lai”.
Cung theo Ajzen (1991)[23], nhén thuc klem soat
hanh vi 13 yéu t ¢6 tac dong manh va tryc tiép dén
y dinh thyc hién hanh vi. Vé mbi quan hé cua
eWOM véi 3 nhan t6 nay, See-Kwong Goh, Vye-
Tsen Ho va Nan Jiang (2015) [24] coi eWOM la mot
bién doc lap va anh huong dén 3 bién trung gian
trén, tr do gian tiép tac dong dén y dinh dit chd
thong qua nén tang ngang hang. Sau khi kiém
nghiém thang do, ho nhan thiy ring eWOM c6 tac
dong manh mé dén ca 3 yéu t6 trung gian da néu va
chung dong thoi ciing ¢o tac dong gian tiép dén y
dinh diat chd ¢ thong qua nén tang ngang hang.
Tuong tu, Jalilvand & Neda Samiei (2012) [25]
kiém tra tac dong cia eWOM t6i ¥ dich du lich cua
khach hang thong qua ba bién trung gian chudn chii
quan, thdi do, nhan thirc kiém sodt hanh vi. Két qua
cho thay su tdc dong tich cuc cua eWOM dén chuan
chu quan, thai do va nhan thirc kiém sodt hanh vi.
Thong qua d6 tac dong dén ¥ dinh du lich. Dya trén
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mo hinh cta Ajzen (1991); See-Kwong Goh, Vye-
Tsen Ho va Nan Jiang (2015) dé dua vao nghién ciru
tai Viét Nam, Pham Van Tuén (2020) [15] tiép tuc
lwa chon 3 bién thdi dg, chudn chi quan va nhdn
thire kiém sodt hanh vi 1a nhan t6 trung gian trong
mdi twong quan giira sw chap nhdn eWOM dén
YDMH cta NTD truc tuyen Tac gia st dung
phuong phdp phéan tich nhan t6 kham pha (EFA),
nhan t6 khang dinh CFA va mé hinh cau trac SEM
v6i 31 bién quan sat thudc 7 nhom nhan t6. Dir liéu
khao sat thu thap tir 455 NTD c6 kha nang va nhu
cau mua sam trén cac nen tang thuong mai dién tur
tai mot s6 d6 thi 16n mién Bic Viét Nam. Ket qua
cho thdy eWOM tac dong tich cuc dén chuan chu
quan, thai d¢ va nhan thirc kiém soat hanh vi cua
khach hang, tir d6 tac dong dén YPMH ctua NTD
trén nén tang TMTT.

- Cdc nhdn t6 tac dong dén YPMH cia NTD:
Theo Ajzen va Fishbein (1975), “Y dinh duoc xem
nhu mot nhan t6 du doan truc tiép cua hanh vi. Khi
¥ dinh ctia mot ngudi tham gia cao hodc ¢b gang dat
dugc hanh vi cang manh mé, kha nang dy doén s€
thanh cong hon trong viéc thuc hién hanh vi d6”. bé
phan tich vé ¥ dinh mua hang cua NTD da c6 rat
nhiéu 1y thuyét duoc dua ra dé kiém nghiém. Ajzen
& Fishbein (1975) da chang minh hanh vi cua con
ngudi chiu tic dong boi thdi dé va chudn chii quan
thong qua m6 hinh ly thuyét hanh vi hop 1y (TRA).
Nim 1991, Ajzen tiép tuc phat trién 1y thuyet thanh
Ly thuyét Hanh vi hoach dinh (TPB), b6 sung nhan
t6 m&i nhdn thirc kiém sodt vao mé hinh tic dong
dén YPMH cta NTD [23]. Cac nghién ctru cua
Hasbullah va cong su (2016), Pham Van Tuén
(2020), da kiem dinh vai trd cta thdi do, chudn chi
quan va nhdn thirc kiém sodt hanh vi va sy chap
nhdn eWOM dén y dinh st dung san pha?im, dich vu
ciia NTD trén nén tang TMTT. Tuy nhién, nghién
clru cua tac gid mai chi ra duoc mbi quan h¢ tich cuc
cua chudn chii quan, nhdn thirc kiém sodt hanh vi
dén YPMH [15]. Mot nghién ciru méi nhat cua
Nguyén Thu Ha, Hoang Pam Luong Thiy (2020)
cling nhan dinh thai do, chuan muyc chu quan va
nhén thire kiém soat hanh vi déu c6 anh huong dang
ké dén y dinh va hanh vi tiéu dung tryc tuyén cua
ngudi tiéu dung trong bdi canh dich COVID - 19
[14]. Cac nghién ctru déu cho thay vai tro quan trong
cia eWOM la giup khach hang dua ra quyét dinh
mua hang ding dan.
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- Tac dong cia Pai dich COVID - 19 dén
YPMH: Céc bién phap phong téa di lam giam tiép
xuc truc tiép gilra moi ngudi voi nhau trong xa hoi.
Khi do, cac nguon lyc cong nghé da dugc su dung
dé két ndi voi thé gisi bén ngoai. Piéu nay da giup
thuc hién cac hoat dong hang ngay va lam gidm cam
gi4c tiéu cuc do gidn cach xd hoi gy ra. Piéu nay
phai noi thém rang ban chit rit dé lay lan cua
COVID - 19 di thuc diy viéc sir dung cong nghé dé
kiém soat su lay lan cua dich bénh (Hernandez-
Orallo va cong su, 2020) [26]. Trong nghién curu cua
minh, Milon va cong su (2021) nhan xét trong bdi
canh dich COVID - 19 ¢6 thé diéu chinh cic md
hinh hanh vi bang cach xem xét tac dong cua dich
COVID - 19 ¢6 1am thay d6i muc d6 tac dong cua
mdt sé yéu td anh huéng dén v dinh sir dung dién
thoai thong minh hay khong. Nghia la Dich COVID
- 19 ¢6 thé ¢6 vai tro diéu tiét mot mdi quan hé trong
mé hinh [27]. B chimg minh tac dong cua dich
COVID - 19 dén cac hanh vi ciia NTD di c6 mét sb
it nghién ctru trong va ngoai nudc dwa bién dai dich
COVID - 19 vao mé hinh nghién ctru vai vai tro 1a
bién diéu tiét nhu Milon va cong su (2021)[27],
Hesham va cong su (2021)[28], hodc dua vao lam
bién quan sat nhu Nguyén Thu Ha, Hoang Bam
Luong Thay (2021) [14]. Cu thé: Hesham va cong
sw (2021)[28] da s dung phuong phap hdi quy
logistic dé phan tich tac dong diéu tiét cua bién Lo
so COVID-19 dbi v6i mbi quan h¢ gilra bién Su dé
mua va y dinh mua thyc phe"im lanh manh & A Rép
Xé Ut trong giai doan dich COVID va cho théy
twong quan tich cuc. Milon va cong su (2021) da dé
xuit mé hinh kiém tra tac dong diéu tiét cua Pai
dich COVID - 19 d6i véi viée chap nhén va su dung
dién thoai thong minh trong hanh trinh du lich ctua
khach hang. Cac tic gia di dya trén nén tang ly
thuyet hanh vi chap nhan cong ngh¢ cua con nguoi
dé dua ra cac yéu té (tudi tho hiéu suét, sy kién tri,
anh hudng cua nguoi than, diéu kién thuan loi va
cam xuc) khién NTD chép nhén st dung dién thoai
thong minh khi tham gia hanh trinh du lich. Png
thdi, dé xuat Pai dich COVID - 19 ¢6 vai trd diéu
tiét trong mdi twong quan giira cac bién tudi tho hidu
suét, su kién tri, anh hudng clia nguoi thén, diéu
kién thuan lgi va cam xuc véi bién phu thudc 1a Y
dinh st dung dién thoai théng minh dé tham gia
hanh trinh du lich. Két qua cho thay, bién diéu tiét
¢6 ¥ nghia thng ké va vai tro diéu tiét lam ting tac

dong cua cac nhan té anh huéng dén ¥ dinh sir dung
dién thoai thong minh khi tham gia hanh trinh du
lich cia khach hang [27]. Tai Viét Nam, hai tac gia
Nguyén Thu Ha, Hoang Pam Luong Thay (2021)
da st dung Iy mé hinh TPB dé phan tich hanh vi
MHTT cua NTD trén cac website cua DN Viét Nam
trong bdi canh dich COVID - 19. M6 hinh dé xuat 3
nhan td thdi do, chudn chii quan, nhdn thirc kiém
sodt hanh vi dn YDMH ciia NTD khi MHTT. Méu
nghién ctu dugc thu thdp tu nhitng khach hang da
c6 trai nghi€ém MHTT trén cac website DN tai Viét
Nam. Viéc gui bang cau hoi téi khach hang duogc
tién hanh trong thoi diém xay ra dich COVID - 19
(thang 3-4/2020) théng qua Google Drive. Cac bién
quan sat dugc xay dung gin véi lo so rui ro tir dich
COVID - 19 nhu: “Do nhimg thong diép truyen
thong “Hiy o nha...” trén cac phuong tién truyén
thong xa hoi nén t01 lua chon hinh thirc mua sim
truc tuyén; Toi lya chon mua hang truc tuyén 1a do
dai dich COVID - 19; Trong thoi gian gian cach xa
héi mua hang truc tuyen rat tién loi, hiru ich va
nhanh chéng; Té6i thdy mua sim tryc tuyén trong
thoi gian dai dich COVID vura dap tng duoc nhu
cau vira dam bao an toan”... Bang phin mém SPSS
dé phan tich hoi quy, két qua nghién ctru cho thiy y
dinh MHTT cua khach hang chiu tac dong lon tir cac
bién dwoc dé xuat [14]. Két luan nay c y nghia dé
tac gia tham khao va lya chon mot s6 bién quan sat
dé dwa vao mo hinh.

Nghién ctru ndy nhan thy bién Pai dich COVID
- 19 ¢6 thé tac dong dén YDMH ciia NTD truc tuyén
thong qua nhiing tac dong truc tiép hodc thong qua
vai tro diéu tiét dén mdi quan hé gitra si chdp nhdn
eWOM va YPDMH. Vi vy, ngoai xem xét dua bién
Pai dich COVID - 19 vao md hinh dé danh gia tac
dong tryc tiép cua bién thi nhom nghién ciru con
xem xét, danh gia tac dong diéu tiét cua bién dai
dich COVID - 19 dén méi tuong quan gitra bién su
chdp nhdn eWOM va bién phu thude 1a YDMH.

3. M6 hinh va phwong phap nghién ciru

M@ hinh nghién citu dé xudt (Hinh 1):

Nghién ctru sir dung Ly thuyét Chap nhan théng
tin IAM cua Sussman va Siegal (2003) [17] va Ly
thuyet hanh vi ¢6 ké hoach TPB (Ajzen, 1991) [23]
dé 1y giai cho YPMH ciia NTD truc tuyén. Pong
thoi, nghién ctru bd sung thém nhan t6 COVID - 19
dé xem xét trong bdi canh dich bénh d3 tac dong dén
YDMH cta NTD nhu thé no.
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(Nguén: Tdc gia tong hop va dé xuat)

H10

Hinh 1: M6 hinh nghién ciru d@é xudat

Phuwong phap nghién ciu:

+ Phuong phdp phén tich: Dé kiém dinh thang
do va md hinh, nghién ctru str dung phuong phap
phén tich nhén t6 kham pha (EFA), phan tich nhén to
khing dinh CFA va phan tich mé hinh céu truc tuyén
tinh (SEM) cho phan tich da nhom. Vi phan tich tac
dong diéu tiét, nghién ctru sir dung phuong phap hodi
quy da bién bang phian mém thdng ké SPSS 22 véi
Macro Process. Thong thuong, voi mdt moé hinh
phirc tap, hau hét cac nha nghién ctru déu nghi ring
md hinh phuong trinh ciu trac (SEM) 1a phuong
phap phén tich thich hop. Tuy nhién, hiu hét cac
huéng din duoc cung cip boi cac nha khoa hoc trong
10 nam qua hodc 1au hon vé phan tich diéu tiét duoc
¢b dinh theo cac nguyén tic phan tich dua trén hdi
quy thong thuong (Hayes, 2015[29]; Muller va cong
su, 2005[30]; Preacher va cong su, 2007[31]). Mat
khac, mé hinh str dung PROCESS cho phén tich diéu
tlét da tro nén dic biét phd bién trong kinh doanh va
tlep thi (va nhiu linh vuc khéc), bang chung 1a sy
xuat hién cua né trén nhiéu tap chi kinh doanh va
nghién curu duogc trinh bay tai cac hdi nghi hoc thuét
(Hayes, 2017)[32]. Ngoai ra, theo Baron va Kenny
(1986), dé phan tich tac dong diéu tiét thi phan tich
hoi quy 1a mot cach tiép can gitp duy tri sy toan ven
cua mau [33]. Tuong tu, Hesham va cong su (2021)
cling da co két qua tich cuc khi lwa chon phan tich
hdi quy cho phan tich tac dong diéu tiét cua bién Lo
s¢ dich COVID - 19 [28]. Vi vy, tac gia cho ré‘mg,
sir dung phan tich hdi quy véi Macro Process cho
nghién ctru ndy 1a lya chon phu hop.

+ Phwong phdp thu thdp so liéu: Bang hoi duge
thiét ké gdbm 32 bién quan sat do luong cho 9 bién

dugc ma hoa (Bang 1). Cac thang do dugc thiét ké
0 dang thang do likert 5 muc dog. Vé ¢& mau: Dyua
trén cac nghién ctru cia Erkan & Evans (2016) [9],
Nguyén Thu Ha, Hoang Pam Luong Thuay (2021)
[14], Pham Van Tuén (2020) [15] nghién ctru thyuc
hién khao sat online dén nhitng NTD c6 kha ning va
nhu cau mua sim trén cac nén ting TMTT tai ba
mién Bic, Trung, Nam ¢ Viét Nam. Thoi gian khao
sat tu thang 12/2021 - 2/2022. Véi nhitng nghién
ctru s dung phuong phap phan tich trén Amos, Hair
va cong su (2017) [34] cho rang dé thyc hién SEM
thi c& mau ti thiéu can dam bao 1a 300 va ¢& mau
t6t 1a tir 500 tr¢ 1én. Tuong tw, Du Thi Chung (2020)
ciing cho rang trong cac nghién ctru vé hanh vi, cac
nghién curu c6 thé tlep can ¢o mau 16n (>500) 1a mot
loi thé [35]. Vi vay, sau khi loai b6 cac phiéu khong
dat yéu ciu tir 638 dap vién online, nghién ctru thu
duoc 533 phiéu hop 18, ¢d mau dugc cho 1a phit hop
v6&i mo hinh va phuong phap nghién ctu.

4. Két qua nghién ciru

4.1. Thong ké mé ti miu

Mau quan sat ¢6 ty 1& nit nhiéu gap d6i nam, do
tudi tir 18 - 25 tudi chiém da sb. Dbi tugng khao sat
da s6 1 ngudi co trinh d6 hoc van, phan 16n c¢6 muc
thu nhap chu yéu dudi 3 triéu dong/thang. Mau ¢
tinh dai dién cho tinh hinh sit dung TMTT tai Viét
Nam hién nay. Tang 16p tré thudng xuyén sir dung
va dé dang hon véi hinh thire MHTT. Khu vyc thanh
thi chiém 51,6%, khu vuc nong thon chiém 48,4%.
Hoc sinh, sinh vién chiém 49,9%, khbi vin phong va
gido vién chiém 43,7%, con lai 14 cac ddi tugng lam
tu do, ndi trg, lam rudng, cong nhan.
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Bang 1: Dién gidi cdc bién trong mé hinh nghién civu

STT Tén bién Ki hi¢u bién | Tac dong Ngudn
ky vong
1 | Su tin ciy TC + - L& Minh Chi va Lé
1.1 | Thong tin eWOM trén céac trang TINCAY1 (Thuan | Tan Nghiém (2018)
TMTT la thuyét phuc, co thé chiéu) | [18];
tham khao - Erkan & Evans (2016)
1.2 | Thong tin eWOM trén céc trang TINCAY?2 [9]
TMTT c6 thé tin cdy
1.3 | Thong tin eWOM trén cac trang TINCAY3
TMTT chinh xac
1.4 | C6 nhiéu danh gia, nhan xét vé [ TINCAY4
san pham
2 | Chit lwgng thong tin CL + - L& Minh Chi va L& Tan
2.1 | Thong tin eWOM trén cac trang | CHATLUONGI | (Thuén [ Nghiém (2018) [18];
TMTT 1 rang, d& hiéu chiéu)
2.2 [ Thong tin eWOM trén cac trang | CHATLUONG2
TMTT chit lugng
2.3 [ Thong tin eWOM trén céc trang | CHATLUONG3
TMTT c6 lién quan dén nhu cau
thong tin cua toi
2.4 [ Thong tin eWOM trén cac trang | CHATLUONG4
TMTT c6 di kém hinh anh minh hoa
3 | Sw chip nhin Ewom CN + - Lé Minh Chi va Lé
3.1 | 1. Thong tin eWOM trén céac trang | CHAPNHANI | (Thuan Tén Nghiém (2018)
TMTT gilp t6i nang cao kién thirc chiéu) | [18];
vé san phim - Jalilvand & Neda
3.2 | 2. Thong tin eWOM trén céc trang | CHAPNHAN2 Samiei (2012)
TMTT tao su tu tin cho t6i khi lya - See-Kwong Goh,
chon mot san phém nao do Vye-Tsen Ho va Nan
3.3 | 3. Téi sir dung thong tin eWOM trén | CHAPNHAN3 Jiang (2015)
cac trang TMTT dé lya chon thuong - Arifani va Haryanto
hiéu ctia sdn phim (2019) [36]
3.4 | 4. Thong tin eWOM trén céc trang | CHAPNHAN4
TMTT that su giup ich trong viéc
dua ra quyét dinh mua hang
khoa hoc
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4 | Chuyén mén cua ngudi gui CM + - Pham Puc Chinh va
thong tin (Thuan [ Ng6 Thi Dung (2020)

4.1 | Nguoi dang thong tin eWOM dang | CHUYENMON chidu) |[11]
tin cay 1 - Cheung, Lee and

4.2 | Ngudi ding eWOM di c6 kinh | CHUYENMON Rabjohn 2008) [5]
nghiém tiéu dung san pham 2 - Gilly va cong su

4.3 | Nguoi ding eWOM gitp ich trong | CHUYENMON (1998) [37],
viéc lya chon san phém, thuong hiéu 3

5 | Thai do TD + - See-Kwong Goh, Vye-

5.1 | Ban than toi luon thy can thiét phai | THAIDOI (Thugn | Tsen Ho & Nan Jiang
doc thong tin eWOM vé san pham chiéu) | (2015) [24]
muén mua - Arifani va Haryanto

5.2 | Cac thong tin eWOM dugc chia sé | THAIDO2 (2019) [36]

14 hiru ich gitp t6i dua ra quyét dinh
mua hang

53 | Téi cam thdy tham khao thong tin | THAIDO3
eWOM trén céc trang TMTT trude
khi mua hang 12 c6 gia tri

6 | Chuin chii quan CCQ + - Lé Minh Chi va Lé Tan

6.1 | Nguoi than cla t6i nghi réng toinén | CHUQUANI (Thuan | Nghiém (2018) [18];
tham khao thong tin eWOM trén céc chidu) |- Pham Vin Tuin
trang TMTT trudc khi mua hang (2020) [15];

6.2 | Do anh huéng tr moi ngudi xung | CHUQUAN2 - Jalilvand & Neda
quanh (gia dinh, ban b¢, ho hang, Samiei (2012) [25];
dong nghiép) nén t6i luon doc - See-Kwong Goh, Vye-
eWOM khi mua hang tryc tuyén Tsen Ho & Nan Jiang

6.3 | Do yéu to rui ro nén toi bat buoc | CHUQUAN3 (2015) [24];
phai tim hiéu thong tin eWOM vé - Arifani & Haryanto
san pham (2019) [36].

7 | Nhan thirc kiém soat hanh vi NT + - Jalilvand & Neda

7.1 | Tim kiém thong tin cWOM trén cac | NHANTHUC1 | (Thuan | Samiei (2012) [23]
trang TMTT la hoat dong dé dang chiéu) | - See-Kwong Goh, Vye-
d6i v6i toi Tsen Ho & Nan Jiang

7.2 | Téi co thoi gian va ngudn lyc d¢é | NHANTHUC2 (2015) [24]
tham khéo thong tin eWOM trén céc - Arifani & Haryanto
trang TMTT trudc khi mua hang (2019) [12]

7.3 | Téi co dii kién thire va kha ning ¢é | NHANTHUC3
tham khao thong tin eWOM trén céac
trang TMTT trude khi mua hang

khoa hoc =
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8 | Daidich COVID - 19 CvV + - Ashraf Elsafty &
8.1 | Do nhing thong diép truyen thong |  COVIDI (Thugn | Marwa Elshahed (2020)
“Hay ¢nha”,... trén cac phuong tién chicu) | [36]
truyén thong x4 hoi nén toi lya chon - Hesham va cong su
hinh thitc mua hang truc tuyén (2021) [233]
8.2 | Toi lwa chon mua hang truc tuyén la COVID2 - Nguyén Thu Ha,
do dai dich COVID - 19 Hoang - Bam  Luong
8.3 | Trong thoi gian gian cach xa hoi COVID3 Thiy (2021) [14]
mua hang tryc tuyén rat tién loi, hitu
ich va nhanh chéng
8.4 | Toi thay MHTT trong thoi gian dai COVID4
dich COVID wvira dap tng duoc nhu
cau vira dam bao an toan
9 | Y dinh mua hang YD + - Arifani va
9.1 | Sau khi tham khao thong tin eWOM YDINH1 (Thl‘lén H Haryanto  (2019)
toi dang 1én ké hoach MHTT trong chicu) [36];
mua dich COVID - 19 dé ddm bao i
an todn - Nguyen Thu Ha,
9.2 | Sau khi tham khao thong tin eWOM | YDINH2 Hoang - Dam  Luong
trén cac trang TMTT, mong mudn Thity (2020) [14]
mua san pham ciia toi rat cao
9.3 | Téi s& tham khiao eWOM & cac lan | YDINH3
mua tiép theo trén cic nén ting
TMTT
9.4 | Tai s€ gioi thiéu gia dinh, ban bé va YDINH4
dua thong tin vé viéc tham gia
MHTT Ién cac tai khodn mang xa hoi

(Nguon: Tong hop va dé xudt cia tac gia tir tong quan nghién ciru)

4.2. Danh gia so by dp tin cdy va phdn tich
nhan té kham phd

- Kiém dinh @ tin cdy ciia thang do: Bang hé sb
Cronbach Alpha, nghién ctru da loai tru thang do
COVID2 ciia nhén t6 Pai dich COVID - 19 (CV) va
thang do YDINH4 ctia nhan t6 Y dinh mua hang
(YD) thi cac blen quan sat con lai déu dugc chip
nhan vi ¢6 hé sb twong quan bién tong 16n hon 0,3
(Hair & ctg 2006). Ngoai ra, cac thanh phin cua
thang do déu ¢co hé s6 Crobach Alpha 16n hon 0,6,
dé 1a: 0,775 (Su tin cdy), 0,866 (chcft lwong thong

tin cia eWOM), 0,720 (chuyén mon cua nguoi guri
thong tin), 0,861(Su chip nhan eWOM); 0.764 (thdi
do), 0,713 (chu(fn chu quan), 0,807 (nhan thuc),
0,879 (dai dich COVID - 19), 0,815 (YDMH).

- Phan tich nhdn t6 kham phd: V&i phép phan
tich Pr1nc1pa1 Axis Factoring va phép quay Promax,
hé s6 KMO dat mutrc 0.852, phu hop vdi yéu cau dé
ra (0.5<KMO <1). Thong ké Chi Binh phuong dat
7068.857, mitc ¥ nghia 0.000 (thoéa méin yéu ciu nhod
hon 0.05). Do vdy, cac bién quan sat cia cac yéu to
anh huong t6i sw chdp nhdn eWOM c6 tuong quan
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v6i nhau trén tong thé. Hé sé Eigenvalues 1a 1.091
cho thiy cac nhan té xem xét giai thich duoc 57.637
% su bién thién cta dir liéu. Két qua EFA cho thiy
¢6 30 bién duoc rut trich thanh 9 yéu t, cac bién
déu vé ding cac nhom yéu to ma gia thiét ban dau
dua ra, bao gdm co: (i) chdt heong théng tin cia
eWOM, (ii) sw chap nhdn eWOM, (iii) dai dich
COVID 19, (iv) sy tin cdy, (v) YDMH, (vi) nhdn thirc
kiém sodt hanh vi , (vii) thdi dd, (viii) chuyén moén
cua nguoi giri théng tin va (ix) chudn chu quan.
Tiép theo, nghién ciru tién hanh kiém dinh véi phan
tich CFA. .

4.3. Phén tich nhén t6 khdng dinh

Két qua CFA sau khi loai COVID2 va YDINH4
cho thdy Chi-square/df=1,680; GFI=0.932;
TLI=0.956; CF1=0.963; RMSEA=0.035. Két qua da
chtg to thang do phu hop véi dir liéu khao sat, cac
bién quan sat dung do luong 9 nhan té cua thang do
dat dugc gia tri hoi tu. HE sb twong quan gilra cac
thanh phan c6 ¥ nghia thong ké véi sai 1éch chuan
cuia cac hé s6 nay nhé hon 1. M6 hinh d& xuat phu
hop vo6i dit liéu da thu thap.

4.4. Két qua kiém dinh mé hinh nghién ciru
dé xudt

5
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3
(Nguon: Két quad tir phan mém Amos)
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pé danh gia do phu hop ctia mo hinh, nghién ctru
dung kiém dinh SEM. Két qua cho Chi-
square/df=2.079; GFI=0.918,; TLI1=0.934:
CFI=0.941; RMSEA= 0.044 (Hinh 2). Cho thdy mo
hinh nghién ctru phu hgp véi dit liéu khao sat dugc.

Két qua tong hop tir bang 2 cho thiy: '

- Su tac dong cua thai do dén YDMH va chuan
chii quan d&&n YPMH bi bac bo.

- Tac dong cla s tin cdy toi sy chcfp nhan
eWOM1a 0.217.

- Tac dong cua chdt lwong thong tin t6i sw chdp
nhdn eWOM 1a 0.215.

- Tac dong cia chuyén mon cua nguwoi gii tin toi
S chcfp nhdn eWOM 1a 0.310.

- Tac dong cua suw chdp nhdn eWOM t6i thdi dé
la 0.642. '

- Tac dong cua sw chdp nhdn eWOM t6i chudn
chu quan 1a 0.517.

- Tac dong cua su chcfp nhdn eWOM t61 nhdn
thitc kiém soat hanh vi 12 0.309.

- Tac dong cta nhdn thirc kiém sodt hanh vi t6i y
dinh mua hang 1a 0.192.

- Tac dong cua su chdp nhdn eWOM t6i ¥ dinh
mua hang 1a 0.503.

Chi-square=644,402; df=310; P=,00(
Chi-square/df=2,079;

GFI=,918; TLI=,934; CFI=,941;
MSEA=,044

Hinh 2: Két qua phdn tich SEM mé hinh nghién ciru Iy thuyét
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Bang 2: Méi quan hé giita cdc bién sé trong mé hinh

th(fliyf‘é t Anh huéng i:i‘e SE | CR. | P[1] | Kétluan
Hl |CN < TC 217 | ,053 | 4,141 ##% | Chip nhén
H2 |CN <- CL 215 1,039 | 5514 #*% | Chap nhan
H3 |CN <-- CM 310 | ,058 | 5,322 ##% | Chap nhan
H4 |TD <- CN 642 | 066 | 9,748 #*% | Chip nhan
H5 |CCQ <- CN ,517 | ,060 | 8,595 #x% | Chap nhan
H6 |NT <-- CN ,309 | ,060 | 5,145 #x% | Chap nhan
H7 |YD < TD 015 | ,054 | -275 783 | Bac bo
H8 |YD < CCQ |,008 |,069 |, 112 911 | Bac bo
H9 |YD < NT 192 | 046 | 4,203 #*% | Chip nhan
H10 |YD <-- CN ,503 | ,082 | 6,166 #*% | Chap nhan

(Nguon: Két qua tir phan mém Amos)
*** Pvalue co gia tri < 0,05

4.5. Phén tich tic djng cia bién diéu tiét dai
dich COVID — 19

H11

v 5
H10
(Nguon: Nhém nghién cieu dé xuat)
Hinh 3: M6 hinh tac dong cua bien diéu tiét
Bai dich CQVID - 19 den dnh huong
cua sy chap nhan eWOM toi YDMH

Tir bang 3, trong mo hinh thir 3, ¢6 h¢ s6 1 <
Durbin-Watson < 3 khong c6 hién tugng ty tuong
quan. R binh phuong hiéu chinh = 0,194. Nhu vay
su xuat hién cua bién diéu tiét giai thich dwoc 19,4%
YDPMH ctia NTD trén nén tang TMTT trong boi
canh dai dich COVID - 19; 88,6% ly do con lai do
cac yéu t6 khac.

Tai mo hinh thir 3 ¢6 gié tri Sig cho cac bién déu
nhé hon 0.05 c6 y nghia thong ké. Hé s6 VIF nho
hon 2 khong c6 hién tuong da cong tuyén. Hé s6 hoi
quy cua cac bién CNtb, CVtb, ¢.CNtb.CVtb la:

0,345; 0,156; 0,086, phan 4anh mirc do tic dong doi
v6i YDMH cia NTD trén nén tang TMTT. Bién
diéu tiét Dai dich COVID - 19 c6 tac dong diéu tiét
dén mbi quan hé giira bién sw chdp nhdn eWOM va
YPMH. Phuong trinh hdi quy chudn hoa dugc biéu
dién nhu sau:

YD = 0.345 * CNtb + 0.165 * CVtb + 0.086 *
¢.CNtb.c.CVtb + ei

Bang 2 cho biét, su chcfp nhdn eWOM c6 tac
dong tich cuc dén YPMH cia NTD. V&i két qua tir
Phuong trinh trén cho théiy, su xuat hién cua bién
diéu tiét Pai dich COVID - 19 lam ting anh hudng
cia bién suw chép nhdn eWOM 1én bién phu thude
YPMH. Cy thé, khi bién Pai dich COVID - 19 ting
1én 1 don vi thi hé sd tac dong cua bién su chdp
nhdan eWOM 1én YDMH tang 0,086 don vi. Ngoai
ra, bién dai dich COVID - 19 ¢6 tac dong truc tiép
dén YPMH 1a 0,165. Nhu vay, c6 thé khang dinh
khi Pai dich COVID cang phuc tap, cing thang thi
su chap nhan truyén miéng dién tir s& 1am gia ting y
dinh mua hang ciia NTD trén nén ting TMTT.

5. Thao luin két qué nghién ciu

Nghién ctru da chi ra tac dong tich cuc cua sy tin
tuong eWOM dén s chdp nhdn eWOM (CN) t6i
YPMH théng qua 1y thuyét TPB. Két qua nghién
ctru phit hop véi phan tich tong quan di dua ra. Diéu
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Bang 3: Pdnh gia do phit hop ciia mé hinh hoi quy

Toém tat mo hinh
Mo R Rbinh | Rbinh | Saiso wéc Thong ké thay doi Durbin-
hinh phwong | phwong hrgng R binh F dfl | df2 | SigF |Watson
hiéu chinh phurong
1 AL7 174 172 ,69864 174 116,060 | 1 551 ,000
2 ,438P ,192 ,189 ,69180 ,018 11,945 1 550 | ,001
3 A446° ,199 ,194 ,68942 ,007 4.809 l 549 ,029 1,552
a. Predictors: (Constant), CNtb
b. Predictors: (Constant), CNtb, CVtb
c. Predictors: (Constant), CNtb, CVtb, c.CNtb.c.CVtb
d. Dependent Variable: YDtb
(Nguon: Két qua tir phan mém SPSS)
Bang 4: Cdc théng sé thong ké ciia tirng nhén t6 trong mé hinh
He so hoi quy hoi Théng ké da
chua chuan quy Twong quan A £
héa chuin . cong tuyen
Mo hinh héa t Sig.
. bo
B Sil Beta Zero- Partial | Part chép VIF
i) order A
nhin
1 (Constant) 2,425 | ,143 16,923 |,000
CNtb ,392 | ,036 | 417 | 10,773 |,000| ,417 417 417 | 1,000 | 1,000
2 |(Constant) 2,081 | ,173 11,998 |,000
CNtb ,341 1,039 | 362 8,723 |,000| ,417 ,349 ,334 | 853 1,172
CVtb ,134 | ,039 | ,143 3,456 |,001] ,282 ,146 ,133 ,853 1,172
3 (Constant) 2,035 | ,174 11,693 |,000
CNitb 325 | ,040 | 345 | 8211 [,000| 417 | 331 | 314 | ,825 | 1212
CVtb ,154 1,040 | ,165 3,878 |,000] ,282 ,163 ,148 | ,808 1,237
c.CNtb.c.CVtb | ,097 | ,044 | ,086 2,193 1,029] ,092 ,093 ,084 | 938 1,066
a. Dependent Variable: YDtb

(Nguon: Két qua tir phan mém SPSS)
nay cho thay tir co s& 1y thuyét va nghién ctru thuc
té déu két ludn sw chdp nhdn eWOM c6 anh hudng
tich cuc dén thdi do, chudn chi quan, nhan thic
kiém sodt hanh vi va YDMH. Nghién ctru chua tim
thdy co tac dong tich cuc tir thai do va chudn chii
quan dén YDMH. V6i nhan t& thdi dg bi bac bod
hoan toan twrong dong v6i nghién ciru ciia Pham Vin
Tuén (2020). V6i nhan t6 chuin chi quan bi bac bo
cling twong dong voi két qua nghién ctru cia Lé
khoa hoc

Minh Chi, Lé Tan Nghiém (2017). Tuy nhién, diéu
nay ciing c6 thé coi 1a phu hop trong bdi canh dich
COVID - 19. Khi ma cac ca bénh va ty 1€ tr vong do
nhiém bénh ting cao, lo ling vé liy nhidém dich bénh
1a dong luc thoi thuc manh mé& NTD chuyén sang
kénh mua sim ma ho cho 1 an toan d6 1a MHTT. Vi
vay, sy anh hudng tir nguoi than, ban be hay thai do
tich cyc d6i véi eWOM liic nay c6 thé khong phai 1a
nguyén nhan théi thuc NTD lya chon MHTT. Dya

=

80 thuong mai

S6 171/2022



KINH TE VA QUANLY

trén nén tang 1y thuyét IAM, nghién ciru d ching
minh c6 tac ddng tich cuc #r su tin cdy, chat lwong
thong tin va chuyén mon cua nguwoi gui thong tin co
tac dong tich cuc dén sw chdp nhdn eWOM. Nghién
cuu cling phat hién ra mot dic diém tha vi la yéu tb
anh huong nhidu nhat t6i sw chdp nhdn eWOM
chinh 1a chuyén moén cua nguwoi gui thong tin trén
cac trang TMTT. Sy tac dong manh nhét ctia nhan t6
nay ciing trong dong v6i nghién ciru cua Zulkiffli,
Hong, Ramlee, Yunoh va Aziz (2017) [10]. bay
ciing 12 mot diém nhin trong hoat dong marketing
ctia DN. Nguoi giri thong tin eWOM c¢6 thé chinh 1a
ngudi dinh hudng tiéu dung hiéu qua ddi véi NTD.
Nghién ctru cho thidy mirc d6 anh hudéng manh, yéu
khéc nhau, cu thé:

Két qua phan tich SEM cho thiy su tac dong
thuan chiéu cua su tin cdy eWOM dén sur chcfp nhan
eWOM (H1) va anh huéng tich cuc cua sw chdp
nhdn eWOM dén YDMH (H10).

Két qua hoi quy cho thay, Sw tin cdy eWOM tac
dong tich cuc dén sw chdp nhin eWOM (0.217).
Tiép theo, két qua udc lugng cua su chdp nhén
eWOM dén YDMH 14 0,503. Két cua thu duoc dong
nhét véi ! két qua ciia mot sb nghién ctru trude da
néu trong tong quan nghién ctru. Diéu nay mot lan
nita khang dinh thong tin eWOM trén cic trang
TMTT gitup nang cao kién thuc, thong tin vé san
phim va thuc dy ¥ dinh mua caa NTD. Nghién ciru
da ching minh dwoc sy tuong quan tryc tiép gitta suw
tin cdgy eWOM dén sur chép nhdn eWOM va tir sy
chdp nhdn eWOM dén YDMH. Két qua nay co su
twrong dong voi két qua cua Lé Minh Chi va Lé Tén
Nghiém (2018) [18], Pham Vin Tuén (2020) [15] d6
la su chép nhén thong tin trén mang xa hdi cé anh
huéng dén YDMH.

Ngoai ra, eWOM c¢6 tac dong cung chiéu dén
cac nhan t6 ciia thuyét hanh vi ¢6 y dinh TPB (thdi
ds, chudn chii quan, nhan thirc kiém soat hanh vi).
Nhung diéu d6 khong c6 nghia 14 thdi dg va chudn
chii quan ciia NTD s& tac dong dén YDMH. Chi co
thé suy ra sw chdp nhdn eWOM cang cao thi nhan
t6 nhdn thire kiém sodt hanh vi huéng té6i YDMH
trén cac nén tang TMTT sé& cang 16n. Két qua hdi
quy cho thay si chdp nhan eWOM c6 tac dong tich
cuc dén nhdn thirc kiém sodt hanh vi (NT) 1 0.309.
Két qua cho thiy co su tuong ddng voi cac nghién
ctru trude nhu Pham Vian Tuén (2020) d6 13 suw chap
nhdn eWOM (CN) c6 tac dong dén thdi dé (TD),

chudn chi quan (CCQ) va nhdn thire kiém sodt
hanh vi (NT).

‘Nghién ctru chi ra duoc tdc dong cua nhdn thirc
kiém sodt hanh vi (NT) sau khi co sur cha”'p nhdn
eWOM co tac dong tich cuc dén y dinh mua. Tuy
viy, gia thuyét vé su tac dong cua thdi dé (TD) va
chudn chii quan (CCQ) sau khi chip nhan eWOM
dan dén YPMH d3 khong dugc xac nhan do két qua
thu dugc tr SEM khong c6 y nghia. Anh huéng cua
nhén thitc kiém sodt hanh vi dén YDMH la tich cuc
nhung khong qué manh (0,192).

Su xuét hién cta nhan t6 Pai dich COVID - 19
(CV) da 1am tang anh huéng tich cuc cua sw chdp
nhdn eWOM d&én Y dinh mua hang, mac du Kkét qua
tac dong khong 16n (0,086). Két qua phu hop voi
nghién cttu cua Milon va cong su (2021) [27],
Hesham va cong su (2021) [28].

Thuyét hanh vi ¢6 ké hoach TPB va thuyét chap
nhén théng tin IAM 1a mét hoc thuyét ¢4 tAm anh
hudng trong linh vuc Marketing. Trong nghién ctru,
nay tac gia di xac nhan dugc nhimg tic dong dé
NTD chép nhian eWOM va tac dong ciia eWOM dén
YDMH. Két qua chimg minh rang tiém luc cia yéu
t6 eWOM 1a rit 16n, c6 thé khai thac hiéu qua cho
cac hoat dong TMTT.

6. Khuyén nghi

V6i sy phat trién manh mé cua truyén thong
cling nhu ti 1¢ nguoi dung internet, ngudi MHTT
ngay cang gia tang (tang tur 77% trong nam 2019 lén
88% trong nam 2020 (Sach trang Thuong mai dién
tor ndm 2021) thi eWOM c6 thé tr& thanh mot nhan
t6 ¢6 tam anh huong 16n dén NTD va DN. Két qua
nghién ctru di chi ra ring eWOM hoan toan c6 tac
dong dén YDMH cua NTD khi MHTT. Tir day, ciing
s& co rat nhiéu bén lién quan c6 thé tac dong hoic
chiu tac dong béi mbi twong quan nay, d6 1a NTD,
DN va cac co quan quan ly Nha nuéc. Trong pham
vi két qua nghién ctru, tac gia dwa ra mot sé khuyén
nghi voi cac bén lién quan nhu sau:

6.1. Khuyén nghi voi co quan qudn ly Nha nuoc:

(i) Quan Iy nha nude vé bao vé NTD: Vi két qua
NTD tin cdy va chip nhan eWOM (chi can c4c thong
tin d6 lién quan dén nhu cau thong tin ho tim ki‘ém la
16 rang, d& hiéu; nhiéu hinh anh) thi ciing c6 thé xudt
hién nhitng hanh vi phan hdi, quang cdo qua eWOM
la khong trung thyc, khién NTD tin tuéng va coi do6
14 thong tin hitu ich dé giup ho mua sim. Didu nay s&
khién NTD gip rui ro va thiét hai khi mua phai nhiing
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san pham khong dung cam két, kém chit luong. Vi
vay, Nha nudc can co céac chinh sach bao vé NTD khi
ho thuc hién mua sim trén céc trang TMTT; ngan
chan va xur ly nhimg truong hop thué va nhan thué
viét phan hoi, nhan xét khong dung vé san pham, thdi
phdng cong dung cta san pham Pong thoi, voi vai
trd tich cyc ciia eWOM dbi v6i nhan thiic klem soat
hanh vi dan dén YPMH ctiia NTD, Nha nuéc can chi
trong cac hoat dong truyén thong va gido duc NTD;
gitip ho nang cao kién thire, k¥ nang phan tich va lua
chon thong tin eWOM dé tham khao.

(i) Quadn 1y nha nwée vé bao vé DN: eWOM co
hai mit, n6 c6 tdc dong tich cuc dén YPMH cua
NTD nén né c6 thé la kénh truyén thong rat manh
cho DN nhung ciing ¢6 thé khién DN khung hoang
truyén thong boi mot tin ddn eWOM thét thiét. Vi
thé, rat can Nha nude xay dung chinh sach nham tao
ra san choi canh tranh coéng bang trén khong gian
mang cho cac DN. Cén co cac ché tai cu thé dé diéu
chinh cac hanh vi kinh doanh khong tuan theo quy
dinh cua phap ludt hay cac phat ngén cua cd nhan
khong c6 cin cir gay that thiét cho DN.

6.2. Khuyén nghi véi doanh nghiép

- Khai thac mang xd héi véi vai tro cung cdp
thong tin da‘u vdo: Sy ton tai cia eWOM nhu mot
yéu t6 tt yéu trén khong gian mang c6 thé gitip DN
khai thac n6. DN c6 thé sir dung tri tué nhén tao dé
phén tich hanh vi khach hang tir kho di liéu eWOM
trén mang xa hoi dé thuc day thong tin eWOM; tan
dung khach hang dé phat trién eWOM; tan dung nen
kinh té chia sé; phan tich dit li¢u NTD cho phat trién
va thiét ké san phém; theo doi strc khoe thuong hiéu;

- Dé xudt cdc chién lwoc va chién thudt kinh
doanh: Sy tuong quan manh mé gitta eWOM va
YDMH trén nén tang TMTT ciia khach hang 1a co
s dé cac DN can chi ¥ xay dung chién luoc mar-
keting thong qua ngudn tin eWOM. Nguén luc mar-
keting nén duoc tap trung vao nhimg yéu t6 quan
trong, 6 13 eWOM va nhdn thirc kiém sodt hanh vi
ciia NTD. Vi vy, viéc tim hiéu céc giai phap dé hd
trog NTD cai thi¢én cac ky nang tim kiém thong tin,
nang cao kién thirc va nhan thuc dé tham khao, sang
loc cac thong tin eWOM nham thuc day ¥ dinh mua
hang 1a diéu quan trong ddi voi nhimg DN kinh
doanh trén cac nén taing TMTT. Mat khac, DN can
lién tuc cai thién chat lugng san pham, dich vu cham
soc khach hang nham c6 dugc nhirng phan héi tich
cuc tir ho. Pong thoi trién khai cac giai phap mar-

khoa hoc

keting dé khuyén khich nhitng khach hang da su
dung san phe"im, dich vu c6 nhiéu phan hdi hon nira.
Nang cao chdt heong théng tin cia eWOM (CL)
cling nhu lam tang su tin cdy (TC) eWOM dbi véi
khach hang. Pic biét, vdi sy tac dong manh nhét tir
chuyén mon cua nguoi gui thong tin, DN can quan
tam, dau tu vao nhiing khach hang da gan bo v4i san
pham DN, nhiing nguoi no6i tleng, co uy tin va co
chuyén mén lién quan dén san pham ctua DN dé tao
nén nhitng eWOM tich cuc, dugc NTD chap nhén
(trén co s6 ho da co trai nghiém va c6 phan hdi tot).
Trong khi d6 ngudn lyc nham ting su tich cyc tir
thai do cia NTD, chudn chii quan sau khi chp nhan
eWOM chi nén danh ¢ muc vira du.

bai dich COVID-19 dugc phat hign c6 tac dong
tich cuc dang ké dén YDMH ciing nhu lam ting tac
dong cua sy chép nhan eWOM dén YPMH. NTD
lya chon MHTT trong bdi canh dich COVID -19 boi
ho thy no an toan, tién loi, nhanh chéng va dap ting
t6t nhu cau ctia ho. Diéu nay cho thiy véi ly thuyét
chap nhan cong nghé IAM hoan toan c6 thé ly giai
tai sao NTD lai tim cach MSTT thay thé cho hanh vi
mua hang truc tiép. Trai qua giai doan gidn cach xa
hoi, chép nhan MHTT, NTD da c6 kinh nghiém dé
MHTT. Diéu nay da gitp thac day nganh thuong
mai dién tr phét trién nhanh hon so véi ky vong.
Mot cau hoi dugce dat ra 1a giai doan hau COVID -
19 thi NTD con tiép tuc MHTT hay khong? Ho ¢o
thé quay tré lai mua hang truc tiép. Nhu vy, s& rat
dang tiéc cho DN va nganh thuong mai dién tur khi
dd bo qua co hoi dé tiép tuc phat trién théi quen
MHTT cta NTD. Ma [& ra, néu khong c6 dich
COVID - 19 thi s€ con can mot thoi gian rat lau va
su dau tu lon dé NTD ca nudc biét va chip nhén
MHTT. Vi vay, DN can ¢ nhiing bién phap truyén
thong, quang cao manh m& dé phat trién kénh
TMTT; thic ddy hanh vi MHTT 1én mutc do cao
hon. R3 rang véi cac bién quan sat cia nhan té Pai
dich COVID - 19 ¢b ¥ nghia thong ké cho thiy, nhan
thue lo so vé dich bénh cling nhu nhén thirc vé loi
ich tir MHTT thuc day NTD c6 YDMH. Ciing c6 thé
hiéu, chi can tiép tuc nang cao nhan thirc cua NTD
vé su thuan tién, nhanh chong, hitu ich khi MHTT
thi ho sé tiép tuc Iwa chon MHTT nhiéu hon. Mit
khéac, DN can phai cai tién chat lugng, mau ma va
dich vu dap tmg t6t hon nira nhu cdu cla khach hang
truc tuyen dé NTD thay rang, moi nhu cu cua ho
déu co thé duogc dap tmg tot.
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6.3. Khuyén nghi cho ngwoi tiéu ding

Theo két qua nghién ctru, nhan thic kiém soat
hanh vi c6 tuong quan t6i y dinh mua ciia NTD. Do
d6, NTD nang cao nhimng k¥ ning tim kiém thong
tin tryc tuyén va hiéu biét v& san pham dé gia ting
nhan thtrc khi MHTT. Theo két qua ctia nghién ciru,
do mbi quan hé manh mé gitia sy chcfp nhdan eWOM
dén y dinh mua, nhimng y kién danh gi4, phan hi ciia
NTD vé viéc si dung san phém, dich vu la nhiing
thong tin v cung hitu ich va s& gdp phan tac dong
dén v dinh mua cua nhitng NTD khac. Dic biét
trong bdi canh mang x4 hoi c6 sirc lan toa va két ndi
manh mé& nhu hién nay, nhitng danh gia do sé cang
dé tiép can nhitng NTD c6 nhu ciu tim hiéu. NTD
can thuc hién quyén lgi nay mét céch trung thuc,
thang thin, khach quan va vin minh. Pong thoi,
NTD ciing can thé hién danh gi4 cao t6i nhitng danh
gia trung thuc va khach quan, phan déi nhitng hanh
vi khong vin minh, thiéu van héa. Ngoai ra, dé ngin
chin nhitng hanh vi tiéu cuc, gop phan xay dung
mdi truong kinh doanh trén céc trang TMTT lanh
manh, NTD nén tich cuc hon trong viéc phan hdi lai
nhitng van dé gip phai trong qua trinh tham gia
MHTT t6i co quan nha nude xt 1y kip thoi cac vi
pham va hoan thién chinh sach, quy dinh.

7. Két luin

Ngay nay, TMTT da tré nén pho bién, NTD da
tim ra nhitng cach thirc khéc nhau dé tim hiéu vé san
phim va nha cung cip. eWOM la mét trong nhiing
hinh thire hiéu qua ¢é NTD, DN tham khao. Nghién
clru da cho thdy mot qua trinh tir nhitng yéu t6 tac
dong dén su chdp nhdn eWOM cia NTD dén sy thay
d6i trong thdai dg, nhdn thirc kiém sodt hanh vi,
chudn chii quan cua NTD tac dong dén YDMH.
Ngoai ra, bdi canh dai dich COVID - 19 it nhidu c6
tac dong thic day lam cho NTD tir chdp nhan
eWOM dén YPMH. Trong nghién ctru nay, doi
tugng nghién ctru da s6 13 ngudi ¢ d6 tudi dudi 30
va 1a sinh vién; viéc 1dy mau phi xac suat dan dén
két qua vin chua mang tinh dai dién va khai quat
cao. Pay ciing 14 huéng méi cho cac nghién ciru tiép
theo c6 thé nd lyc khic phuc nhitng han ché nay,
mang lai nhitng dot pha trong nghién curu dac biét 1a
trong linh vuc TMTT. 4
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Summary

In e-commerce, electronic word of mouth
(eWOM) is one of the ways for consumers to gather
information about products. This study suggests that
consumers’ intention to purchase online is influ-
enced by eWOM and is also influenced by the con-
text of the Covdi - 19 epidemic, distance, and fear of
the disease. The study uses the original theory of
TPB, IAM and collects data from consumers who
have the ability and need to shop on online com-
merce platforms in Vietnam for analysis. The SEM
analysis results show the positive relationship that
reliability, eWOM information quality, information
sender expertise have an impact on eWOM accept-
ance; eWOM acceptance affects the attitude, subjec-
tive norm, perceived behavioral control of con-
sumers; perceived behavioral control and eWOM
acceptance have an impact on consumers Purchase
Intent; The context of COVID -19 pandemic gov-
erns the impact of eWOM adoption on consumers
purchasing intentions on the e-commerce platform.
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