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]nternet dd cung cap cho nguwoi tiéu ding phiong tién dé dang dé cé dwoc théng tin san pham tir nhitng
nguoi tiéu dung khdac va cﬁng dé chia sé kinh nghiém tiéu dung san pham cua chinh ho. Hoat dong

cua ngum tiéu ding déanh gia va xép hang san pham truc tuyén sau do lan téa nhitng nhédn dinh hodc danh
gid nay toi nhitng ngu"m tiéu dung khac dwoc goi la danh gia truc tuyen ( Chatter]ee 2001). Trong boi canh
TMDT ndi chung va ban lé truc tuyén noi riéng dang co sy phat trién manh mé, cac bai danh gia tric tuyén
cung cap cho nguoi tiéu ding truc tuyén nhiing thong tin bo sung vé thuong hi¢u va san pham, dong thoi
thuc day ho tién tGi quyet dinh lya chon mua hodc khong Trén co so t6ng quan cdc nghién curu ¢6 lien quan,
bai viét da de xudt mé hinh nghién ciru anh hiong ciia nguon thong tin danh gid tric tuyen toi quyet dinh
mua tryc tuyen cua ngum tiéu dung tai Viét Nam. Ket qua nghién ciru di cho thdy, chdt hrong nguon thong
tin danh gla truc tuyen co tdac dong ddng ké toi quyet dinh mua hang cua nguoi tiéu dung tryc tuyen. Thong
qua két qud nghién ciru, tac gid ciing dwa ra mot so thao ludn daé lam ré ddc tru’ng trong tiéu dung truc tuyen
cia ngueoi tiéu ding Viét Nam, dong thoi xdc dinh mét s6 han ché trong nghién civu va cdc hieong phdt trién

cua nghién cuu trong thoi gian toi.

Tir khéa: Pdnh gid tric tuyén, chdt heong nguon thong tin, quyét dinh mua triec tuyén, nguoi tiéu ding

truc tuyén.

JEL Classifications: M10, O14.

Mé dau

Véi tu cach 1a mot ngudn thong tin, Internet da
mé rong dang ké pham vi tim kiém thong tin trude
khi mua hang bang cach cung cap kha nang truy cap
dé dang vao 15i khuyén tir ' hang nghin ca nhan. Moi
nguoi tiéu dung tryc tuyén co thé truy cép nhimng
thong tin d6 bat ky liic ndo va & bit cir dau thong
qua viéc st dung Internet. Chinh vi vdy, moi nguoi
tiéu dung trén Internet 6 xu hudng tim kiém thong
tin san pham trude khi ho tién téi quyet dinh thuc
hién giao dich. Mét trong nhiing nguén tlep nhan
thong tin phd bién nhét 1a danh gia tryc tuyen Cac
nguon thong tin danh gia truc tuyén bao gbm truyén
miéng dugc lan truyén thong qua cc nén tang danh

gi4 truc tuyén nhu mang xa hi, dién dan hodc phan
danh gia truc tiép trén cac website Thuong mai dién
tir. Noi cach khac, ngudi tiéu dung truc tuyén c6 thé
dua ra y kién ciia ho cho nhitng ngudi dung tryc
tuyén khac bang cach ding thong tin truyén miéng
ctia ho dudi dang cic bai danh gia trén nhidu nén
tang khac nhau (Chevalier & Mayzlin, 2006). Chinh
vi vdy, danh gia truc tuyén khong chi cung cap mot
nén ting ma qua d6 khach hang c6 thé bay to ¥ kién
ciia minh, ma con dugc mot s6 cong ty st dung mot
cach chién lugc nham tac dong dén quyét dinh mua
tryc tuyén ciia ngudi tiéu ding (Dellarocas, 2003);
(Lee et al., 2011).
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1. Tong quan nghién ciru anh hwéng caa
ngudn théng tin danh gia trwc tuyén téi quyét
dinh mua truc tuyén ciia ngudi tiéu dung

Panh gia truc tuyén 1a mot thanh phan quan
trong trong khong gian thi truong thuong mai dién
to ngay nay (Ventre & Kolbe, 2020). Panh gia do
ngudi tiéu dung tao ra, nhu mot hinh thirc truyén
miéng dién tir (¢WoM) gilip ngudi ti€u dung thong
béo cho nhitng nguoi tiéu dung khac vé kién thirc va
trai nghiém ctia ho véi cac thuong hiéu va san pham
(Hajli, 2015); (Siddiqui et al., 2021). Nhu vay,
ngudi tidu dung khong con chi 12 ngudi tiép nhan
thu dong thong tin do thuong hiéu tao ra, ma dong
vai tro tich cuc trong viéc tao ra thong tin lién quan
dén thuong hiéu, dudi hinh thirc danh gia truc tuyén.
(Hajli, 2015) goi ¥ rang cac nén tang thuong mai
dién tir, thong qua cac cong ngh¢ di dong va xa hoi
tich ho‘p, da trao quyen cho nguoi tiéu dung dé tao
ra ndi dung danh riéng cho thuong hiéu, c6 kha nang
xuét hién & cac nén tang va dinh dang khac nhau.

Cac mang xa hoi, web thuong hiéu, dién dan
internet, web danh gid san phém va blog ca nhan déu
1a nhing loai nén tang danh gia ngudi tiéu dung tryc
tuyén thu hat sy quan tdm cua nhiéu ngudi tiéu dung
truc tuyén. Panh gi4 truc tuyén di duoc chimg minh
la c6 tac dong tich cyc va dang ké tGi thai do cua
ngudi tiéu dung truc tuyén va doanh sd ban san
pham, ching han dén viéc ban sach (Chevalier &
Mayzlin, 2006); (Saced et al., 2003) tac dong dén
doanh sb ban ctia nganh cong nghiép tro choi dién
ta (F. Zhu & Zhang, 2010). Theo (M. Y. Cheung et
al., 2009) c6 hai loai anh huong riéng biét (thong tin
va quy chuan) dén tinh thuyét phuc cua cac danh gia
truc tuyén cua ngudi tiéu ding bao gdm: anh huong
vé mit thong tin va anh huéng mang tinh chuan
muc. Anh hudng vé mat théng tin bit ngudn tir cac
thong diép cia bai danh gia, ching han nhu ndi
dung, ngudn va ngudi nhan, duoc xac dinh boi chat
luong 1ap luén, khung dé xuit, khia canh dé xudt, 4o
tin cay cua nguon va xac nhan vé niém tin trudc
d6. Anh huong mang tinh chuin muec 1a két qua cua
cac chuan muc hodc ky vong cua nguoi khac tiém
an hodc trong s& thich lya chon cia mdt nhém hoac
cong ddng. Cac yéu td cia anh hudng mang tinh
chuan muyc bao gdm tinh nhit quan cua khuyén nghi
va xép hang khuyén nghi.

Céc nghién ctru cho thay rang phan 16n ngudi
tiéu dung tin tudong danh gia truc tuyén hon so véi
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cac ngudn thong tin vé san pham, dich vu khac va
duong nhu ho ciing tin twdong cic san phim cé
nhiéu danh gia hon nhiing san pham khong c6 danh
gia. (Askalidis & Malthouse, 2016) da ching minh
bang thuc nghiém rang danh gia truc tuyén c6 kha
niang tac dong dén y dinh mua hang cao hon 27%.
Bing cach hiéu rd hon tac dong cua cac bai danh
gia do ngudi tiéu dung truc tuyén tao ra, ‘cac thuong
hiéu c6 thé nang cao trai nghiém mua sam tong thé
cho ngudi ding cia ho bang cach dit cac bai danh
gi4 ndi bat trén cac trang san phdm cua ho (Zhang
et al., 2010).

2. D& xuit m hinh va cac gia thuyét nghién ciru

a. Tinh chinh xdc

Tinh chinh x4c chu yéu d& cap dén su dung din,
thé hién anh hudng cia ching toi chit luong thong
tin cia nhitng bai danh gia truc tuyén (Jamil, R. A.,
Hasnu, 2013); (Thomas, M-J., Wirtz, B. W.,
Weyerer, 2019). Nguoi tiéu dung coi nhling nguoi
danh gia trén cac trang web danh gia 1a nhirng ngudi
danh gia doc 1ap cung cip thong tin chinh xac vé san
pham va dich vu. Tinh chinh xac dong mot vai tro
quan trong khi ngudi di st dung san phdm/dich vy
do6 da xtr Iy noi dung cua cac bai danh gia truc tuyén
dé danh gi4 tré nén dang tin cdy hon va do do tac
dong dén chit luong thong tin cung cip. Vi vy,
kién thirc cia nguoi da sir dung san pham hodc dich
vu 1a mot khia canh kha quan trong boi kién thirc d6
c6 thé khong chi 12 két qua cua nhig trai nghiém 1o
rang voi san pham hodc dich vu cu thé ma con xuét
phat tir cac ngudn khéc, ching han nhu trai nghiém
vOl san phém hodc dich vu (Hu, N., Zhang, J.,
Pavlou, 2017). Néu nhitng khia canh da duoc nguoi
tiéu dung biét dén duogc trinh bay chinh xé4c trong
bai danh gi4 truc tuyén, nguoi tiéu dung do rat co
thé cling s€ thtra nhan cac khia canh khac ma ho
chwa biét trong bai danh gi tryc tuyén 1a chinh xac
va ho s& d& dang cho rang d6 1a mot bai danh gia c6
chat lwong (Jamil, R. A., Hasnu, 2013). Tuy nhién,
néu cac khia canh duoc nguoi tiéu dung biét dén
trong bai danh gia tryc tuyén khac voi trai nghiém
ctia nguoi tiéu ding, ngudi tiéu dung rat co thé tir
chéi ca nhitng khia canh da biét va chua biét trong
bai danh gia tryc tuyén va dit van dé nghi ngo vé do
tin cay cua toan bd bai danh gia va ho s€ dua ra Kkét
ludn vé& chat lwong thip cia bai danh gia truc tuyén.
Dua trén nhitng nghién ctru ké trén, tac gia d& xuit
gia thuyét sau:
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H1: Tinh chinh x4c c6 anh hudng thuan chiéu
dén chét luong thong tin dénh gia truc tuyén.

Cac bién quan sat cua tinh chinh xac gdm 4
bién tir CX1 dén CX4, duoc thé hién chi tiét trong
Bang 1.

b. Tinh ddy di

Tuong ty nhu tinh chinh x4c, tinh day di ciia cac
danh gia tryc tuyén chi yéu dugc diéu tra va thiét
lap trong nghién ctru truyén thong xa hoi (Cheng &
Ho, 2015); (Filieri et al., 2015). Theo Cheung va
cong su (2009), tinh day du dé cap dén muc do toan
dién va cung cip thong tin thoa déng cua cac danh
gia tryc tuyén Cac nghién ctru trude day cho théiy
rang tinh day du 12 mot yéu t6 quan trong cta chat
lugng thong tin va do d6 ¢6 thé dugc gan vi tri trung
tdm cua qua trinh xu 1y thong tin (Cheng & Ho,
2015). Nghién ciru trude day ciing da dé xuét tac
dong cua tinh day du cta danh gia truc tuyén dbi véi
do tin cdy cua nguoi tiéu dung truc tuyén. Céc
nghién ctu cia (Schindler, R. M., Bickart, 2012)
cho rang thong tin danh gia truc tuyén cang diy du
thi cang lam ting chat luong cua thong tin va do do6
gilp nguoi tiéu dung c6 thé ra céac quyet dinh mua
truc tuyen dé dang hon. Mac du mbi quan hé hiéu
ung nay van chua dugc xac nhan theo kinh nghi¢ém
cho dén nay, cac nha nghién ciru van tiép tuc thé
hién sy mong mudn nghién cru sdu hon vé van dé
nay. V6i cac phan tich nhu véy, tic gia dé xuét gia
thuyét sau:

H2: Tinh ddy du c6 anh huong thuan chidu dén
chat lugng thong tin danh gia truc tuyén.

Céc bién quan sat cua Tinh day du bao gém 4
bién tr TD1 dén TD4, dugc thé hién chi tiét trong
Bang 1.

c¢. Tinh kip thoi

Tinh kip thoi cai thién chat luong thong tin cta
mot bai danh gia truc tuyén va do d6 ciing ho tro sirc
manh cua lap luén thuyét phuc, do d6 c6 kha nang
kich hoat thai @ manh mé hon, bao gém mot nhan
thirc tich cuc hon vé do tin cay (C. M. K. Cheung et
al., 2008). Trong mdt nghién ctru thyc nghiém vé tac
dong ctia danh gia truc tuyén téi doanh sé dit phong
khach san cua (Ye, Q., Law, R., Gu, 2009), véi
nguén dt liéu dugc thu thap tr mot trang web du
lich 16n ¢ Trung Qudc, két qua cho thdy, danh gia
truc tuyén do nguoi ding tao c6 thé anh huong dang
ké dén doanh sb ban phong khach san. Nghién ctru
nay goi y rang anh huong cua danh gia ctia nguoi

khoa hoc

dung dac biét quan trong ddi véi hang hoéa hoéc dich
vu trai nghiém vi chit luong cua ching thudng
khong duge biét trude khi tiéu ding. Pic biét trong
d6, yéu t6 Tinh kip thoi dugc danh gia 1a mot yéu td
quan trong hinh thanh nén ngudn ‘thong tin dang tin
cdy. (Pan & Zhang, 2011) cung cAp mot nghién ctru
vé cac yéu td quyét dinh tinh hitu ich ctia danh gia,
dugc thyc hién trén co s¢ dit liéu dugce thu thap tu
mot nha ban 1é truc tuyén thuc té. Két qua nghién
clru da cho thay su kip thoi ciia déanh gia co tac dong
tich cuc dén mirc do hiru ich cia danh gia truc
tuyén. Do d6, trong nghién ctru nay, tinh kip thoi 1a
mot yéu té co anh hudng manh t6i Vé‘ chat lugng
thong tin ctia cac bai danh gia va kiém tra thuc
nghiém tac dong cua nd ddi véi do tin cay cua cac
bai danh gia truc tuyén, vi vy tic gia dé xuét gia
thuyét nghién ciru sau:

H3: Tinh kip thoi ¢6 anh huong thuan chiéu dén
chat lugng thong tin danh gid truc tuyén.

Céc bién quan sat cta Tinh kip thoi bao gom 4
bién tr KT1 dén KT4, dugc thé hién chi tiét trong
Bang 1.

d. Chuyén mon cua nguwoi danh gia

Chuyén mon nguoi danh gia dé cap téi luong
kién thire ma nhitng nguoi viét bai danh gia d6 co
duoc vé san phém, dich vy ma ho dang gidi thiéu
hoic chia sé voi cong chiing. Theo nhiéu nghién ciru
truge do da chi ra, chuyén mon cua nguoi danh gia
nhu mot dau hiéu hodc yéu t6 ¢6 lién quan dén danh
gia tryc tuyén trong bdi canh nghién ciu truyén
thong mang xa hoi (Jamil, R. A., Hasnu, 2013);
(Fang, 2014); (Cheng & Ho, 2015). Chuyén moén
ctua nguoi danh gia khong chi 1a khia canh tac dong
dén chat luong bai danh gia tryc tuyén ma con tac
dong tich cuc dén do tin cdy cta nguoi xem (Fang,
2014); (Cheung, C. M.K, Thadani, 2010). Theo cach
dién dat khac, néu ngudi danh gia 1a nguoi co
chuyén mén phu hop thi cach thé hién cac danh gia
tryc tuyén vé san pham/dich vu s& tré nén thuyét
phuc hon, logics hon va do d6 ciing nhan dugc sy tin
tuong hon tir nguoi xem. Theo 1ap luan nay, tac gia
khai niém kién thtrc chuyén mén cia ngudi danh gia
nhu mot ddu hiéu trong mé hinh nghién ctru voi dé
xudt gia thiét nhu sau:

H4: Chuyén moén cia nguoi danh gia c6 anh
hudng thuan chiéu téi chat lugng thong tin danh gia
tryc tuyén.
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Céc bién quan sat ciia Chuyén mén nguoi danh
gi4 bao gdm 5 bién, dwoc thé hién chi tiét tir CM1
dén CMS5 trong Bang 1.

e. Dinh dang ciia danh gia truc tuyén

Anh hudng cua bai danh gia truc tuyén dudi cac
dinh dang khéac nhau mang lai hi€u qua khac nhau
d6i v6i ¥ dinh mua hang cua ngudi tiéu dung truc
tuyén. Céc bai danh gia san phém, dich vu duoc
dang & dinh dang vin ban thuan tay c6 thé mang lai
cac hiéu qua thap hon hodc it gdy cha y hon so v&i
bai danh gia dugc hién thi bang cach sir dung dinh
dang video hodc livestreams. Dac biét voi su pho
bién ngay cang ting cua da ‘phuong tién bao gébm
hinh anh va video truc tuyén trong cac nén tang
thuong mai xa hdi nhu Facebook, Instagram,
Youtube va TikTok, dinh dang video hodc
livestreams c6 tac dong tich cyc va manh mé hon
hén t6i sy tin cdy cua ngudi tidu dung truc tuyén
(Hajli & Sims, 2015); (Park, C.W., Sutherland, 1.,
Lee, 2021). Trén co so do, tac gia dé xudt gia thuyét
nhu sau:

H5: Pinh dang ciia danh gia tryc tuyén ¢ anh
huéng thuan chiéu dén chat luong thong tin danh
gia truc tuyén.

Céc bién quan sat Dinh dang cua danh gia truc
tuyén bao gdm 4 bién quan sat tir DD1 dén DD4,
duoc thé hién chi tiét trong Bang 1.

f. 86 lwong va tinh nhit quéin ciia dinh gid
truc tuyén

S6 lugng bai danh gia 16n s& giup cho ngudi xem
dé quan sat hon (Cheung, C. M.K, Thadani, 2010)
va voi sb luong thong tin day du, nhat quan tir cac
danh gia truc tuyen s€ tao niém tin cho nguoi ti€u
dung tryc tuyén ra quyet dinh mua hang t6t hon. Cac
nghién clru trude déu chi ra sb luong bai danh gia
truc tuyen c6 tac dong tich cuc dén sy tin cay cua
ngudi tiéu ding tryc tuyén (Fan va cong sy, 2013),
tir d6 anh huong dén y dinh mua hang cua nguoi
xem. Néu ngudi xem thiy mot sb lugng 16n bai danh
gi4 tryc tuyén v& mot san pham/dich vu bit ky s&
khong chi thu hat sy chu ¥ ciia hg ma con lam cho
ho cam thdy tin cdy hon vdi thong tin dugc cung
cép. Hon nira, tinh nhit quan trong nhig danh gia
truc tuyen s€ tac dong tich cuc dén sy tin cay cua
nguoi tiéu dung vé san phim/dich vu dugc danh
gi4. Guo va cong su. (2020) cho thiy rang nhirng
danh gia d& chiu cta khach hang truc tuyén dan dén
kha nang mua hang cao hon so v6i nhitng danh gia
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khé chiu. Ho cling phat hi¢n ra réng do tin cay co
anh huong dang ké dén quyét dinh mua hang.
(Zhang, D., Zhou, L., Kehoe, J. L., Kilic, 2016). Vi
viy, tac gia dé xuit gia thuyet nghlen cuiu sau:

H6: S6 lwong va tinh nhét quan cua dénh gia truc
tuyén c6 anh hudng thuan chiéu dén quyét dinh mua
truc tuyén ciia ngudi tiéu dung.

Céc bién quan sat ciia S6 lwong va tinh nhat quan
cua danh gia truc tuyén bao gdm cac bién tir SL1
dén SL5, dugc thé hién chi tiét trong Bang 1.

g Murc do anh hwong hay uy tin ciia nguwoi
danh gia

Mirc d9 anh huong hay uy tin ciia nguoi danh gia
1a vin dé da duoc diéu tra trong nhiéu nghién ctru vé
thwong mai dién tir, truyén thong xi hoi. Nhidu
nghién ctu trude day da chung to, thong tin trong
bai danh gia s€ tré nén thu hut, nhan duoc nhiéu sy
quan tdm va khién nguoi tiéu dung truc tuyén tré
nén tin tudng hon khi n6 duoc tao ra bdi mot nguoi
déanh gia c6 uy tin va mac d§ anh hudng trong cong
ddng mang, ddng thoi co tac dong dang ké vé kha
ning thuyét phuc nguodi xem ra quyét dinh. Cac
nghién ctru ndy ciing cho thy thong tin lién quan
dén danh tinh cua ngudi danh gia ¢ thé dinh hinh
danh gi4 cua cac thanh vién cong dong vé san phim,
dich vy, thong qua do cai thién su cong nhan cia cac
thanh vién cong ddng vé tinh hiru ich cia danh gia
va ting doanh s§ ban san phdm (Forman et al.,
2007). Mot nghién ctru kha tiéu biéu cta Craciun &
Moore (2019) da xac dinh chirc nang cua gioi tinh,
danh tiéng va cam xuc cia ngudi danh gia tac dong
thuan chiéu dbi véi do tin ciy cua ngudi tiéu dung
v6i cac bai danh gia truc tuyén.

Su tin cdy cua ngudi tidu ding truc tuyén voi cac
danh gia truc tuyén 1a yéu t6 vo cing quan trong tac
dong tryc tiép t6i hanh vi mua cia ngudi tiéu dung
d6. Khi ngudi tiéu dung nhan thdy thong tin danh
gia tryc tuyén vé mot san phém/dich vu nao do 1a
dang tin cdy s& tao dong luc thuc ddy hanh dong
mua hang cua hg. Viéc tin tudng nhiing danh gia
tryc tuyén 1a dung, mo ta chan thuc, bao quat va
khach quan v& san pham, dich vu s& gitp ngudi tiéu
dung yén tdm hon khi mua hang trén Internet. Mot
s0 nghién ctru da chimg minh tAm quan trong cua do
tin cdy thong tin 13 yéu t6 co vai tro chinh yéu dbi
v6i ngudi tiéu ding khi ra quyét dinh mua hang
(Awad & Ragowsky, 2008). Nguoc lai, néu khong
c¢6 d tin cay dbi voi thong tin danh gia truc tuyén,
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ngudi tiéu ding s& hoang mang, phan van va rat kho
di dén quyét dinh mua hang. Tu lap ludn va cac
nghién ctru trén, tic gia dé xuat gia thuyét nghién
clru sau:

H7: Muc d6 anh huong hay uy tin cia ngudi
danh gia c6 anh hudng thuan chiéu dén quyét dinh
mua truyc tuyén ctia ngudi tidu dung.

Céc bién quan sat cia Mirc d6 anh hudng hay uy
tin cua nguoi danh gia, bao gom 4 bién tir MDAH1
dén MDAH4, duoc thé hién chi tiét trong Bang 1.

h. Chit lwong théng tin ddnh gid trwc tuyén

Ban chit cua cac thong tin danh gia truc tuyen
cling nhu mdt loai dich vu phuc vu cong dong micn
phi dugc nguoi danh gia ty nguyén cung cap ma
khong doi hoi nhimg nguoi tim kiém, tiép nhan
ngudn thong tin nay phai tra tién. Nguoc lai, nhitng
ngudi danh gia tryc tuyén con mong mudn nhiing
thong tin danh gia cia minh duoc lan toa rong ri,
c6 suc anh huong, cé gia tri 19i ich va dugc don
nhan cua dong dao nhimg ngudi tiéu dung khac. Vi
quan dlem nay, chat lugng nguon thong tin danh gia
truc tuyen cling c6 thé dugc xem xét va do ludng
nhu chat luong dich vu. M6 hinh do luong chét
lugng dich vu kha tiéu biéu 1a mé hinh SERVQUAL
cua (Parasuraman, A, Ziethaml, V. and Berry, 1985);
(Parasuraman, A., Berry, L.L., Zeithaml, 1991) khi
xé4c dinh chat luong dich vu bﬁng murc 0 cam nhan
- Gia tri ky vong. Tuy nhién, tha tuc do luong
SERVQUAL kha dai, phirc tap va “Gia tri ky vong”
dugc nhiéu nha nghién ctru cho riang rat kho xéac
dinh. Chinh vi vay, viéc st dung mé hinh chét luong
va khoang cach trong SERVQUAL lam cho co s&
danh gia chat lugng dich vu con nhiéu tranh luan
(Babakus & Boller, 1992); (Cronin & Taylor, 1992).
Nhiéu quan diém cho ring thang do SERVQUAL
kha dai dong do khach hang phai danh gia trén 2
phuong dién ky vong va cam nhan thuc té khi nhan
dugc dich vu ma doi khi sy danh gia cung luc nay
khién khach hang nham 1an. Trong cac ¥ kién phan
bién, n6i bat 1a (Cronin & Taylor, 1992) di diéu
chinh thang do SERVQUAL thanh thang do
SERVPERF. Thang do ndy van giit yén cac thanh
phan va bién quan sat cia SERVQUAL, ma bo di
phan danh gia vé ky vong cua khach hang, chi giit
lai phﬁn cam nhan thuc té cia khach hang ddi véi
dich vu ma ho nhan duoc (Chét luong dich vy chinh
la nhitng gi ho nhan dugc). Theo md hinh
SERVPEREF thi chat lugng dich vu (Quality) = Mirc
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d6 cam nhan cua khach hang (Perception). Do cé
xuat x@ tir thang do SERVQUAL, mé hinh
SERVQUAL ciing c6 25 bién quan sat véi 05 thanh
phan co ban nhu mé hinh SERVQUAL nhung bo
qua phan hoi vé ky vong. Két luan nay da duoc su
ddng tinh cta nhidu nha nghién ctru, bao gom (Lee,
H., Lee, Y., Yoo, 2000); (Brady et al., 2002). Theo
(Cronin & Taylor, 1992), hi¢u ning thang do
SERVPERF cua ho 1a mot phuong phap tét dé do
luong chét luong dich vu. D9 tin cdy cua thang do
nay nam trong khoang 0.884 va 0.964, tiry thudc vao
timg nganh di cho thay tinh hop 18 ca vé sy quy tu
1an sy phan biét.

Trén thyc té, ngudn thong tin danh gia truc tuyén
chi thuc sy ¢6 gia tri va hitu ich khi nguén thong tin
d6 c6 chat lugng cao. Nhiéu ‘nghién ciru trong nhiéu
linh vye truge day da cho thdy, cac bai danh gia truc
tuyen do ngudi dung tao c6 thé anh huong dang ké
dén viéc ban cac san phdm nhu sach, dia CD va
phim (Chevalier & Mayzlin, 2006); (Ghose A.,
2011); (F. Zhu & Zhang, 2010). Nhiing nghién ctru
nay goi y rang anh huéng cua danh gia ctia nguoi
dung dic biét quan trong ddi véi hang héa trai
nghiém vi chat luong ctia chung thudng khong duoc
biét trudc khi tiéu dung. (Filieri et al., 2015) trong
nghién ctru ctia minh da dua ra phat hién rang nguoi
tiéu ding chu yéu bi anh hudng boi chit luong
thong tin va sau d6 bi anh huong boi xép hang cua
khach hang va xep hang téng thé. Nhing két qua
ndy ngu y rang chét lugng thong tin danh gia truc
tuyén cuc ky quan trong d6i voi nguoi tiu dung
trong viéc danh gia chat luong san pham dé tir d6
tién toi quyét dinh mua truc tuyén. (L. Zhu et al.,
2020) xac dinh chat lwong thong tin cam nhan cua
cac bai danh gia truc tuyén tich cuc duogc cho 1a ¢co
tac dong dang ké hon dén niém tin, sy hai long va y
dinh mua hang.,Két qua clia nghién ciru nay co gia
tri 16n dé mé rong ca nghién ctru ly thuyét va tng
dung thuc t& cia cac bai danh gia truc tuyén lién
quan dén viéc mua hang chu dich. Nghién ctru nay
v61 mot mo hinh nghién cru méi cho théy su hiéu
biét vé& y dinh mua hang s& duoc thuc ddy nhu thé
nao boi cac danh gia truc tuyén. Chét luong thong
tin danh gia truc tuyén ma ngudi tidu dung thu thap
duge cang t6t bao nhiéu thi viéc ra quyét dinh cua
ho cang chinh xac biy nhiéu. Néu thong tin ma
ngudi dung thu thip tir cdc danh gia tryc tuyén cé
chat lugng thip, n6 tham chi c6 thé giy hai voi cac
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quyét dinh mua tryc tuyén san phidm, dich vu cia
nguoi dung. Khi chat luong thong tin danh gia tryc
tuyen dbi v6i san pham dich vu dugc cai thién s&
dan dén viéc ra quyét dinh mua tét hon ddi voi
ngudi tiéu ding. Nguoi tiéu dung cang co nhidu
ngudn thong tin danh gia truc tuyén c6 chit luong
cao, ho cang tu tin hon trong cac quyét dinh mua
truc tuyén cua minh. Chit luong thong tin danh gia
truc tuyén tot s& lam giam rui ro va cd thé dan dén
cai thién nhét quan vé két qua khi thyc hién cac
quyét dinh mua sim truc tuyén.

Tu nhiing nhan dinh va cac nghién ctru co ban
nhu trén, tac gia dé xuit gia thuyét nghién ctu
nhu sau:

HS8: Chét luong thong tin danh gia truc tuyén cd
tac dong thuan chiéu t6i quyét dinh mua truc tuyén
cua nguoi tiéu dung.

Trong d6, dé do ludng chit lugng thong tin danh
gi4 truc tuyén, tac gia sir dung thang do SERVPERF
cta (Cronin & Taylor, 1992). Cac bién quan sat do
luong chat luong thong tin danh gia truc tuyén bao
gdm céc bién tir CL1 dén CL5, dwoc thé hién trong
Bang 1.

L. Quyét dinh mua truc tuyén cila nguoi tiéu
dung

Quyét dinh mua tryc tuyén ciia nguoi tiéu ding
cha yéu bi anh hudng boi vn dé tin cdy vao nhimng
thong tin vé san phém, dich vu ma ho nhan duoc.
Théng tin nay c¢6 thé dugc truyén tai béi ngudi ban
hoic duéi dang danh gia tryc tuyén cia nhiing
nguoi tiéu dung khac da thyc hién mua va tiéu dung
trude d6. Nhitng danh gia truc tuyén nay sé c6 gia
tri tac dong manh hon va duogc tin tuéng hon tu
nguoi tidu dung khi ra quyét dinh mua truc tuyén vi
ban chit cia toan bo qua trinh giao dich trong nganh
thuong mai dién tir dwoc thuc hién dudi gia tri cua
niém tin va quyen riéng tu (Constantinides, 2004).
(Kotler, 2003) cho rang hanh vi cia ngudi tiéu dung
truc tuyen 1a qua trinh hoc hoi trai nghiém mua hang
truc tuyen cua ngudi tiéu dung, tim kiém thong tin
va ra quyét dinh vé qua trinh mua hang. Nguoi tiéu
dung truc tuyén ciing dugc cung cp cach thic co
thir ty dé tim kiém thong tin va xt 1y viéc dua ra
quyét dinh mua duoc diéu hudéng dung cach véi cac
chic nang rong phu hgp. (Mican & Sitar-Taut,
2020) da thue hién mot nghién ctru thyc nghiém, ket
qué cho thiy rang c4c bién sb quan trong nhit quyét
dinh dén quyét dinh mua hang 13 gia san pham, cac
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tinh ning cua san pham, khia canh tim 1y hay niém
tin cua ngudi tiéu dung vao cira hang truc tuyén.
Trong do, gi4 cua san phim luén 13 yéu tb tac dong
manh dén quyét dinh mua hang. Ngudi tiéu ding
tryc tuyén s& khong the mua nhirng gi ho khong du
kha ning cho du ho cin hoic mudn n6 dén murc
nao. Tuy nhién, kha ning chi tra thuong 1a mot vin
dé vé quan diém, didu nay s& giai thich tai sao rat
nhleu nguoi tiéu dung str dung cach 1ap ngén sach
“sang tao” dé c6 duoc nhiing thtr ho thuc su muon

Yéu to tinh néng cua san pham thé hién 1a tat ca
vé nhu ciu, mong mudn cd y nghia va loi ich t6t
nhét ctia nguoi tiéu dung tryc tuyén néi riéng va moi
nguoi tiéu dung no6i chung khi ho ra quyet dinh mua
truc tuyén. Mic du, trén thuc té, yéu to nay thuong
bi bé qua khi danh gia né6 nhu mot thu gi d6 duong
nhién phai c6, nhung cling chinh vi thé nd cling
dong mot vai tro quan trong trong quyét dinh mua
hang truc tuyen clia nguoi ti€u dung. Boi vi hon tat
ca, day la yeéu t 6 lién hé chat ché t6i nhu cau thuc
té ciia nguoi tiéu dung.

Khia canh tdm 1y hay niém tin ctia ngudi tiéu
ding vao ctra hang tryc tuyén d& cap dén viéc tim
kiém thong tin, tiép nhan thong tin, bi thu hit boi
cam xuc cua cac danh gia tryc tuyén hodc quang
cao, xur ly thong tin dé ra quyét dinh mua sim truc
tuyen bay 1a yéu t6 co tac dong manh, thdm chi co
thé khién nguoi tiéu dung tryc tuyén bo qua ca gia
va tinh ning san pham dé tién toi quyét dinh mua.
V6i nhitng nhan dinh tir cdc nghién ciru ké trén, tac
gia xac dinh Quyét dinh mua tryc tuyén cua ngudi
tieu dung dugc do luong bai 3 bién quan sat tir
QDMI1 dén QDM3, duogc thé hién chi tiét trong
Bang 1.

Vi cac 1ap luan nhu trén, mo hinh nghién ctru
anh huéng cua danh gia truc tuyén t6i quyét dinh
mua hang cua ngudi tidu ding truc tuyén dugc thé
hién tai Hinh 1 nhu sau:

3. Phuong phap va cac két qua nghién ciru

Bang hoi duoc thiét ké vao 15/2/2023 dya trén
md hinh nghién ctru va dugce hiu chinh theo két qua
phong van so b 50 nguoi ti€u dung truc tuyén
(nguoi tiéu dung kim cuong) c6 tan sudt dit mua
hang truc tuyén nhiéu nhét, theo thong ké cta ba hé
thong TMDT s6i dong, c6 doanh sb ban 1¢ 16n nhat
Viét Nam, do6 1a san Shopee, Lazada, Tiktok. Day
ciing 14 nhitng hé théng TMDT tap hop nhidu danh
gi4 truc tuyén dé& theo doi nhét ciia nguoi tiéu dung
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(Nguén: Tac gid xdy dung)

Tinh chinh xac (CX) Mttc do anh hudng
hay uy tin cua ngudi
H1 danh gia (MDAH) H7
Tinh diy du (TD) 0
Chét lugng thong tin o
Tinh kip thoi (KT) danh gia tryc tuyén > Quyet (’hnh mua
m (CL) HS truc tuyeén (QDM)
Chuyén moén cua H4
nguoi danh gia (CM) S6 lugng va tinh nhat Heé
quan cua danh gia truc
DPinh dang cta danh H5 tuyén (SL)
gié tryc tuyén (DD)

Hinh 1: M6 hinh nghién ciru

v6i nhiéu dinh dang khéc nhau.

Sau khi hi¢u chinh bang cau hoi, tac gia bd sung
vao Thang do gdc trong mé hinh nghién ciru dé xuét
mdt s6 bién quan sat sau day:

- B6 sung vao Thang do Tinh chinh xac: bién
quan sat CX5 - Thong tin danh gia thé hién sy
trung thue.

- B6 sung vao Thang do S6 lwong va tinh nhét
quan cua danh gia tryc tuyén: bién quan sat SL6 - Sb
luong va tinh nhat quan cua danh gia truc tuyen gilp
nguoi tiéu dung co nhleu thong tin hon dé ra quyét
dinh mua hang truc tuyén.

- B6 sung vao Thang do Mirc d6 anh hudng hay
uy tin cta nguoi danh gia: bién quan sit MDAHS -
Kha nang lan toa cua bai danh gia truc tuyén t6i
cong dong nguoi tiéu dung.

Vé kich thuéc mau nghién ciru: Theo nghién ciru
cua (Joseph F. Hair et al., 2019) néu quan diém vé
kich thuéc mau sir dung cho cac phan tich twong
quan va hoi quy du kién ti thiéu 1a gép 5 lan tong
s6 bién quan sat. Nghién ctru ctia (Roger, 2006.) cho
thdy ¢& mau t6i thiéu 4p dung duoc trong cac nghién
cuu dinh lugng 1a tu 100 dén 150. Vi s bién quan
sat trong mo hinh nghién ctru 13 41, nghién cuu du
dinh ldy mau tuong duong 1a 205. Tuy nhién, dé dé
phong cac phiéu khao sat khong hop 18 va ty 18 tra
101 qua email thap, dong thoi dé ting do tin cdy boi
d6i twong ngudi tiéu dung truc tuyén rat déng dao,
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tac gia thuc hién khdo sat véi mau 1a 700 nguoi tiéu
dung truc tuyén tai Viét Nam.

Tir ngdy 15/3/2022 dén thang 15/4/2022, tac gia
guri bang hoi dén 700 ngudi tiéu ding truc tuyén tai
Viét Nam. Hinh thue khao sat: gri email thong qua
kénh lién lac ctia cac san Shopee, Lazada, Tiktok.
Két thuc thoi gian khao sat, tic gia thu dugc 571
bang hdi, tién hanh lam sach dit liéu va thu duoc 563
bang hoi hop 1& dé xtr Iy trén phan mém SPSS 20.0
va st dung phén tich SEM trén SMARTPLS. Thoi
gian phan tich, xtr ly dir li¢u kéo dai tur 15/4/2022
dén 23/4/2022.

Sau khi phan tich, tac gia nhan dugc cac thong tin
co ban vé mau, duoc thé hién trong Bang 2 nhu sau:

3.1. Kiém dinh dj tin cdy cvia thang do va phdn
tich nhén té khdam phd trén SPSS 20.0

a. Kiém dinh do tin cdy cua thang do

Heé s tin cay Cronbach Alpha bién quan sat cta
9 thanh phan trong md hinh nghién ciru cho két qua
nhu sau: Co 4 bién quan sat bi loai khéi mo hinh,
bao gdm lan lugt 1a KT3, CM5, SL2, va MDAHI do
déu c6 hé sb tuong quan bién va téng 1an luot la:
0,284; 0,209; 0,041; 0,222, déu nho hon <0,3 va
Cronbach’s Alpha néu loai cac bién nay lan luot 1a
0,854; 0,783; 0,843; 0,811 déu lon hon h¢ sb
Cronbach’s Alpha khi chua loai bién lan lugt la:
0,756; 0,716; 0,734; 0,731. Cac thang do con lai déu
thoa man diéu kién, dat yéu cau vé do tin cay.
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Bang 1: Thang do trong mé hinh nghién ciru

Ky hi¢u Thang do Cic tac gia
CX Thang do Tinh chinh xic (Jamil, R. A., Hasnu,
CX1 Thong tin danh gia thé hién sy dung dan 2013) (Thomas, M-J.,
CX2 Thong tin danh gia thé hién sy khach quan, cong tAm Wirtz, B. W., Weyerer,
CX3 Thong tin danh gia thé hién rd nét trai nghiém cia ngudi dung 2019) (Hu, N., Zhang, J.,
CX4 | Théong tin danh gi4 thé hién su ton trong véi ngudi tiéu ding Pavlou, 2017)
TD Thang do Tinh diy di (Cheng & Ho, 2015)
TDI1 Thong tin danh gia thé hién sy toan dién (Filieri et al., 2015)
TD2 Thong tin danh gi4 thé hién sy tiép can nhiéu chiéu (Schindler, R. M.,
TD3 Thong tin danh gia thé hién sy chi tiét, cu thé Bickart, 2012)
TD4 Thong tin danh gia théa man hodc hd trg ddy da mong muén cua | (M. Y. Cheungetal.,
ngudi tidu ding 2009)
KT Thang do Tinh kip thoi
KT1 Théng tin danh gi4 duoc tiép can mot cach tic thoi khi nguoi ding | (C. M. K. Cheung et al.,
¢6 nhu cau 2008)
KT2 Thong tin danh gia co tinh thoi sy (Ye, Q., Law, R., Gu,
KT3 Thong tin danh gia tac dong ngay 1ap tuc tdi nguodi dung 2009)
KT4 Thong tin danh gid dugc cip nhat thuong xuyén (Pan & Zhang, 2011)
CM Thang do Chuyén mon ciia ngwdi danh gia
CMI Kién thirc cia ngudi danh gia vé san pham, dich vy ma ho da tiéu dung (Jamil, R. A., Hasnu,
CM2 Céch dién dat bai viét cia nguoi danh gia vé trai nghiém tiéu dung 2013)
san pham, dich vu (Fang, 2014)
CM3 K¥ ning truyén tai thong tin danh gia cia nguoi danh gia (Cheng & Ho, 2015)
CM4 | Mirc d6 logics cuia thong tin trong bai danh gia (Cheung, C. MK,
CM5 | Mtc d6 phi hop ctia bai danh gia véi nhimg ngudi tiéu ding khac Thadani, 2010)
DD Thang do Pinh dang ciia dinh gia truc tuyén
DD1 Dinh dang ciia bai danh gia truc tuyén thu hut sy chi y cta nhiing (Hajli & Sims, 2015)
nguoi tiéu dung khac (Park, C.W. , Sutherland,
DD2 Mot s6 dinh dang cua bai danh gia truc tuyén (video, livestream, hinh I, Lee, 2021)
anh) c6 thé cung cap thong tin rd rang, minh bach hon so voi danh
gi4 kiéu vin ban thuan tay
DD3 Nhiéu dinh dang khac cta bai danh gia tryc tuyén (video, livestream,
hinh anh) c6 hi€u qua manh hon tgi thi giac cia nhitng nguoi tiéu
dung khac
DD4 Mot s6 dinh dang cua bai danh gia tryc tuyén (video, livestream) tao
ra sy tin tuong cao hon cho nhitng ngudi tiéu dung tryc tuyén
SL Thang do S0 lwong va tinh nhét quén ciia danh gia truc tuyén
SL1 S6 lugng va tinh nhat quan cua danh gié truc tuyén thé hién cam nhan
chung cuia cong dong vé chat luong san pham, dich vu (Cheung, C. MK,
SL2 S6 lugng va tinh nhat quan ctia danh gia tryc tuyén dan dén kha ning Thadani, 2010)
mua hang cao hon (Fan et al., 2013)
SL3 S6 lugng va tinh nhat quan cua danh gia truc tuyén thé hién sy khach | (Zhang, D., Zhou, L.,
quan cia cjng d("}ng Kehoe, J. L., Kilic, 2016)
SL4 S lugng va tinh nhat quan cua danh gia tryc tuyén vé mot san pham, (Guo et al., 2020)
dich vy s& thu hiit sy chil y ctia nguoi tiéu dung. (M.Y. Cheung et al.,
SL5 S6 luong va tinh nhat quan cua danh gia truc tuyén gitp ngudi tiéu 2009)
ding cam thiy tin cdy hon
khea hoc =
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MDAH | Thang do Mirc dd dnh huwéng hay uy tin ciia ngwdi danh gia
MDAHI1 | Nhan dinh cta cong déng vé sy hitu ich cta cac bai danh gia tryc (Forman et al., 2007)
tuyén do ngudi dnh gia tao ra (Craciun & Moore, 2019)
MDAH2 | Mtc do tin tudng ciia cong dong ngudi tiéu ding véi cac bai viét cua
nguoi danh gia
MDAH3 | Kha nang thuyét phuc cua nguoi danh gia v6i nhimg ngudi tidu ding
truc tuyén khéc
MDAH4 | Danh tiéng ngudi danh gi4 truc tuyén dinh hinh nhan dinh cta nhiing
nguoi tiéu dung khac
CL Thang do Chat long thong tin danh gia truc tuyén
CL1 Chét lugng thong tin danh gid tryc tuyén dugce the hién qua s tin cdy (Parasuraman, A,
cua cong dong nguoi tidu dung truc tuyen Ziethaml, V. and Berry,
CL2 Chat lugng thong tin danh gia truc tuyén dugc thé hién qua kha ning 1985)
dap tng clia bai danh gia hodc phan hdi clia ngudi dénh gia véi cong | (Parasuraman, A., Berry,
dong ngudi tiéu dung truc tuyén L.L., Zeithaml, 1991)
CL3 | Chat luong thong tin danh gi4 truc tuyén dugc thé hién qua sy dam | (Babakus & Boller, 1992)
bao cua ngudi danh gia véi cac bai danh gia tryc tuyén (Cronin & Taylor, 1992)
CL4 Chét luong thong tin danh gié truc tuyén dugc thé hién qua sy dong | (Lee, H., Lee, Y., Yoo,
cam clia ngudi danh gia v6i nhimg nguoi tiéu ding truc tuyén khac 2000)
CL5 | Chat luong thong tin danh gia truc tuyén duoc thé hién qua cic kénh (Brady et al., 2002)
hoic phuong tién ma ngudi danh gia tryc tuyén thyc hién dang tai
cac bai danh gia
QDM | Thang do Quyét dinh mua truc tuyén ciia ngudi tiéu ding
QDMI1 | Giaca cta san phém, dich vu c6 tac dong manh dén Quyét dinhmua | (Constantinides, 2004)
truc tuyén ciia ngudi tiéu ding (Kotler, 2003)
QDM2 | Tinh néng cua sdn pham, dich vu 1a nguyén nhan dinh huéng ngudi | (Mican & Sitar-Taut,
tiéu ding ra quyét dinh mua tryc tuyén 2020)
QDM3 | Khia canh tim Iy hay niém tin cua ngudi tiéu dung truc tuyén la dong
luc thuc ddy ho thuc hién quyét dinh mua tryc tuyén

(Nguon: tong hop ciia tc gid)

Béang 2: Mau khao sat diéu tra

Tieuchi | Sblwong | Ty 1R % Tiéu chi | S6 lwong | Ty 1 %
Do tudi Gi6i tinh
18 -22 tucf)i 209 37,12 Nam 232 41,21
23 - 30 tuoi 175 31,08
31-40 tuéj 121 21,49 Nit 331 58,79
Trén 40 tuoi 58 10,31
San giao dich Gia tri giao dich TB
Shopee 494 87,74 Dudi 500 nghin/thang 317 56,3
500 nghin - 1 triéu/thdng 164 29,13
Lazada 458 81,35 Trén 1 tri€u - 2 tri€u/thang 58 10,3
Tiktok 215 38,2 Trén 2 triéu/thang 24 4,27

(Nguon: Tong hop ciia tac gid)
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Bang 3: Ma trdn xoay cia cdc bién quan sdt trong mé hinh nghién ciru

Pattern Matrix?

Factor

5

CX3
CX4
CX1
CX2
CX5
CL4
CL2
CL5
CL1
CL3
SL6
SL3

SL5

SL1

SL4
MDAHS5
MDAH4
MDAH3
MDAH2
CM1
CM3
CM4
CM2
KT2
KT1
KT4
QDM1
QDM2
QDM3
DD4
DD2
DDI1
TD4
TD1
TD3
TD2

.856
.844
.833
.819
763

.846
.824
167
.634
.580

7198
788
763
.640
.618

785
173
.654
615

134
132
.646
.603

.896
780
722
.858
.831
780
.869
12
.685
714
.588
.587
.536

Extraction Method: Principal Axis Factoring.
Rotation Method: Promax with Kaiser Normalization.
a. Rotation converged in 6 iterations.

(Nguon: Két qua xit Iy dit liéu diéu tra tir SPSS)
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b. Phan tich nhan t6 kham phd EFA

Sau khi dat yéu cau veé kiém tra do tin cdy, con
lai 37 bién quan sat cua cac thang do s& dugc dua
vao phén tich nhan t6 kham pha. Két qua phan tich
dir lidu cho thay, hé s6 KMO 1a 0,815 > 0,5; Kiém
dinh Bartlett c6 hé s6 Sig.= 0,000 < 0,05 ching t6
cac bién quan sat déu c6 twong quan vdi nhau trong
téng thé. Két qua phan tich ciing cho thay, ca 9 thang
do trong md hinh nghién ctu déu c6 hé sb
Eigenvalues dai di¢n cho lugng bién thién duoc giai
thich > 1; tong phuong sai trich ding dé giai thich
cho 9 yéu t6 14 57,617% > 50%, nén thoa man diéu
kién cua phan tich nhan t6 kham pha. Pua 37 bién
quan sat vao thuc hién phép quay Promax, két qua
phan tich duoc thé hién tai Bang 3:

Két qua tai Bang 3 cho thiy, bién quan sat DD3
bi loai khéng duogc hién thi do c6 hé sb tai nhan t6
(Factor Loading <0.5); 36 bién quan sat con lai cia
9 thang do trong mo hinh nghién ctru déu c6 hé sé
tai nhan t§ (Factor Loading) > 0,5 thoa min yéu cu
ctia phan tich nhan t6 kham ph4. Nhu véy, sau khi
phan tich nhan t6 kham pha EFA, d rat trich duoc
9 thang do véi 36 bién quan sat dat yéu cau.

3.2. Phén tich SEM trén SMARTPLS

3.2.1. Panh gia cdc moi quan hé tic dong

Path Coefficients 1a hé s6 hoi quy ctia mo hinh
duong dan bleu dién mdi lién hé tac dong giita cac
bién tiém 4n trong moé hinh SEM. Gia tri nay da
dugc chuan hoa va biéu dién dudi dang bang ma

tran. Bang nay khong c6 gié tri p-value (sig) ciia mdi
tac dong. Do d6, chua két luan dugc dudng din tac
dong nao c6 y nghia thong ké hoac khong c6 y nghia
thong ké. Pé co6 thé xut hién gia tri p-value, can di
dén phan tich Bootstrap trén SMARTPLS.

Két qua Path Coefficients sau khi phan tich
Bootstrap dugc thé hién tai Bang 4.

Theo bang trén, c6 thé thay mirc P values (gia tri
sig so sanh v&i muc y nghia 0.05) cua tat ca cac m01
quan hé déu nhé hon 0.05, chiing té cac bién tiém an
trong mo hinh SEM 1a ¢6 mél lién hé tac dong.

Cot Original Sample (O) cho thidy mbi quan hé
cu thé gilta cac bién trong mo hinh SEM, trong dé:

- Bién CL 1a bién phu thudc, chiu sy tac dong cta
5 bién doc lap 1a CX, CM, TD, KT, DD véi 5 hé s6
hdi quy chuan héa tuong Gng la: 0,232; 0,157;
0,170; 0,387; 0,126.

- Bién QDM 14 bién phu thudc, chiu su tic dong
cia bién CL, MDAH, SL véi hé sd hoi quy chuan
hoéa tuong tng la: 0,319; 0,218; 0,195.

3.2.2. Murc dé giai thich cua bién déc ldp cho
bién phu thugc (R binh phwong hiéu chinh)

Mirc dao dong cia R binh phuong hiéu chinh 1a
tu 0 dén 1. Két qua xu 1y dir lidu diéu tra cho thay
R2 didu chinh ciua CL = 0,313 nhu vay cac bién
doc lap giai thich ducc 31,3% su bién thién cia
bién phu thuoc CL; R2 diéu chinh cua QDM =
0.231 => Cac bién CL, MDAH va SL giai thich
duoc 23,1% su bién thién cua bién QDM. Phan con

Bang 4: Két qud hé s6 hoi quy ciia mé hinh nghién ciru

Original Sample mean itez:’l;;?;g T statistics P values
sample (O) ™M) (STDEV) (|O/STDEY))
CL -> QDM 0.319 0.320 0.034 9.408 0.000
CM -> CL 0.157 0.158 0.036 4.375 0.000
CX ->CL 0.232 0.235 0.034 6.738 0.000
DD -> CL 0.126 0.129 0.046 2.774 0.006
KT -> CL 0.387 0.385 0.051 7.626 0.000
MDAH ->
QDM 0.218 0.220 0.040 5.440 0.000
SL -> QDM 0.195 0.198 0.041 4.798 0.000
TD -> CL 0.170 0.174 0.040 4.251 0.000
(Nguon: Két qua xir 1y diF liéu diéu tra bang SMARTPLS)
khoa hoc ) =
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lai dwoc giai thich boi cac bién ngoai mé hinh va
sai s6 ngau nhién.

3.2.3. Gia tri effect size f2 (f binh phuong)

Hé s6 f binh phwong cho biét mic d6 anh
huong cua bién doc lap 1én bién phu thudc 1a manh
hay yéu. (Cohen, 1988) da dé xuét bang chi sb f
Square dé danh gia tdm quan trong cua cac bién
ddc lap nhu sau:

- f Square < 0.02: muc tac dong 1a cuc ky nhd
hodc khong co tac dong.

- 0.02 < f Square < 0.15: muc tac dong nho.

- 0.15 < f Square < 0.35: muc tac dong trung binh.

- f Square > 0.35: muc tac dong 16n.

Két qua xir ly dit liéu cho thiy: CM, CX, TD ¢6
hé sb tac dong lan lugt 14 0,033; 0,074; 0,04 t6i CL,
tire 14 ndm trong khoang tac dong & mirc nho téi CL;
KT c6 hé sb tac dong 0,189 t6i CL, tirc 1a ndm trong
khoang tac dong 6 murc trung binh t6i CL; DD c6 hé
sd tac dong 0,019, nam trong khoang tic dong &
muc cuc ky nhé téi CL; CL c6 hé s tac dong 0,123,
tuc 1a tac dong & muc nho t61 QDM. Trong khi do6,
MDAH va SL ¢6 hé s tac dong lan luot 12 0,057 va
0,05, ture 1a tac déng 6 murc nho t61 QDM.

3.2.4. Panh gia cong tuyén/da cong tuyén

Hair va cong su (2019) cho rang, néu VIF tir 5
tr& di, mé hinh c6 kha ning rt cao xuit hién hién
tuong da cong tuyen 3 < VIF < 5: C6 thé gip hién
tuong da cong tuyen VIF <3: Khong c6 hién tugng
da cong tuyén. Két qua xir Iy dit liéu cho thay, hé sd
VIF cia CM, CX, DD, KT va TD lan luot 1a 1,116;
1,073; 1,256; 1,163 va 1,073; hé sé VIF cua CL,
MDAH va SL lan luot 14 1,079; 1,081 va 1,004 déu
nam trong khoang (1 , 3). Nhu vy khong xay ra da
cong tuyén trong mo hinh nghién ctru da xac 1ap.

Két qua phan tich SEM biang SMARTPLS déi
v61 md hinh nghién ctru cho phép chap nhén cac gia
thuyet tir H1 dén H8 va cho thiy mdi quan hé giita
c4c bién trong mé hinh nhu sau (hinh 2):

4. Théo luin va han ché cia nghién ciru

4.1. Thdo lugn

Dura vao két qua phéan tich SEM ddi véi mé hinh
nghién ctru bang SMARTPLS cho thdy c6 5 yéu t&
tac dong toi Chét luong thong tin danh gia truc
tuyén (CL)va mdi twong quan tac dong cia 3 yéu to
gom: Chét lugng thong tin danh gia truc tuyén (CL),
S6 lwong va tinh nhét quan cua danh gia truc tuyén
(SL), Murc d6 anh huong hay uy tin cia ngudi danh
gia truc tuyén (MDAH) véi Quyét dinh mua truc

QUAN TRI KINH DOANH

tuyén (QDM) cua nguoi tiéu dung. Trong do:

- Yéu t6 CL c6 hé s tac dong 0,319 téi Quyét
dinh mua tryc tuyén cua ngudi tiéu dung (QDM).
Khi CL thay dbi 1 don vi thi QDM bién dong cung
chidu 0,319 don vi. Khong giong nhu cac nghién
ctru truge day da cong b vé tac dong cia danh gia
truc tuyén t6i Quyét dinh mua cia ngudi tiéu dung,
két qua cua nghién ctru nay chi chu yéu tap trung
lam rd tac dong ciia Chat lugng thong tin danh gia
tryc tuyén (CL) va cac yéu td tac dong t6i no, c6 anh
huéng nhu thé nao téi Quyét dinh mua truc tuyén
ctia ngudi tiéu dung (QDKD). Két qua nghién ctru
cho thay, tic dong ctia CL t6i QDM chi & muc nho.
Diéu nay, 14 hoan toan hop 1y vi hiu hét nguoi tiéu
dung truc tuyén tai Viét Nam mac du c¢6 tham khao
ngudn thong tin danh gia truc tuyén nhung luén cd
nghi van nhit dinh vé mirc d6 tin cdy cua nhimng
danh gia nay. Hon nira, d6i v6i nhitng ngudn thong
tin dugc cung cdp trén cic san giao dich nhu
Lazada, Shopee, Tiktok cling c6 khong it nhiing
thong tin danh gia do nguoi ban tao ra hoac dugce su
tai trg ciia nguoi ban. Chinh vi vy, sy tin ciy cua
ngudi tiéu ding véi nhirng thong tin nay & muc thap
va ho chi xem nhu d6 12 mot ngudn thong tin tham
khao chir khong c6 nhiu anh hudng téi quyét dinh
lIvrra chon mua.

- Yéu tb Muc d9 anh huong hay uy tin cua nguoi
danh gia truc tuyén (MDAH) co hé s6 tac dong
0,218 t6i Quyét dinh mua tryc tuyen cua nguoi tiéu
ding (QDM). Khi MDAH thay déi 1 don vi, trong
khi céc yéu té khac khong thay ddi thi Quyét dinh
mua tryc tuyén cua ngudi tiéu dung bién dong cing
chiéu 12 0,218 don vi. Két qua nghién ciru cho thiy,
tac dong cia MDAH téi QDM chi ¢ muc nho. Két
qué nay c6 thé khac biét v6i nhidu nghién ciru ngoai
nude da cong bd, do ¢6 su khac biét vé& van hoa kinh
doanh. Trén thuc té, tai Viét Nam, viéc mua hang
truc tuyén luén tiém 4n nhiéu rui ro vi van dé thuc
hanh dao dirc kinh doanh cta ngudi ban truc tuyén
rt kém, ddc biét 1a ludn quang cdo phong dai vé
chit lwong san phdm, dich vu. Trong khi d6, nhiing
ngudi c6 anh huong hay uy tin trong danh gia san
phim, dich vu luén la dich ngim dé st dung cua
nhitng ngudi ban tryc tuyén. Viée nhimg nguoi ban
st dung nhiing ngudi c6 anh huong dé danh gia t6t
vé san pham, dich vu v&i tan suat day khién cho
nhitng thong tin nay khong con tinh khach quan va
do d6 su lan toa cling nhu mtc d9 tac dong toi
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(Nguon: Ket qua xir Iy di liéu diéu tra bang SMARTPLS)
Hinh 2: Két qud phan tich hoi quy SEM cua mo hinh nghién ciru

nhitng nguoi tiéu dung khéac dé khién ho quyét dinh
lwa chon mua ciing chi & mic thap.

- Yéu té S luong va tinh nhét quan cua danh gia
truc tuyén (SL) ¢ hé sb tac dong 0,195 t6i Quyét
dinh mua tryc tuyén cta ngudi tiéu dung (QDM).
Khi SL thay d6i 1 don vi, trong khi cac yéu to khac
khong thay ddi thi Quyét dinh mua tryc tuyén cua
nguorl tiéu dung bién dong cung chiéu 13 0,195 don
vi. Két qua nghién ciru cho thdy, tac dong cia SL t6i
QDM chi & muc nho. Pay 1a diém khéc biét véi cac
nghién ctru & nude ngoai da cong bd. Vi cac cong
bd trude day, khi SO lwong va tinh nhit quan cua
danh gia tryc tuyén gia tang sé tao ra sy tin cdy 16n
v6i nguoi dung va tac dong manh t6i viée thue hién
quyét dinh mua cua ho. Tuy nhién, thyc té tai Viét
Nam, niém tin cia ngum tiéu dung truc tuyen dang
& murc thap, ho coi danh gia tryc tuyen chi la mot
ngudn thong tin tham khao va khong ¢ nhiéu anh
huong toi quyet dinh lyra chon mua. Vi vay, bét chap
cac danh gia tryc tuyén c6 gia tang vé s6 luong va
¢6 su nhat quan cao, mac du cé tang thém sy tin

tuong nhung cling s& khong co nhiéu anh hudng toi
quyét dinh mua tryc tuyén cta ngudi tiéu dung.

- Yéu tb Tinh kip thoi (KT) co hé sd tac dong
0,387, day la yéu td c6 tac dong manh nhit trong 5
yéu tb tdc dong toi Chat lugng thong tin danh gia
truc tuyen (CL). Khi KT thay d6i 1 don vi, trong khi
cac yéu t6 khac khong thay dbi thi CL bién dong
cung chiéu 0,387 don vi. Két qua nghién ctru ciing
cho thdy, tac dong cua KT t6i CL & mirc trung binh.
biéu nay cho théy mét thue té tai Viét Nam, néu cac
thong tin danh gia truc tuyén vé san pham, dich vu
nao doé dugc cap nhat thuong xuyén, co tinh thoi sy
va d& dang duoc tim thdy khi nguoi ding c6 nhu cau
s& thoa man tot nhat nhu cau tim kiém coa nguoi
tiéu dung, do d6 lam tang chat luong cua nguon
thong tin danh gla truc tuyen Nguoc lai, néu cac
thong tin danh gia truc tuyén khong con duoc cap
nhét, twoi moi, khong dam bao tinh thoi sy s€ dem
lai cam gidc kém chat luong ddi v6i nguoi tiéu
dung, ho ¢o thé dat nhiéu cau hoi tai sao san phém,
dich vu nay lau khong c6 danh gia mdi hay do it

=
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nguoi mua, it nguoi tiéu dung va vi vay, ho tham chi
¢6 thé khong dé tam toi nhitng danh gia truc tuyén
trude do.

- Céc yéu tb con lai bao gdm Tinh chinh xéc
(CX); Tinh diy di (DD); Chuyén mén cua nguoi
danh gia (CM); Pinh dang cia danh gia truc tuyen
déu & murc co tac dong nho 61 Chat luong ngudn
thong tin danh gia tryc tuyén (CL). Két qua nay
khac v6i cac nghién ciru di cong b, bai vi sy khac
biét v& niém tin ctia nguoi tiéu dung Viét Nam va
ngudi tidu dung nude ngoai. Pi véi nguoi tidu
dung nudc ngoai, niém tin cta ho khi thuc hién céc
giao dich mua sim truc tuyén cao hon nguoi tiéu
dung Viét Nam vi rat nhiéu 1y do, bao gém: thong
tin cung cap tir cac danh gia truc tuyén ciing mang
tinh khach quan va cé d¢ chinh xac cao hon, tir d6
tao sy yén tdm cla nguoi tiéu dung vé chit luong
ngudn thong tin hon tai Viét Nam; céc thong tin
danh gia nay ciing duoc cong dong binh luan, xdi
xdo nén nguoi ti€u dung khi doc s€ c6 dugc nhimg
gbéc nhin day da hon, tir d6 ciing gdp phan hinh
thanh chat luong thong tin danh gia tryc tuyén;
nhitng nguoi danh gia truc tuyén duge xem 1a ¢
chuyén moén ¢ nudc ngoai s€ khong san sang danh
ddi thuong hiéu hodc uy tin ciia minh mét cach dé
dang nhu tai Viét Nam, vi vdy thong tin danh gia
tryc tuyén ma ho tao ra s& gitip tao cam gidc yén tim
vé chit lugng nguén thong tin hon tai Viét Nam, khi
ngudi tidu dung luén c6 su nghi ngd nhét dinh; viéc
thuc hanh dao duc kinh doanh cta cac doanh
nghiép, ngudi ban & nude ngoai thudong tot hon so
v6i nhitng nguoi ban tai Viét Nam, vi vay, ngudi
tiéu ding Viét Nam trude khi thuc hién quyét dinh
mua, ho thudng xem xét rat k§ nhidu yéu td khac
nhau va dinh dang cua thong tin danh gia tryc tuyén
nhu video, livestreams, hinh anh c6 thé lam cho ho
dé thay hon, nhung ho cling chi coi do6 1a ngudn
thong tin ban dau dé tham khao, cht khong dat niém
tin vao nhitng ngudn théng tin nay. Chinh vi vy,
dinh dang thong tin danh gia tryc tuyén chi cé tac
dong rat nho téi chat luong thong tin.

4.2. Han ché ciia nghién cuwu va cdac hwong
nghién cuu trong twong lai

Nghién ctru c6 mot s6 han ché nhu sau:

- Trong mau nghién ciru da thu thap danh gia
truc tuyén v6i nhiéu dinh dang khéc nhau, bao gf")m
ca danh gia bang bai viét, hinh anh, video. Tuy
nhién, ngudn thu thap théng tin tir cac danh gia truc
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tuyén nay méi chu yéu tap trung vao 3 san giao dich
TMDT la Shopee, Lazada va Tiktok. Viéc thu thap
thong tin danh gi4 truc tuyén tir cac website danh
gia va cac dién dan, mang xa hoi khac chua duge
thuc hién.

- Nghién ctru méi chi xem xét tac dong cua 3 yéu
t, bao gdm: Chét lwong ngudn thong tin danh gia
truc tuyén (CL); S6 luong va tinh nhét quan cua
danh gia truc tuyén (SL); Mirc d anh hudng hay uy
tin cia nguoi danh gia truc tuyén (MDAH) nhu 1a
nhiing yéu t6 doc lap tac dong toi Quyét dinh mua
truc tuyén cta ngudi tiéu dung Viét Nam (QDM).
Trén thyc té, Quyét dinh mua truc tuyén cua ngudi
tiéu dung con chiu sy anh hudng cua nhiéu yéu t&
khac, ching han nhu: Uy tin hay thwong hiéu cia
ngudi ban; Gia ca va cac diéu kién dich vu trudc,
trong va sau ban; S6 lwong kénh cung cép va chit
lugng cua dich vu hd tro khach hang truc tuyén;
Dich vu gi4 tri gia ting; Chit luong website,..
Chinh vi vy, trong tuong lai, viéc xem xét mot cach
téng the nhiéu yéu té tac dong ti Quyét dinh mua
tryc tuyén cua nguoi tiéu dung bén canh cac yéu to
cua danh gia truc tuyén s& 1a mot hudng phat trién
nghién clru maéi cua tac gia.

- Nghién ctru dang xem x¢t tac dong truc tiép va
don 1¢ cua 3 yéu td, bao gom Chat luong ngudn
thong tin danh gia truc tuyén (CL); S6 lwong va tinh
nhit quan cua danh gia tryc tuyén (SL); Muc do anh
huong hay uy tin cua ngudi danh gia tryc tuyén
(MDAH) t6i Quyét dinh mua tryc tuyén cua ‘nguoi
tiéu dung Viét Nam (QDM). Tuy nhién, Quyét dinh
mua tryc tuyén thuong dwoc thyc hién dwa trén
mem tin cua nguoi ti€u dung. Vi vay, viéc xem xét
mdi quan h¢ tac dong cua 3 yéu tb nay v@i nhau va
t6i niCm tin ciia nguoi tiéu dung truc tuyén va thong
qua niém tin cua nguoi tiéu ding truc tuyén sé& tac
dong t6i Quyét dinh mua tryc tuyén cia ngudi tidu
ding Viét Nam c6 thé s& 14 mot huéng nghién ctru
cua tac gia trong thoi gian téi.

- Kich ¢& mdu 563 chua phai 16n, néu kich c¢&
mau da 16n c6 thé phan tach dit lidu diéu tra theo
gidi tinh, do tudi, san giao dich thi nghién ciru s€ co
gi4 tri thyc tién sau hon. Day c¢6 thé 1a mot huéng dé
phat trién nghién ctru nay trong tuong lai ciia tac gia.

5. Két luin

Nhimng tién bd ciia cong nghé Web 2.0 da tao
diéu kién rat nhiéu cho sy gia ting cac danh gia cua
ngudi tiéu ding truc tuyén trén Internet. Nhimng
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danh gia nay thé hi¢n danh gid va y kién ctia nguoi
tiéu ding vé san pham va dich vu. Cac bai danh gia
tryc tuyén di dugc phan phdi giita cac phuong tién
Internet khac nhau, bao gém cac san giao dich hoac
trang web ctia nguoi ban hang truc tuyén, dién dan
thao luén, blog, trang mang xa hdi va trang danh gia
tryc tuyén. Panh gia truc tuyén ngay cang duoc coi
12 nguon thong tin quan trong gitip ngudi tidu ding
dé dang dua ra quyét dinh mua hang va da thu hut
sw quan tam 16n tir cac hoc gia. Nhiéu nghién ctru
truge day vé tac dong cua danh gia tryc tuyen toi
quyét dinh mua cua ngudi ti€u dung da chi ra rang
cac bai danh gia truc tuyén tao ra nhitng anh hudng
manh m& t6i ¥ dinh hanh vi cua nguoi ti€u dung.
Trong nghién ciru nay, tic gia da c6 gang mo rong
kién thire cua minh vé cac nghién clru cap do ca
nhan vé danh gia truc tuyén, ba gdm 3 yéu t6: Chat
lugng ngudn thong tin danh gia tryc tuyén; Mirc do
anh huong hay uy tin cia ngudi danh gia; S6 lugng
va tinh nhét quan cta danh gia tryc tuyén tac dong
t6i Quyét dinh mua truc tuyén cia nguoi tiéu dung
Viét Nam. Két qua nghién ctru di cho thay sy khac
biét trong tam ly, hanh vi cia nguoi tiéu dung Viét
Nam so voi cac nghién ciru di cong bd cua nhiéu
hoc gia vé tic dong cuia danh gia truc tuyén t6i y
dinh hanh vi cta ngudi tiéu ding ¢ nude ngoai trong
mua sam tryc tuyen Tai Vlet Nam, tac dong cua
danh gia tryc tuyén véi 3 yéu té ké trén t6i Quyét
dinh mua tryc tuyén ctia nguoi tiéu dung chi & mirc
nho, trong khi nhiéu nghién ctru & nudce ngoai trude
day déu thé hién tac dong manh mé cua danh gia
tryc tuyén t6i hanh vi va quyet dinh mua truc tuyén
cliia nguoi tiéu dung. Piéu ndy, co thé duoc giai
thich chi tiét tir sy khac biét vé thoi quen mua sam
va niém tin trong giao dich truc tuyén ctia nguoi tiéu
dung Viét Nam va nguoi tiéu dung nudc ngoai.
Nghién ctru nay cung cap mot sé dong gop, dac biét
lién quan dén chat luong ngudn thong tin danh gia
truc tuyen va cac yéu td tac dong cua no trong viée
ra quyét dinh mua truc tuyén clia ngudi tiéu dung
Viét Nam, ddy 1a mot khoang trong nghién ciru chua
dugc chu ¥ trong cac tai liéu da cong bo. ¢
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Summary

The Internet has provided consumers with easy
means to obtain product information from other
consumers and also to share their own product expe-
riences. This online consumer-to-consumer (C2C)
communication is known as electronic word of
mouth (eWOM) (Chatterjee, 2001). A common form
of eWOM 1is online reviews, where consumers
review and rate products online, and then spread
these comments or reviews to other consumers. In
particular, in the context of e-commerce in general
and online retail in particular, which is experiencing
strong growth, online reviews provide online con-
sumers with additional information about brands
and products. prompts them to decide whether to
buy or not. On the basis of an overview of related
studies, the article has proposed a research model on
the influence of online review information sources
on Vietnam consumers’ online purchasing decisions.
Research results have shown that: the quality of
online review information has a significant impact
on Vietnam consumers’ online purchasing decisions.
Through the research results, the author also gives
some discussions to clarify the characteristics of
online consumption of Vietnamese consumers, and
also identifies some limitations and development
directions of research in the near future.
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