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TRONG THUC BAV V BINH MUA TRUC TUVEN
DICH UU LUU TRU CUA KHACH DU LICH GEN Z VIET NAM
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Ngay duyét dang: 27/02/2025

‘irvié't lam r6 sy tac dong cua truyén miéng dién tir (electronic Word-of-mouth eWOM)
den y dinh mua tryc tuyén dich vy luu tri (DVLT) cua khach du lich Gen Z tai Viét

Nam thong qua bién trung gian “nhdn thirc vé do tin cdy thong tin”

. Bai viet sir dung phuwong

phap nghién cuu dinh lwong voi mo hinh cau tric tuyen tinh SEM, thong qua khao sat 280
khach du lich Gen Z, dir liéu duoc xir Iy bang phan mém SPSS va AMOS. Két qua nghién ciru
cho thay, cac thugc tinh cua eWOM bao gom: sy gan ket, do tin cdy cua nguon, thong tin hai
chiéu, thong tin dinh kém hinh anh, sw hién dién xa hoi déu co tac dong tich cuc dén “nhdn
thitc vé do tin cdy cua thong tin”, “nhdn thirc vé do tin cdy cua thong tin” lai c6 tac dong tich
cuc den y dinh mua truc tuyén DVLT cuq khach du lich Gen Z. Két qua nghién ciu da giup
cac co so luu tru (CSLT) xdc dinh dwoc tam quan trong cua eWOM dén y dinh mua cua khach
du lich va la can cuwr dé xay dung, diéu chinh cdc hoat dong truyén thong marketing mot cdch
hiéu qua nham thu hut khach hang.

T khoa: dich vu lvu tru, eWOM, Gen Z, Wyén miéng dién tu, y dinh mua, y dinh mua truc tuyén.

JEL Classifications: M31, L83.

DOI: 10.54404/JTS.2025.199V.04

1. Gi6i thiéu

Trong chin thang dau nam 2024, nganh Du
lich Viét Nam da chimg kién nhung con sO an
tuong v6i hon 12,7 tridu lugt khach qubc té
va 95,5 tri¢u luot khach du 11ch noi dia (trong
do6 co6 56,3 tri€u lugt khach nghi dém tai co s&
luu tri; tong thu tir khach du lich 09 thang
dau nam 2024 ugc dat 637,7 nghln ty dong
(Cuc Du lich Quoc gia Viét Nam) Bao cao
ciia Toéng cuc Thong ké cling nhan dinh,
nganh Du 11ch nudc ta duy tri muc tang
truong cao nho dong luc tir cadc chuong trinh
quang ba, xuc tién du lich duoc ddy manh.

Bén canh d6, cac CSLT ciing thuong xuyén
ap dung cac h1nh thirc truyén thong marketmg
dac biét la truyén théng trén cac nén tang sob
nham thu hat khach hang.

Theo s6 ljigu ctia Tong cuc Thong ké, tai
Viét Nam, s lugng Gen Z trong d6 tudi lao
dong (tor 15 - 24 tu01) vao nam 2019 la
khoang 13 triéu nguoi. Téi nam 2025, Gen Z
du kién s€ dong gop vao mot phan ba luc
luong trong do tudi lao dong tai Viét Nam.
Theo VnEconomy, du lich dugc cho 1a uu tién
hang dau trong chi tiéu cua Gen Z, ho san
sang cat giam cac khoan chi ti€u hang ngay

Tac gia lién hé: linhbp@tmu.edu.vn
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dé nhudng chd cho cac ky nghi. Gen Z sé& tro
thanh nhom khach hang chinh cua nganh du
lich, s& thich va thdi quen ctia hg dang dan tai
dinh hinh buc tranh du lich hién nay. Theo
Brands Vietnam, mua sdm tryc tuyén la thoi
quen ndi bat nhat ciia Gen Z. Ngoai ra, ho
cling thuong xuyén xem xét cadc danh gia ve
san pham tir nguot dung khac va doc nhan xét
trén cac nén tang so trudc khi dua ra quyeét
dinh mua hang Co the thay rang, cac cong cu
truyén thong so, trong d6 c6 eWOM da tao ra
nhung anh hu’ong nhit dinh dén hanh vi mua
sam noi chung cua Gen Z.

2. Khii niém va ly thuyét nén ting

2.1. Khdi ni¢m

2.1.1. Truyen mzeng dién tir

, Tt nhimg ndm 50 cua thé ki XX, vai tro va

tdm quan trong ctia truyén miéng di duoc
chirng minh trong nghién ctru cta (Katz and
Lazarsfeld, 1955). Theo do, truyén miéng
duoc hiéu la “giao tiép tryc tiep vé san pham
hodc cong ty gitia nhu*ng nguoi khong phai la
thuc thé thuwong mai” (Arndt, 1967). Pén
nhimg nim 2000, do sw phat trién nhanh
chong cua cac cong cu ky thuat so, truyén
mi¢ng dién tr (eWOM) ra doi va chimg to
nhitng uu thé vuot trdi so voi truyén miéng
truyén thong (Cheung, Lee and Rabjohn,
2008). Khai ni¢ém eWOM cua (Litvin,
Goldsmith and Pan, 2008) da dugc cong nhan
va st dung rong rai, theo do, eWOM “la su
truyén tai cac thong tin phi chinh thirc toi
nhiing ngum' tiéu dung vé san pham, vé nha
cung cap san phdm dé théng qua internet”

2.1.2. Y dinh mua tryc tuyen

Mua hang truc tuyen la giao dich duoc
thuc hién boi ngLr(n tiéu dung thong qua glao
dién dua trén mdy tinh, smartphone cua
ngum tiu dung duoc két ndi va tuong tac voi
cac ctra hang so hoa cuia nha ban 1¢ thong qua
mang may tinh (Haubl and Trifts, 2000).
Theo (Ajgen, 1991), y dinh hanh vi la sy biéu
thi tinh san sang cua moi nguoi khi thue hién
mot hanh vi da quy dinh va n6 duoc xem la
tién dé tryc tiép dan den hanh vi. Cé thé hiéu,
¥ dinh mua truc tuyén la Sw san sang cua
nguoi tiéu dung khi mua sam san pham/dich
vu théng qua mang internet.

2.1.3. Dich vu luu tru

Theo Luét du lich Viét Nam ban hanh ndm
2017: “Co s¢ luu tra du lich 1a noi cung cap
dich vu phuc vu nhu cau luu tri cia khach du
lich”. Do vay, dich vu luu tri ¢6 thé dugg hiéu
la dich vu cho thué budng ngti va mét sb dich
vu bo sung cho khach du lich trong thoi gian
ho Iuu lai tam thoi tai co sé kinh doanh nham
muyc dich c¢ lai.

2.14. T hé hé Z

Thé h¢ Z hay Gen Z 1a nhimng nguoi sinh ra
trong khoang thoi gian tir cudi nhiing nam
1990 cho dén 2012; trong do, quang tudi pho
bién va duoc chap nhan rong rai nhat la nhiing
nguoi sinh tr nam 1997 dén 2012 (tr dién
Oxford). Gen Z dugc coi la nguoi chiu trach
nhiém chinh trong x& hoi vé nhiing thay doi
trong hanh vi du lich cua ho, di€u nay co thé
dan dén nhiing thay doi dang ké trén thi truong
du lich (Skinner, Sarpong and White, 2018).
Gen Z 16n 1én cung cong nghé, do Vafly ho st
dung céac ung dung lién quan dén dat phong,
tim kiém thong tin, chia s¢ trai nghiém trén nén
tang internet mot cach thanh thao. Bén canh
do, hinh thirc mua sam tryc tuyén cling dugc
gi61 tré wa thich vo1 maot s6 thoi quen nhu: so
sanh gia c4, doc danh gia vé san pham trudc
khi mua hang va chiu su tac dong tor nhitng
nguoi c6 anh huong trén mang xa hoi.

2.2. Cdc Iy thuyét nén ting

2.2.1. M6 hinh ELM

Mo hinh xem xét k§ ludng (Elaboration
Likelihood Model - ELM) dugc (Petty and
Cacioppo, 1986) phat trién, la 1y thuyét trong
tam ly hoc vé mat tién trinh kép trong viée
hinh thanh va thay doi thai d6 ca nhén. Ly
thuyet nay giai thich qua trinh cac cd nhan
thay d6i quan diém, thai 6 cua ho vé mot su
vat, su kién hodc mot hanh vi sau qua trinh
xem xét cua ho vé sy vat, hién tugng do. Theo
ELM, muc do nguoi tiéu dung bi thuyét phuc
dua ra quyét dinh s& chiu anh hudng bdi hai
con duong: duong trung tam (central route)
va duong ngoai vi (peripheral route). Duong
trung tam tadc dong manh dén nguoi tiéu dung
khi ho danh gia thong tin nhin dugc va dua ra
nhitng ludn ctr vé viéc nén hay khong nén tiép
nhan thong tin. Tuy nhién, diéu nay doi hdéi
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nguoi tiéu dl‘mg phai c6 nang lyc va dong co
dé danh g1a thong tin nhan duoc. Khi khong
c6 kha nang va dong co dé danh gia thong tin
mot cach ky ludng, ho s& s dung cac thong
tin khéc co lién quan véi ndi dung thong tin
(meta- 1nformatlon) dé dua ra quyét dinh va
chiu tac dong cua duong ngoai vi. Noi cach
khéc, kha nang danh gia thong tin cta nguoi
tiéu dung cang thap, tac dong cua dudng
ngoai vi dén ho cang manh vi duong ngoai vi
1a 161 tat dua ra quyét dinh ma khong can pha1
no lyc danh gia thong tin. Cac nghién ctru vé
eWOM st dung m6 hinh ELM @€ lam co s¢
Iy thuyét nham kiém tra tdic dong cia chat
luong thong tin (dong vai tro duong trung
tam) va do tin cay cua ngudn (dong vai tro
dudng ngoai vi) (Cheung and Thadani, 2012).
Tny thugc vao dong co va kha nang nhan thirc
cua ngum tiéu dung, thong tin eWOM s¢
duge xtr 1y theo con duong nao, tir 46 dan dén
nhung su khac biét trong két qua nghién ciru.

2.2.2. M6 hinh S-O-R

M6 hinh S-O-R (Stimulus- Organlsm—
Response) la mot khung ly thuyet duoc st
dung rong réi trong nghién ciru hanh vi con
nguoi, dac biét trong linh vuc marketing va
tam ly hoc. Pugce phat trién vao nhung nam
1970 b1 Mehrabian va Russell, mo hinh nay
nham giai thich cach ma cac leh thich tur
moi th:ong c¢6 thé anh huong dén phan ung
hanh vi ctia con nguoi thong qua trang thai
noi tai cia ho. Mo hinh nay duoc cau thanh
tir ba yéu té: Kich thich (Stimulus), Qua trinh
(Organlsm) va Phan hoi (Response). Kich
thich la yeu to dugc tao ra thong qua moi
truong va yéu tb nay tao cho nguoi tiéu dung
nhitng nhin thirc va cam xtc nhat dinh. Qua
trinh 1a nhitng yéu t0 bén trong, thé hién
trang thai cam xuc rd rang cua nguoi tiéu
dung trong nhitng boi canh nhén thic cu thé,
khac voi “kich thich”, “qua trinh” 1a nhu:ng
yéu t6 khong thé quan sat dugc. Phan hoi thé
hién nhiing phan tng c6 chu dich cua con
ngu’ol nham dat dugc muc dich cta ho. Phan
ung bén trong duoc bidu hién dudi dang thai
do cua ca nhan va phan trng bén ngoai dugc
biéu hién dugi dang hanh vi cu thé cua ca
nhan. Phan hdi dé cap dén két qua duoc phat

QUAN TRI KINH DOANH

ra thong qua trang thai bén trong co thé 1a
mot cach tlep can hodc né tranh hanh vi cu
thé. S-O- R ¢cé thé dugc ap dung dé nghlen
clru cac yéu t6 moi truong, ddc dlem cd nhan
va cac bién trung gian anh huong dén hanh vi
cua nguoi ti€u dung khi tiép xuc vdi thong
tin eWOM.

Viéc két hop cd mo6 hinh ELM va S-O-R s¢
giup cho nghién ctru cd dugc mat cai nhin da
chiu va sau sac hon v€ qua trinh ti€p nhan va
xu ly thong tin eWOM, giup danh gia va giai
thich cac thanh phan hién tuong da dang
trong qua trinh truyén thong va ra quyét dinh
cta nguoi ti€u dung.

3. Gia thuyet mo hinh va phwong phap
nghién ctru

3.1. Gia thuyet va mo hinh nghién ciru

Do tin cdy cua nguon:

D9 tin cdy cua ngudn (Source credibility)
thong tin dé cap dén kha nang cung cap thong
tin chinh xdc va trung thyc cua chu thé
(Cheung and Thadani, 2012) Trén nén tang
internet, cac bai danh gia truc tuyén thuong
dugc chia s¢ béi nhiing ca nhén khong quen
biét nén chiing c6 thé c6 d9g tin cdy thap hon
cac thong diép WOM truyen thong (Lee, J.,
Park, D.-H., & Han, 2008). Khi nhiing goi }'/
duoc dua ra boi nhirng nguon dang tin cay,
nguoi nhan thong diép s€ c6 sy tin tudng
nhiéu hon (Cheung et al., 2009). D9 tin cay
cta nguon da dugc chirng minh 1a c6 tic dong
tich cuc dén “nhén thuc vé do tin cdy cua
thong tin” trong cac nghién cuu ctia (Cheung
and Lee, 2012; Chakraborty, 2019).

Gia thuyét H1: “D0¢ tin cdy ctua nguon” co
anh hudng tich cuc dén “Nhan thirc vé do tin
cay thong tin”

Su gan ket gitta nguoi gui va nguoi nhan:

Su gan két (Rapport) dugc thé hién thong
qua mirc d6 tuong dong duoc nhén thirc gitra
nguoil gl va nguoi tiép nhan thong tin
eWOM, phat sinh tir sy giong nhau vé s¢ thich
hay phong cach song (Fan and Miao, 2012).
Vai tro cia su gan két doi Va1 su chap nhéan
thong tin eWOM di duoc kiém chu’ng trong
nghién ciu cua (Ly, 2016; Quang, 2021).
Nguoi nhan thong di€p s¢ cam thdy tin tudng
thong tin eWOM hon néu nd dén tir nhitng
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ngudi than, ban be, nhitng ngudi c6 mbi quan
hé chat ché hodc tir nhitng nguo1 ma ho thay
c6 su tuong dong (Bansal and Voyer, 2000;
Sweeney, Soutar and Mazzarol, 2008)

Gia thuyet H2: Sy gin két gitta ngudi gui
va nguol nhan c6 anh hudng tich cyc dén
“Nhan thtc vé d6 tin cay thong tin”

Thong tin eWOM tich cuc:

Thong tin eWOM tich cuc (positive
eWOM) Ila nhiing thong tin néu bat diém
manh cua san pham va khuyén khich moi
nguoi sir dung san pham do, eWOM tich cuc
la 161 khen nggi cua nguoi tiéu dung danh cho
nguoi ban hang (Zhaoret al., 2015). Cac danh
gia tich cuc truc tuyen thuong duoc coi la
mat phu’ong tién co gla tri dé quang ba san
phim va dich vy cua cong ty (Gremler
Gwinner and Brown, 2001); nhitng xép hang
tich cuc manh mé s€ dan dén sy tang trudng
dang ké vé doanh s ban san pham (Clemons
Gao and Hitt, 2006). Cac danh gia tich cuc vé
khach san c6 thé thuc day sy can nhac va thai
d6 cua khach du lich doi véi cac khach san
(Leong et al., 2019).

Gia thuyet H3: Thong tin eWOM tich cuc
¢6 anh huédng tich cuc dén “Nhan thic vé do
tin cdy thong tin”.

Thong tin eWOM hai chiéu:

Thong tin hai chiéu (two- sided eWOM)
tap trung vao ca nhitng wu diém va nhuoc
diém cua san pham (Chakraborty, 2019).
Nhirng danh gia chua thong diép hai chiéu
thuong duoc xem la hitu ich hon so véi cac
danh gia chi tap trung vao mot khia canh
(chi khen nggi hodc chi chi trich). Ly do l1a
béi thong dlep hai chiéu mang lai cai nhin
can bang va khach quan hon, gitp ngLr()’l
dung c6 thé danh gia mot cach toan dién vé
san pham hodc dich vu d6 (Cheung et al.,
2009; Chen, 2016). (Chen, 2016) khuyén
nghi rang cac nha quan ly nén tdng danh gi
tryc tuyén nén khuyen khich nguoi dung dé
lai cac danh gia chi tiét va khach quan, trong
do chura ca ‘nhimng diém manh va diém yéu
clia san pham dé cai thién trai nghiém cua
nguoi tieu dung. Céc thong tin hai chiéu c6
kha nang gia tang do tin cdy va tinh thuyét
phuc doi véi nguoi doc.

Gia thuyét H4: Thong tin eWOM hai chiéu
c6 anh hudng tich cyc dén “Nhan thiac ve do
tin cdy thong tin”

Thong tin eWOM keém hinh anh:

Trong nghién ctru du lich, cdc bic dnh la
phuong tién dé ghi lai thuc té, mac du do
khong phai 1a thuc t€ khach quan, ma la su
phan anh chu quan céc trai nghiém cua du
khach. Hinh 4nh dugc coi 1a phuong tién
manh mé dé kich thich cam xtc ky tc va trai
nghiém chung véi nguoi khac (Paivio, 2013).
Céc btrc anh 1a mot phuong tién qua d6 moi
nguoi lien hé véi tin hiéu thi giac (visual
cues) va bién chung thanh cua riéng minh
(Albers and James, 1988). Cac burc anh trong
quang cao du lich goi 1én hinh dnh tinh than
lam tdng y dinh truy cdp trang web du lich
cua khéch du lich (Miller and Stoica, 2003).
Céc btrc anh du lich cho phép du khéch tao ra
cau chuyén veé trai nghiém du lich, diéu nay
ngay nay dugc tang cu(‘)’ng nho cac cong dong
du lich truc tuyén va cac ng dung di dong
(Filieri et al., 2021). Anh cua nguoi tiéu dung
dugc coi la thong tin chan doan cao vi chung
giam bat d6i xing thong tin giira nguoi ban
va nguol mua trong moi trudong truc tuyen.
Nguoi ban c6 thé sir dung hinh dnh san pham
dugc chinh sua dé ting doanh soO, dnh san
pham tir nguoi tiéu dung dugc coi la dang tin
cdy hon so v6i anh do thuong hi¢u tao ra va
giup nguoi tiéu dung danh giad tot hon céac
thudc tinh cua san pham (Filieri et al., 2015).

Gia thuyét HS5: Thong tin eWOM kem
hinh anh c6 anh hudng tich cuc dén “Nhan
thirc vé do tin cdy thong tin”.

Suw hién dién xa hgi:

Su hién dién x4 hoi (social presences) ban
dau duoc khai niém hoa 1a mirc do ma cac
cong nghe glao tiép do ngum dung trai
nghiém c6 thé bat chudc cic tuong tic mit
doi mat (Short et al., 1976). Do do, moi
truong internet tao ra cdm gidc hién dién xa
hdi bao gdm cac tuong tac ngudi véi nguoi,
nguoi voi may tinh va may tinh véi may tinh.
Nguoi tiéu dung doc cac thong tin eWOM
trudc khi mua hang 1a mot dang tuong tac
nguoi voi ngudi st dung phuong tién trén nén
tang internet. Mirc d0 ma phuong tién tao ra

=
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cam giac hién dién xa hoi phu thudc vao muc
do ma phlIO’l’lg tién cung cap trai nghlem thé
g101 thuc bang cach bat chudce cac kich thich
ctia moi truong hién co (Zhu et al. 2020) La
mot yéu to kich thlch su hién dlen xa hdi co
thé kich hoat nhiéu phan u’ng nhan thie va
cam xuc khéac nhau trong moi trlmng truc
tuyén, anh huong dén y dinh hanh vi va phuc
vu nhu tién dé caa cac y dinh hanh vi, chang
han nhu sy thich tha, sy hai long va niém tin
(Ch01 Lee and Kim, 2011).

Gia thuyét H6: SU: hién dién xa hoi c6 anh
hudng tich cuc dén “Nhan thirc vé& do tin cay
thong tin”.

Nhan thirc ve do tin cay thong tin eWOM:

Nhan thirc v& do tin cdy cua thong tin 1a
murc do ma nguoi tiéu dung coi mot danh gia
hodc khuyen nghi 1a trung thuc, c6 that hodc
dang tin cdy (Cheung and Ihadanl 2012).
Khi nguoi mua hang truc tuyen coi thong tin
eWOM 1Ia dang tin cdy, ho c6 xu huéng dua
ra quyét dinh mua hang (Leong et al. 2019)
Khéach hang thuong xem xét cac danh gia truc
tuyén dé tham khao khi dua ra quyét dinh dat
phong khach‘san vi ho coi nhiing danh gia
nay la nguodn théng tin dang tin cay
(Chakraborty, 2019).

Gia thuyét H7: Nhéan thuc vé do tin cdy
thong tin eWOM c6 anh hudng tich cuc dén
“Y dinh mua tryc tuyén DVLT”

S — Kich thich

Do tin cdy cua
nguon

Su' gén két H1
Thong tin eWOM -

O - Qua trinh

Céc bién: 6 tin cay cua ngué)n, sur gan két,
thong tin eWOM tich cuc, thong tin eWOM
hai chiéu, thong tin eWOM keém hinh anh, sy
hién dién xa hoi dong vai tro Kich thich (S),
nhan thue vé dJ tin cdy cua thong tin eWOM
dong vai tro Qua trinh (O) va y dinh mua tryc
tuyén DVLT dong vai tro Phan hoi (R).

3.2. Phwong phap nghien ciru

Céac bién trong md hinh dugc do luong
bang thang do Likert 5 muc do (1 rat khong
dong y; 5 - rat dong ¥). Nghlen ctru duogc tién
hanh qua hai budc:

- Nghién ctru so bo: Phong van nhém 15
khéach du lich thuong xuyén doc cac binh luin
tryc tuyn trén internet vé cac CSLT va dd mua
tryc tuyén DVLT trong vong 06 thang tr¢ lai
day, 05 chuyen gia du lich nham hiéu chinh
thang do céc bién cho phu hop, day du y nghia.
bé klg:m tra do tin cdy cua thang do, nhom tac
gia tién hanh nghien ctru dinh luong so b voi
50 du khach da timg mua tryc tuyén DVLT
nham hinh thanh bang cau hoi chlnh thirc phuc
vu cho cac budc nghlen clru tlep theo. Thang
do chinh thirc bao gom 06 blen doc lap:

Do tin cdy cua nguon: gom 4 bién quan sat
du(_)’c ma hoéa tir SC1 - SC4, ké thtra tir thang
do cua (Filier1, 2015; Zhao et al., 2015).

Su gan ket: gom 3 bién quan sat dugc ma
hoa tir RA1 - RA3, ké thua tir thang do cua
(Quang, 2021).

R — Phan hoi

tich cuc

Nhén thic veé do tin H7
H4 cay thong tin eWOM

Y dinh mua truc
tuyén DVLT

Thong tin eWOM
hai chiéu
Thong tin eWOM H6

kém hinh anh

HS

Su hién dién xa hoi

(Nguén: Nhdm tdc gia dé xudat)

Hinh 1: M6 hinh nghién ciru
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Théng tin eWOM tich cyc: gom 3 bién
quan sat dugc ma hoa tir PE1 - PE3, ké thira
tur thang do cua (Zhao et al. 2015)

Thong tin eWOM hai chiéu: gom 3 bién
quan sat duoc ma héa tir TS1 - TS3, ké thira
tur thang do cua (Chakraborty, 2019)

Thong tin eWOM kem hinh anh: gobm 4 blen
quan sat dwoc ma héa tir VC1 - VC4 dugc ké

thira tir thang do cua (Filieri ez al., 2021).

Sy hién dién xa hoi: gdom 3 bi€n quan sat
dugc ma hoa tr SP1 - SP3 dugc ké thura tu
thang do cua (Zhu e? al., 2020).

Bién trung gian la Nhan thirc vé sur tin
cdy cua thong tin”’: gobm 3 b1en quan sét dugc
ma hoa tur PC1 - PC3 dugc ké thira tir thang
do cua (Cheung et al., 2009)

Bang 1: Pac diem mau nghién curu

Théng tin ] Két qua khio sat
So luwgng (ngudi) | TyI1é %
e Nir 181 67.5%
Gisitinh  m 87 32.5%
<2 tiéng 10 3.7%
Thoi gian | 2 - 4 tiéng 65 24.2%
online trong | 4 - 8 tiéng 96 35.8%
motngdy | 8 - 12 tiéng 83 31%
>12 tiéng 14 5.3%
Nguoi quen 185 69%
Céc kénh fim Hoi cho du lich 75 28%
kiém thong Truyén hinh 55 20.5%
tin v& CSILT Internet 240 89.6%
Cong ty du lich/Van phong dai dién 75 28%
Khac 10 3.7%
Youtube 113 42.2%
Cac kénh | Facebook 238 88.8%
online Zalo 44 16.4%
thuong st | Email 19 7.1%
dung dé tim | Tiktok 207 77.2%
kiém thong | Instagram 145 54.1%
tin vé CSLT | Website 124 46.3%
Khac 46 17.2%
Tén suét theo | < 1 lan/thang 125 46.6%
dai thong tin | 1-3 lan/thang 103 38.4%
vé CSLT trén | 4 - 6 lan/thang 27 10.1%
internet | >7 lan/thang 13 4.9%
Hoat dong | 230 binh luan ve cie CSLT 10 3.7%
trén .inte'rnet Tfao df){l voi Pan l?é . 27 10.1%
khi theo doi Tim kiém thong tm. vé QSLT 70 26.1%
vé cac CSLT Doc céc bai danh gid vé CSLT 155 57.8%
Khac 6 2.3%

(Nguon: Két qua khdo sdt ciia nhém tac gid)
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Bién phu thudc 1a “Y dinh mua truc tuyén
DVLT” (gdbm 4 bién quan sat va duoc ma hoa
tu OBI1 - OBI4, dugc ké thura tur thang do cua
(Amin et al. 2021)

Qua nghlen ctru so bg, hé s6 Cronbach’ s
Alpha cua cac thang do déu 16n hon 0. 6; hé so
tuong quan bién tong 16n hon 0.3. Vi vay cac
thang do déu du tiéu chuan dé nghién ctru
chinh thrc. N

- Nghién ctru chinh thtrc: mau dugc lua
chon theo phuong phap chon mau thuan tién,
a6i tuong khao sat 1a khach du lich the hé Vi
tai Viét Nam. Do nhitng gioi han vé lghong
gian va thoi gian nghién clru, bai viét tap
trung khao sat khach du lich Gen Z dang sinh
song tai cac tinh mién Bac, da tung st dung
dich vu tai CSLT ¢ Viét Nam. Thoi gian thu
thap dir liu: 01/09/2024 - 31/10/2024, Kich
thudec mau duoc ap dung theo nguyen tac cua
(Hair et al. 1998) sO luong mau toi thiéu can
cho nghlen ctru_gap 05 lan s6 bién quan st,
nén s lwong mau tdi thiéu trong nghién ctru
nay la 5*27=135. Nhom tac gia da phat tong
s6 280 phiéu, sau khi lam sach dir liéu con
268 phiéu dugc dua vao xtr 1y. Dit liéu dugc
xur Iy bang phan mém SPSS (kiém dinh d6 tin
cdy thang do Cronbach’s Alpha, phan tich
nhan t6 khdm ph4 EFA) va phan mém AMOS
(phén tich nhan t6 khang dinh CFA, phan tich
cau trac tuyén tinh SEM).

4. Két qua nghién ciru

4.1. Dac diém méu nghién ciru

Sb ph1eu phat ra 1a 280 phiéu, sau khi 1am
sach dir liéu con 268 duoc lya chon dé tién
hanh phan tich dinh luong.

4.2. Két qua phan tich dinh lugng

Phan tich do tin cdy thang do: Ket qua
klem dinh d9 tin cay thang do cua tat ca cac
bién cho thiy hé sé twong quan bién tong
(Corrected Item-Total Correlation) cuia tat ca
cac bién quan st déu 16n hon 0.3 va hé sd
Cronbach’s Alpha ctia nhan t6 16n hon 0.6. Do
vy, cac thang do déu dam bao d¢ tin cdy, cac
bién quan sat gidi thich t6t cho tirmg nhén t6.

Phan tich nhan to kham pha EFA: sit dung
phép trich Principal Axis Factoring va phép
xoay Promax.

Véi nhém bién déc lp:

KMO = 0.741 > 0.5 cho thiy dir liy
nghién ctru phu hop véi phan tich nhan t6
kham pha kiém dinh Barlett xem xét gia
thuyét vé do tuong quan gnra cac bién =
0.000 cho thay kiém dinh nay c6 y nghia
thong ké véi murc y nghia rat nho (Sig < 0. 05)
nghia la céac b1en quan sat c6 tuong quan voi
nhau trong tong the.

C6 6 nhan to dugc trich dua vao tiéu chi
eigenvalue 1.219 > 1, nhu vay 6 nhan t6 nay
tom tat thong tin ciua 19 b1en quan sat dua vao
EFA mot cach tot nhat. Tong phuong sai cac

Bang 2: Phan tich do tin cdy thang do Cronbach's Alpha

o . H¢ s6 twong quan bién tong
Thang do | So bién quan sat | Hé s6 Cronbach’s Alpha thap nhit
SC 3 0.778 0.597
RA 3 0.762 0.572
PE 3 0.766 0.593
TS 3 0.774 0.555
VC 4 0.807 0.590
SP 3 0.772 0.584
PC 3 0.763 0.520
OBI 4 0.825 0.598

(Nguon: Két qua xir Iy dir liéu bang phan mém SPSS)
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Bang 3: Két quad phan tich nhédn té kham phd EFA cdc bién déc lap

Hé s6 KMO va kiém dinh Bartlett
Hé s6 KMO 741
Kiém dinh Bartlett Approx. Chi-Square 1614.308
df 171
Sig. .000

(Nguon: Két qua xit Iy dir liéu bang phan mém SPSS)
nhén t6 nay trich dugc 1a 54.063% > 50%, H¢ s6 tai (Factor Loading) cla cac bién
nhu vay, 6 nhan t6 dugc trich giai thich dugc  quan sat trong ma tran xoay déu 16n hon 0.5,
54. 063% bién thién dit liéu cua 19 bién quan nhu Vay cac bién quan sat nay déu c6 ¥ nghla
sat tham gia vao EFA. dong gop vao mo hinh (Hair ef al., 2009).

Bang 4: Bang ma trdn xoay cdc bién déc lap
Pattern Matrix

Nhan to

3

4

VC3

768

VC2

742

VCl1

708

VC4

653

TS3

.850

TS1

132

TS2

.607

SC1

197

SC2

720

SC3

.694

RA3

739

RA1

709

RA2

709

SP2

812

SP1

.685

SP3

676

PE1

761

PE3

716

PE2

.691

Phép trich: Principal Axis Factoring.
Phép xoay: Promax with Kaiser Normalization.

(Nguon: Két qua xir Iy dir liéu bang phan mém SPSS)
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Vi bién trung gian PC

thich 1a 54.822% tai eigenvalue 1a 2.636 > 1.

Bang 5: Két quad phan tich nhédn té kham phd EFA bién trung gian

H¢ s60 KMO va kiém dinh Bartlett
Hé s6 KMO .660)
Kiém dinh Bartlett Approx. Chi-Square 215.247
df 3
Sig. .000

(Nguon: Két qua xir Iy dir liéu bang phan mém SPSS)

KMO = 0.660 > 0.5 cho thiy dit liéy
nghién ctru phu hop véi phan tich nhan t6
kham pha kiém dinh Barlett xem xét gia
thuyét vé do tuong quan glua cac bién =
0.000 cho thay kiém dinh nay c6 y nghia
thdng ké voi muc y nghla rat nho (Sig < 0. 05)
nghia la céc blen quan sat c6 tuong quan voi
nhau {rong tong theé.

Két qua ma tran xoay cho thy, c6 1 nhan
t6 duoc trich tir cac bién quan sat dua vao
phan tich EFA. Phuong sai trich dugc giai
thich 1a 53.763% tai eigenvalue la 2.037 > 1.
Heé s tai cua cac blen quan sat déu l6n hon
0.5, nhu vay cac bién quan sat nay déu ¢ ¥
nghia dong gép vao mo hinh.

Voi bien phu thuoc OBI

Hé s6 tai clia cac bién quan sat déu 1on hon
0.5, nhu vay cac bién quan sat nay déu co y
nghla dong gép vao mo hinh.

Phan tich nhdn té khang dinh CFA: viéc
phan tich CFA nham danh gia muc do phu
hop ctia mo6 hinh véi dir liéu nghién ctu,
khang dinh lai tinh don bién, da bién, gia tri
hoi tu va phan biét cua thang do. Cac chi so
Model Fit déu nim trong ngudng chap nhan,
mo hinh dat d6 phu hop tot: CMIN/DF =
1.091 < 3; GFI=0.925> 0.9; CFI = 0.989 >
0.9; TLI = 0.987 > 0.9; RMSEA = 0.018 <
0.08; PCLOSE = 1.000 > 0.05.

. Do tin cay tong hgp CR cua cac thang do
déu > 0.7 nén céc thang do déu dam bao do
tin cdy (DeVellis, 2012). Phuong sai trung

Bang 6: Két qua phdn tich nhén té khdm phd EFA bién phy thuéc

H¢ s6 KMO va kiém dinh Bartlett
Hé s6 KMO 784
Kiém dinh Bartlett Approx. Chi-Square 387.804
df 6
Sig. .000

(Nguon: Két qua xvr Iy dir liéu bang phan mém SPSS)

KMO = 0.784 > 0.5 cho thay dir liéu
nghién ctru phu hop véi phan tich nhan t6
kham pha kiém dinh Barlett xem xét gia
thuyét vé do tuong quan glua cac bién =
0.000 cho thay kiém dinh nay c6 y nghia
thdng ké voi muc y nghla rat nho (Sig < 0. 05)
nghia la céc blen quan sat co6 tuong quan voi
nhau {rong tong theé.

Két qua ma tran xoay cho thy, c6 1 nhan
t6 duoc trich tir cac bién quan sat dua vao
phan tich EFA. Phuong sai trich dugc giai

binh dugc trich AVE cua cac thang do déu >
0.5 nén cac thang do dam bdo tinh hoi tu. Can
béc hai ciia AVE 16n hon céc tuong quan gifra
cac bién tiém an vo4i nhau, gid tri MSV <
AVE, do vay tinh phan bi¢t dugc dam bao
(Fornell & Larcker, 1981).

Phdn tich SEM

Ngoai trir moi quan h¢ PC <— PE khf)ng
co y nghia do p—Value 16n hon 0.05, tat ca cac
moi tdc dong con lai déu co ¥ nghla do p-
value déu nho hon 0.05. Boi vay, cac gia
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¢}

Chi-square=295.648; df=271
Chi-square/df=1.091
GF1=.925

CFI=.989

TLI=.987
RMSEA=.018
PCLOSE=1.000
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(Nguon: Két qua xir Iy dir liéu bang phan mém AMOS)
Hinh 2: Ket qua phan tich CFA
Bang 7: Panh gia validity: tinh hoi tu va tinh phan biét

Potin | FRYONE | phuong
A sai trung ..
cay binh sai chia
tong sé 1om OBI vC TS SC PC PE SpP RA
duoc &
hop trich nhat
CR AVE MSV
OBI | 0.829 0.549 0.521 0.741
vC 0.809 0.515 0.137 0.169 | 0.717
TS 0.779 0.542 0.090 0.269 | 0.105 | 0.736
SC 0.781 0.544 0.238 0.274 | 0.224 | 0.059 |0.737
PC 0.772 0.532 0.521 0.722 | 0.370 | 0.300 [0.488]0.729
PE 0.766 0.522 0.066 0.129 | 0.258 | 0.089 |0.252|0.222|0.723
SpP 0.775 0.534 0.349 0.425 | 0.089 | 0.231 [(0.311]0.591|0.033]0.731
RA 0.764 0.519 0.311 0.419 | -0.054 | 0.135% [0.274| 0.558 | 0.038 | 0.511 | 0.721

(Nguon: Két qua xir Iy dir liéu bang phan mém AMOS)
khoa hoc =
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(Nguon: Keét qua xur Iy dir liéu bang phan mém AMOS)
Hinh 3: Keét qua phan tich SEM
Bang 8: Trong s6 chua chudn héa
Hé s6 tac . X
dong chua Sai sb dglllllll S(;é Gia tri
chuan héa (S.E.) (C Rg) P-value
(Estimate) o
PC <-- RA 277 .064 4.355 ok
PC <--- SC 170 .058 2.922 .003
PC <-- TS 126 .051 2.489 013
PC <- VC 258 .064 4.032 ok
PC <--- SP 208 .058 3.561 ok
PC <-- PE .052 .056 .926 354
OBI <--- PC .824 .094 8.807 ok

(Nguon: Két qua xir Iy dir liéu bang phan mém AMOS)

thuyét H1, H2, H4, H5, H6, H7 dugc chéap
nhén, bac bo gia thuyet H3.

Trong so chuan hoa cho thady muc do cua
cac tdc dong. Bang 9 cho ta thay cac thudc
tinh cua tryyén miéng dién tr c6 dnh huodng
tich cuc dén “nhan thic vé do tin cdy cua
thong tin eWOM” sap x€p theo muirc do tac
dong tir 16n nhat dén nho nhat la: Sy gan két

(h¢ s6 0.35), Su hién dién xa hoi (hé so
0.287), Thong tin eWOM kém hinh anh (hé
$0 0.264), D0 tin cdy cta ngudn (hé s6 0.202)
va Thong tin hai chiéu (hé s6 0.154). “Nhan
thire vé do tin cay cia thong tin eWOM” ¢6
anh huong tich cyc dén “y dinh mua tryc
tuyén DVLT” véi hé s6 0.709.
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Bang 9: Trong s6 chudn hod

Hé s6 tac dong
chuén hoa
(Estimate)

PC <--- RA
PC <--- SC
PC <-- TS
PC <--- VC
PC <--- SP
PC <--- PE
OBI <--- PC

350
202
154
264
287
.059
709

(Nguon: Két qua xir Iy dir liéu bang phan mém AMOS)

Gia tri R# cta bién PC 13 0.613. Nhu vay,
cac bién tac dong vao PC giéi thich duo og
61.3% su bién thién ciia bién nay Gia tri R
ctia bién OBI 14 0.503. Nhu vy, bién PC giai
thich duoc 50.3% sy bién thién ctia bién OBI.

5. Thao luan va ham y chinh sach

5.1. Thao luan

Nghién ctru két hop md hinh xem xét k§
ludng ELM va mo6 hinh Kich thich - Qua trinh
- Phan hoi (S- O-R) nham xem xét sy anh
huéng cua trnyen miéng dién tr té1 y dinh
mua tryc tuyén DVLT cua Gen Z. Cac thuoc
tinh cia eWOM dong vai tro cac kich thich
(S), nhén thirc v€ do tin cdy thong tin dong
vai tro qué trinh (O) va y dinh mua dong vai
trd Phan hoi (R). Céac thudc tinh ciia eWOM
dugc chia thanh 02 nhom: duong trung tam
lién quan dén chat luong thong tin, dugec mo
rong va cy thé hoa thanh cac yéu t6: thong tin
tich cuc, thong tin hai chiéu, théng tin kém
hinh anh va su hién dién xa h01 duong ngoai
vi lién quan dén ngudn phat thong dlep
eWOM, dugc dai dién boi do tin cady cua
nguoi gﬁ:i thong tin va sy gan ket gitra ngudi
gui va ngu’(n nhén thong tin.

Két qua nghlen ctru cho thay, sw gan két
gilta nguo1 gui va ngu:(n nhan c6 anh huong
manh nhat dén do tin cdy cua cac thong tin
eWOM, diéu nay twong dong véi cac két qua
nghién ctu cua (Ly, 2016; Quang, 2021).
Nguai gui thong di€p cang co su tuong dong
ve so thich, phong cach song hay cic moi
quan h¢ thi ngudi nhan cang cdm thay thong

khoa hoc

tin d6 1a dang tin cdy. Theo két qua khao sat
clia AppotaPay, trudc khi quyét dinh booking,
du khéch thuong tham khao thong tin tu
nhiéu nguon khac nhau: danh gia tir nguoi
than, cong dong; cac trang tin chinh thong, tu
van tr don vi 1t hanh, nhung nhitng danh gia
(review) tir nguoi quen va cong dong van la
ngudn thong tin uy tin hang dau doi véi du
khach dac biét 1a Gen Z.

Suw hién dién xd héi dugc tao ra boi cac
thong tin eWOM nhu mot yeu t6 kich thich
c6 thé anh huong dang ké dn nhan thue vé
do tin cay Cam g1ac ve su hién dién xa hoi
cua nguo’l dung co thé dén tur thong tin trong
cdc van ban, hinh anh hodc video (Zhu et al.,
2020). Thu:c té, 63% nguol Viét tiép can
thong tin du hch qua video vi c6 strc hut tryc
quan manh mé, tao cho ho cam giac thuc
(khdo sat cia AppotaPay).

Tuong tu nhu vay, cdc thong tin kem hinh
anh cling goép phan dang ké trong vi¢c ting
cuong do tin cdy cua thong tin eWOM. Cac
nghién cuu trude dé da chi ra rang, cac buc
anh do nguoi tiéu_dung tao ra dugc coi la
dang tin cay, tao dleu kién cho qué trinh xir ly
thong diép c6 hé¢ thong (Filieri et al., 2021).
Céc du khéach thé hé Z duoc truyén cam hing
bd1 nhitng birc 4nh do nguoi dung chia sé trén
cac nén téng truyén thong xa ho1, cac blrc anh
do nguoi dung tao ra co thé Kich thich su
mong muodn va y dinh thdm quan mot diém
dén va cac CSLT.
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Do tin cdy cua nguon cung cap thong tin
eWOM ciing 1a mot yéu td quan trong c6 anh
hudng dén viéc ddnh gid muc do tin cdy cua
thong tin do6 tr nguoi dung. Diéu nay da duogc
chimg minh trong cac nghién clru trudc do6
cua (Cheung and Lee, 2012; Zhao et al.,
2015) nhung lai khéc biét voi két qua nghién
ctru cua (Chakraborty, 2019) - cho rang nguoi
tiéu dung ngay cang thong thai nén ho c6 thé
tu danh gid muc do tin cay cua thong tin ma
khong can dua vao nguon phat. Véi cac khach
du lich Gen Z Vi¢t Nam, thong tin do cac
nguodn co6 do tin cady cao cung cap dugc coi la
hiru ich va déang tin c4, va do d6 tao diéu kién
thuén lgi cho viéc chuyén giag kién thrc.

Thong tin hai chiéu bap gdm ca mat tich
cuc va tiéu cyc ve san pham/dich vu sé giup
nguoi dung gia tang nhan thirc vé do tin cdy
thong tin. Vi nguoi tiéu dung noéi chung tin
rang moi san pham deéu c6 uu va nhugc diém
riéng nén cac théng tin danh gia tap trung vao
ca hai khia canh nay s€ duoc coi 1a trung thuc,
két qua nay ho tro cho két qua nghién ctru cua
(Chen, 2016) khi cho ring cac thong tin hai
chi€u s€ c¢ tinh hitu ich cao hon nhiing thong
tin chi tap trung vao uu (hodc nhugc diém)
clia san pham.

Nhén thirc vé dé tin cdy cua thoéng tin co
anh hudng tich cuc dén ¥ dinh mua trie tuyén
DVLT cua khach du lich Gen Z. Bay duogc coi
la tién dé quan trong trong qua trinh ra quyét
dinh cia nguoi tiéu dung va lam gidm sy mo
hé trong ca tuong tic kinh doanh va xa hoi
(Chakraborty, 2019; Shukla and Mishra,
2022), ngudi mua truc tuyén coi cac thong tin
eWOM la dang tin cdy, ho c6 xu hudng dua
ra quyét dinh mua hang theo do.

Cuoi cung, cac thong tin tich cuc vé CSLT
khong co tac dong dang ké véi nhan thirc vé
do tin cdy. Diéu nay tuwong dong voi cac két
qud nghién ctu cua (Zhao et al., 2015;
Chakraborty, 2019). Cac cong ty co thé can
thiép vao cdc danh gia truc tuyén cua nguoi
tiéu dung bang cach tra tién cho cac ca nhan
de ho nhan xét tot hodc xEp hang cao; tinh an
danh cta nguoi danh gia cling la mot yeu to
khién nguoi doc nghi ngd ve tinh xac thuc
cua cac binh luan tich cyc (Lee, J., Park, D.-
H., & Han, 2008). Nhitng nguoi dung c6 thé
ndy sinh tam 1y dua ra thong tin tich cuc dé
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phu hop v6i dam dong hodc dé nhan duge vu
dai tur cac thuong hi€u, boi vay, nguodi doc s€
khong cam nhan duogc su khach quan hay tin
cay cua thong tin d6. Ngoai ra, nhitng danh
gia tich cuc nhung qua chyng chung, phién
dién, thiéu thong tin chi tiét vé trai nghiém
cua ngudi viet cling 1a mot rao can voi khach
hang trong viéc xac dinh muc d9 tin cdy cua
thong tin.

5.2. Ham y chinh sdach

- Su gan ket 1a yéu td quan trong dé khach
du lich Gen Z danh gid mot ngudn thong tin co
dang tin cdy hay khong. Béi vay, cac CSLT
can tang cuong sy gan két bang cach khuyén
khich nhiing phan héi tir nhitng du khach da
tung st dung DVLT va dong vién ho lan toa
nhting thong tin vé CSLT t61 nhiing nguoi co
lién quan thong qua tai khoan c4 nhan trén
mang xa hoi dé nhirng ngudi than quen véi ho
c6 the tiép can. Khich 1€ du khach dé lai danh
gié sau khi trdi nghiém dich yu bang cach guri
email hodc thong bao; co thé su dung cac hé
thong khen thudng nhu diém tich lily hodc
giam gia cho nhiing danh gia chi tiét.

- Trong mua sam truc tuyén, viéc tao ra
cam giac vé Sw hién dién xa hoi da duoc
ching minh 1a c6 tac dong dang ké dén nhan
thirc v€ do tin cdy thong tin. Cac CSLT co thé
xdy dung mot cong dong bao gom nhu'ng
khach du lich da timg su dung dich vu va ca
khach hang tiém ning, thic day nhimg cudc
tro chuyén, trao doi vé céac trai nghiém tai
CSLT nham tao ra nhiing cdm giac thuc, mat
doi mat gitra nhitng nguoi trao do6i thong tin
v6i nhau. Di€u nay khuyén khich thuc day
khach du lich thdo ludn va lan truyén thong
tin vé diém dén, gbp phan lam tang cuong
cam giac v€ sy hién dién xa hdi cia ho dé
thiic day niém tin va y dinh hanh vi.

- Nhitng tin hi¢u thi gidc nhu Théng tin
kem hinh anh dugc coi 1a mét bang chung dé
danh gi4d muc do tin cdy cua thong tin. Cac
CSLT nén sir dung va ciling thac day nguoi
dung sang tao UGC (User-Generated
Content) - 1a nhiing ndi dung do nguoi dung
tao ra, bao gom hinh anh, video, review, binh
ludn dugc dang tai trén cac nén tang truc
tuyén. Bé lam di€u nay, doanh nghi¢p c6 thé
t0 chirc cadc minigame sang tao ndi dung, tao
chuong trinh giam gid cho du khach dé lai
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review, cuQc thi check-in diém dén, khuyén
khich du khach dang tai thong tin kém hinh
anh hoac clip minh hoa.

- D¢ tin cdy va uy tin cua nguoi tao ra
thong tin 1a mot yéu to co tdc dong dang ké
dén nhan thuc vé do tin cay cuia nguoi nhan.
Nguon uy tin c6 thé dén tir nhitng ngudi noi
tieng trong linh vuc, cdc KOLs, KOCs. Tuy
nhién, xu hudng hién nay, cac ban tré thuong
tin tudéng vao KOCs (Key Opinion
Consumers) hon boi hg 1a nhitng nguoi tiéu
dung binh thuong nhung cé sttc anh huong
nhat dinh nho tinh xac thyc va kha nang két
noi tot voi nhom khach hang muc ti€u. Viéc
su dung KOCs thuong phu hop véi cac san
pham hodc dich vu can danh giad chan thuc,
khéch quan tir nguoi dung.

- Cac thong tin truyén miéng s€ tré nén
dang tin cdy hon néu nd 1a nhiing thong tin
hai chiéu, phan anh ca vu va nhugc diém cua
san pham/dich vu. Dq vay, cac CSLT nén tang
cuong nhirng phan hoi chi tiét vé dich vy cta
minh, khuyén khich khach hang danh gia toan
dién, trén nhiéu khia canh khac nhau; chap
nhan ca nhiing binh luan tich cuc va tiéu cuc
ve dich vuy; lang nghe, tiép thu va khac phuc
nhtrng phan hoi tr cac khach du lich dé cai
thién chat lu’orng dich vu.

6. Han che va hu’o’ng nghién ciru tiép theo

NNghlen ctru st dung phuong phap chon
mau thuan tién, ddi tugng khao sat 1a Gen Z
tap trung chu yéu tai khu vuc mién Bac nén co
the han che kha nang khai quat hoa. Céac ycu
to trong qua trinh truyén thong lién quan dén
truyén miéng dién tir c6 thé dugc mo rong va
kiém ching trong cdc nghién clru sau nay;
chang han nhu déc diém ctua ngudi nhan thong
tin (ki€n thure/kinh nghiém trude do6 cua ho vé
san pham/dich vu hay trinh d§ chuyén mon);
suc manh, tinh nhat quan cua cac thong tin
eWOM duoc tao ra boi nhitng du khach khac
nhau; hodc so sdnh mirc do tdc dong cua cac
thugc tinh eWOM dén hanh vi ctia khach hang
trén cac nén tang truyen thong khac nhau.

Keét luan

Truyén miéng dién tir dang la hinh thic
truyén thong hiéu qua cua cac CSLT doi véi
khach du lich thé hé Z. Trong boi canh nguoi
tiéu dung hién nay phai doi mat voi lugng
thong tin khong 16, nhiing thong tin truyén

khoa hoc

miéng dam bdg do tin cay s€ dugc ho sir dung
lam cdn ctr dé dua ra cac quyét dinh mua
hang. Nhitng thudc tinh cia eWOM c6 anh
huéng dang ké té1 nhan thuce cua khach du
lich vé do tin cdy thong tin 1a sy gan két voi
nguon, sy hién dién xa hoi, cac tin hiéu thi
giac, do_tin cdy cua nguodn hay cac thong tin
hai chiéu. B¢ tang cuong hi¢u qua cua
eWOM, cac CSLT nén tap trung vao cac
thudc tinh nay bang vi¢c lya chon ngudn phat
thong tin uy tin, khuyén khich khach du lich
dua ra nhiing khuyen nghi da dang v¢& ca noi
dung lan hinh thirc sau khi trai nghiém dich
vu nham ting cudng ¥ dinh mua cua ho. ¢
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Summary

This study investigates the influence of
electronic word-of-mouth (eWOM) on the
online purchase intention of lodging services
among Generation Z tourists in Vietnam, with
a focus on the mediating role of “perceived
information credibility.” Utilizing a quantita-
tive research approach, the study employs the
Structural Equation Model (SEM) to analyze
data collected from a survey of 280
Generation Z, processed through SPSS and
AMOS software. The findings reveal that var-
ious attributes of eWOM such as engage-
ment, source credibility, bidirectional infor-
mation exchange, visual accompaniment of
information, and social presence positively
contribute to “perceived information credibil-
ity.” This perceived credibility, in turn, signif-
icantly enhances the online purchase inten-
tion for lodging services among the target
demographic. The results offer valuable
insights for lodging establishments, under-
scoring the critical role of eWOM in shaping
consumer purchase behavior. These findings
provide a foundation for the strategic devel-
opment and refinement of marketing commu-
nication initiatives aimed at effectively
attracting and engaging customers.
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