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ai viét danh gid tdc déng ciia thong tin danh gza truc tuyen dén quyét dinh mua
hang tiéu dung nhanh trén cdc san thuong mai dién tur cua ngum tiéu dung la thé
hé tré (Gen Z) tai Thanh pho Ho Chi Minh, thong qua khao sat 246 ngum tiéu dung Gen Z
dang sinh song va lam viéc tai Thanh phé Hé Chi Minh trong thang 11 nam 2024, Bai viét Sur
dung két hop phuwong phap nghzen cuu dinh tinh va nghién ciru dinh luong dé hiéu ré hon vé
tac dong cua thong tin danh gia truc tuyen dén quyet dinh mua hang tieu dung nhanh trén cac
san thwong mai dién tir cua Gen Z tai Thanh pho Hé Chi Minh. Dit liéu khao sat duoc phan
tich bang phan mém SPSS 20.0. Két qua nghzen curu cho thdy 7 nhén 16 dé xuat trong mo hinh
déu cé tac dong, theo thir tu giam dan bao gom S6 lrong thong tin, Tinh chat hm’ng, Tinh
kip thoi, Xép hang danh gid, Danh tiéng ciia nén tang, Tinh nhavt quan, Do tin cdy nguoi danh
gia. Bai viet dé xuat mot 56 kién nghi cho cac bén lién quan dé ndang cao viéc su dung thong
tin danh gia truc tuyén trén cdc san thwong mai dién ti.
Tir khéa: Thong tin danh gid truc tuyén; Thuong mai dién tr; Hang tiéu ding nhanh; Gen Z.

JEL Classifications: LS, LS1.
DOI: 10.54404/JTS.2025.205V.04

1. Gi6i thiéu

Xa hoi ngay nay dang trdi qua mot giai
doan phat trién nhanh chong cua Internet va
cac doanh nghi€p lon dang co gang dap tng
nhu cdu ngay cang ting cua nguoi tiéu dung
thong qua mang ludi truc tuyén. Hién nay, co
khoang hon 80% nguo1 dung Internet da mua
sam tryc tuyén (Hang, 2024). C6 81% nguoi
Viét Nam khi duoc hoi cho biét ho xem viéc

mua sam tryc tuyen la mot thoi quen khong
thé thiéu moi ngay cling nhu ty 1€ ngudi mua
sdm truc tuyén it nhat 1 1an mdi tudn dat mic

59%. Ngay nay, 99% nguoi tiéu dung s€ doc
review trudc khi mua sam online, trong do co
61% ludn luon doc review va hon 1/3 doc
review thuong xuyén (Thinh, 2023) Do @6,
tir trude dén nay, marketmg truyén miéng
luén 1a tim diém chu y cia cac doanh nghiép.

Tac gia lién hé: phamhungcuong.cs2@ftu.edu.vn
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Danh gia tryc tuyén 1a mot trong nhitng hinh
thirc quan trong cua truyén miéng dién tur.
74% nguoi tiéu dung uu tién viéc kiém tra
chat lugng san pham trudc khi mua (Vu,
2023). Vi vay, viéc tham khdo céc thong tin
danh gia truc tuyén tir nguoi tiéu dung trudce
1a vo cung can thiét. 91% nguoi tiéu dung tin
tuong cac danh gia tryc tuyen nhu 161 khuyén
ca nhan va co thé bi 4nh hudng tich cuc bdi
danh gia tot hodc ti€u cuc boi danh gia xau
(Andy, 2024). Ngoai ra, 93% nguoi tiéu ding
khang djnh danh gia tryc tuyén anh hudng
dén quyét dinh mua hang cua ho (Vimaladevi
& Dhanabhakayrn 2012). Vi vay, so voi cac
phuong thirc quang ba truyén thong, danh gia
truc tuyen cO tam anh hudng, pham vi lan
truyen lon hon dang ké. Ty 1¢ tang trudng
hang ti€éu dung nhanh nam 2023 tai Viét Nam
la 9,6% cao hon so véi thoi diém trude dai
dich COVID-19. So v6i nam 2022, nganh
cong nghip nay da dat mirc tdng trudng an
tuong lén dén 17,5%, dédnh dau mot xu
hudéng tich cyc va manh mé (NielsenlQ,
2023). Mua sdam hang tiéu dung nhanh qua
cac san thuong mai dién tor ngdy cang tré
thanh xu hudéng chu dao trong hanh vi tiéu
dung cua Gen Z. Trude thuc té nay, bai viét
tap trung nghién clru tdc dong cua thong tin
DGTT dén quyét dinh mua hang tiéu dung
nhanh trén céc san thuong mai dién tur cua
Gen Z tai TP. H6 Chi Minh.

2. Tong quan Iy thuyét vd mé hinh
nghién ciru

2.1. Tong quan ly thuyet

2.1.1. San thuong mai dién tu

Thuong mai dién tir (TMDT) ban dau
dwoc hinh thanh dé mé ta qua trinh thuc hién
cac giao dich kinh doanh dién tir béng cong
nghg, tu trao d6i dir liéu dién tir va chuyén
tién dién ti tor cudi nhufng nam 1970, cho
phép trao doi thong tin va thuc hién cac giao
d1ch dién tu gitra cac doanh nghiép, thuong
¢ dang don dit hang dién to (Maaruf &
Abdulkadir, 2012). Thuong mai di¢n tor mo
ta tat ca thong tin dugc truyen dat va trao doi
dién tir trong cOng ty hoac véi cac thanh vién
bén ngoai (Turban va cong su, 2002;
Chaftey, 2002). Cu thé, vi¢éc mua, ban hodc

trao d6i san phém, dich vu va thong tin
thong qua cong nghé¢ thong tin va truyén
th()ng gitta doanh nghi¢p va bat ky bén thr
ba nao ma doanh nghiep do giao dich.
Thuong mai dién tir bao gom nhiéu mo hinh
nhung pho bién nhét 1a doanh nghiép voi
doanh nghi¢p (B2B), doanh nghi¢p vdi
nguoi tiéu dung (B2C), nguoi tiéu dung voi
nguoi tiéu dung (C2C),... (Papazoglou va
cong su, 2000).

San giao dich thuong mai dién tir 1a trang
website thu’orng mai dién t&¢r cho phép cac
thuong nhén, t6 chire, ca nhan khong phai chu
s¢ hitu trang website ¢o thé tién hanh mot
phan hodc toan bd quy trinh mua ban hang
hoéa, dich vy trén dé (Nghi dinh 85/2021/ND-
CP). San giao dich thwong mai dién tir trong
Nghi dinh nay khong bao gom céc trang web-
site giao dich chimg khoan truc tuyén. Chu s¢
hitu trang website dong vai trd trung gian to
chuce khong gian chung, 161 kéo céc bén va tir
do6, 1am s61 dong cac glao dich dugc thuc hién
trén trang website cia minh. Mobi bén khi
tham gia san giao dich déu nhan dugc cac loi
ich nhu mong muon.

2.1.2. Mua sam truc tuyén

Mua sam tryc tuyen 1a hanh vi mua sam tai
cac cua hang, san thuong mai dién tir, trang
Website cong ty hodc cac trang mang tryc
tuyén (Haubl &Trifts, 2000). Mua sam truc
tuyén 1a hinh thtrc giao dich thu(mg mai duoc
thuc hién thong qua sy hd trg cia thiét bi co
két ndi Internet (Nguyet, 2023). Mua sam
truc tuyén duoc biét dén nhu 1a mot phuong
phap nham mua ban ciing nhu trao doéi hang
ho4, dich vu hoac dir liéu thong qua mang
Internet (Fudzi & Syahirah, 2019). Mua sam
truc tuyén khong bi gigi han vé khong gian
cling nhu thoi gian. Di€u nay cho phép hoat
dong mua sam truc tuyén c6 thé dién ra bat ctir
ltc nao va ¢ bat ky noi dau (Yo va cong su,
2021). Bén canh do, nguoi mua hang c6 the
tién hanh mua sam ciing nhu thanh toan tryc
tuyén thong qua cac cong thong tin tryc tuyén
trén cac trang website mua sam truc tuyén
(Fudzi & Syahirah, 2019).

=
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2.1.3. Panh gida truec tuyén

Trong thuong mai, thong tin vé san pham
thuong khong binh dang gitta nguol ban va
ngudi mua. Nguo'i ban thuo’ng c6 nhiéu
thong tin hon nguoi mua va thong thuong,
chi cung cap nhiing thong tin bat budc ve san
pham theo quy dinh cua phap luat va thong
tin c6 lgi cho ngudi ban. Nguol mua co Xu
hudéng thu thdp du thong tin vé san pham
trude khi quyét dinh mua, hai thong tin quan
trong nhat 1a chét lu:ong va gia ca. Céc nha
kinh doanh c¢6 uy tin cling tién hanh cac hinh
thirc dé giup nhan dién hinh anh va san pham
cia ho. Do do6, ngudi mua khong chi quan
tam td1 thong fin lién quan san pham ma con
quan tam td1 thong tin vé nguoi ban hay nha
san xuat hang hoéa hoac cung ung dich vy
thong qua nhiéu hinh thirec, trong do co cac
danh g1a cia nhiing nguoi da tung trai
nghiém san pham hay dich vu.

bénh g1a tryc tuyeén (DGTT) la mgt hinh
thire truyén miéng dién tr do nguoi tiéu dung
tao ra nham thong bao cho nhung nguoi tiéu
dung khac vé trai nghiém cta ho sau khi st
dung san pham cua thuong higu nao do trén
cac nén tang truc tuyén cu thé (Hajli, 2015).
Nguoi dung khong chi chu dong ti€p nhin
thong tin tir nguwoi bdn ma con chi dong tao
ra thong tin lién quan san pham cua nguoi ban
thong qua PDGTT (Cu va cong sy, 2023).
Theo Ventre & Kolbe (2020), DGTT dong vai
tro rat quan trong trong khong gian thi truong
thuong mai dién tir ngady nay. Nguoi tiéu
dung dé dang thu thap du thong tin vé san
pham thong qua trai nghi¢ém cta nhitng nguoi
da ting str dung va dua ra nhitng quyét dinh
mua hang ding dan. Nhu vay, nguoi tiéu
dung khong chi 1a nguoi ti€ép nhan thuy dong
thong tin do thuong hiu tao ra ma déng vai
tro tich cuc trong viéc tao ra thong tin lién
quan dén thuong hiéu duol hinh thirc DGTT.
Lee & Youn (2009) cho rang DGTT khi duogc
phan tich vé murc d§ anh huong s€ dugc xem
x€ét dudi hai cap do: goc do thi truong va goc
do c4 nhan. Dudi goc do thi truong, DGTT
dugc cac nghién clru tap trung danh gid vé
sttc anh hudng cua n6 dén ké hoach, hiéu qua
ban hang va tiép thi phu hop. Dudi goc do ca

QUAN TRI KINH DOANH

nhén, cac nghién clru hau hét xoay quanh tac
dong cua n6 dén hanh vi mua hang cua nguoi
tiéu dung. No1 chung, DGTT la mot hinh thirc
truyén miéng dién tu, la nhimg chia s¢ cua
nguoi tiéu dung vé trai nghiém cia ban than
sau khi mua hang, stir dung mot san pham hay
dich vu nao d6 trén cac nén tang truc tuyen.

2.1.4. Hang tiéu dung nhanh

Hang ti€u dung nhanh (Fast Moving
Consumer Goods - FMCG) la nhiing thi
khong dat, dugc san don nhiéu va ban hét
nhanh chong. Khach hang thuong xuyén mua
va su dung nhitng sdn pham nay nén céc cua
hang va siéu thi dan nhan chung 1a FMCG.
FMCG bao gom thuc pham dong goi, do vé
sinh c4 nhén, dd uodng, van phong phim,
thude khong ke don, d6 nhya, do dung cham
soc ca nhan, do dung \S smh . Trong do,
thuc pham va do uong la nhung sdn pham co
ty 1& luan chuyén cao va ban nhanh (Dupre &
Gruen, 2004). FMCG dugc xem la nhom san
pham duoc ban nhanh chong, gia ca kha thap
Do tinh chit tiéu dung thuong xuyén, cac san
pham FMCG thuong dugc san xuat va phan
phdi v6i s luong 16n de dap ung nhu cau cua
thi truong Véi su phd bién cua Internet, sy
tién loi cua mua hang truc tuyen nguoi tiéu
dung ngay cang day manh viéc mua sam
FMCQG trén cac san TMDT va quyet dinh mua
hang ciing bi anh huong dang ké boi nhiing
DGTT cua nhung nguoi tiéu dung trudce.

2.2. Cac ly thuyet nghién ciru lién quan

2.2.1. Ly thuyét vé hanh vi nguoi tiéu dung

Ly thuyét vé hanh vi nguoi tiéu dung cua
Kotler (1994) cung cap mot cach tlep can co
cau tric de hiéu qua trinh va cac yéu t6 anh
hudng dén nguoi tiéu dung khi ho dua ra
quyét dinh mua hang. Ly thuyét nay duoc str
dung rong rai trong marketlng de phat trién
cac chién lugc phu hop v6i nhu cau cua nguoi
tiéu dung va qud trinh ra quyet dinh. Hanh vi
cta nguoi tiéu dung bao gom céc qua trinh vé
tinh than va cam xuc ciing nhu cac hoat dong
thé chat ma ngu:(n tiéu dung trai qua, khi Iya
chon, mua, st dung va thai bo san pham hodc
dich vu (Kotler 1994). Theo ly thuyet nay thi
qua trinh ra quyét dinh cua nguoi tiéu dung co
5 giai doan, bao gdm: (1) nhan biét nhu ciu,
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(2) tim kiém 'thong tin, (3) danh gia cac lya
chon thay thé, (4) quyét dinh ‘mua hang, (5)
hanh vi sau mua hang. Thuc té cho thiy viéc
hiéu 16 cac giai doan nay va cic yéu t0 anh
huong dén chiing la rat quan trong doi voi cac
nha marketing muon tac dong dén quyét dinh
ctia nguoi tiéu dung. Bang cach phan tich qua
trinh ra quyét dinh ctia nguoi tiéu dung, cac
nha marketlng c6 thé thiét ke chién lugc t6t
hon dé dap tmg nhu cau cua nguoi tiéu dung
¢ tung giai doan, nang cao stc hap dan cua
san pham, x4y dyng long trung thanh véi
thuong hiéu va cu6i cung 1a cdi thién két qua
ban hang. Cach tiép can toan dién nay cho
phép céc cong ty tao ra cac chién dich marke-
ting hi¢u qua hon, gy dugc tiéng vang doi
véi nguoi tiéu dung

2227 huyét kha nang xay dung thuyet phuc

Thuyét kha ning xay dung thuyét phuc
(Elaboration Likelihood Model - ELM) duoc
dé xuét boi Petty va cOng sy (1983) thé hién
qué trinh xtr 1y thong tin ctia nguoi tiéu dung
dudi dang hai hudng, bao gom: hudng trung
tam va hudng ngoai vi va tir do, tdc dong dén
hanh vi cua nguoi tiéu dung. Nguyén ly co
ban cua ELM la sy ton tai cua hai con duong
thuyét phuc: con dudng trung tdm va con
duong ngoai vi. Hai con dwong nay nam ¢ hai
dau d01 lap trén mot pho dai dién cho kha
nang nd luc nhan thac dé xu 1y thong dlep
(Schumann va cong su, 2011). Tuy thudc vao
dong lyc va kha nang cuia mot nguoi, kha
nang Xay dung ctia ho c6 thé cao hodc thap va
tir d6, xac dinh con dudng thuyét phuc co thé
xay ra (Petty va cong su, 1983).

Gia thuyet cua ELM la khi kha nang xay
dung cao, viéc xu ly thong tin s& xdy ra qua
con du’o’ng trung tdm. Theo Haugtvedt &
Petty (1989), su hinh thanh, thay d6i hoac
duy tri thai d§ dugc tao ra tr sy xem xét ky
ludng cac 1ap luan cua thong diép cling nhu
du doan hanh vi sau nay cua ca nhan d6 (Petty
va cong su, 1983). Khi kha nang xay dung
thap, viéc xtr ly thong tin xdy ra qua con
duong ngoai vi. Con duong ngoai vi trong
thuyét phuc yéu cau it nd luc nhan thtrc, thay
vao do dya vao céc tin hi¢u ngoai vi nhu uy
tin nguodn va cac quy luat nhan thic (Petty va

cong su, 1983). Do do, thai do dugc hinh
thanh qua con duong ngoai vi thuong itbi anh
hU:O’ng bdi chat lugng 1ap luédn, co tinh tam
thoi va khong du doan hanh vi sau nay nhu
khi dugc hinh thanh qua con duong trung tam
(Petty va cong su, 1983).

_ Petty va cong su (1983) xac dinh mét 5O
yeu to trung gian anh huong den kha nang
xdy dyng va tir d6, anh huong dén viée sir
dung con duong trung tam hay ngoai vi trong
xu ly thong tin. Cac yéu t6 nay bao gom strc
hap dan cta nguon, mirc do tham gia va nhu
cau vé nhan thirc. Céc y€u t0 nay co thé dam
nhan nhiéu vai tro trong nhirng dleu kién cu
thé, dong vai tro nhu 1ap luén thuyet phuc tin
thU. ngoai vi hodc anh huong dén muc do
hoac huforng cua viéc xay dung lap luan (Petty
va cong su, 1988).

2.3. M6 hinh va gia thuyét nghién ciru

Qua qua trinh téng hop, phan tich cac ly
thuyét va mo hinh c6 lién quan, nhom tac gia
dé xuat mo hinh nghién ctru gom 8 bién doc
lap va 1 bién phu thudc.

Dua trén m6 hinh nghién ctru (Hinh 1), cac
gia thuyét nghién ctru dugc gidi thiéu cu thé
nhu sau:

Chat lugng thong tin ludn dugc xac dinh la
mot tiéu chi trong yéu trong cac tai liéu
nghién ctru vé thuyét phuc va truyén thong
(Slater & Rouner, 1996). Trong ELM, chat
luong danh gid dé cdp dén nhan thuc chu
quan cua khan gid vé chat lugng thong tin
trong danh gié 1a thuyét phuc manh mé hoac
hot hot va khong thuyét phuc (Petty va cong
su, 1981). La mot tin hi¢u trung tdm, chat
luong thong tin quyét dinh thai do cua mot
ngu:o’i doi vé1 mot danh gié chu yéu thong qua
su can nhac can than vé gia tri cua cac thong
tin dugc trinh bay Hewei (2022) cho rang
chat lugng thong tin PGTT qua viéc phan anh
chan that trai nghlem mua hang, lién quan dén
dac tinh cia san pham, thé hién duoc tinh
khach quan va hop ly. Cung véi do, thong tin
DGTT co chat luong cao dugc hidu 12 c6 lién
quan dén trai nghlem mua hang va su dung
san pham, 1 danh gia d& hiéu, khach quan va
hop ly. Nguoc lai, theo Chatterjee (2001),
nhiing danh gia mang thong tin khong hiru
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QUAN TRI KINH DOANH

Quyét dinh
mua hang

Hinh 1: M6 hinh nghién civu dé xudt

ich va khong déang tin cay véi nguoi tiéu dung
dugc xem 1a co chat lugng thap. Nhiéu
nghién ctru chi ra tic dong tich cuc cta chét
lwong thong tin DPGTT dén quyét dinh mua
hang truc tuyén cua khach hang (Zhang va
cong su, 2014; Ngoc, 2017; Chinh & Dung,
2020). Tuong tu, néu mot DGTT cod chat
lugng, hiru ich, hop ly, thuyet phuc thi nguoi
tiéu dung s& xem xét, tin tuéng va chap nhan
va tr do, thuc day quyéet dinh mua hang
(Hewet, 2022) Gia thuyét duoc gidi thidu
nhu sau:

HI. Tinh chat luong cua thong tin danh
gia tryc tuyén anh hu’o”ng tich cuc den quyet
dinh mua hang cua nguoi tiéu dung.

Theo Luo va cong sy (2013), tinh day du
dé cap dén mirc 6 ma mot thong tin DGTT
toan dién va cung cip thong tin thoa dang.
Cheung va cong su (2009) cho rang cac thong
tin DGTT ¢6 lap luan hop 1€, ho c6 thé coi cac
thong tin DPGTT la thong tin tich cuc va dang
tin cay. Tinh toan dién ctia cac thong tin
DGTT dugc xem la c6 ca binh luan tich cuc
va tiéu cuc do ngum tiéu dung dua ra va qua
do, s& khién nguoi tiéu ding c6 dong luc xir
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l}'/ thong tin cao hon (Hewei 2022). Nghién
clru trude day cling dé cap tac dong cua tinh
day du cua thong tin PGTT d01 v6i do tin cdy
cua ngu’0’1 tiéu dung tryc tuyen Cac nghlen
ctru cia Schindler & Bickart (2012) cho rang
thong tin DGTT cang day du thi cang lam
tang chit luong ctia thong tin va do dé, giup
ngum tiéu dung c6 thé ra cac quyét dlnh mua
sim truc tuyén dé dang hon. Nghién ctru cua
Dat & Kiet (2020) ciing chi ra tinh day du cua
thong tin BPGTT anh huong tich cuc dén do
tin cay cua thong tin va tir do, tic dong manh
mé dén quyet dinh mua hang Gia thuyet
duogc dé xuat nhur sau:

H2. Tinh day di ciia théng tin danh gid
tryc tuyén anh huong tich cuc dén quyet dinh
mua hang cua nguoi tiéu dung.

Tinh kip thoi phan anh tinh méi va cap
nhat cua thong tin DGTT. Do d¢, phan anh
trang thai hién tai ctia sin pham/dlch vu
(Filieri & McLeay, 2014). Thomas va cong
su (2019) cho rang day 1a dac diém cua th6ng
tin DGTT va khang dinh sy tin cdy danh gia,
anh huong dén quyet dinh mua hang Tinh
kip thoi cai thién chét luong cua cac bai
DGTT va do do, cing hd trg sirc manh ctia
1ap luén, c6 kha nang tao ra thai d¢ thuan loi
hon do61 voi cac bai DGTT, bao gom nhén
thire tich cuc hon vé do tin cdy thong tin va
tor do, anh huong tich cuc dén quyét dinh
mua hang (Dat & Kiet, 2020). Gia thuyét
duoc gidi thiu nhu sau:

H3. Tinh kip thoi cua thong tin danh gia
tryc tuyén anh huong tich cuc dén quyet dinh
mua hang cua nguoi tiéu dung.

Céc trang website TMDT hién nay thuong
co cong cu thé hién tong s6 luong DPGTT cho
mot san pham thoi trang nhat dinh (Nga va
cong su, 2023). Khach hang s€¢ khong can
pha1 xem xét chi tiét tat ca cac DGTT ma ho
c6 thé dua vao con sd thé hién tong luot
DGTT vé san pharn ma ho quan tam dé dua ra
phan doan. Bang cach_tham khao thong so
nay, nguoi tiéu dung dé dang nhan biét mirc
do pho bién cia san pham Néu mot san pham
co tong sO lugng danh gia cao thi kha nang
mua hang cua ho co thé sé cao hon do viéc
quan sat hoac bat chudc hanh vi mua hang

cia nguoi dung khiac (Zhang va cong su,
2014). Nhiéu nghién ctru chi ra so6 lu0’ng bai
DGTT c6 tac dong tich cuc ,den su tin cay cua
nguoi tiéu dung tryc tuyén va tr do, anh
hudng dén y dinh mua hang cua ngudi xem.
Gia thuyét duoc dua ra nhu sau:

H4. So luwong danh gida truc tuyén dnh
hwong tich cie dén quyét dinh mua hang cia
nguoi tiéu dung

Tinh nhat quan cua danh gid truc tuyen
dugc xem xét trong nhiéu nghién ciru ve
thuong mai di¢n tir va phuong tién truyén
thong xa héi va duoc x4c nhan 1a mot tin hiéu
ngoai vi quan trong lién quan dén cac DGTT
(Chang va cong sy, 2015; Luo va cong su,
2015; Munzel, 2016) Yéu t6 nay dé cap dén
muc do nhit quén cta ndi dung trén cac
DGTT khac nhau (Chang va cong su, 2015).
Céc trang DPGTT cho phép nguoi tiéu dung dé
dang so sanh cac danh gia lién quan. Khi so
sanh cac DGTT, ngudi tiéu dung c6 nhiéu kha
ndng coi nhitng danh gid d6 dang tin cay hon
khi c6 tinh nhét quan cao véi hau hét cac danh
gia lién quan khac. Nguoc lai, ngu01 tiéu
dung c0 thé s¢ hoai ngh1 hon d01 v6i cac danh
gi4 khong nhat quan voi hau hét cac danh g1a
khac. Theo quan diém tam ly, tinh nhit quan
cua thong tin gop phan vao viéc dat dugc muc
tiéu cuia mot c4 nhan va do do, kich hoat thai
do thuén loi hon, bao gom cé nhan thue vé do
tin cay tich cuc hon. Dé h3 tro cho diéu nay,
nghlen ctru cua Luo va cong sy (2015) cung
cap bang chung thuc nghlem cho thiy tinh
nhat quan cua danh gia c6 tac dong tich cuc
den do tin cay cua danh gid. Gia thuyét dugc
dé xuat nhur sau:

H5. Tinh nhdt qudn cua danh gid truc
tuyén anh hwo’ng tich cwee dén quyét dinh mua
hang cua nguoi tiéu dung

Theo Hewei (2022), do tin cdy clia nguoi
danh gia dé cap dén kha nang chuyén mon va
su tin tudng cua nguoi nhan thong tin vao
nguoi danh gia hodc su chap nhén cac binh
luén cua ngu(n danh gla Trong do, chuyén
mon cua ngu’0’1 danh gia dé cap den luong
klen thirc ma nguoi danh gia c6 vé mot san
pham hodc dich vu  cling nhu kha nang cia ho
trong viéc cung cap thong tin chinh xac va
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trung thue (Guo & Zhou, 2016) Andoy va
cong sy (2022) cho rang cac danh gia tryc
tuyen da tré thanh nguon quan trong de ngum
tiéu dung c6 duoc thong tin vé san pham va
do tin cay cua nguoi danh gia truc tuyén anh
huong tich cyc dén quyét dinh mua hang cua
nguoi tiéu dung Noi céach khéc, néu nguon
(nguoi danh gid) cua bai DGTT duoc coi la
dang tin cdy thi san pham ctia nguén do cling
c6 kha nang dugc nguoi tiéu dung coi la dang
tin cay va tu do, tdic dong manh mée Ién quyét
dinh mua hang cua nguoi tiéu dung. Gid
thuyét dugc gioi thi€u nhu sau:

H6. D¢ tin cdy cua nguwoi danh gid anh
hu’ong tich cuc den quyét dinh mua hang cua
nguoi tiéu dung

Xep hang san pham hodc dich vu di duoc
nghién ctru trong nghién ctru thuong mai dién
tr va phuong tién truyén thong xa hoi trude
day. Tuy nhién, hau hét cac phuong phép tiép
can nay déu khai niém hoda yéu to nay dya
trén cac chi s riéng l¢, chir khong phai thong
qua mot cau tric tiém an (Liu & Park, 2015)
Xép hang sao cua san pham hoac dlCh vu co
the duoc coi 1a danh gia tong thé mang tinh
ket lun. Nghlen clru trude day cho thay cac
xEp hang nhu vay c6 thé anh huong dén cach
nguoi tiéu dung cdm nhdn vé dd tin cdy cua
mot bai DGTT (Cheung va cong sy, 2009;
Fang, 2014) Xep hang sao tong hop cho bidt
y kién cuia da s0 ma qua do mot bai BGTT cu
thé co thé dat dugc tinh hop phap va do tin

cay. Nghlen ciru cua Mudambi & Schuff
(2010) chi ra rang nguoi tiéu dung cod xu
huong tim cac bai danh gid dugc xép hang
V61 s diém hoic 1a cuc ky cao hodc 1a cuc ky
thip véi mong doi nhung bai danh gia do
chira dung manh mé sy hai long hodc khong
hai long cua nguoi tiéu dung. Nguoi tiéu
dung xep hang bai danh gia cang cao, dong
nghla v6i viée ho co nhu'ng trai ngh1em tot vé
viéc su dung san pham va tir do, dan dén thai
do tich cuc trong qué trinh chia sé y kién va
kinh nghlern Nguoi ti€u dung khi tham khao
cac danh gia bang sao nay cling tang kha nang
quyét dinh mua san pham. Vi vay, gia thuyét
duoc gio'i thiéu nhu sau:

H7. Xép hang cua danh gia truc tuyén anh
huwong tich cuc dén quyét dinh mua hang cua
nguoi tiéu dung.

_ Danh tiéng cua mdt trang website 1a mot
cau trac da duogc thiét lap rd rang trong
nghién ciru thuong mai dién tir va phuong
tién truyén thong xa hoi va mirc d§ phd bién
cua mot trang website dugc danh gid boi
nhiing nguoi DGTT trén no (Lee & Shin,
2014). Theo do, nguoi tiéu dung co thé suy ra
chat lugng clia mot bai DGTT va duara quyét
dinh mua hang tir danh tiéng ma ho cam nhan
dugc vé trang website. Mot trang website
cang dugc bift dén va c6 uy tin thi cang co
nhiéu ngum chap nhan né, tac dong manh mé
dén quyét dinh mua hang cua ngu01 tiéu dung
(Park & Lee, 2009). Tu do, gia thuyét dugc
dé xuat nhur sau:

HS. Danh tiéng ciia nén tang danh gid truc
tuyén anh hwong tich ciee dén quyét dinh mua
hang cua nguoi tiéu dimg.

3. Phu’o’ng phap nghién ctru

Dya vao mo hinh nghlen ctru (Hinh 1)
thang do cu thé két hop cac bién quan sat co
lién quan duo’c xay dung dya trén thang do
Likert 5 diém. Cac gia thuyét nghién cltru
dugc danh gia thong qua 33 bién quan sat cho
8 bién doc lap va 1 bién phu thudc.

Vi phuo’ng phép chon mau ph1 xac suét,
dir liéu dugc thu thap thong qua khao sat truc
t1ep va khao sat trén Internet vé1 246 nguol
tiéu dung la Gen Z dang sinh song va lam
viéc tai Thanh phé H6 Chi Minh trong thang
11 nam 2024. Nhung thong tin co ban vé mau
nghlen ctru gdm c6 gidi tinh, do tudi, trinh do
hoc van, thu nhip hang thang, . cling nhu
DGTT tac dong dén hanh vi mua hang duoc
nhom tac gla phan tich bang phan mém SPSS
20.0. Ket qua sang loc thu vé 246 phiéu hop
1¢ (chlem 98%). So luong nay dam bao dugc
¢ mAu tiéu chuan di dwa ra 1a N > 130.

4. Két qua nghién ciru

4.1. Thong ké mo ta

Vé gidi tinh, co sy chénh léch giira dbi
tugng nam va nit duoc khao sat. Trong do,
phan 16n 1a nt gidi voi t)"/ 1€ 79,7% va nam
glO’l véi ty 1€ 20,3%. Du c6 su chénh 1éch 16m
gitra hai a6i tugng nay nhung cac DGTT ve
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Bang 1: Cdc thang do trong mé hinh nghién ciru dwoc dé xudt

Ky A
hiéu Thang do Nguon
CL Tinh chat lwrgng cia danh gia truc tuyén
Tbi cho rang cac danh gia truc tuyén vé hang tiéu dung nhanh
CL1 trén cac san TMDPT phan anh trung thuc kinh nghiém mua
sam cua ngudi tiéu dung.
CL2 Toi cho rang cac danh gia truc tuyén trén cac san TMDBT phan | Hewei (2022)
anh trung thyc dac tinh cia hang tiéu dung nhanh.
CL3 Cac danh gia truc tuyén trén cac san TMDT vé€ hang tiéu dung
nhanh d4i voi tdi rat khach quan va hop ly.
DD Tinh day da cua danh gia truc tuyéen
Toi thay rang nhitng danh gia tryc tuyén trén cac san TMDT
DDT | 43 phan anh toan dién vé mét hang tiéu dung nhanh
L phant 4 CIet Ve Lng DAns, Lne AN | Cheng & Ho (2015);
To6i thay rang nhitng danh gia truc tuyén vé mat hang tiéu | -... 2 . 2
DD2 N PO A A A 2 Filieri va cOng su
dung nhanh trén cac san TMDT dugc tiép cén nhi€u chiéu. .
- — 7 s — - —~ s (2014); Schindler &
DD3 Panh gia truc tuyén vé hang ti€u dung nhanh trén cac san Bickart (2012);
TMDT vai toi 1a chi tiét va cu thé. X >
s — = : — X - ——1 Cheung va cdng su
Nhin chung, t6i nghi rang danh gia tryc tuyén vé hang tiéu (2009)
DD4 | dung nhanh trén cac san TMDT thoa méan va ho trg day du
mong muon cua toi.
KT Tinh Kip thoi ciia dianh gia true tuyén
KT1 Cac danh gia truc tuyén v€ hang ti€u dung nhanh trén cac san | Cheung va cong su
TMDT duorc tdi tiep can mdt cach tirc thoi khi c6 nhu cau. (2009)
Tbi nghi rang cac danh gia truc tuyén vé hang tiéu dung nhanh
KT2 trén cac san TMDPT c6 tinh thoi su. Nguyet (2023)
KT3 Cac danI} glaAtrL_rc tuyenA ve ’han’g. tlf:}i dung nhanh trén cac san Cheung va cong su
TMDT tac ddng ngay lap tirc tdi toi. (2009)
Cac danh gia truc tuyén vé FMCG trén cac san hang ti€u dung
KT4 PN A \ A
nhanh dugc t6i cdp nhat thuong xuyén.
SL So lwgng danh gia truc tuyén
SI1 Toi thay rang c6 nhiéu ngudi dung danh gia tryc tuyén vé | Zhang va cong su
nhi€u loai hang tiéu dung nhanh trén cac san TMDT. (2014)
SL.2 Mat hang ti€u dung nhanh t6i quan tam co6 s6 lugng lon cac | Chinh &  Dung
danh gia truc tuyén trén san TMDT. (2020)
SL.3 Toi thay rang c6 mot so lugng 16n danh gia truc tuyen chat
luong vé hang ti€u dung nhanh trén cac san TMDT. Zhang va cOng su
SL4 Toi thay rang mat hang tiéu dung nhanh trén cac san TMDT | (2014)
co lugng 16n danh gia tryc tuyén.
NQ Tinh nhat quan ciia danh gia trwc tuyéen
Toi thay rang cac danh gia truc tuyén khac nhau vé cung mot Cheune va cone su
NQ1 | mat hang ti€u dung nhanh trén cac san TMBPT thuong c6 ndi - g st
Z e (2009)
dung nhat quan véi nhau.
Vé mit moi dung, toi thay rang c6 phan trung lap giira cac A
NQ2 | danh gia tryc tuyén khac nhau vé cting mot mat hang tiéu dung él(l)alns% va cong su
nhanh trén cac san TMBPT.
Vé mit s6 lugng, t6i thay rang cé nhiéu diém trung lip giira N A
. i -, £ . X s ~ S A Luo va cOng su
NQ3 | cac danh gia truc tuyén khac nhau vé cung mét mat hang tiéu (2015)
dung nhanh trén cac san TMDT.
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TC | Do tin’c@)f ciia nguwoi danh gia true tuyén o
Toi thay rang nhiing ngudi ddnh gid truc tuyén vé mat hang <A
TCl | tiéu dung nhanh trén cac san TMDT c6 su hiéu biét vé& san ér(lg?)’ va cong su
pham du tot. .
Nguoi danh gia tryc tuyén vé mat hang tiéu dung nhanh trén .
TC2 1 4c san TMDT véi 16i 1a o6 dit kién thirc dé dua ra dénh gia, | 1o (2022)
TC3 T6i thdy rang nhitng ngudi danh gia truc tuyén vé mat hang | Thomas va cong su
tiéu dung nhanh trén cac san TMDT la dang tin cay. (2019)
XH | Xép hang ciia danh gia truc tuyén
XH] Xép hang danh gia bang sao trén cac san TMDT vé mat hang | Filieri & McLeay
tiéu dung nhanh da glup t6i dap g dugc nhu cau ban than. | (2014)
Xép hang danh gia bang sao trén cac san TMDT vé mit hang
XH2 | tiéu dung nhanh da giup t6i thu hep s lugng san pham thay
thé ma t6i quan tam.
To6i c6 thé tim dugc nhitng mat hang tiéu dung nhanh duogc | ... .
XH3 | danh gia cao trén cac san TMDT thong qua diém xép hang leg(le) & McLeay
déanh gia bang sao.
Viée xép hang cac san pham trén cac san TMDT bang sao
XH4 | danh gia gitip toi c6 mdt cai nhin tong quan nhanh chéng vé
mat hang tiéu dung nhanh.
DT | Danh tiéng ciia cic san thwong mai dién tir
DT1 | Cac san TMDT t6i sir dung rat pho bién. - Hsiao v cong su
T61 nghi rang cac san TMDT t61 str dung c6 danh tiéng tot véi i i
DT2 A Ar A (2010)
nhiéu nguyén nhan tich cuec.
DT3 | Céc san TMDT t6i sir dung dugc biét dén nho danh tiéng tét. | Chih va cong sy
DT4 | Téi cho ring cic san TMDT t6i sir dung 13 dang tin cdy. (2013)
QD | Quyét dinh mua hang tiéu diung nhanh
QDI Toi quyét dinh mua hang tiéu ding nhanh trén cac san TMDT
néu doc duoc cac danh gia truc tuyén tich cyc vé san pham.
Toi s& dé xuét véi ban bé vé viéc mua hang tiéu ding nhanh
QD2 | trén cac san TMDT néu doc duoc cac danh gia truc tuyén tich | | . <A
Liu va cong su
cuc vé sin pham. - : : (2009);  Saxena
To61 ¢6 xu hudng ty tim hiéu trude khi mua hang tiéu dung (201 l)f Chih  va
QD3 | nhanh trén cac san TMDT qua viéc st dung cac danh gia truc | ~ . ’
tuyén vé san pham. cong s (2013)
Trong tuong lai to1 s€ mua hang tiéu dung nhanh trén cac san
QD4 | TMDT néu doc duoc cac danh gia truc tuyén tich cuc vé san
pham.

(Nguon: Nhém tac gia tong hop)
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Bang 2: Thong ké nhan khdu hoc

_ o7 o oA A A Tg’ lé
N =246 Gia tri bién Tan s0 (%)
cre s Nam 50 20,3
Gidi tinh Nir 196 79,7
Do tuoi Gen Z (1997 - 2012) 246 100
Pai hoc 216 87,8
Trinh dg hoc van To6t nghi€ép THPT tré xudng 20 8,1
Trung cap/Cao dang 10 4,1
A . \ 3-5 triéu 65 26,4
Thu nhap :;u;rlllg binh hang 5-10 tridu 60 24.4
8 Dudi 3 tricu 81 32,9

(Nguon: Két qua phan tich tir SPSS)

san pham trén cac san TMDT thuong duoc
dang tai 6n dinh boi nit gi61. Do 4o, két qua
nay van dam bdo tinh dai dién vé g101 tinh
trong nghién ciru. Vé do tudi, qua cac cau hoi
gan loc, nhom tac gia chi xem xét cac ddi
tuong thuoc Gen Z. Do do, 100% quan sat
dwoc chon deu thuoc do tu01 ciia Gen Z. Vé
trinh do hoc van, dai hoc chiém ty 1€ kha cao
voi 87,8% vi déi tuong nghién ctru chu yéu
tap trung vao Gen Z. Con lai 1a trinh d¢ tot
nghiép THPT tr¢ xubng va trung cap/cao
dang chiém ty 1¢ lan luot 13 8,1% va 4,1%. Vé
thu nhap, mau nghlen ctru co ty 1€ theo mirc
thu nhap kha dong deu trong do nhom thu
nhap duéi 3 triéu chiém ty 1& 16n nhét voi
32,9%. Cung vo1 do, mirc thu nhap 3 -5 triéu,
5 - 10 triéu va trén 10 triéu chiém ty 1€ lan
luot 1a 26,4%, 24,4% va 16,3%.

Trong 246 mau ngh1en ctru du diéu kién
phan tich, 216 nguoi cho rdng ho mua hang

tiéu dung nhanh trén san thuong mai dién tu
v6i tan suét kha thuong xuyeén (48 8% mua
hang tir 1 -2 lan/thang va 39% véi mua hang
tir 3 1an tré Ién/thang). Chi c¢6 30 ngudi voi
ty 1€ 12,2% c6 tan suat mua hang la vai thang
[ lan. Tar d6, co thé thiy viéc mua mit hang
tiéu dung nhanh qua_hinh thttc truc tuyén
hién nay 1a rat pho bién. Ngoai ra, Shopee la
san TMDT dugc wa chudng boi Gen Z khi
mua mat hang tidu dung nhanh véi ty 1¢ kha
cao la 83,7% cung vo1 do la Tiktok voi
16,3%. Cac san TMDT khac nhu Lazada va
Tiki chua dugc ghi nhan trong nghién ctru
nay véi hanh vi mua sam truc tuyén mat hang
tiéu dung nhanh.

4.2. Danh gia do tin cay ctia thang do

Két qua cho thay tat ca cac bién doc lap
deu cO h¢ so0 Cronbach’s Alpha dat ch1 ticu,
déu 16n hon 0,6 va nho hon 0,95. Dong thoi,
hé s twong quan bién tong cia cac bién quan

Bang 3: Thong ké thiee trang mua sam triec tuyén

N =246 Gia tri bién Tén s6 Ty 18 (%)
Tir 1 - 2 lan/théng 120 48,8
TAn suit mua hang Tir 3 lan tré 1én/théng 96 39
Vai thang 1 lan 30 12,2
San TMPT duge sir Shopee 206 83,7
dung Tiktok shop 40 16,3
(Nguon: Két qua phdn tich tir SPSS)
khoa hoc o=
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sat déu 16n hon 0,3 nén tit ca bién déu duoc
gitr lai cho céac kiém dinh ti€p theo.

bién du diéu kién dé phan tich nhan t6. Thém
vao do, gia tri Eigenvalue = 3,045 > 1 nén

Bang 4: Do tin cdy Cronbach's Alpha

Thang do Ky hiéu Cronbach’s Alpha S6 bién quan sat
Tinh chat luong CL 0,854 3
Tinh diy du DD 0,909 4
Tinh kip thoi KT 0,904 4
S6 lugng thong tin SL 0,825 4
Tinh nhat quan NQ 0,785 3
D¢ tin cay nguoi danh gia TC 0,866 3
Xép hang danh gia XH 0,809 4
Danh tiéng ctia nén tang DT 0,893 4
Quyét dinh mua hang QD 0,894 4

(Nguon: Ket qua phan tich tir SPSS)

4.3. Phin tich EFA

Hé so KMO cua bién doc 1ap 13 0,850 thoa
mén diéu kién KMO [0,5;1]. Tep dir lidu
nghién ciru phu hop phan tich nhan t6. Pong
thoi, gia tri Sig. cua kiém dinh Bartlett’s 1a
0, 000 < 0,05 (5%) ching to6 cac blen quan sat
du diéu klen dé phan tich nhan t6 ciing nhu c6
su tuong quan lan nhau glua cac bién quan sat
trong tirng nhom nhén t6 hay bién doc lap. Hé
s0 KMO cua bién phu thudc 1a 0,824 dap ung
yeu cau KMO [0,5;1]. Dong th0’1 gia tri Sig.
ctia kiém dinh Bartlett’s 2 0 ,000 < 0,05 (5%)
tirc 1a c6 sy twong quan giﬁa céc bién quan sat
trong nhom nhén t6 bién phu thudc va cac

nhan t6 nay c6 du didu kién dé duoc giir lai.
Tong phuong sai trich 1a 76,117% > 50,00%
dap Gmg diéu kién dé ra.

Nhom tac gia nhan thdy QD c6 twong quan
cao voi SL (0,608), NQ (0,534), CL (0,561)
va KT (0,511). Diéu nay cho thay QD c6 mo6i
quan hé dong bién manh voi cac bién nay.
Ngoai ra, QD c6 muc tuong quan thap hon
voi DD (0,414), TC (0,479), XH (0,485) va
DT (0,485) nhu’ng van cé y nghla thong ké (>
0,3). Ngoai ra, cac gia tri Sig. cua cac h¢ so
tuong quan trén déu nho hon 0,05 nén céac h¢
s0 Pearson c6 y nghia thong ké. Piéu nay cho
thay céc cap bién doc 1ap - phu thudc trong

Bang 5: Phan tich nhan 16 EFA

KMO Sig. Eigenvalue TVA
Bién dc lap 0,850 0,000
Bién phu thujc 0,824 0,000 3,045 76,117%
(Nguon: Két qua phan tich tir SPSS)
khoa hoc =
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mo hinh co trong quan chat ché voi nhau. Co
thé nhan thay xuat hién hién tuong twong
quan manh gilta cic cap bién doc lap véi
nhau, cu thé la bién doc lap, NQ va TC
(0,391) c6 mbi quan hé manh nhat (Hé sb
Pearson > 0,3 va Sig. < 0,05). Do d6, khi thyc
hién phan tich hoi quy can luu y kiém tra van
de da cong tuyén gitra cac bién doc lap.

HO: M6 hinh h01 quy khong phu hgp (R?=0)

H1: M0 hinh hoi _quy phu hop (R? # 0)

Két qua cho thay R? = 67,8%, R? hiéu
chinh = 66,7%. T do, ching ta c6 thé thay
66,7% su bién thién cua bién phu thudc (QD)
c6 thé giai thich bang 8 bién doc lap dé xuat
tir trude, bao gom: CL, DD, KT, SL, NQ, TC,
XH, DT. biéu do ciing co nghia rang sai $6

Bang 6: Két qua kiém dinh tuwong quan Pearson

QD CL DD KT SL NQ TC XH | DT
Pearson 1
QD [Sig. (2
chiéu)
Pearson | 0,5617" | 1
CL |Sig. (21 000
chiéu)
Pearson | 0,414™ | 0,294™ | 1
DD | Sig. (216000 0,000
chicu)
Pearson | 0,5117]0,284™ | 0,319™ | 1
KT | Sig. 16000 10,000 | 0,000
chiéu)
Pearson | 0,608 | 0,365 | 0,330 | 0,360 | 1
SL1Sig 16000 {0,000 {0,000 0,000
chicu)
Pearson | 0,534™ | 0,329 | 0,341° | 0,325 | 0,354" | 1
NQISig 216000 [0.000 |0,000 |0000 |0000
chicu)
Pearson | 0,479 | 0,302 | 0,407° | 0,277 | 0,284 | 0,391% | 1
TC | Sige 216000 0000 |0000 |0.000 |0000 |0000
chiéu)
Pearson | 0,485 | 0,313 | 0,234 | 0,132° | 0,337 | 0,370 [ 0,333 | 1
XH I Sig (24600 10000 |0000 |0038 |0000 |0000 |0.000
chiu)
Pearson | 0,485 | 02317 | 0,275 | 0,208 | 0,345 | 0,422%* | 0,430 | 0,303 | 1
DT f}lféu) 210000 [0.000 |0000 |0001 |0000 |0.000 |0000 |0.000

*Tuong quan co 3’1 nghTa o muc 5%
**Tuong quan c6 y nghia & muc 1%
(Nguon: Két qua phan tich tir SPSS)

4.4. Mé hinh hoi quy
Dé kiém dinh sy phu hop cua mo hinh, bai
nghién ctru sur dung kiém dinh F véi cdp gid
thuyét nhu sau:
khoa hoc

ngéu nhién va cac bién bi bo s6t khoi mé hinh
giai thich 33,33% con lai.

P-value (Slg ) co gia tri bang 0,000 bé hon
mirc y nghia 5% nén chap nhén gia thuyét H1,

=
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bac bo gia thuyét HO. Qua do6, c6 thé két luan
rang mod hinh hoi quy phu hop tai mtc y
nghia 5%.

Tinh day da (DD) khong co y ngh1a thong
ké vi Slg =0,5. Ngoal ra, tat ca cac bién doc
1ap con lai déu co v ngh1a trong mo hinh véi
Sig. < 0,05. Mat khéc, tat ca cac blen doc lap
déu co tac dong cung chiéu t6i blen phu thudc
khi hé s6 § > 0. Trong, do, so luong DGTT
anh huong manh mé& nhat dén quyet dinh mua
hang (=0 253) va tac dong yéu nhét 13 tinh
day du (p = 0,029).

phan anh chinh xéc trai nghiém thyc té. Pidu
nay giup ho yén tdm hon, déc biét vdi cac san
pharn tiéu dung nhanh c6 gia tri thap nhung
yéu cau quyét dinh nhanh chong Nhiing
danh gid chat luong cao khong chi tang
cuong long tin ma con giam thi€u rui ro, giap
nguoi tiéu dung tré dua ra quyét dinh nhanh
va ty tin hon.

Két qua phan tich cho thay tinh day du cua
DGTT khong c6 y nghia thong ké vé1 mie y
nghia Slg =0,5. Do do, gla thuyét H2 khong
duoc ung ho. Két qua c6 su twong dong voi

Bang 7: Két qua hoi quy Coefficients

Hé s6 Hé s6 Thong ké
Bién doc chua chu?xn.h(za chuin héa ¢ Sig. da cong tuyén
lap B S:lllll gz B Tolerance VIF
Hang s6 -0,753 0,206 3.657 0,000
CL 0,199 0,035 0,242 5,751 | 0,000 0,767 1,304
DD 0,028 0,042 0,029 0,676 | 0,500 0,740 1,351
KT 0,171 0,032 0,223 5,340 | 0,000 0,777 1,286
SL 0,300 0,052 0,253 5,727 | 0,000 0,697 1,435
NQ 0,125 0,046 0,124 2,733 | 0,007 0,665 1,504
TC 0,090 0,043 0,095 2,102 | 0,037 0,670 1,493
XH 0,130 0,033 0,166 3,928 | 0,000 0,759 1,318
DT 0,128 0,039 0,144 3,276 | 0,001 0,708 1,413

(Nguon: Két qua phan tich tir SPSS)

Mo hinh héi quy chuan hoa:

QD = 0,253*SL + 0,242*CL + 0,223*KT
+ 0, 166*XH + 0, 144*DT + 0 124*NQ +
0, 095*TC + L. Trong do, CL: Tinh chat
luong, KT: Tinh kip thot; SL: S6 lugng thong
tin; NQ Tinh nhat quén; TC: D§ tin cay
nguoi danh g1a XH: Xép hang danh gid; DT:
Danh tiéng cua nén tang; QD: Quyét dinh
mua hang

Tinh chat luong cua DGTT co y nghla
thong ké vo1 mire y nghia Sig. = 0,000 (He sO
B chuan hoa = 0,242). Két luan trén ung ho
gia thuyet HI.

Chat luong DGTT anh hudéng manh dén
quyét dinh mua hang ciia Gen Z trén san
thuong mai dién tir. Gen Z tin tudng hon vao
nhitng danh gia trung thuc, khach quan va

mot vai nghién ctru trude day ¢ Viét Nam nhu
cua Cu va cong sy (2022), Hung (2023). Tuy
nhién, cac nghién ctru & nudc ngoai da ching
minh dugc sy danh hudng cua tinh day du
DGTT dén quyét dinh mua hang cia nguoi
tiéu dung (Hewe1 2022) Di€u nay cho thay
su khac bi¢t gilta niém tin cua nguoi tiéu
dung Viét Nam va nguoi tiéu dung nudc
ngoai. Gen Z tai Viét Nam co6 thé chu trong
hon dén cac yéu tb khac nhu do tin cdy, tinh
chat luong, thay vi chi dya vao mirc do day

du cua thong tin trong cac danh g1a
Tinh klp thoi cia DGTT c6 y nghia thong
ké vo1 mirc y nghia Sig. = 0,000 (Hé s6 f
chuan hoa = 0,223). Két luan trén ung ho gia
thuyét H3. Gen Z danh gia cao kha nang tiép
can ttrc thoi cac danh gid va tinh thoi su cua
khoa hoc =
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thong tin san pham, diéu nay gitp ho c6 dugc
cai nhin nhanh chong va chinh xac vé sian
pham trude khi quyét dinh mua. Nhitng danh
gid dugc cap nhat thuong xuyén va tac dong
ngay lap tirc tao cam giac tin cdy va khan cap
va ti do, thuc day quyét dinh mua hang.

So lLrong cua DGTT c¢6 y nghia thong ke
v61 muc y nghia Sig. = 0,000 (H¢ so B chuan
hoa = 0,253). Két ludn trén ung ho gia thuyet
H4. Gen Z cam thdy yén tim va tu tin khi c6
nhiéu nguoi dung tham gia danh gia vé nhiéu
loai hang tiéu diing nhanh, ddc biét 1a khi mét
hang ho quan tam c6 mdt s6 lugng 16n cac
DGTT. Nhitng danh gia nay khong chi gitp
cung cap thong tin phong phl'l va da dang ma
con khang dinh 496 tin cay va chat luong cua
san pham S6 lu’orng 16n cac danh gia chat
lugng gitip Gen Z c6 céi nhin rd rang hon vé
trdi nghiém cua nguoi tiéu dung khac va tr
do, dua ra quyét dinh mua sam chinh xac va
nhanh chong.

Tinh nhat quan cua DGTT co6 y ngh1a
thong ké vo1 mire y nghia Sig. = 0,007 (He sO
B chuin hoa = 0,124). Két luan trén ung ho
gia thuyét HS. Gen Z cam thay an tdm hon
khi cac danh gid vé cing mot mat hang tiéu
dung nhanh c6 ndi dung nhat quéan, diéu nay
chirng t6 su tin cay va do xac thyc ctua thong
tin. Du ¢6 mot s6 trung lap gitta cac danh gia
diéu nay khong lam giam sy tin nhiém, ma
nguoc lai, nd cung cod su dong nhit vé& chat
lwong va trai nghiém ciia san pham.

Do tin cay cua nguoi DGTT co y nghia
thong ké vo1 mirc y nghia Sig. = 0,037 (He s6
B chuan hoa = 0,095. Két luan trén ting ho gia
thuyét H6. Gen Z ¢6 xu hudng tin tuong vao
cac danh gia khi ngLr(n danh gia duoc cho la
c6 sy hiéu biét tot vé san pham va c6 du kién
thie dé dua ra nhin xét chinh xac. Sy tin cdy
nay dugc cung co khi cac danh gid dén tur
nhitng nguol ma Gen Z cam thiy dang tin
cdy, dieu nay giup ho dua ra quyét dinh mua
hang mot céach tu tin hon.

Xep hang cua BGTT c6 y nghia thong ké
vé1 muc y nghia Sig. = 0,000 (He sO B
chuan héa = 0,166). Ket luan trén ung ho
gia thuyet H7. biém xép hang bang sao glup
Gen Z d¢ dang xé4c dinh va lya chon céc san

pham pht hop vé6i nhu cau ban than, dong
thoi thu hep so lugng cac san pham thay thé
ma ho quan tdm. Di€u nay giup ho tiét kiém
thoi gian va cong strc khi tim kiém thong
tin, dong thoi tang cuong sy tin tudng vao
quyeét dinh mua sam.

Danh tleng cua DGTT coy ngh1a thong ke
v61 muc y nghia Sig. = 0,001 (H¢ s6 B chuan
héa =0 039) Két luan trén tng ho g1a thuyét
H8. Gen Z c¢6 xu huéng tin tuéng va lya chon
cac san TMDT ndi tiéng va dugc biét dén nho
danh tiéng tot, boi vi nhitng san nay thuong
dugc danh gia la dang tin cdy va c6 uy tin. Su
pho bién va danh tiéng tich cuc cta cic san
TMDT gitp tao dung niém tin cho nguoi tiéu
dung va tir do, ho cam thay an tdm hon khi
thyce hién cac glao dich mua sam.

5. Ket luin va mdt sé dé xuat

Két qua phan tich cho thdy cac dic dlem
cua thong tin DGTT c6 anh hudng tryc tlep
hodc gian tlep dén quyét dinh mua hang tiéu
dung nha cia Gen Z trén cac san TMDT.
Két qua R< da cho thdy 67,8% do bién thién
cta bién ngi sinh dugc giai thich boi bién
ngoai sinh trong mo hinh. Céc yéu to tinh chat
luong DGTT, tinh kip thoi DGTT, s6 luong
DGTT, tinh nhat quan cia DGTT, d¢ tin cay
cua DGTT, xép hang cuia DGTT va danh
tiéng cua nén tang dugc chirng minh 1a ¢6 anh
hudng tich cyc dén quyét dinh mua sam truc
tuyén cia Gen Z. Ngoai ra, tinh day du cua
DGTT chuacoy nghTa thong ké trong nghién
cliru nay Tuy nhién, yéu to nay da dugc chu’ng
minh co y nghla to1 quyet dinh mua hang &
cac ngh1en clru ngoai nudc nhu cua Cheung
va cong su (2009), Hewel (2022) biéu nay
cho thay su khéc biét gnra niém tin cta nguol
tiéu dung Viét Nam va nguoi tiéu dung nudc
ngoai. Gen Z tai Viét Nam co6 thé chu trong
hon dén céc yéu to khac nhu df tin cdy, tinh
chat lugng,... thay vi chi dya vao muc d¢ day
du cua thong tin trong céc danh gia.

Trén co s& két qua nghién ctru nhu trén,
nhom tac gia dé xuat mot so kién nghi cho cac
bén lién quan dé nang cao viéc sir dung
DGTT trén cac san TMDT, cuy thé nhu sau:

Boz Vvoi cac thuwong hzeu cua hang tryc
tuyén: Trudc tién, doanh nghiép nén xay

=
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dung nhiéu nén tang khac nhau dé két ndi voi
khéch hang, khuyen khich ho dé lai danh gia
sau khi mua va st dung san pham bac bigt,
viéc chii trong vao cac kénh pho bién véi Gen
V4 nth Instagram, TikTok va Facebook 1a can
thiét vi hién nay, mang xa hoi da tro thanh
mot kénh béan hang hiéu qua lgen canh céc san
thuong mai dién tir. Trén moi nén tang, cac
ctra hang can cd thu muc danh gia tu khach
hang truge do dé giip nguoi mua tiém nang
danh gia muc do tin cdy cua cua hang va tur
d6, dwa ra quyét dinh mua hang tot hon.
Ngoa1 ra, tuong tadc vé1 khach hang qua cac
danh gia, chdng han nhu phan hoi y kién, sé&
gitp tang sy hai long va cdm gidc dugc quan
tam noi khach hang. Thir hai, doanh nghiép
nén khuyen khich khach hang a8 lai danh gié
tich cuc bang cach t6 chirc cac chuong trinh
khuyen mai. Piéu nay co thé bao gom giam
gla cho lan mua hang tiép theo hodc cac phan
qua nho nham khuyén khich ngudi ding viét
cac danh gia chan thyc va hitu ich. Hinh anh
do khach hang cung cap c6 kha nang, thic day
chuyen do1 mua hang cao gap nam 1an so vdi
noi dung tir nha ban hang. Péi véi nhiing
khach hang it st dung nén tang truc tuyén,
viéc tdng qua hodc phiéu giam gia co6 thé thuc
day ho tuong tac va xay dung moi quan hé lau
dai voi thuong hiéu. Thir ba, de khuyén khich
khéch hang de lai phan hdi tich cuc, cac
doanh nghiép can dam bao ho hai long khong
chi v6i chat lugng san pham va dich vu ma
con voi cac chinh sach hau mai va cham soc
khach hang. Mot hé thong cham sé6c khach
hang hi¢u qua 1a y€u t0 quan trong giup nang
cao hinh anh doanh nghlep, duy tri uy tin tich
cuc va thu hit sy cht y cuia Gen Z. Khi chat
luong san pham va dich vu dugc nang cao,
niém tin cua khach hang vao thuong hiu sé
tang 1én, dan dén quyét dinh mua hang cao
hon, Thit tu, doanh nghi€p can duy tri su cht
trong vao yeu t6 cbt 161 1a chat luong san
pham. Du céc danh gia tich cuc c6 hiéu qua
dén déau, néu san pham khong dat tiéu chuén,
doanh nghlep kho c6 thé gitr chan khach
hang. Nguoc lai, nhiing san pham kém chat
lugng s€ khién khéch hang mat long tin va roi
bo thuong hi€u. Vi vay, cadc nha ban hang truc
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tuyén nén dic biét chuy dén nhfrng danh gia
tiéu cuc, phan t1ch can than cac y kién nay va
cai thlen san pham dé dap u’ng nhu cau cua
khéach hang Nhu:ng danh gia tur ngu:(n dung
cling co thé la nguon thong tin quy g1a giup
doanh nghiép d61 mai va to1 wu hoa san pham
theo thi hiéu va ‘mong muon cua khéach hang.

Poi véi ngueoi tiéu dung Nguol tiéu dung
thuong quan tam dén cac PGTT vi mudn biét
nhan xét cua nhu:ng khéch hang truée day ve
san pham ma ho du dinh mua. Vi¢c tham
khdo cac danh gia nay giap nguol mua dam
bao rang ho dang lya chon san pham cé chat
luong phu h0’p v6i nhu cau cua minh. Do do,
doi vé1 nguoi tiéu dung, trude khi dua ra
quyet dinh mua hang ho ciing can phai can
nhac nhiéu yéu to. Thur nhét, truge khi dua ra
quyet dinh mua sam, nguoi tiéu dung can
kiém tra va xac minh thong tin tr cac danh g1a
dé dam bdo do chinh xac va chat luong cua
san pham hodc dich vu. Thr hai, dé dong gop
vao nguon DGTT chét luong, nguoi tiéu
dung, dac biét 1a Gen Z nén tich cyc tham gia
danh gia va chia sé trdi nghiém mua sam cua
minh nham cung cap thong tin hiru ich cho
cong dong. Ho ciing co the tham g1a cac
nhém thao luan truc tuyen dé trao d6i y kién,
chia sé thong tin vé san pham. Sau khi sir
dung san pham hodc dich vy, viéc giri phan
ho1 mang tinh x4y dung va dua ra cac dé xuat
cai tien cho doanh nghiép cling rat quan
trong, gilp cdc san pham va dich vu ngay
cang hoan thién hon. ¢
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Summary

The article evaluates the impact of online
review information on Gen Z’s purchasing
decision of fast-moving consumer goods on
e-commerce platforms in Ho Chi Minh City
through a survey of 246 Gen Z customers
who live and work in Ho Chi Minh City in
November 2024. The article wuses a
combination of qualitative and quantitative
research methods to better understand the
impact of online review information on Gen
Z’s purchasing decision of fast-moving
consumer goods on e-commerce platforms in
Ho Chi Minh City. Survey data were
analyzed by SPSS 20.0. The research results
show that there are 7 factors proposed in the
model influencing in descending order,
including: Quantity of information, Quality,
Timeliness, Review rating, Platform
reputation, Consistency, Reviewer reliability.
The article proposes some recommendations
for stakeholders to improve the use of online
review information on e-commerce
platforms.
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