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LOI CAM ON

Trude hét, em xin bay té long biét on sau sic dén Ban giam hi¢u Pai hoc Duy
Tan cung toan thé quy thiy c6 khoa Marketing da tan tinh giang day, truyén dat kién
thire va tao moi diéu kién thun lgi cho em trong subt qua trinh hoc tap cling nhu thuc
hién chuyén dé tot nghiép nay.

Em dac bi¢t guri 101 tri an chan thanh dén thz‘iy bang Thién Tam, nguoi da truc
tiép huéng din, tan tdm chi bao va luén ddng hanh cung em trong sudt qua trinh thyc
hién dé tai. Sy gitip d& va nhitng gop ¥ quy bau cia thay 1a nguén dong luc to 16n gitp
em hoan thién bai bédo cdo nay mot cach tot nhat.

Em ciing xin chan thanh cam on Cong ty C6 phan An Phat Panel di tao diéu kién
thuan lgi cho em trong thoi gian thuc tap, cung cép thong tin, tai liéu va ho tro nhiét tinh
dé em c6 co hoi van dung kién thirc da hoc vao thuc tién, tir d6 tich lily thém nhiéu kinh
nghiém quy gia cho ban than.

Bén canh d6, em ciing xin giri 10i cam on dén gia dinh va ban bé, nhitng nguoi
ludn & bén dong vién, khich 1¢ va tiép thém tinh than cho em trong sudt qua trinh hoc
tap ciing nhu khi thyc hién chuyén dé nay.

Mic du di nd luc hét minh, song do kién thtc va kinh nghiém thuc té con han
ché, bai bao cdo chic chin van khong tranh khoi nhitng thiéu s6t. Em rat mong nhan
duoc nhitng v kién dong gép quy bau tir quy thay cd va quy cong ty dé em co thé hoan
thién hon trong nhirng nghién ctru sau nay.

Mot 14n nita em xin chan thanh cam on!

Pa Ning, ngay thang 12 nim 2025
Sinh vién thyuc hién

Phung Nguyén Thanh Thao
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LOI CAM POAN

Em xin cam doan dé tai “Anh hwéng ciia truyén miéng dién tiv (eWOM) dén
quyét dinh mua sin phiam vin céng nghiép tai Céng ty CP An Phdt Panel” 13 cong
trinh nghién ctru cua riéng em. Céc s lidu, két qua néu trong ludn vin 1 trung thuc,
dugc x4c nhan tur cac co quan truc tiép chu quan, khong c6 bt ctt sy sao chep sb liéu tir
bat ky nghién ctru twong tu nao trude dé va ndi dung trong lusn vin nay 1a do em thuc
hién duéi sy hudng dan truc tiép cua thiy Th.S Pang Thién Tam. Néu phat hién bat ky
su sao chép, gian d6i nao trong két qua ciia nghién ciru, em xin hoan toan chiu trach

nhiém va chap nhan quyét dinh ki luat cia khoa va nha truong.
Pa Ning, ngdy thang 12 nim 2025

Sinh vién thyuc hién

Phung Nguyén Thanh Thao
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TU VIET TAT DIEN GIAI
eWOM electronic Word of Mouth
WOM Word of Mouth
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FCP First Contentful Paint
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TBT Total Blocking Time
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CP Co6 phan
CTA Call To Action
SPSS Statistical Package for the Social Sciences
TRA Theory Of Reasoned Action
IAM Information Adoption Model
ANOVA Analysis of Variance
EFA Exploratory Factor Analysis
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PHAN MO PAU
1. Li do chon d@@ tai

Trong bdi canh kinh té thi truong canh tranh gay git, cic doanh nghiép mudn ton
tai va phat trién can hiéu rd nhitng yéu t6 anh hudng dén quyét dinh mua hang cua khach
hang dé c6 chién luoc kinh doanh pht hop. Su phat trién manh mé ctia cong nghé thong
tin va mang xa hoi di lam thay ddi quyét dinh mua ctia ngudi tiéu dung, khi ho ngay
cang tin tudng vao cac danh gia va chia sé truc tuyén hon 1a quang céo truyén théng.

Theo DataReportal (2024), Viét Nam c6 hon 78 triéu nguodi dung Internet, trong
d6 phan 16n tim kiém thong tin va danh gia san pham trudc khi mua. Diéu nay cho thay
truyén miéng dién tir (eWOM) da tro thanh mot kénh thong tin c6 anh hudng 16n dén
quyét dinh mua hang ctia nguoi tiéu dung hién nay.

Bén canh d6, nganh van cong nghiép Viét Nam dang c6 toc do tang truong nhanh,
dat 861,2 triécu USD (nam 2024) va du kién dat 1.584,8 triéu USD vao nam 2030 (Grand
View Research, 2024). Diéu ndy mo ra co hoi 16n cho cic doanh nghiép nhu Cong ty
CP An Phat Panel, song ciing dit ra thach thtic trong viéc canh tranh va khang dinh
thuong hi¢u.

Trong qué trinh thuc tap tai Cong ty An Phat Panel, em nhan thdy hoat dong
truyén miéng dién tr ctia céng ty con nhiéu han ché nhu ndi dung truyén thong chua
phong phu, muc d6 twong tac thip va chua khai thac t6t phan hoi ctia khach hang. Xuat
phat tir thuc té d6, em quyét dinh chon dé tai “Anh hwéng cia truyén miéng dién tir
(eWOM) dén quyét dinh mua san pham van céng nghiép tai Cong ty CP An Phdt Panel”
nham phan tich vai trd ciia eWOM va dé xuét cac giai phap giup doanh nghiép ning cao
hiéu qua truyén thong, thu hit khach hang va phat trién bén viing.

2. Muc tiéu nghién ciru
2.1.1. Muc tiéu chung

Xac dinh cac yéu td cia eWOM anh hudng dén quyét dinh mua san phim véan

cong nghi¢p tai Cong ty CP An Phat Panel.
2.1.2. Muc tiéu cu thé
Thir nhat 14 hé thong hoa cic co sé 1y luan va lam rd cac khai niém cé lién quan

dén truyén miéng di¢n tr va quyét dinh mua ctia nguoi tiéu dung.

SVTH: Phiing Nguyén Thanh Théio 1



Khéa ludn tét nghiép GVHD: ThS. Ddng Thi¢n Tam

Th hai 12 x4c dinh cac yéu t6 eWOM anh hudng dén quyét dinh mua san phdm
van cong nghi€p tai Cong ty CP An Phat Panel.

Tht ba 1a dénh gia mirc d6 anh hudéng cia eWOM dén quyét dinh mua san phdm
van cong nghiép tai Cong ty CP An Phat Panel.

Th tu 1a thiét 1ap mdi quan hé gitra cac yéu t6 eWOM anh huong dén quyét dinh
mua san phim van cong nghiép tai Cong ty CP An Phat Panel.

Thir nam 1a d& xuét cac giai phap cho cong ty nham nang cao quyét dinh mua san
pham van cong nghiép cia khach hang tai Cong ty CP An Phat Panel.
2.2. Cau héi nghién ctru

Céc nhan t6 nao cia eWOM éanh huong dén quyét dinh mua san pham van cong
nghiép tai Cong ty CP An Phat Panel?

Mirc d6 anh hudng cia eWOM dén quyét dinh mua san pham véan cong nghiép
tai Cong ty CP An Phat Panel?
3. Pdi twong nghién ciru

Déi tuong nghién ctru: Anh hudng cia truyén miéng dién tir (eWOM) dén quyét
dinh mua san pham van cong nghiép tai Cong ty CP An Phat Panel

Déi tuong khao sat: La nhitng khach hang c6 do tudi tir 25 tré 1én da, dang va co
nhu cau str dung san pham van cong nghiép tai Cong ty CP An Phat Panel.
4. Pham vi nghién ciru

Pham vi thoi gian: S6 lidu thir cip duoc tong hop tir giai doan 2022 — 2024, sb
lidu so cap duoc thu thap trong thang 11/2025.

Pham vi khong gian: Nghién ctru khdo sat cac khach hang ciia Cong ty CP An
Phat Panel.
5. Két cau dé tai

Chuong 1: Co so 1y thuyét va mo hinh nghién ciru

Chuong 2: Thyc trang hoat dong thuc ddy truyén miéng dién tir (eWOM) tai Cong
ty CP An Phat Panel.

Chuong 3: Phuong phéap nghién ctru

Chuong 4: Két qua nghién ctru

Chuong 5: Két luan va kién nghi
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CHUONG 1: CO SO LY THUYET VA MO HINH NGHIEN CUU
1.1. Tong quan vé quyét dinh mua
1.1.1. Khai niém quyét dinh mua

Trong linh vuc marketing, quyét dinh mua hang dugc xem 1 mot ndi dung trong
tam phan anh két qua cua toan bd qua trinh ra quyét dinh tiéu dung. Theo nghién ciru
cta Kotler & Keller (2016): “Quyét dinh mua la giai doan trong qud trinh ra quyét dinh
cua nguoi tiéu dung, khi ho thuc su lva chon mua mot san phém cu thé”. Day la thot
diém nguoi tiéu dung chuyén tir ¥ dinh sang hanh dong mua sau khi da can nhic gitta
cac lua chon.

O gbc nhin mé rong hon, theo Schiffman & Kanuk (2007) dinh nghia quyét dinh
mua 13 sy lya chon cudi ciing ciia nguoi tidu dung khong chi d6i v6i san pham va thuong
hiéu, ma con bao gdm nha ban 1¢, thoi diém va phuong thirc mua hang. Piéu nay phan
anh ban chat da chiéu ciia hanh vi mua sam trong thuc té. Trong khi d6, Loudon va Della
Bitta (1993) nhan manh quyét dinh mua thé hién tinh muc dich va 1y tri ctia nguoi tiéu
dung trong qua trinh lya chon san pham nham dap tng t6t nhat nhu cau va diéu kién ca
nhan. B6 sung cho cac quan diém trén, Blackwell, Miniard & Engel (2006) cho ring
quyét dinh mua 13 giai doan nguoi tiéu ding xac dinh phuong an tdi wu dé hanh dong,
danh dau diém két thiic ctia qua trinh ra quyét dinh va ciing 1 khéi dau ciia hanh vi mua
thuc té.

Trong nghién ctru ndy, c6 thé hiéu quyét dinh mua hang 1 két qua cta qué trinh
ngudi tiéu dung can nhic, so sanh va danh gia cac lya chon khac nhau nhiam chon ra san
pham, thuong hiéu, dia diém va thoi diém mua phtl hgp nhat dé thoa man nhu cau cia
ban than.

1.1.2. Pic diém ciia quyét dinh mua

K¢é thira va phat trién thém tir nghién ciru ciia Philip Kotler, cac nghién ctru vé
hanh vi nguoi tiéu dung sau nay cua Schiffman & Kanuk (2007); Engel, Blackwell &
Miniard (2006) va Solomon (2018) d chi ra mot sé dic diém co ban ciia qua trinh quyét
dinh mua hang
1.1.2.1. Mang tinh muc dich

Quyét dinh mua hang dugc xem 1a mot qua trinh phire tap, phan anh cach con

ngudi nhan thuac, danh gia va lga chon san pham nham théa man nhu cau cua minh.
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Theo Schiffman & Kanuk (2007), moi quyét dinh mua hang cta ngudi tiéu dung déu
bét nguén tor mot dong co hodac muyc ti€u cy thé, chir khong dién ra ngﬁu nhién. Diéu nay
cho thiy quyét dinh mua cta nguoi tiéu dung mang tinh muc dich 13 rang, cac ca nhan
thudng can nhic k ludng gitta mong mudn va kha ning trude khi dua ra lya chon.

Chang han, mét gia dinh c6 thé quyét dinh mua van cong nghiép dé nang cap
khong gian séng, hudng dén muc tiéu cai thién tinh thAm my va do bén cua ngdi nha.
Tuong ty, mot sinh vién lya chon laptop khong don thuan vi sé thich, ma vi nhu cau
phuc vu hoc tap va lam viéc. Ngay ca trong nhiing tinh hudng tuéng nhu mang tinh ngau
htng, nhu mua quan 4o theo xu huéng thoi trang, hanh vi 6 van phan anh mong mudn
dugc thé hién ban than va khang dinh vi thé xa hoi.
1.1.2.2. Anh huéng béi cdc yéu té xa hdi va van héa

Bén canh yéu t6 ca nhan, qué trinh quyét dinh mua hang con chiu tac dong manh
mé tir moi truong xa hoi va nén tang van hoéa ma ca nhan dang song. Theo Kotler &
Keller (2016), nhitng yéu t6 nay dong vai trd dinh hudng trong viéc hinh thanh nhan
thirc, thai do va hanh vi mua hang, bdi con ngudi khong ra quyét dinh trong méi truong
biét 1ap ma 1udn bi anh hudng béi cac mbi quan hé xung quanh. Gia dinh, ban be, dong
nghiép hay cong dong déu c6 thé tac dong dén sy lya chon san pham mat cach truc tiép
hodc gian tiép thong qua chuan muec, thoi quen va xu hudng tiéu ding chung.

Chang han, mdt ca nhan c6 thé quyét dinh mua dién thoai iPhone khong chi vi
tinh nang vuot troi, ma con do mong mudn hoa nhap voi nhém xa hoi ma ho thudc ve,
khi da s ban bé déu str dung san pham nay. Trong linh vuc vat liéu xay dung, nguoi
tiéu dung thuong tham khao ¥ kién tir hang xom hodc ngudi quen di ting trai nghiém
san pham, coi ddy 1a ngudn thong tin dang tin cay hon quang céo tir doanh nghiép. Piéu
nay cho thiy, yéu t6 xa hdi gop phan hinh thanh nén “chuan muc tham chiéu” gitip nguoi
tiéu dung cam thay an tim hon khi ra quyét dinh.

Khong chi trong méi trudng truyén théng, anh hudng xa hoi trong bdi canh truc
tuyén ciing ngay cang rd nét. Theo Blackwell, Miniard & Engel (2006), cac danh gia va
binh luan cta cong ddng mang c6 thé dinh hudng manh mé nhan thirc ctia ngudi tiéu
dung. Thyc té hién nay, nhiéu ngudi lya chon quan an, m§ pham hay san pham tiéu ding
hang ngay dua trén review tu cac influencers, KOLs/KOCs, thay vi chi dua vao quang

cao chinh thong. Diéu nay chung to rang yéu to xa hoi - van hoa khong chi ton tai trong
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doi séng thue, ma con mé rong sang khong gian truc tuyén, noi quyét dinh mua hang
dugc dinh hinh béi sy twong tac va anh hudng cua cong dong so.
1.1.2.3. Bién déng theo thoi gian va khéng gian

Mot dic diém quan trong khac ctia qué trinh quyét dinh mua hang 1a tinh bién
dong theo thoi gian va khong gian. Theo Loudon & Della Bitta (1993), quyét dinh mua
clia ngudi tiéu dung khong phai 13 mot khuén mau ¢ dinh ma ludn thay d6i duéi tac
dong ciia bdi canh kinh té, xu huéng xa hoi va tién bd cong nghé. Su thay d6i nay phan
anh kha nang thich ting linh hoat ctia con ngudi trude nhitng bién dong ctia méi trudng
song va thi truong.

Cu thé, trong giai doan kinh té kho khan, nguoi tiéu ding c6 xu huéng uu tién
san pham thiét yéu hodc c6 gia thanh hop 1y, nham dam bao can ddi chi tiéu. Nguoc lai,
khi thu nhap duoc cai thién va kinh té ting, ho c6 thé md rong nhu ciu sang cic san
pham c6 gia tri cao hon hodc mang yéu to thuong hiéu, thé hién phong cach song va dia
vi x hoi. Bén canh do, sy thay ddi trong khong gian tiéu dung, chang han giita khu vuc
d6 thi va nong thon ciing din dén khac biét trong hanh vi mua sam, do chénh léch vé
mure thu nhap, diéu kién tiép can san phdm va nén tang cong nghé.

Dic biét, trong bdi canh chuyén d6i sé va thuong mai dién tir phat trién manh
m&, quyét dinh mua hang da co sy dich chuyén rd rét tir mua sim truyén thong sang truc
tuyén. Nguoi tiéu dung ngay nay c6 thé tim kiém thong tin, so sanh gia, doc danh gia
ctia ngudi khac va dat hang chi véi vai thao tac, thay vi dén cira hang. Sy thay d6i nay
khong chi giup tiét kiém thoi gian va chi phi, ma con tao ra nhiéu co hoi cho doanh
nghiép trong viéc tiép can va thau hiéu khach hang. Do d6, c6 thé thay quyét dinh mua
13 mot qué trinh dong, chiu anh hudng bai thoi gian, khéng gian va su phat trién cia
cong ngh¢ hién dai.
1.1.2.4. Két hop gitta Iy tri va cam xiic

Bén canh cac yéu t6 muc dich, x4 hdi - van hoa va bdi canh thoi gian, quyét dinh
mua ciia ngudi tiéu dung con 1a su két hop giira 1y tri va cam xuc. Theo Solomon (2018),
qua trinh ra quyét dinh mua hang cua ngudi tiéu dung khong chi dua trén cac tiéu chi
mang tinh logic nhu gi4 ca, chat luong hay do bén clia san pham, méa con chiu anh huéng
manh m& tir cam xuc, trai nghiém c4 nhan va nhiing gia tri vo hinh ma san phdm mang

lai.
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Thuc té cho thiy, nhiéu lya chon mua sdm xuét phat tir sy yéu thich, théi quen
hodc cam giac gén b6 hon 13 tinh toan kinh té. Vi du, mot nguoi co thé tiép tuc chon
mua ca phé tir thuong hiéu quen thudc vi huong vi goi nhd dén nhitng ky niém hoic
cam giac tin cdy, du trén thi truong van cé nhiéu san pham twong tu voi mirc gia thip
hon. Tuong ty, nhitng yéu td cam xuc nhu niém ty hao, sy himg khéi hodc mong mudn
thé hién ban thin cling c6 thé tic dong manh dén quyét dinh tiéu dung, dic biét trong
céc nganh hang lién quan dén thoi trang, my pham hay d6 cong nghé.

Do d6, ¢ thé khang dinh rang qua trinh quyét dinh mua 14 su dan xen gitra 1y tri
va cam xuc, phan anh cach con ngudi vira tim kiém loi ich vét chit, vira huéng dén gia
tri tinh than. Chinh sy két hop nay khién cho quyét dinh mua hang trd thanh mot qua
trinh phtc tap, linh hoat va mang tinh c4 nhan sau sac.

1.1.3. Céc yéu t6 znh hwéng dén quyét dinh mua hang

Kotler & Keller (2016) cho rang viéc mua sim cua ngudi tiéu dung chiu anh
huong boi rat nhidu yéu t6 khic nhau, duge chia thanh 4 nhém nhan t6 chinh: (1) Van
hoéa, (2) Xa hoi, (3) C4 nhan, (4) Tam ly.
1.1.3.1. Van hoa

Trong pham vi vin hoa, qua trinh quyét dinh mua thudng chiu tic dong boi 3
khia canh co ban: nén vin héa, nhanh vin hoa va téng 16p xa hoi.

a. Nén van héa

Nén vin héa la nén tang quan trong nhét dinh hinh nhu cau, mong muén va hanh
vi cia nguoi tiéu dung. Theo Kotler & Keller (2016), cac gia tri van hoa ot 161 duoc
hinh thanh trong qua trinh xa hoi hoa tir gia dinh, nha truong va cong dong s& tac dong
manh m& dén Iya chon tiéu dung. Chang han, nguoi Viét Nam thudng coi trong su tiét
kiém va tinh bén vitng, nén c6 xu hudng lwa chon san pham c6 gia ca hop 1y, “an chic
mic bén”. Hay trong nganh thyc pham, thuong hi¢u Vinamilk thuong khai thac yéu tb
“dinh dudng cho ca gia dinh Viét” v4i hinh anh gan gii, gin lién bita com truyén thong
dé tao sw dong cam vin hoa. Piéu nay cho thay, néu ngudi 1am marketing khong thau
hiéu gia tr1 van hoa, chién luge truyén thong d& bi xa la va khé cham dén cam xuc cua

khéch hang.
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b. Nhanh van hoa

Trong mdi nén van héa rong 1on lai tdn tai nhiéu nhom véan hoéa nho hon, hinh
thanh dua trén dic diém dan toc, ton gido, vung mién hodc tin ngudng dugc goi la nhanh
van hoa. Cac nhém nay tao nén sy da dang trong hanh vi mua sdm va thai do d6i voi san
phém. Vi dy, tai Viét Nam, nguoi ti€éu dung & mién Bic thuong uvu tién su bén chic,
truyén théng trong lwa chon san pham noi thét, trong khi ngudi mién Nam thudng coi
mo va chudng kiéu dang hién dai, nhiéu mau sac. Nhu vay, viéc thau hiéu cic nhém van
hoa dic thu gitp doanh nghiép ca nhan héa san pham va thong diép truyén thong phu
hop.

c. Tang I6p xa hoi

Tang 16p x4 hoi ciing 1a mot yéu td quan trong tac dong dén qua trinh quyét dinh
mua. N6 khong chi phu thudc vao thu nhap, ma con 1a sy két hop cua nghé nghiép, hoc
van, dia vi va phong cach séng (Solomon, 2018). Nguoi thudc tang 16p cao thudng co
xu huéng tiéu ding mang tinh thé hién dang cap, ua chudng cic san pham cao cip nhu
xe hoi sang trong, dong ho dat tién hoic dich vu nghi dudng 5 sao. Nguoc lai, tang 16p
trung luu va lao dong phd thong thudng Iya chon san phdm dua nhiéu vao gia ca va tinh
thiét thyc. Vi du, trong nganh dién thoai, Apple thuong gin lién véi nhom khach hang
¢6 thu nhap cao va mudn khang dinh vi thé, trong khi thuong hiéu Xiaomi hay Realme
lai dugc wa chudng bd1 nhom khach hang ¢ thu nhap trung binh. Do do, viéc phan tich
tang 16p xa hoi giup nha tiép thi dy doan xu huéng hanh vi va dinh vi san pham mot
cach chinh xac hon.
1.1.3.2. Xa hoi

Qua trinh mua hang khéng chi chiu sy tic dong tir cac yéu t6 vin hoa, ma con bi
chi phéi manh m¢ bédi cac yéu t6 x4 hoi, bao gém gia dinh, vai tro va dia vi xa hoi, cling
nhu nhoém tham khao.

a. Gia dinh

Trudc hét, gia dinh duoc xem 12 moi trwong xa hdi quan trong nhat hinh thanh
thoi quen va gia tri tiéu dung. Tl cha me, ca nhan thudng tiép nhan dinh hudng vé chinh
tri, kinh té, dao dtrc, cling nhu nhirng chuan muc x4 hoi (Kotler & Keller, 2016). Ngay
ca khi d3 truong thanh va khong con sdng chung, anh huéng tir cha me van c6 thé tac

dong ddng ké dén hanh vi mua sam. Trong nhiing gia dinh ma nhiéu thé hé cung sinh
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song, quyét dinh tiéu dung cang thé hién 13 vai tro chi phdi cua cha me (Nguyén, T.T.,
2019). bac biét véi cac san phém c6 gia tr1 lon nhu 6 t6, nha ¢ hoac dich vu tai chinh,
cac thanh vién, thudng 13 vo chdng, c6 xu hudng cung thao luin dé dua ra quyét dinh
chung, thay vi dwa vao y kién ca nhén.

b. Vai tro va dia vi xa hoi

Vai tro va dia vi xa hoi cling anh huong dén lua chon cua nguoi tiéu dung. Moi
vai tro xa hoi gén lién v6i mot dia vi nhat dinh, phan anh sy cong nhan va kinh trong
clia cong dong (Solomon, 2018). Ngudi mua hang thuong liwa chon san pham va thuong
hiéu nhu mot cach dé thé hién vj tri x3 hoi. Vi du, nguoi co6 dia vi xa hoi cang cao s€ co
xu huéng Iya chon nhitng san pham thé hién sy chuyén nghiép, uy tin hodc pht hop véi
hinh anh x4 hoi ma ho mudn giir gin. Chang han, kién tric su, k¥ su xay dung hodc chu
xuong ndi that thudng wu tién sir dung van cong nghiép tir cac thuong hiéu 16n boi lya
chon nay khong chi dam bao chat luong cong trinh ma con thé hién trinh dé chuyén mén
va uy tin nghé nghiép cua ho trudc khach hang. Nguoc lai, cac ho gia dinh théng thuong
¢6 thé wu tién loai vat liéu pho thong hon, phu hop véi ngan sach.

c. Nhom tham khao

Nhom tham khao 13 mot yéu t6 x4 hoi c6 tac dong 16 rét dén quyét dinh mua hang
cua nguoi tiéu dung. Solomon (2018) dinh nghia nhoém tham khao 1a tap hgop nhiing ca
nhan hodc t6 chirc ¢6 anh huong truc tiép hodc gian tiép dén thai do va hanh vi cua
nguoi khac. Cac nhom nay c6 thé bao gébm ban bé, dong nghiép hodc cong dong truc
tuyén. Nghién ctru cia Nguyén, V.A., 2020 nhin manh ring nhém tham khao anh huéng
dén hanh vi mua sam thong qua viéc cung cap thong tin, dinh hinh chuan muyc xa hoi va
tao ra ap luc déng thuan. Chéng han, mdt sinh vién khi chon mua laptop thuong tham
khao ¥ kién ban bé cung 16p, néu da s sir dung dong san pham ctia mot thuong hiéu cu
thé, c4 nhan c6 xu hudéng lya chon theo dé tao sy hoa nhap. O mdi trudng truc tuyén,
nhém tham khao mé réng thanh cac cong dong thuong hiéu hodc dién dan nguoi dung.
Tran, L.H., 2021 ciing chi ra rang cac cong dong niy tao nén hiéu ing “bang ching x4
hoi”, trong d6 sd déng danh gia tich cuc vé san pham khién cac c4 nhan khac an tim
hon khi quyét dinh mua. Vi du, nguoi tiéu dung thudng s& mua céc san pham cé danh
gi4 cung hinh anh cu thé trén cac san thuong mai dién tir hon 1a cac san phdm chua c6

lugt mua, lugt danh gia.
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1.1.3.3. Ca nhan

Theo quan diém cua Kotler va Keller (2016), qué trinh quyét dinh mua hang chiu
anh hudng boi nhidu yéu t6 khac nhau, trong d6 cac yéu té c4 nhan dong vai tro dic biét
quan trong vi chiing truc tiép quyét dinh nhu ciu, so thich va kha ning mua sim cia
mbi ngudi. Solomon (2018) ciing nhan manh rang sy khac biét vé dic diém ca nhan nhu
tudi tac, nghé nghiép, phong cach sdng hay hoan canh kinh té s& tao nén nhitng hanh vi
tiéu dung da dang, khién doanh nghiép can phan tich can trong khi xay dung chién lugc
marketing.

a . Tuéi tac

Tudi tac 14 yéu té mang tinh chu ky, phan anh sy thay doi nhu cau theo timg giai
doan cua cudc doi. O giai doan 4u tho, nhu ciu tap trung vao dinh dudng va d6 choi.
Khi trudng thanh, con ngudi chuyén sang quan tim dén cong viéc, gia dinh va san pham
dich vu lién quan. Con ¢ tudi gia, nhu cau chu yéu hudng dén y té, stc khoe va thyc
pham chirc ning (Kotler & Keller, 2016). Nghién ciru cia Nguyén, T.T., 2019 ciing chi
ra rang gi6i tré chi tiéu nhiéu cho cong nghé va giai tri, trong khi nhém trung nién danh
nhiéu hon cho strc khoe va gidao duc con cai. Trong thuc té, thi trudng smartphone da
minh ching rd rang Apple va Samsung thudong dugc gidi tré lya chon, con ngudi cao
tudi lai vu tién cac miu dién thoai pin bén, chit to, d& st dung.

b. Nghé nghiép

Nghé nghiép dinh hinh nhu cau va hanh vi tiéu dung theo dic thu cong viéc. Mot
cong nhan can trang phuc lao dong bén chic, trong khi gi6i vin phong lai wu tién thoi
trang cong sO va thiét bi dién tir hd trg cong viéc. Pham, M.H., 2020 khéng dinh rﬁng
nghé nghiép 13 mot trong nhitng tiéu chi phan khiic khach hang quan trong, gitp doanh
nghiép dinh vi chinh xéc thi truong muc tiéu. Vi dy, thuong hi¢u thoi trang Owen huong
dén nam gidi van phong, con Bitis Hunter lai tap trung vao nhom hoc sinh, sinh vién va
nguoi tré nang dong.

c. Phong cdch song

Phong céach sé)ng 14 biéu hién cu thé cua gia tri, so thich va quan diém c4 nhan.
Ngay ca khi cling tang 16p xa hoi hodc do tudi, hai ngudi c6 thé c6 hanh vi mua sim
hoan toan khac nhau do khéac biét trong phong cach séng (Solomon, 2018). Ching han,

cung la gido vién, mot nguoi co 161 song tiet ki¢m cd xu hudng chon hang hoda gian di,
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trong khi nguoi khéc lai lya chon san phém cao cép dé thé hién vi thé. Tran, L.H., 2021
cho rang viéc nghién ctru phong cach sdng giup doanh nghiép c4 nhan hoa thong diép
marketing, tir 46 ning cao hiéu qua tiép can va thuyét phuc khach hang.

d. Hoan canh kinh té

Hoan canh kinh té 1 yéu t6 then chét quyét dinh kha ning tiéu dung. Thu nhap
kha dung, tai san tich liy, kha ning vay muon hay théi quen tiét kiém déu anh huong
dén lua chon mua sim (Kotler va Keller, 2016). Thuc té trong giai doan dich COVID-
19, ngudi Viét Nam giam manh chi tiéu cho du lich, gidi tri, nhung lai tdng chi tiéu cho
lwong thuc, thuc phdm va san pham y té (Nguy@én, V.A., 2020). Tir d6 cho thiy doanh
nghiép can lién tyc theo ddi bién dong kinh té c4 nhan va xu hudng chi tiéu dé dicu
chinh san pham, dich vu phu hop.
1.1.3.4. Tam ly

Qua trinh quyét dinh mua khong chi chiu su chi phi ciia cac yéu to bén ngoai
ma con bat ngudn tir nhirng yéu té tim 1y bén trong ctia mdi ¢4 nhan. Trong do6, 4 yéu tb
thudng dugc coi 1a nén tang dé 1y giai cach con ngudi hinh thanh nhu cau, xir 1y thong
tin va dua ra quyét dinh tiéu dung, bao gdm: dong co, nhan thirc, kién thrc, cting niém
tin va quan diém.

a. Pong co

Con ngudi ¢ bat ky giai doan ndo trong cudc sdng déu dong thoi ton tai nhiéu
nhu cau khac nhau. C6 nhiing nhu cau mang tinh sinh 1y co ban nhu in udng, nghi ngoi,
giai tda mét moi. Song song véi d6 1a nhitng nhu cAu mang tinh tdm 1y x3 hoi nhuw mong
mudn duoc ton trong, cong nhan hay yéu thuong. Khi mét nhu cau dat dén muc d6 du
manh, no sé€ chuyén thanh dong co, tuc 1a dong luc khién con nguoi hanh dong dé thoa
mén nhu cau. Cac nha nghién ctru tam 1y d4 xay dung nhiéu ly thuyét giai thich co ché
nay, trong d6 nodi bat 1a thap nhu cau ciia Maslow (1943) vé6i 5 bac nhu cau tir co ban
dén cao cip, hay 1y thuyét hai nhan t6 cua Herzberg (1959) nhan manh su khac biét giita
yéu t6 duy tri va yéu t6 thiic day. Vi du, mot sinh vién c6 thé mua may tinh xach tay vira
dé dap tmg nhu cau hoc tip (nhu ciu co ban), vira dé khing dinh phong cich ca nhan
(nhu cau duoc cong nhan).

b. Nhan thurc

SVTH: Phiing Nguyén Thanh Théio 10



Khéa ludn tét nghiép GVHD: ThS. Ddng Thi¢n Tam

Bén canh dong co, nhan thic ciing 13 yéu t dinh hinh cach ca nhan phan tng voi
cac thong tin marketing. Theo Berelson & Steiner (1964), nhan thirc chinh 1a qua trinh
con ngudi lwa chon, td chirc va dién giai théng tin dé hinh thanh nén mét buc tranh ¢6 ¥
nghia vé thé gidi xung quanh. Nhan thirc khong cb dinh, ma phy thudc vao dic diém ca
nhan va bdi canh. Chang han, ciing mot thong diép quang cao nhung cé ngudi tiép nhan
tich cuc, 6 ngudi lai hoai nghi. Theo Kotler & Keller (2016), diéu nay dwogc giai thich
qua 3 co ché: sy quan tdm c6 chon loc (chi chii y dén thong tin phu hop), sy bop méo
¢6 chon loc (hiéu sai hodc bién doi thong diép theo y minh) va ghi nhd ¢ chon loc (chi
lwu giit thong tin trong thich v6i quan diém sin o). Vi du, mot ngudi yéu thich thuong
hiéu my pham Nevia c6 thé bo qua cac tin tic tiéu cuc vé san pham, nhung lai ghi nhé
sau nhiing 10i khen tir cong dong.

c. Kién thirc

Theo 1y thuyét hanh vi nguoi tiéu ding (Engel, Blackwell & Miniard, 2006), kién
thirc dwoc hinh thanh thong qua su két hop gitta dong co, tac nhéan kich thich va phan
ing trong nhiing tinh hudng cu thé. Khi thoi thiic noi tai gip tac nhan phu hop, né sé
chuyén thanh hanh dong. Vi du, mdt c4 nhan mudn chu dong trong viéc di chuyén (thoi
thuc), khi tiép xtic v6i hinh anh quang cédo xe may hodc 6 t6 (tac nhan kich thich), s& c6
xu huéng can nhic mua phuong tién dé dap g nhu cau nay. Nhu vay, kién thic khong
chi don thuan 1a thong tin duoc lwu gift, ma con 1a két qua cua qua trinh trai nghiém va
ctng ¢ hanh vi.

d. Niém tin va quan diém

Niém tin va quan diém cling gop phan quan trong trong qua trinh ra quyét dinh
mua. Niém tin dugc hiéu 1a nhirng nhan dinh hoac y nghia ma con ngudi gan cho sy vat,
hién tugng, c6 thé dua trén tri thirc, du luan hodc cam xtc (Kotler & Keller, 2016).
Chéng han, niém tin vao thuong hi¢u VinFast trong giai doan dau ra mat 6 to dién tai
Viét Nam, khach hang sin sang ung ho vi long tuw hao din tdc du con nhiéu tranh cii vé
chét lugng. Quan diém lai rong hon, phan anh hé gia tri, thai d6 va cach nhin nhan cua
c4 nhan vé thé giéi. Chinh vi vay, nha san xuat va nha tiép thi can chii y dén hé thong
niém tin va quan diém ma khach hang mang theo, béi day 1a yéu t6 nén tang anh huong

dén su lya chon va long trung thanh cua ho.
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Nhu vy, cac yéu té van hoa, xd hoi, ca nhin va tdm 1y khéng chi quyét dinh sy
da dang trong qua trinh ra quyét dinh mua ma con budc doanh nghiép phai c6 chién luoc
marketing linh hoat, thich Gmg véi tirng nhom khach hang cu thé.

1.1.4. Qua trinh quyét dinh mua hang ciia ngudi tiéu dung

Theo nghién ctru cia Kotler & Armstrong (2010), qua trinh ra quyét dinh mua
hang cua nguoi tiéu dung thuong thé hién qua 5 giai doan: x4c dinh nhu cau, tim hiéu
thong tin, danh gia va so sanh san pham, quyét dinh mua hang va danh gia san pham sau
khi sir dung. Tuy nhién, qua trinh quyét dinh mua hang c6 thé khong can day du 5 budc

d6i v6i san pham khach hang mua thudng xyén hodc ting sir dung.

Xac dinh Tim hiéu banh gia, so . Danh gia san
nhu céu théng tin sanh san » Muahang || pham sau six
pham dung

Hinh 1.1: Qud trinh quyét dinh mua hang ciia Philip Kotler

Quy trinh ra quyét dinh mua hang ctia ngudi tiéu dung thudng khoi dau tir viee
nhan thire nhu cau. Theo Kotler & Keller (2016), nhu cau chinh 1a trang thai cdm nhan
duoc su thiéu hut gitra diéu kién hién tai va trang thai mong mudn, tir d6 hinh thanh nhu
cau can dugc thoa man. Trong cudc sdng thudng ngdy, nhu cau co thé bat ngudn tir nhidu
van dé khéac nhau nhu an uéng, hoc tap, giai tri hay mong mudn khéng dinh ban than.
Chinh viéc nhan ra su thiéu hut nay tao nén diém khoi dau cua toan bd qué trinh mua
sam.

Sau khi nhu cu xuat hién, ngudi tiéu ding s& budc vao giai doan tim kiém thong
tin. O giai doan nay, ho ¢ gang tiép can cac ngudn thong tin lién quan dén san pham
hodc dich vu c6 kha nang dap tng nhu cau di duoc xac dinh. Blackwell, Miniard &
Engel (2006) cho rang nguon thong tin ma khach hang tiép can co thé dén tir quang cao
trén cac phuong tién truyén thong, cic trang web chinh thirc, cong cu tim kiém trén
Internet, hodc tr nhitng kénh phi chinh théng nhu chia sé tr ban bé, nguoi than, cong
dong tryc tuyén. Pic biét, khi Internet ngay cang phat trién, truyén miéng dién tir
(eWOM) doéng vai tro ngdy cang quan trong khi cung cdp cho nguoi tiéu dung nhing
danh gia da chiéu va c6 do tin cay cao hon so v&i quang cdo truyén thong.

Tiép theo, khach hang chuyén sang giai doan so sanh va danh gia cac lya chon.

Schiffman & Kanuk (2007) cho rang ngudi tiéu dung thuong phan tich nhimng thong tin
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da thu thap duoc dua trén céc ti€u chi cu thé nhu gia ca, chét luong, thuong hi¢u, do tin
cay hay su pht hop véi nhu cau ca nhan. Qua trinh nay vira mang tinh 1y tri, théng qua
viéc can nhic loi ich va chi phi, vira mang tinh cam xuc, khi niém tin va thai do c4 nhan
cling c6 thé tac dong dén quyét dinh cudi cung.

Sau qua trinh can nhic, nguoi tiéu dung di dén bude thuc hién hanh vi mua hang.
Dy 1a hanh dong cu thé nhu dén ctra hang, dit hang truc tuyén hay thanh toan qua tng
dung thuong mai dién tir. Tuy nhién, theo Kotler & Keller (2016), quyét dinh mua van
c6 thé thay d6i ngay tai thoi diém nay béi cac yéu té nhu su thudn tién cia diém ban, uy
tin thuong hi€u, chuong trinh khuyén mai hodc thai d§ phuc vy ctiia nhan vién ban hang.
Diéu nay cho thay quyét dinh mua hang khong chi chiu tic dong tir san pham ma con tir
toan bo trai nghiém mua sam.

Cubi cung 13 giai doan danh gia sau mua, noi ngudi tiéu dung dwa ra nhan xét vé
trai nghiém thuc té voi san phém hoac dich vu. Theo Blackwell & cong su (2006), su
hai 1ong hay khong hai 1ong s& anh huong manh mé& dén hanh vi sau nay, bao gém kha
nang mua lai, sy trung thanh thuong hiéu ciing nhu viéc chia sé y kién v6i nhitng nguoi
tiéu ding khac. Néu trai nghiém tich cuc, khach hang c6 xu hudng giéi thiéu va truyén
miéng tich cuc (WOM hoac eWOM); nguoc lai, néu trai nghiém khién ho thét vong, ho
c6 thé roi bo thuong hiéu va dé lai phan hoi tiéu cuc, tic dong dén nhom khach hang
tiém ning.

1.2. Co s6 1y luin vé truyén miéng dién tir eWOM)
1.2.1. Khai niém truyén miéng (WOM)

Truyén miéng (Word of Mouth — WOM) tir 1u da duoc xem 1a mot trong nhiing
kénh théng tin phi thuong mai ¢ strc anh huéng 16n dén hanh vi tiéu dung. Khac véi
quang c4o chinh thong mang tinh dinh huéng tir doanh nghiép, WOM thuong bat ngudn
tir nhitng trai nghiém thuc té ciia nguoi tiéu dung, nhd vay duge danh gia cao vé tinh
chén thyc, cap nhat va dang tin cdy. Arndt (1967) cho rang: “WOM chinh la qud trinh
truyén thong truec tiép bang 10i néi gitta ngueoi tiéu ding véi nhau vé san pham, dich vu
hoac thwong hiéu, trong do nguwoi nhdn thuwong cam nhan thong tin mang tinh khach
quan hon so véi thong diép thuwong mai”. Quan diém nay ciing duogc cing cd bai
Westbrook (1987), khi 6ng nhdn manh ring WOM bao gdm tat ca cac hinh thirc truyén

thong khong chinh thue lién quan dén viéc sé hitu va st dung san pham, dich vy, va
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nhirng dic tinh dic biét cua chung. Nghién ctru cta Richins (1984) bd sung thém rang
WOM 1la sy chia sé kinh nghiém tiéu dung c4 nhan, qua d6 ngudi tiéu dung truyén tai
cam nhan ctia minh dén nguoi khac.

Trong bdi canh thi truong ngdy cang canh tranh, WOM dugc coi nhu mot cong
cu manh mé& gitip nguoi tiéu dung giam thiéu rai ro khi lya chon san pham. Litvin et al.
(2008) nhan dinh ring WOM tao diéu kién cho khach hang tiép cin thong tin mot cach
tu nhién, tir d6 nang cao sy tin tudng trong qué trinh ra quyét dinh mua hang. Thyc té,
mot 101 gidi thiéu tich cyc tir ban beé hodc nguoi than c6 thé thuyét phuc ngudi tiéu ding
nhiéu hon so v&i cac chién dich quang céo ton kém ciia doanh nghiép. Khong chi ding
lai & viéc truyén dat thong tin, WOM con mang tinh lan toéa khi nhiing trai nghiém ca
nhan c6 kha nang anh hudng day chuyén dén cong dong tidu dung rong 16n hon.

Ttr nhitng géc nhin nay cé thé thdy raing WOM 14 sy giao tiép phi thuong mai
giita ngudi tiéu dung véi nhau, phan anh trai nghiém thyc té va mang tinh anh hudng
cao. Chinh ddc diém nay khién WOM tr¢ thanh mot trong nhirg nhan t6 quan trong tac
dong dén y dinh va quyét dinh mua hang, dong thoi 1a nén tang hinh thanh céac hinh thirc
truyén miéng hién dai nhu eWOM trong mdi trudng truc tuyén sau nay.

1.2.2. Khai niém truyén miéng dién tir e WOM)

Sy phat trién manh mé cia Internet d3 md ra mot hinh thirc truyén thong méi
trong hanh vi tiéu dung, d6 1 truyén miéng dién tir (electronic Word of Mouth —
eWOM). Pay dugc xem 12 mot kénh thong tin quan trong, noi nguoi tidu ding c6 thé
chia sé, trao d6i va tiép nhan cac ¥ kién vé san pham hodc dich vu mét cach nhanh chéng
va rong rii. Theo Hennig-Thurau et al. (2004), eWOM duoc dinh nghia: “La bat ky
tuyén bé tich cuc hodc tiéu cwc nao ciia nhitng khach hang tiem nang, hién tai hodc cil
vé mét san pham hay doanh nghiép, dwoc cong khai trén Internet dé nhiéu nguoi khdc
c6 thé tiép can”. O mot cach tiép can twong tu, Litvin et al. (2008) cho ring eWOM
chinh 13 su truyén tai nhimg thong tin phi chinh thtc tir ngudi tiéu dung dén nhing
ngudi khac vé san pham hodc nha cung cép trén méi trudng truc tuyén. Mé rong khia
canh nay, Jirholm (2015) khang dinh eWOM c6 ban chat giéng v6i truyén miéng truyén
thong (WOM), nhung khac biét & chd kénh phan phdi 1a Internet. Pong thdi, eWOM
phat trién manh mé& cung su ra doi cua Web 2.0 va thé hién dudi nhiéu hinh thtc da dang

nhu blog, mang xi hoi hay cac trang web danh gia tryc tuyén. Ngoai ra, Backlund &
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Eskilsson (2017) dinh nghia eWOM theo nghia rong hon, coi day 1a tat ca cac hinh thirc
truyén thong lién quan dén thuwong hiéu, san pham va dich vu dién ra thong qua céc
phuong tién dién tir trén Internet.

Tir nhitng quan diém trén c6 thé rat ra rang, mic du cach dién dat khac nhau,
song cac hoc gia déu thong nhat eWOM 1a qua trinh ngudi tiéu dung chia sé trai nghiém
va ¥ kién c4 nhan vé& mét san pham, dich vu hay thuong hiéu théng qua cac kénh truc
tuyén. Nhitng ndi dung nay cé thé xuat hién dudi dang danh gia, binh luan, blog hay
chia sé trén mang x4 hoi. Piém quan trong 1a eWOM mang tinh khach quan hon so véi
thong tin thuong mai tir doanh nghié€p, do dugc hinh thanh dya trén trai nghiém thyuc té
clia nguoi tiéu ding. Chinh vi vay, eWOM khong chi 1a mdt ngudn thong tin tham khao
dang tin cy, ma con co tic dong manh mé dén nhan thirc va quyét dinh mua hang trong
bbi canh thi trudng hién nay.

1.2.3. Pic diém ciia truyén miéng dién tir e WOM)

Theo Hennig-Thurau et al. (2004), nhitng dic diém co ban cta truyén miéng dién
tr (eWOM) bao gém: (1) Kha nang lan téa nhanh va pham vi tiép can rong, (2) Tinh luu
trit 1au dai, (3) Kha ning do luong, (4) Ngudn gdc thong tin xuat phat tir nhitng nguoi
tiéu dung xa la, (5) Tac dong manh mé& dén hanh vi mua hang.
1.2.3.1. Kha néng lan téa nhanh va pham vi tiép cin réng

Trong thoi dai cong nghé thong tin phat trién nhanh chéng nhu hién nay, ngudi
tiéu ding ngay nay c6 xu hudng tim kiém va chia sé thong tin trén mdi trudng truc tuyén
nhiéu hon trude. Chinh vi vay, truyén miéng dién tir (eWOM) ngdy cang trd nén phd
bién va c6 anh hudng manh mé dén hanh vi mua sim cua nguoi tiéu diung. So voi hinh
thire truyén miéng truyén théng, eWOM c6 wu thé rd rét vé toc do lan truyén va pham
vi tiép can. Theo nghién ctru ctia Hung & Li (2007), chi cAn mot ngudi chia sé danh gia
hay trai nghiém ctia minh vé san pham, thong tin d6 c6 thé nhanh chong lan téa dén
hang trim, tham chi hang nghin nguoi khac chi trong thoi gian ngan. Diéu nay cho thiy
Internet da lam thay d6i cach thirc con ngudi tiép nhan va chia sé thong tin trong qua
trinh ti€u dung.

Khong chi dimg lai & viéc chia sé c4 nhan, cac nén tang truyc tuyén con dong vai
trd quan trong trong viéc mo rong strc anh hudng cia eWOM. Chu & Kim (2011) cho

rang mang xa hoi va cac san thuong mai dién tir giup ngudi tiéu dung dé dang hon trong
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viéc dang tai, binh luin va danh gia san pham, tir d6 giup thong tin duwoc luu trir va lan
tda rong rai hon. Nho d6, eWOM khéng chi 13 noi dé nguoi dung chia sé cam nhan ca
nhan, ma con tré thanh mot ngudn tham khéo dang tin cay giup ngudi khac dua ra quyét
dinh mua hang phu hop.

1.2.3.2. Tinh luu trit lau dai

Khac v6i hinh thire truyén miéng truyén thong von bi giéi han béi thoi gian va
khong gian, truyén miéng dién tir (eWOM) trén Internet c6 vu thé ndi bat & kha ning
luu trir va truy cép lau dai. Theo Park & Lee (2009) cung Hung & Li (2007), thong tin
eWOM thuong tdn tai dudi dang bai viét, binh luan hodc danh gia truc tuyén, duoc luu
giif trén cac nén tang s trong thoi gian dai, cho phép nguoi tiéu dung dé dang tim lai,
d6i chiéu va tham khéo y kién tir nhitng ngudi mua trudce bat ci lac nao.

Thuc té c6 thé thdy rd diéu ndy trén cac san thuong mai dién tor nhu Shopee,
Lazada hay Tiki, noi cac danh gia tich cuc hoac ti€u cuc déu dugc hé théng luu trit trong
nhiéu nam. Chi véi vai thao tac don gian, ngudi tidu ding c6 thé doc lai phan hoi cii dé
can nhic trudc khi mua, tir d6 hinh thanh nhan thtrc khach quan hon vé chat luong san
pham va uy tin thuong hiéu.

Vé mit 1y thuyét, dic diém “ton tai duéi dang vin ban dugc luu trit 1au dai”
khong chi m¢ rong kha nang truy cép thong tin ma con nang cao gia tri tham khao va
d6 tin cay ctia eWOM. Theo md hinh chip nhan thong tin ctia Sussman & Siegal (2003),
thong tin c6 thé duge xem xét nhiéu 1an gitp ngudi tiéu ding danh gia sau hon vé tinh
hitu ich va do tin cdy, tir 46 anh hudng truc tiép dén quyét dinh mua hang. Do d6, tinh
Iuru trit 1au dai chinh 14 yéu t6 1am cho eWOM tré thanh ngudn thong tin on dinh va ¢o
strc anh hudng bén ving trong moi trudng truc tuyén hién nay.
1.2.3.3. Kha nang do luong

Trong bdi canh ky nguyén s6 phat trién manh mé, truyén miéng dién tir (e WOM)
dugc danh gia 1a mot hinh thie giao tiép co tinh hiéu qua cao va dé dang do luong. Khac
v6i truyén miéng truyén thong vén mang tinh c4 nhan va kho kiém chimg, eWOM cho
phép céc nha nghién ctru cling nhu doanh nghiép dinh luong dugc mirc dd lan téa va
phan tng ctia ngudi tidu dung thong qua céac chi sé cu thé nhu sé lwong binh luan, luot
danh gi4 sao hodc tan suit chia sé thong tin. Theo Lee, Park & Han (2008) cung Park &
Kim (2008), viéc luong hoa dir liéu eWOM, chang han nhu thong ké sb luot danh gia
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tich cuc, tiéu cuc hodc phan tich xu huéng phan hoi gitip doanh nghiép do ludng hiéu
qua truyén théng va nhan dién xu huéng hanh vi ctia khach hang mét cach nhanh chong
va chinh xac hon.

1.2.3.4. Khéng gidi han vé thoi gian va khéng gian

Khong chi dung lai ¢ kha nang do luong, eWOM con thé hién sttc manh vuot
trdi vé kha ning tiép can thong tin. Chen & Xie (2008) cho ring mét trong nhitng wu
diém noi bat nhat cia eWOM 1a tinh khong gi6i han vé khong gian va thoi gian, bat ky
ai, & bat ky dau va vao bat ky thoi diém nao ciling c6 thé truy cap, doc hodc tham gia vao
qua trinh lan truyén thong tin, mién 13 c6 két ndi Internet. Tr d6 cho thdy eWOM di
thuc sy pha v moi rao can dia ly va van héa, mé ra mot moéi trudng chia sé thong tin
mang tinh toan cau hoa.

Trong céc nén tang nhu Facebook, Shopee hay TripAdvisor, mot bai danh gia hay
binh ludn c6 thé dugc hang nghin nguoi xem va phan hoi chi trong thoi gian ngin. Nho
kha nang luu trir, do ludng va lan toa rong, eWOM khéng chi tré thanh ngudn dit liéu
quy gia cho doanh nghiép trong viéc nghién ctru hanh vi ti€u dung, ma con la cong cu
phan anh chan thyuc nhat cam nhén cta khach hang vé san phém hoac dich vu. Chinh vi
vay, eWOM ngay cang khang dinh vi thé ciia minh nhu mét kénh truyén thong hai chiéu,
minh bach va co6 gia tri chién lugc trong hoat dong marketing hi¢n dai.
1.2.3.5. Nguon géc théng tin xudt phat tir nhitng nguoi tiéu ding xa la

Mic du eWOM mang lai nhiéu loi ich trong viéc chia sé va lan tda thong tin,
nhung hinh thtrc nay van ton tai khong it han ché dang cha y. Mot trong nhitng van dé
16n nhat cia eWOM nam & ngudn gdc thong tin khong rd rang. Theo Ratchford et al.
(2001), phan 16n ndi dung eWOM duoc tao ra boi nhitng nguoi tiéu dung xa la, khong
c6 mdi quan hé ca nhan hay sy quen biét truc tiép véi nguoi tiép nhan. Chinh vi vay,
muc dg tin cay cua thong tin tré nén khod xac dinh va nguoi doc thuong gap kho khan
trong viéc danh gia tinh xac thuc cua cac danh gia hoac binh luan nay.

Thém vao d6, do mdi trudng truc tuyén cho phép bat ky ca nhan nao ciing c6 thé
tu do dang tai nhan xét ma khong cin xac minh danh tinh, nén mbi lién két gitra nguoi
truyén dat va nguoi tiép nhan thong tin thuong rat 1ong léo. Diéu nay dan dén tinh trang
nhiéu danh gia thiéu khach quan, mang tinh cam tinh hodc thdm chi sai 1éch so véi thuc

té. Chang han, trén nén tang Booking.com, khong it phan hdi dugce ding an danh hoic
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bi anh hudng béi trai nghiém cha quan cua ngudi dung, khién ngudi tiéu dung khac kho
phan biét dugc dau 1a ¥ kién dang tin cay.

Han ché nay cho thy, di eWOM gitip thong tin lan truyén nhanh chong va rong
rai, song chit lwong va do tin cay ctia ndi dung van 13 yéu té can duoc xem xét cin trong.
Chinh vi vdy, nhiéu doanh nghiép va ngudi tidu ding ngay nay c6 xu hudng tim kiém
cac co ché kiém chimg thong tin hoic tham khao nhiéu ngudn khac nhau trude khi dua
ra quyét dinh cudi cung.
1.2.3.6. Tac déng manh mé dén qud trinh quyét dinh mua

Trong bdi canh kinh doanh hién dai, truyén miéng dién tir e WOM) dugc xem 13
mot cong cu tiép thi cé hidu qua cao va tiét kiém chi phi. Theo Dellarocas (2003), eWOM
khong chi giup doanh nghiép truyén tai thong tin dén nguoi tiéu dung véi chi phi gan
nhu béng khong, ma con tac dong manh mé dén nhan thirc, thai do va hanh vi mua hang
ctia ho. Nho tinh chét lan téa nhanh, dé truy cap va khong giéi han vé khong gian - thoi
gian, eWOM di trd thanh mot trong nhitng kénh truyén thong phd bién va c6 anh huong
16n nhat hién nay.

Khac véi cac phuong tién quang co truyén théng nhu truyén hinh, béo chi hay
bién bang, vn yéu cau ngan sach cao va bi giéi han vé kha niang twong tac, eWOM cho
phép moi c4 nhan déu co6 thé dé dang dang tai, chia sé va lan truyén trai nghiém cua
minh vé san phém hodc dich vu. Qua trinh nay dién ra hoan toan tu nhién va khong doi
hoi doanh nghiép phai can thiép truc tiép, nhung van c6 thé tao nén nhitng hiéu ing lan
tda manh mé trong cong dong nguoi tiéu dung. Thuc té cho thy, nhitng danh gid tich
cuc co thé gitp san pham nhanh chong duogc biét dén rong rii, trong khi cac phan hoi
tidu cuc lai c6 thé khién doanh nghi¢p chiu ton hai dang ké vé uy tin.

Hon nita, trong thoi dai nguoi tiéu dung ngay cang c6 xu hudng dé cao tinh xac
thuc va kinh nghiém thuc té, cac danh gia, binh ludn hay chia sé trai nghi¢m tir cong
ddng dugc xem 1a ngudn thong tin dang tin cdy hon so voi cac thong diép quang co
mang tinh thuong mai. Diéu nay cho thdy eWOM khong chi don thuan 1a mot cong cu
hd trg marketing, ma con dong vai trd nhu cau ndi giira doanh nghiép va khach hang,
gitip doanh nghiép hiéu r6 hon vé nhu cau, ky vong va phan hoi ctia thi trudng.

Tir nhitng dic diém va loi ich trén, c6 thé khing dinh ring eWOM d3 tré thanh

mot phan khong thé thiéu trong chién lugc truyén thong ctia cac doanh nghiép hién nay.
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N6 khong chi gitip tiét kiém chi phi, mé rong do phu thwong hiéu ma con ting cudng
mirc d tin cdy, thic ddy hanh vi mua hang va ciing c6 mdi quan hé gitta doanh nghiép
v6i khach hang. Qua d6, eWOM dan khang dinh vai tro trung tim trong hé sinh thai
marketing sb, noi ngudi tiéu dung khong chi 1 ngudi tiép nhan thong tin ma con 1a cha
thé tich cuc tao dung va lan téa gia tri thuong hi¢u.

1.2.4. Cac thanh phén cia truyén miéng dién tir (eWOM)

Theo Cheung & Thadani (2012), cac thanh phan chu yéu ciia truyén miéng dién
tir (eWOM) bao gom: sy tin cdy cia thong tin, chuyén mon ctia ngudi gui, chat luong
va sb luong thong tin.
1.2.4.1. Su tin cdy cua thong tin

Theo Fogg & Tseng (1999), sy tin cdy c6 thé hiéu don gian 1a mirc d6 ngudi nhan
tin twong vao thong tin. Khi nhiéu thong diép twong tu xuat hién lip lai, nguoi tiéu ding
thuong cé xu hudng danh gia thong tin d6 1a ddng tin hon, va nguoc lai. Lopez & Sicilia
(2013) cho rang anh hudng cia eWOM chiju tac dong boi 3 nhém yéu té chinh: ngudn
thong tin (duogc do bang mirc do tin cdy), qua trinh giao tiép (chiéu hudng, sd luong va
nén tang chira thong tin), va dac diém ngudi nhan (trinh o, kinh nghiém Internet). Trong
d6, @6 tin cdy ctia ngudn duge xem 14 yéu td c6 tic dong manh mé& nhat. Thong tin tir
ngudi tiéu dung voi nhau thudong dang tin hon ndi dung do doanh nghiép tao ra (Mangold
& Faulds, 2009). Chinh vi vay, néu khach hang coi danh gia tric tuyén 1a ngudn tin ciy,
ho s& sir dung dé hd tro quyét dinh mua; ngugc lai, néu thiéu tin ciy, thong tin s& mat
gia tri. Trong thuc té, cac moi quan h¢ xa hdi nhu ban be, nguoi quen trén Facebook
hodc TikTok cling gop phan ning cao niém tin, nhd yéu t6 “tin trdng xa hoi” duge hinh
thanh theo thoi gian. Vi du, trong nganh du lich, mét khach san c6 hang nghin danh gia
tich cuc va chi tiét trén Booking.com thuong duoc lya chon nhiéu hon so véi khach san
chi ¢6 vai chuc phan hoi ngan gon.
1.2.4.2. Chuyén mon cua nguoi gui

Theo Ohanian (1990), chuyén mén ctia ngudi truyén dat ¢6 thé dugc hiéu 1a mirc
d6 kién thurc, k¥ nang hay kinh nghiém ma c4 nhan dé s¢ hiru trong mét linh vuc cu thé.
Khi mot ngudi duge nhin nhan 13 ¢6 chuyén mén, nhitng thong tin ho cung cap thuong
duoc ngudi tiép nhan xem 1a chinh xac va dang tin cdy. Diéu ndy phan 4nh sy am hiéu

cua nguoi gui ddi véi san phém hodc dich vu ma ho dang dé cap (Yale, 1995). Nhiéu
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nghién ctru cho thdy chuyén mén cua ngudi giri ¢6 moi quan hé chit ché véi mure d6 tin
cay trong cac khuyén nghi truc tuyén. So véi nhimg ngudi khéng c6 nhiéu hiéu biét
chuyén su, cac danh gia dén tir ca nhan dwoc cong nhan 1a c6 chuyén mon thudng co
kha ning thuyét phuc cao hon (Lin et al., 2013).

O Viét Nam, c6 thé thdy r6 diéu ndy qua cac reviewer cong nghé, nhiing nguoi
c6 nhiéu nam trai nghiém cac dong smartphone khac nhau. Céac video danh gia cta ho
khong chi dimg lai ¢ viéc mo ta bé ngoai san pham, ma con phan tich chi tiét vé hiéu
nang, camera, thoi lugng pin... Nho vay, nhitng thong tin ho dua ra thuong dugce nguoi
tiéu dung coi 1a khach quan va gia tri tham khdo cao hon so v6i cac binh luan ngan gon
cua nguoi dung thong thuong trén cac san thuong mai dién tur. Tuong tu, trong linh vuc
my pham, cic beauty blogger nhu Chloe Nguyén hay Trinh Pham ciing tao ra anh huéng
16n khi chia sé trai nghiém c4 nhan kém kién thitrc chuyén sau vé san pham, tir d6 1am
gia tang murc d6 tin cdy ctia eWOM trong mat khach hang.
1.2.4.3. Chdt lwong cua théng tin

Bén canh yéu to ngudn, chat luong eWOM ciing quyét dinh mirc d6 tac dong.
Ratchford et al. (2001) nhan manh rang ngudi tiéu dung s& kho tin tuéng vao cac danh
gia tryc tuyén néu chung thiéu thong tin chi tiét. Theo DeLone & McLean (2003), chat
lugng eWOM c6 thé duoc danh gia qua tinh lién quan, do chinh xac, tinh kip thoi va
mirc d6 bao ham. Cheung et al. (2008) bd sung rang ngudi tiéu dung thuong dua vao
chét luong nodi dung dé quyét dinh mirc do sin sang mua san pham.

Ngay nay, c6 thé thdy rd diéu ndy trén cc san thuong mai dién tr & Viét Nam
nhu Shopee hay Lazada. Mot danh gia chi ghi ngan gon “hang tot, giao nhanh” thuong
khong du stre thuyét phuc khach hang méi. Nguoc lai, nhitng phan hdi chi tiét kém hinh
anh thuc té vé mau sic, do bén, chit liéu cua san pham lai c6 stc anh hudng 16n hon,
gitip ngudi tiéu dung hinh dung chinh x4c hon trude khi ra quyét dinh mua..
1.2.4.4. S6 lwong eWOM

Khong kém phan quan trong 13 yéu t6 s luong. Park & Lee (2009) cho rang s6
luong eWOM phan anh quy mo thong tin c¢6 sin trén Internet, tir d6 anh huéng dén nhan
thirc ctia nguoi tiéu dung vé mirc do pho bién cuia san pham. Cac nghién ciru trude cho
thiy nguoi tiéu dung c6 xu hudng tin tréng nhiéu hon vao san pham duoc nhic dén

thuong xuyén, boi dieu d6 chung tdé c¢6 nhiéu nguoi da mua va trai nghiém. Berger,
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Sorensen & Rasmussen (2010) ciing chi ra mi quan hé tich cuc giita s lugng danh gia
tryc tuyén va ¥ dinh mua hang. Twong tu, Cheung & Thadani (2012) nhan manh rang
khéi lwong 16n cac phan héi truc tuyén gitip cung ¢d niém tin va giam cam giac rui ro
ctia khach hang. Vi du, mot san phdm c6 hang nghin danh gia tich cuc trén Shopee hoic
Amazon thudng tao “hiéu tng phd bién” khién khach hang cam thiy an tdm hon khi
quyét dinh mua, so v6i san pham chi c6 vai chuc danh gia.

1.3. Céc yéu t6 cia eWOM anh hwéng dén quyét dinh mua hang

O ky nguyén cong nghé s, truyén miéng dién tir e WOM) khong chi 13 hinh thirc
thay thé cho quang cdo truyén thong ma con 1a ngudn théng tin anh huéng manh dén
quyét dinh mua hang. Theo Cheung & Thadani (2012), tac dong cia eWOM xuat phat
tir cac yéu to chil quan (nguoi guri, ndi dung, ngudi nhan) va cac yéu to khach quan (moi
truong truyén tai, cach doanh nghiép quan 1y va phan hoi thong tin).

1.3.1. Cac yéu to chit quan

Theo Cheung & Thadani (2012), cac yéu té cht quan cia eWOM gdm nguoi giri,
ndi dung thong diép va ngudi nhan. Pay 1a nhom yéu t6 ndi tai, xuat phat tir chinh nhiing
ngudi tham gia vao qua trinh truyén miéng dién tir, ¢6 vai trd quyét dinh trong viéc hinh
thanh niém tin va mac d6 thuyét phuc cta thong tin.
1.3.1.1. Nguoi gui

Nguoi giri giit vai tro trung tim trong viéc hinh thanh niém tin ctia nguoi nhin
d6i v4i thong tin truyén miéng. Theo Bansal & Voyer (2011), ngudi tiéu dung thudong
danh gia cao cac ngudn thong tin dén tir ca nhan c6 chuyén mén, kinh nghiém hoic uy
tin x4 hoi trong linh vyc lién quan. D tin cdy ctia ngudi gui co thé duoc cung cd nhd
su hiéu biét chuyén sau, sy nht quan trong cac danh gia hodc tinh minh bach khi chia
sé trai nghi¢m.

Chéng han, trong nganh vat li¢u noi that, danh gia cua kién trac su hodc tho thi
cong vé kha ning chiu lyc, d6 bén va tinh thim m¥ cta san pham thudng dugce ngudi
mua xem la dang tin cdy hon so v6i nhan xét ngan gon tir khach hang thong thuong. Do
d6, uy tin ctia ngudi guri duoc xem 13 yéu té thu hep khoang cach thong tin giita doanh

nghiép va nguoi tiu dung.
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1.3.1.2. Thong diéep

Noi dung thong diép 1a yéu t6 truc tiép anh hudng dén thai d6 va hanh vi cia
ngudi tiéu dung. Theo Cheung et al. (2008), thong diép eWOM c6 chit lugng cao thuong
mang tinh cu thé, hop 1y, c¢6 bang ching minh hoa va duoc trinh bay trung thyc. Nhitng
thong diép ro rang, c6 ludn ¢t vimg chic sé giup khach hang d& hinh dung vé san pham,
tir 46 ting kha ning thuyét phuc. Nguoc lai, thong tin mo hd hodc mang tinh cam tinh
qua mirc c6 thé 1am giam niém tin va khién nguoi doc bo qua thong diép.

Ngoai ra, yéu t6 cam xuc ciing 1a thanh phan quan trong trong hiéu qua cia
eWOM. Mizerski (1982) chi ra rang eWOM tiéu cuc c6 xu hudng lan truyén nhanh hon
va tao hi¢u ing manh mé hon eWOM tich cyc, do nguoi ti€u dung thuong chia sé trai
nghiém tiéu cuc dé canh bao ngudi khac. Vi du, mot khach hang ding tai hinh anh san
pham bj 13 trén san thwong mai dién tir co thé tic dong tirc thoi dén hang trim quyét
dinh mua khac. Nhu vay, c6 thé thdy rang chéat luong ndi dung quyét dinh kha ning
thuyét phuc, trong khi cam xuc trong thong diép lai chi phdi tdc do va pham vi lan truyén
cua eWOM.
1.3.1.3. Nguoi nhan

Theo Zaichkowsky (1986), mirc do quan tdm va sy tham gia ctia ngudi nhan d6i
v6i san pham anh hudng truc tiép dén cach ho xtr Iy va danh gia thong tin eWOM. Nguoi
tiéu dung co kinh nghiém thuong tiép nhan thong tin mot cach 1y tri va phén tich ky
ludng hon, trong khi nhitng nguoi it kinh nghiém dé bi anh huéng boi s lwong danh
gia hodc cac yéu té cam xuc.

Vi du, mot nha thau ndi that thudng chi trong dén cac binh luan k¥ thuat nhu kha
nang chéng 4m, dO bén bé mit hay d¢ tuong thich cua vat li¢u, trong khi nguo1 mua ca
nhan c6 thé bi thuyét phuc boi cac nhan xét tich cuc chung chung. Nhu vay, dic diém
clia ngudi nhan dong vai trd quyét dinh trong viéc ho danh gia va phan ing véi eWOM,
qua d6 anh huéng dén hanh vi tiéu dung thyc té.

1.3.2. Cac yéu td khach quan

Yéu t6 khach quan cia eWOM gbém moi trudng truyén tai va cach doanh nghiép
phan hoi thong tin. Nén tang c6 giao dién minh bach, co ché xac thuc 16 rang giup ting
d6 tin cdy cuia eWOM. DPong thoi, cac phan hdi chuyén nghiép va cau thi tir doanh

nghiép gop phan ciing ¢6 uy tin thwong hi¢u va niém tin ctia ngudi tiéu dung.
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1.3.2.1. M6i truong truyén tdi

MOoi truong truyén tai 12 yéu té quan trong quyét dinh murc d6 tin cdy va hiéu qua
lan toa ctia thong tin eWOM. Theo Bronner & De Hoog (2011), niém tin ma nguoi tiéu
dung danh cho céc danh gia tryc tuyén chiu anh huéng 16n tir dic diém cia nén tang noi
thong tin dugc ding tai. Cu thé, nhiing trang web hoic tmg dung ¢ giao dién than thién,
tdc d6 6n dinh va co ché xac minh nguoi mua thuc té thuong tao dugc cam giac an toan
va minh bach hon cho ngudi dung. Khi khach hang nhan thay rang cac binh luan, ddnh
gia duoc xac thyc bai nhimg ngudi da thuc su trai nghiém san pham, ho s& dé dang tin
tudng va ra quyét dinh dya trén thong tin do.

Nguoc lai, cac nén tang thiéu co ché kiém chiing hodc cho phép x6a, an va chinh
sira nhan xét tuy y thuong khién nguoi tiéu dung hoai nghi vé tinh khach quan cia
eWOM. Viéc phat hién cac “danh gid 40”, “binh luan thué” hodc phan hoi mang tinh
quang cao tra hinh khién niém tin bi suy giam nghiém trong, lam mat di vai trd dinh
huéng cia eWOM trong qué trinh ra quyét dinh mua hang. Thuc té, cic san thuong mai
dién tir nhu Shopee, Tiki hay Lazada da ap dung hé théng x4c minh “d3 mua hang” giup
khach hang d& dang phan biét ddu 13 phan hdi that. Pong thoi, viéc hién thi hinh anh,
video kem theo danh gié cling 1am tang tinh xac thuc cia thong tin.

Nhu vay, c6 thé thdy moi trudng truyén tai dong vai trd nhu nén tang niém tin
cho toan bd hé théng eWOM. Mot nén tang minh bach, bdo mat tot va ¢ quy trinh quan
1y thong tin rd rang khong chi gitp ning cao chat lugng danh gia ma con cing c¢d hinh
anh thuong hiéu va thiic day hanh vi tiéu dung tich cuc.
1.3.2.2. Cdch doanh nghiép quan 1y va phan hoi eWOM

Céch doanh nghiép phan héi eWOM, dic biét 1a cac danh gia tiéu cuc, cling anh
hudng tryc tiép dén cam nhan ciia nguoi tiéu dung. Theo Chevalier & Mayzlin (2006),
phan hoi minh bach, chuyén nghiép va c6 tinh than cau thi gitap doanh nghiép cung cb
uy tin thuong hiéu, déng thoi thé hién sy ton trong khach hang. Nguoc lai, vi¢c phot 1o
hodc xo6a binh luan tiéu cyuc c6 thé 1am day 1én nghi ngd va anh huéng dén hinh dnh
doanh nghiép.

Trén thuc té, cac khach san trén nén tang TripAdvisor thuong dugc danh gia cao
khi ho chu dong phan hdi moi nhan xét, ké ca nhirng phan hdi tiéu cuc, thé hién cam két

cai thién dich vu. Trong khi d6, trén mdt s6 san thuong mai dién ti, vi¢c han ché hién
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thi danh gia x4u lai khién nguoi tiéu dung giam niém tin va c6 xu hudng chuyén sang
thuong hiéu khac. Piéu nay cho thdy méi trudng truyén tai va cach doanh nghiép quan
1y eWOM khong chi tac dong dén niém tin khach hang ma con anh hudng truc tiép dén
quyét dinh mua hang cua ho.

Tom lai, cac yéu td bén trong va bén ngoai ctia eWOM tao thanh hé thdng tac
dong da chiéu dén hanh vi tiéu dung. Niém tin, cam xdc, va trai nghiém cua ngudi tiéu
dung khong chi bi anh hudng bdi nd1 dung thong tin, ma con phu thudc vao cach thirc
truyén tai va phan ing ctia doanh nghiép. Do d6, viéc quan 1y hiéu qua eWOM tré thanh
yéu tb then chét trong chién lwoc marketing k¥ thuat sé cua cac thuong hiéu hién nay.
1.4. Cac m6 hinh nghién ctru
1.4.1. M6 hinh nghién ciru 1y thuyét
1.4.1.1. M6 hinh Iy thuyét hanh dong hop 1y (Theory Of Reasoned Action — TRA)

Ly thuyét hanh dong hop 1y (TRA) cho rang y dinh hanh vi hinh thanh trén co s
thai do cua ca nhan ddi voi hanh vi d6 va nhén thire cta ho vé ky vong xa hdi (Fishbein
& Ajzen, 1975). TRA da duoc sir dung rong rai trong nhiéu nghién ctru lién quan dén
eWOM va y dinh mua (Cheung & Thadani, 2012). Tuy nhién, phan 16n cac cong trinh
nay chi tap trung vao hai yéu t6 chinh ctia mé hinh bao gom thai d6 va y dinh hanh vi,
trong khi thanh phan chuan chi quan thuong bi lugc bé.

Chuan chii quan dé cap dén mirc d6 ma c4 nhan cam nhan ngudi xung quanh
danh gia viéc ho thuc hién hanh vi (Fishbein & Ajzen, 1975). Mot s6 hoc gia cho rang
yéu t6 nay khong phai liic ndo ciing tao ra tac dong dang ké. Miller (2002) 14p luan rang
d6i v6i nhitng c4 nhén it chiu anh huéng tir quan diém cua ngudi khéc, tac dong cua
chuan chi quan 1én ¥ dinh 13 rat han ché. Quan diém nay ciing duoc Erkan & Evan
(2016) chia sé khi hai tac gia Iya chon khong dua chuan chii quan vao mé hinh dy doan
y dinh lan truyén truyén miéng truc tuyén. Nguogc lai, nghién ctru ctia Hansen et al.
(2004) v& y dinh mua sim truc tuyén lai chi ra méi lién két dang ké giira chuan chu quan
va ¥ dinh mua hang. C4c tic gia niy cho rang trong méi trudng truc tuyén, noi thong tin
vé san pham thudc nhém “thdéng tin kinh nghiém” (Nelson, 1970), ngudi tiéu dung it
trai nghiém thuong dua vao goi ¥ tir ban bé hoic ngudi than. Diéu nay dic biét phu hop
tai cac qudc gia Pong Nam A, noi vin hoa cong dong dugc dé cao va ¥ dinh hanh vi ca

nhan dé bi tdc dong bdi nhitng ngudi xung quanh.
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M6 hinh 1.1: M hinh ly thuyét hanh déng hop ly (Fishbein & Ajzen, 1975)
1.4.1.2. M6 hinh chap nhdn théng tin (Information Adoption Model - IAM)
M6 hinh chdp nhén thong tin (Information Adoption Model - IAM) dugc

Sussman & Siegal (2003) phat trién dua trén sy két hop gitta m6 hinh chap nhén cong
nghé (TAM) va mo6 hinh kha nang danh gia ky ludng (ELM). IAM gidi thich cach nguoi
dung tiép nhan, ddnh gia va chap nhan thong tin khi tiép xuc vdi cac ngudn dir liéu truc
tuyén.

Mo hinh gém 04 yéu t6 chinh 14 chat lugng thong tin, d6 tin ciy ctia ngudn, tinh
htru ich dugc cam nhan va su chép nhan thong tin. Trong do, chét lugng thong tin dai
dién cho tuyén trung tdm, d6 tin cay ngudn 1a tuyén ngoai vi, con tinh hitu ich thong tin
dong vai trd trung gian. IAM cho rang nguoi dung c6 thé bi tac dong theo hai hudng 1a
trung tAm va ngoai vi (Sussman & Siegal, 2003). Néu ca nhan c¢6 sy xem xét siu sic va
can than vé thong tin, thi thu dugc muirc 46 xay dung cao va anh hudng thong tin xay ra
o tuyén trung tam. Nguoc lai, néu ca nhan chi xem xét mot chat vé thong tin, s€ thu
dugc mirc do xay dung thap va anh huéng thong tin xay ra & tuyén ngoai vi.

Trong mdi truong truyén thong xa hoi, IAM dugc tng dung dé 1y giai cach ngudi
dung danh gia va tiép nhan thong tin tir mang ludi truyén thong rong mé. Cac nghién
ctru (Surjandy & Virtonia, 2023; Z. Wang & Sun, 2020) cho thay chit luong, d6 tin cdy
va tinh hitu ich thong tin 13 nhitng yéu t6 then chét trong qua trinh nay. Trong linh vuc
truyén miéng dién tir eWOM), mo hinh IAM duoc st dung rong rdi dé phan tich tac
dong cua thong tin tryc tuyén dén y dinh mua hang (Erkan & Evans, 2016; Nguyén &
Pham, 2022).
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Tuy nhién, IAM van con han ché trong viéc bao quat cac yéu té méi ctia méi truong
ky thuat sb. Pic biét, yéu t6 co thé anh huong dang ké dén viéc danh gia tinh hitu ich
ctia thong tin 13 sd luong thong tin lai chwa duoc khai thac sau, do d6 can dugc bo sung
vao mé hinh nghién ctru nham phan 4nh t6t hon hanh vi tiép nhan thong tin cua nguoi

tiéu dung hién nay.

Chat lweong
théng tin

Tinh hitu ich Su chap nhan
cua thong tin théng tin

D% tin cdy cua
thong tin

Mo hinh 1.2: Mé hinh chap nhén thong tin (Sussman & Siegal, 2003)
1.4.2. M6 hinh nghién ciru thue tién
1.4.2.1. M6 hinh nghién cuu nuoc ngoai
a. “Consumers’ Motivational Involvement in eWOM for Information Adoption: The
Mediating Role of Organizational Motives” cua Safdar Hussain, Xi Song & Ben Niu
(2020)

Nghién ctru cua Safdar Hussain, Xi Song & Ben Niu (2020) tap trung phan tich
murc d6 tham gia mang tinh dong luc ctia nguoi tiéu ding trong truyén miéng dién tir
(eWOM) dbi véi viéc tiép nhan thong tin truc tuyén, dong thoi xem xét vai tro trung
gian cua dong co, ngudi viét. Dua trén khao sat 390 ngudi dung Internet tai Trung Qudc,
két qua cho thidy mdi rang budc xa hdi va riii ro cam nhan 13 hai yéu té then chdt anh
huong dén hanh vi ciia ngudi tiéu ding trong qua trinh ra quyét dinh. Nghién ctru khang
dinh rang viéc giam thiéu rii ro cam nhan va phan hoi nhanh chéng ciia nha ban 1é truc
tuyén c6 vai trd quan trong trong viéc thuc ddy ngudi tiéu dung tiép nhan thong tin va

ra quyét dinh mua hang.
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Mo hinh 1.3: Mo hinh nghién ciru cia Safdar Hussain, Xi Song va Ben Niu
b. “The influence of social media eWOM information on purchase intention” cua Choi-
Meng Leong, Alexa Min-Wei Loi & Steve Woon (2021)

Bai nghién ctru “Anh hudng cuia thong tin truyén miéng dién tir (eWOM) trén
mang xi hoi dén ¥ dinh mua hang” do Choi-Meng Leong, Alexa Min-Wei Loi & Steve
Woon thire hién tai Malaysia (2021) di xem xét mdi quan hé giira dic diém cua thong
tin eWOM va hanh vi ngudi tiéu dung. Cu thé, nghién ciru tip trung vao cac yéu td nhu
chét luong thong tin, do tin cdy, su phu hop cta thong tin, ciing voi nhu cau thong tin,
thai 6 ctia nguoi dung d6i voi thong tin va y dinh mua san pham tra sita tran chau méi
theo mo hinh su chip nhéan thong tin mo rong (IAM).

Dir liéu duogc thu thap thong qua khao sat 222 ngudi, sau d6 phan tich bang mo
hinh phuong trinh cu tric binh phuong nhé nhét timg phan (PLS-SEM). Két qua cho
thiy chat lwong, do tin ciy va sy phu hop cta thong tin, cling nhu thai do tich cuc véi
thong tin déu tac dong thuan chiéu dén tinh hiru ich cua thong tin. Nguoc lai, nhu cau
tim kiém thong tin khong cho thay anh huong dang ké dén tinh hiru ich cua thong tin. Y
dinh mua dugc quyét dinh béi viéc chap nhan thong tin, trong d6 tinh hitu ich ctia thong

tin 1a yéu t6 du bao cho su chip nhan théng tin.
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Mo hinh 1.4: M6 hinh nghién ctru ciia Choi - Meng Leong, Alexa Min - Wei Loi
va Steve Woon

c. “Establishing the Adoption of Electronic Word-of-Mouth through Consumer's

Perceived Credibility” cua Fan, Miao, Fang & Lin (2013)

Bai nghién ciru vé tac dong cia eWOM dén hanh vi mua hang qua su nhan thirc
tin nhiém cua ngudi tiéu dung cua 4 tac gia Fan, Miao, Fang & Lin da lam r0 vai tro cta
nhan thirc vé& do tin ciy trong qua trinh ra quyét dinh cta ngudi tiéu dung truc tuyén.
Két qua nghién ciru thuc nghiém cho thay nhan thic ctia nguoi tiéu dung vé do tin cay
cua eWOM co tac dong tich cuc dén viéc ho tiép nhan va st dung thong tin eWOM.
Bén canh d6, do tin cdy ctia ngudn thong tin, sé luong va chét lugng cia eWOM ciing
dugc ching minh 13 céc yéu té anh hudng dang ké dén nhan thirc vé do tin cdy cua

eWOM.

SVTH: Phiing Nguyén Thanh Théio 28



Khéa ludn tét nghiép GVHD: ThS. Ddng Thi¢n Tam

Ngubn théng tin
dang tin cay

$6 lrgng eWOM ‘ ]
Sir cam 1’:|..hant1.n cay Quyét dinh mua
doivoi eWOM

Chat hrong eWOM

Mo hinh 1.5: M6 hinh nghién ciru cia Fan, Miao, Fang & Lin
d. “Analyzing the impact of electronic word of mouth on purchase intention and
willingness to pay for tourism related products” cua Lizbeth Marie J. Lim (2016)

Cong trinh nghién ctru “Phén tich tac dong cua truyén miéng dién tir d6i voi
dinh mua hang va murc d6 sin sang chi tra cho san pham du lich” ciia J. Lim (2016) tap
trung xem xét moéi quan hé gitta eWOM va ¥ dinh mua hang, ciing nhu tac dong cia y
dinh mua dén sy sin 10ng chi tra cho cac san pham du lich tai thanh phd Puerto Princesa
(Philippines). Pdi tugng khao sat bao gom sinh vién dai hoc trong do tudi 21 - 25 va
nhan vién van phong, chuyén gia trong d6 tudi 26 - 35. Dit liéu duoc thu thap thong qua
bang hoi truc tiép va khao sat truc tuyén, duge phd bién qua cic nén tang mang xa hoi
nhu Facebook va Instagram.

Két qua nghién ctru chi ra rang cac yéu t6 cia eWOM, bao gdm s6 luong thong
tin, chat lugng thong tin va mitc d6 chuyén mén ctia nguoi chia sé tac dong tich cuc dén
¥ dinh mua hang cta khach du lich. Tuy nhién, mdi quan hé giita ¥ dinh mua va sy sin
long chi tra lai tic dong khong dang ké. Ngoai ra, khoang 72% ngudi tham gia khao sat
cho biét ho thuong xuyén doc va tham khao cac danh gia truc tuyén trude khi dua ra
quyét dinh. Tac gia cling thira nhan rang nghién ctru van con han ché khi chi tap trung

trong linh vuc du lich, nén kha ning khai quat hoa sang cac nganh khac con han ché.
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Mo hinh 1.6: M6 hinh nghién ciru cia Lizbeth Marie J. Lim
e. “eWOM via the TikTok application and its influence on the purchase intention of
Somethinc products” cua Indrawati, P.C Putri Yones & S. Muthaiyah (2023)

Nghién ctru “eWOM via the TikTok application and its influence on the purchase
intention of Somethinc products” (Indrawati, Putri Yones & Muthiayah, 2023) tap trung
phan tich cach truyén miéng dién tir trén TikTok dinh hinh y dinh mua sin pham
Somethinc tai Indonesia. Cac tac gia cho rang eWOM ngay cang trd thanh ngudn thong
tin quan trong trong linh viuc my pham tryc tuyén, khi nguoi tiéu dung thuong xuyén
dua vao danh gia va binh luan trén mang xa hoi dé duara quyét dinh mua sdm. V&i mirc
d6 pho bién va téc do lan truyén nhanh, TikTok duoc xem 13 nén tang phu hop dé khao
sat cach ngudi dung tiép nhan va phan hdi cac ndi dung danh gia san pham lam dep.

Trong nghién ctru nay, nhom tac gia md rong mo hinh tiép nhan thong tin bang
cach thém bién “sé luong thong tin” nham ting kha ning giai thich cho hanh vi tiép
nhan eWOM vé thuong hiéu Somethinc. Dir li¢u khao sat dugc thu thap tir 403 nguoi
dung TikTok thong qua bang héi tryc tuyén va dugc xir Iy bang SmartPLS theo phuong
phap mo hinh ciu tric tuyén tinh PLS-SEM. Cac két qua phan tich chi ra ring eWOM
cO anh huong tich cuc dén y dinh mua, va m6 hinh nghién ctru giai thich dugc 21,1%

su bién thién cua y dinh mua san pham.
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Mo hinh 1.7: Mo hinh nghién ciru cia Indrawati, P.C Putri Yones & S.
Muthaiyah

f. “Electronic word of mouth: The mode rating roles of product involvement and brand

image” cua C. Lin, Y. S. Wu & J. C. V. Chen (2013)

M6 hinh nghién ctru ctia nhém téc gia C. Lin, Y. S. Wu & J. C. V. Chen (2013)

tap trung phén tich cach thirc truyén miéng dién tir (¢eWOM) anh hudng dén ¥ dinh mua

hang ctia nguoi tiéu dung. D6i twong khao sat cia nghién ciru 1a nhimg ngudi ting tim

kiém ¥ kién hodc dénh gia qua Internet trude khi mua san pham. Két qua cho thay chét

luong eWOM, s6 luong eWOM va chuyén mon cia ngudi giri déu c6 tac dong tich cuc

dén y dinh mua hang. Quan trong hon, sy gin két san pham va hinh anh thuong hiéu c6

tac dong diéu tiét 1én mdi quan hé gitra eWOM va ¥ dinh mua.
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M6 hinh 1.8: M6 hinh nghién ciru cia C. Lin, Y. S. Wu va J. C. V. Chen
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g. “The Impact of Perceived e-WOM on Purchase Intention: The Mediating Role of
Corporate Image” cua Abdallah Q. Bataineh (2015)

Nghién ctru ndy nhim danh gia tac dong cta truyén miéng dién tir (e WOM) dbi
v6i ¥ dinh mua hang, dong thoi phén tich vai trd trung gian cua hinh anh doanh nghiép
trong mdi quan hé nay. Dbi twong khdo sat 1a hoc sinh trung hoc ¢6 hiéu biét va dang sir
dung it nhéat mot mang xa hoi nhu Facebook, Twitter, YouTube hoac Instagram. M6 hinh
nghién ctu dugc kiém dinh dya trén dit liéu thu thap tor 1000 bang hoi tai khu vuc
Amman. Két qua phan tich hdi quy boi cho thay chat luong, do tin ciy va sé luong
eWOM déu c6 tac dong tich cuc va cd ¥ nghia dén ¥ dinh mua hang. Pdng thoi, hinh
anh doanh nghiép dugc ching minh c6 vai tro trung gian héa mdi quan hé gitta eWOM
va y dinh mua.
)
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Mo hinh 1.9: M6 hinh nghién ciru cia Abdallah Q. Bataineh
h. “The Influence of Electronic Word of Mouth in Social Media on Consumers’ Purchase
Intention” cua Irem Erkan (2016)

Nghién cru ndy nhim danh gia anh huéng cia eWOM trén mang xa hoi dén y
dinh mua hang duoc thyc hién qua hai giai doan. Nghién ciru sir dung mé hinh 1y thuyét
IACM tich hop tir IAM va TRA duoc phat trién va kiém dinh bang SEM trén mau 384
nguodi dung mang xa hdi tai Anh. Két qua cho théy chét lugng, d6 tin cdy, tinh hitu ich,
murc dd chip nhédn thong tin, nhu cau théng tin va thai do d6i voi thong tin 1a cac yéu tb

chinh cia eWOM tac dong truc tiép va gian tiép dén ¥ dinh mua cua ngudi tiéu dung.
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Mo hinh 1.10: Mo hinh nghién ciru ctia Irem Erkan

i. “Predicting eWOMs Influence on Purchase Intention Based on Helpfulness,
Credibility, Information Quality and Professionalism” cua Chen, Y.L., Chang, C.L., &
Sung, A.Q. (2021)

Nghién ctru tap trung phan tich tac dong cua truyén miéng dién tir e WOM) dén
y dinh mua dya trén 04 khia canh: tinh hitru ich, dd tin cdy, chit lugng thong tin va tinh
chuyén mon cua ngudi danh gid. Nhom tac gia ung dung cac thuat todn loc déc trung va
phat trién mo hinh tong hop nham két hop két qua phén loai, huéng dén dy doan chinh
xac hon. Két qua thuc nghiém cho thdy mé hinh dya trén 04 yéu t6 néu trén c6 kha nang
giai thich hiéu qua muc d6 anh hudng ciia eWOM ddi véi ¥ dinh mua hang cia ngudi
ti€u dung.
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M6 hinh 1.11: M6 hinh nghién ctru cia Chen, Y.L., Chang, C.L., & Sung, A.Q.
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1.4.2.2. M6 hinh nghién cuu trong nuoc
a. “Nghién citu sw tdc ddng ciia truyén miéng dién tir (eWOM) dén quyét dinh mua sita
ciia ngueoi tiéu dimg tai Pa Nang” ciia Tran Thi Khanh Linh (2019)

Dé tai “Anh hudng cua truyén miéng dién tr dén quyét dinh mua sira ctia ngudi
tiéu ding” do Tran Thi Khanh Linh (2019) thyc hién di tap trung phén tich tic dong cua
eWOM dén hanh vi mua hang trong nganh hang tiéu dung nhanh. Nghién ctru duoc trién
khai tai thanh ph6 Pa Nang v6i 200 mau khao sat 1a ngudi tiéu dung ¢6 hanh vi mua va
str dung cac san pham sita.

Trong mo hinh nghién ctu, tic gia xem xét cac yéu t6 anh huong dén “Quyét
dinh mua hang” thong qua bién trung gian 13 “Su chap nhan eWOM”, bao gém céc thanh
phan 13 do tin ciy ctia ngudn thong tin, chat lwong eWOM, s6 lwong eWOM, kién thirc
trai nghiém cta nguoi tiéu ding. Cac gia thuyét duoc dit ra déu huéng dén mdi quan hé
tac dong tich cyc giita cac bién.

Két qua phan tich dinh luong cho thiy toan bo gia thuyét déu dugc chip nhan,
chting minh riang cac yéu t6 eWOM déu c6 anh huong tich cuc dén quyét dinh mua
hang. Pang chu ¥, kién thtc va trai nghiém ca nhan cta ngudi tiéu dung duoc xac dinh
la yéu t6 c6 tac dong manh nhat dén muc do tin cdy dugc cam nhan, tr d6 anh hudng

dén y dinh va hanh vi mua san pham.
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M&é hinh 1.12: Mé hinh nghién ciru ciia Tran Thi Khanh Linh
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b.“Tdc déng cua truyén miéng dién tir (eWOM) dén ¥ dinh mua hdng truc tuyén tai
TPHCM” ciia Tran Thanh Tii (2022)

Trong nam 2022, tic gia Tran Thanh TG d3 tién hanh nghién ctu tai TP. H6 Chi
Minh nhim 1am rd 4nh hudng cua truyén miéng dién tir (eWOM) dén y dinh mua hang
tryc tuyén ctia ngudi tiéu dung. Piém ndi bat ciia nghién ctu 1a sy két hop giita hai
khung 1y thuyét 12 mé hinh sy chap nhan thong tin (IAM) va mé hinh hanh vi c6 ké
hoach (TPB) dé hinh thanh mot mé hinh tong hop gdm 10 gia thuyét.

Dit lidu khdo sat duoc thu thap tir 300 ngudi tidu dung, sau d6 dugc xir Iy bang
m6 hinh phuong trinh cdu tric PLS-SEM thong qua phan mém SmartPLS 3.3.3. Trong
mo hinh, tac gia gia dinh cac mbi quan hé giita cac bién nhin chung mang tinh tich cuc,
trir hai moi quan hé c6 thé anh huong nguoc chiéu 1a gilta “Cam nhén rii ro” véi “Y
dinh mua hang” va “Cam nhéan rai ro” véi “Su chép nhan eWOM”.

Két qua phan tich cho thiy cac gia thuyét duoc kiém dinh déu duoc chip nhan,
ching minh rang truyén miéng dién tir ¢6 vai trd quan trong trong viéc dinh hinh y dinh
mua hang truc tuyén, du yéu td rai ro cam nhan van c6 thé 1am giam mirc do sin sang

ctia ngudi tiéu dung trong mét sd trudng hop.
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Mo hinh 1.13: M6 hinh nghién ciru ciia Tran Thanh Ta

c. “Tdc déng cia truyén miéng dién tir (eWOM) dén ¥ dinh mua hang truc tuyén cia thé
hé 7 tai Pa Nang” ciia Lé Van Diing, Vii Hupnh Mai Vi, Ha Anh Phwong (2023)
Nhom tac gid Lé Van Diing, Vii Huynh Mai Vi va Ha Anh Phuong da thuc hién

mot nghién ciru tai thanh ph Pa Nang, tap trung tim hiéu cach truyén miéng dién tir
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(eWOM) anh huéng dén ¥ dinh mua hang truc tuyén cta thé hé Z. Dir liéu nghién ctu
duogc thu thap bang ca hai hinh thirc khao sat tryc tuyén va tryc tiép, huéng dén ba nhom
d6i twong chinh gdm ngudi di 1am, sinh vién va hoc sinh. Téng cong c6 350 bang khao
sat hop 1¢ duoc st dung dé phan tich mdi quan hé giita cac bién bang mé hinh cau tric
SEM.

Két qua kiém dinh cho thiy tit ca cac gia thuyét déu dugc chip nhén, khing dinh
rr:ing chét lugng thong tin eWOM, muc do tin cay, kién thuc va kinh nghiém ca nhan,
cung véi sy quan tAm cua nguoi tiéu ding 1a nhitg yéu td then chét thic day su chip
nhan eWOM. Bén canh do6, su chép nhan eWOM duogc chung minh 1a c6 tac dong tich
cuc dén y dinh mua hang tryc tuyén, thong qua cac yéu té trung gian nhu thai d6 ddi véi

hanh vi, chuan chi quan va nhan thirc ki€ém soat hanh vi.

~

Chét lwong
eWOM ( . )
Thai d¢ doi véi
~ Hl hanh vi
Sw tin cdy eWOM (12 ~/ \ H8
. N
- ~ Su chép nhén Chuan mwe chu | m9 Y dinh mua ]
Kién thirc trai H3 eWOM quan hang truc tuyén
nghiém cua g
nguoi tiéu ding N/ HI0
H4 Nhan thire kiém
' A soat hanh vi
Su quan tam cua s ~/
nguoi tiéu dung

(. J/

Mo hinh 1.14: M6 hinh nghién ciru ctia Lé Van Diing, Vii Huynh Mai Vi, Ha Anh
Phuong

d. “Nghién ciru nhan t6 anh hudng t6i mirc dé sw chdp nhdn théng tin truyén miéng dién

tir trén cdc nén tang Marketing triec tuyén” ciia Nguyén Thi Thity Ha va Pham Thi Tuyét

(2022)

Bai nghién ctru vé tac dong clia cac nhan t ca nhan dén mic do chap nhan thong
tin truyén miéng dién tir trén cac nén tang Marketing truc tuyén ctia Nguyén Thi Thuy
Ha va Pham Thi Tuyét duoc thuc hi¢n thong qua khao sat 203 khach hang dang tuong
tac trén cic nén tang marketing truc tuyén, nham kham pha cac yéu t6 anh huéng dén

su chip nhén théng tin eWOM ctia ngudi tiéu dung.
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Dua trén viéc tich hop ba mé hinh 1y thuyét gdm ELM, TAM va IAM, nhom tac
gia da dé xuat mot mo hinh tong hop thé hién mdi quan hé giira cac nhén t6 chinh. Két
qua kiém dinh cho thiy chat luong thong tin va uy tin ngudn tin tac dong dén su chip
nhan thong tin théng qua tinh hitu ich cua thong tin. Dic biét, s lugng thong tin duoc
xéc dinh 1 yéu t6 c6 anh hudng dong thoi dén chat lugng thong tin, tinh hitu ich va su
chép nhén théng tin.

Phan tich dir liéu cho thay chét luong thong tin dong vai trd ndi bat nhat, cé tac
d6ng manh mé dén tinh hitu ich ctia thong tin, tir d6 thiic ddy nguoi tiéu ding chap nhan

thong tin eWOM trén cac nén tang truc tuyén.

H4

S6 lugng théng tin

H3 Ho6

Chét lrrong théng tin

Hi1

Tinh hiru ich cua HS5 Su chdp nhan théng
théng tin tin

Uy tin théng tin

M6 hinh 1.15: Mé hinh nghién ciru ciia Nguyén Thi Thiy Ha va Pham Thi Tuyét
Phuong
e. “Tdc ddng cia truyén miéng truc tuyén dén y dinh mua hang ciia ngudi sir dung mang
xd héi” cuia Lé Minh Tri, Lé Tdan Nghiém (2018)

Téc gia Lé Minh Tri, Lé Tan Nghiém d4 thyc hién nghién ctru nham muc dich 1a
xéc dinh nhitng thao luin truc tuyén c6 anh hudng nhu thé nao dén ¥ dinh mua hang cua
nguoi tiéu dung. Dé dat dugc két qua nay, tac gia di dé xuat mo hinh nghién ciru dugc
phat trién dua trén sy két hop giita mo hinh chap nhan thong tin (IAM) va mé hinh Iy
thuyét hanh dong hop 1y (TRA). Két qua phan tich bang phwong phap SEM véi 355 mau
quan sat da chi ra thai do ddi vai thong tin, nhu cu thong tin, chét lugng thong tin, do
tin cdy thong tin, tinh hiru ich cta théng tin va sy chip nhan thong tin 13 nhiing yéu tb
chinh cia eWOM tac dong dén ¥ dinh mua hang cia nguoi tiéu ding. Nghién ctru ciing

dé xuat mot sé tmg dung trong thyc tién va nhimg hudng nghién ctru trong tuong lai.
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R
Chit lwong

théng tin
| —

——
Do tin cdy

théng tin
—

 EEEEEE——
Nhu ciu théng

Tinh hitu ich
cna thong tin

Y dinh mua
hang

Sw chép nhan
tin théng tin

—_—

Thai d6 d6i véi

théng tin

Chuén chu quan

d61 véi thong tin

Mo hinh 1.16: Mé hinh nghién ciru ciia Lé Minh Tri, Lé T4an Nghiém
£ “Tdc dong ciia truyén miéng dién tir (eWOM) dén y dinh mua san pham nwée hoa cia
nguoi tiéu ding tai Thanh phé Ho Chi Minh "ciia Ngé Thi Thu va Nguyén D6 Nguyén
(2020)

Bai nghién ctru ndy nham xac dinh cac yéu té anh huong dén ¥ dinh mua san
pham nuéc hoa ctia ngudi tidu dung tai Thanh phé H6 Chi Minh, xac dinh muc d6 anh
huong cua cac yéu t6 eWOM dén y dinh mua nudc hoa. Nghién ctru sir dung két hop
phuong phap nghién ctru dinh tinh va dinh luong. Do mé hinh nghién ctru ¢6 2 bién phu
thudc, vi vy, nghién ctru da 4p dung k¥ thuat phan tich duong dan (Path Analysis), 1a
mot dang mé rong cta hdi quy da bién va phan tich phuong sai (ANOVA) duoc sir dung
dé kiém dinh mo hinh va céac gia thuyét ciia mo hinh. Két qua nghién ctru cho thiy céc
yéu t6 nhu chat lugng thong tin, do tin cdy cua thong tin, nhu cu thong tin, thai do
huéng t6i thong tin c6 tac dong tich cuc dén tinh hitu ich cta thong tin; tinh hitu dung

ctia thong tin co tic dong tich cuc dén y dinh mua hang ctia ngudi tiéu dung.
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Chét lwong
thong tin

Do tin cdy eila Tinh heu ich YV dinh mua
théng tin cia thong tin

Nhu céu théng
tin

Thai d6 d61 véi

théng tin

M4 hinh 1.17: M6 hinh nghién ciru ctia Ngé Thi Thu va Nguyén P4 Nguyén
g. “Anh hwéng cia truyén miéng truc tuyén dén y dinh mua tour du lich nuée ngodi ciia
khéch hang & thanh phé Ho Chi Minh’ciia Nguyén M3 Hanh (2019)

Nghién ctru nay cua Nguyén My Hanh c¢6 muc tiéu chinh 13 xac dinh anh huéng,
tam quan trong cia eWOM dén y dinh mua tour du lich nudc ngoai cta khach hang &
thanh phé H6 Chi Minh. M6 hinh nghién ctru dugc dé xuét dua trén viée tong hop cac
nghién ctru trude day. Dir liéu duoc thu thip bing cach phat bang hoi cho khach hang,
s6 lugng mau chinh thire 14 321. Pdi tuong dugc khao sat 13 nhitng ngudi di timg doc
cac nhan xét/danh gid truc tuyén vé cac tour du lich nude ngoai. Két qua cia nghién ciru
chi ra rang chat lugng eWOM, chuyén mon ngudi giri eWOM, do tin cdy eWOM, tinh
hitu ich cia eWOM, s6 luong eWOM c¢6 tac dong cung chiéu dén ¥ dinh mua tour du

lich ctia khach hang.
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Chat hrong
eWOM

3

Do tin cay
eWOM

— S

N
Tinh hiru ich

cia eWOM
—

36 luong
eWOM

Chuyén mén

Y dinh mua tour du
lich mede ngoai

nguol gl

eWOM

M4 hinh 1.18: M6 hinh nghién ciru ciia Nguyén My Hanh
h. “Tac dong cua truyén miéng dién tu (eWOM) dén ¥ dinh chon truong dai hoc cua thé
hé z tai thanh pho H6 Chi Minh: trwong hop trén Facebook va Tiktok” ciia Nguyén
Quang Dinh (2023)

Nghién ctru ndy nham xac dinh cac yéu t6 cia eWOM tac dong dén ¥ dinh chon
truong Pai hoc cua thé hé Z qua khao sat 330 hoc sinh, sinh vién dang hoc tap tai cac
truong trung hoc phd thong va Pai hoc tai Thanh phd H6 Chi Minh. Nghién ciru di thira
ké va phat trién dugc 19 bién quan sat chinh thire dung dé do luong 05 yéu té: sy tin cdy
eWOM, sb luong eWOM, chat luong eWOM, chuyén mon nguoi giri va ¥ dinh trudng
Pai hoc. Két qua ca 04 yéu td tac dong tich cuc dén y dinh chon truong dai hoc cia thé
hé Z, trong d6 yéu t6 chuyén mén cta ngudi gui 13 yéu td c6 tac dong cung chiéu manh

nhét.
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Chat lugng
eWOM

Do tin cay
eWOM

Sé lwong
eWOM

Y dinh chon trong dai
hoc ciia thé hé gen Z

Chuyén mén
nguwdi g
eWOM

M6 hinh 1.19: M6 hinh nghién ciru ciia Nguyén Quang Pinh
i. “Téac ddng cua truyén miéng dién tir dén y dinh mua hang truc tuyén trong béi canh
dai dich Covid-19” cua Ng6 Thu Hoang (2022)

Nghién ctru ndy cho rang, ¥ dinh mua hang truc tuyén cta nguoi tiéu dung co
chiu tac dong ciia eWOM va ciing bi chi phdi bdi bdi canh dich bénh COVID - 19, gidn
cach, lo s¢ dich bénh. Nghién ctru sir dung 1y thuyét TPB, IAM va thu thap dir li¢u tir
nhimg nguoi tiéu ding mua hang truc tuyén (MHTT) dé phan tich. Két qua phan tich
SEM chira ré“mg 6 cac moi quan h¢ tich cyc tur su tin cdy, chat luong thong tin, chuyén
mén cua ngudi gui thong tin dén sy chip nhan eWOM; su chap nhan eWOM c6 anh
huong tryc tiép dén y dinh mua hang, dong thoi tac dong thong qua cac bién trung gian
thai do, chuan chu quan, nhan thirc kiém soat hanh vi. Nghién ctru da ching minh nhan
thirc kiém soat hanh vi c6 tac dong dén y dinh mua hang, tuy nhién, chua tim thiy tac
dong cuia thai dg va chuan chu quan dén y dinh mua hang; dai dich COVID - 19 ¢6 tac
dong diéu tiét mdi quan hé gitta sy chap nhan eWOM va y dinh mua hang cua nguoi

ti€u dung.
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Chuén cha
quan

——

Nhién thire
kiém soat

hanh vi

Y dinh mua

hang

Mo hinh 1.20: M0 hinh nghién ciru cia Ngo Thu Hoang

1.4.3. M6 hinh nghién ciru dé xuat va gia thuyét nghién ciru

Bing 1.1: Bing ma trin tong két

Nuwdc ngoai

Trong nudéc

Téng
a cldie|f|g alb|c|d|e|[f|g|h
Chit lwong
X X X X X| X XXX XXX X[ X 18
thong tin
Do tin cay
X X X X XXX XXX X[ X 16
thong tin
S6 lwong
X X X X| X X X X| X 9
thong tin
Tinh hiru ich
X X XX X[ X 8
cua eWOM
Chuyén mon
X X X| X 6
nguoi gui
Swlién két | X 1
Su phu hop .
cua thong tin
Nhu cau
X XX 5
thong tin
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Thai d¢ dbi

véi thong tin

Thai d¢ dbi

voi hanh vi

Kinh nghiém

Kieén thire
trai nghiém
cua nguoi

tiéu dung

Sw quan tim
cua nguoi

tiéu dung

Sw tin nhiém
doi voi san

phim

Tinh nhay
cam doi véi
tuwong tac ca

nhan

Rui ro cam

nhan

Chuén chi

quan

Nhan thirc
Kkiém soat

hanh vi

Kién thire

sidn ¢

Nguon: Tac gida (2025)
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Qua viéc tong hop cac mé hinh nghién ciru trong va ngoai nudc cing bang ma
tran tong két, c6 thé nhan thiy cac yéu t6 nhu chdt lirong théng tin, do tin cdy thong tin,
s6 lwong thong tin, tinh hitu ich cia thong tin va chuyén mon nguoi giri 1a nhimg thanh
phan eWOM dugc sir dung phd bién va c6 anh hudng 13 rét dén quyét dinh mua hang
trong nhiéu nghién ctru trudc. Nhu vay, trong nghién ciru ndy, mé hinh duoc dé xuat

nhu sau:

S6 lrong thong tin

Do tin cay thong tin

Quyét dinh mua

Chat lwong thong tin

Tinh hiru ich cua thong
tin

Chuyén mon nguoi gui

M6 hinh 1.21: M hinh dé xuét

*Chat hrong thong tin

Chat lugng thong tin dugc xem la muc do thuyét phuc cua cac luan diém duoc
thé hién trong mot thong diép (Bhattacherjee & Sanford, 2006). Theo Delone va McLean
(2003), chit lugng ctia eWOM phan anh gia tri ciia cac danh gia thong qua nhimg dic
trung nhu tinh chinh xac, tinh kip thoi, mic do lién quan va su déy du cua thong tin. M6
hinh ITAM do Sussman & Siegal (2003) dé xuat ciing cho thiy c6 mdi quan hé giira chit
lugng thong tin va mirc d¢ hiru ich ma ngudi dung cdm nhan. Céc nghién clru sau nay
(Erkan & Evans, 2016; Ru et al., 2021) tiép tuc khing dinh ring thong tin eWOM co
chét luong cao sé& tic dong tich cuc dén quyét dinh mua hang cta nguoi tiéu dung. Vi
khi nguoi tiéu dung nhan thay chat luong eWOM cang cao thi ho cang dé dua ra quyét
dinh mua hang hon. V4y nén trong bai nghién ctru nay du doan rang chit luong cua
nhiing thong tin eWOM trén mang x4 hoi sé& tac dong dén mirc quyét dinh mua cia nguoi
ti€u dung.

H1: Chat lugng thong tin anh hudng tich cuc dén quyét dinh mua san pham van

cong nghiép tai Cong ty CP An Phat Panel.
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*Pg tin cay thong tin

Do tin cdy thong tin duoc hiéu 12 mirc do nguoi nhan cam thay tin tudng vao
thong diép, phan anh nhitng dic diém tich cuc cua ngudi cung cip thong tin c6 kha ning
anh hudéng dén niém tin va sy tu tin cia ngudi nhan, tir 46 dan dén viéc chép nhan thong
tin (Cheong & Morrison, 2008). Theo Cheung et al. (2009), do tin cdy ctia nguén eWOM
13 mirc d6 ma ngudi tiéu dung cho rang moét danh gia hoic khuyén nghi 1a xac thuc,
trung thuc va dang tin cdy. Dabholkar (2006) ciing cho rang, trong giai doan dau khi
nguoi tiéu dung tim kiém thong tin tryc tuyén, do tin cdy ciia ngudn dong vai trd quan
trong trong viéc hinh thanh niém tin vao nodi dung dugc cung cép trén cac trang web.
Khi nguoi ti€u dung cdm nhan thong tin 1a dang tin cdy, ho c6 xu hudng danh gia thong
tin d6 hitu ich va muc d6 dua quyét dinh mua hang cao hon. Wathen & Burkell (2002)
cho rang d6 tin cdy ctia ngudn 13 yéu t6 nén tang trong qua trinh thuyét phuc, trong khi
nghién ctru ciia Awad & Ragowsky (2008) nhan manh rang day 1a yéu t6 c¢6 anh huéng
tryc tiép dén quyét dinh ctia ngudi tiéu dung. Hon nita, nhiéu cong trinh trudc day ciing
chi ra mdi quan hé tich cuc gitta d6 tin cdy ctia ngudn va quyét dinh mua ciia ngudi tiéu
dung (Erkan & Evans, 2016; Leong et al., 2022; Sussman & Siegal, 2003). Tur co so 1y
thuyét ctia mo hinh Sy chdp nhan thong tin (IAM) cung két qua cua cac nghién ciru
trudce, dé tai nay gia dinh rang do tin cdy ctia nguén eWOM c6 tac dong dang ké dén
quyét dinh mua hang.

H2: P9 tin cdy thong tin anh hudng tich cuc dén quyét dinh mua san pham véan
cong nghi¢p tai Cong ty CP An Phat Panel.

*S6 lwong thong tin

Theo Cheung & Thadani (2012), sé luong thong tin eWOM khong chi thé hién
mirc d6 pho bién cta san phidm ma con tac dong dén cach nguoi tiéu dung danh gia do
tin cdy cling nhu gia tri cia nhitng thong tin ho tiép nhan. Két qua nay duoc cung cb
trong nghién clru cia Kurniari & Septyanto (2024), khi hai tac gid da mo rdng mod hinh
Su chap nhan thong tin (IAM) bang cach tich hop yéu té “sé lugng” eWOM, qua d6 chi
ra rang muc do lan toa ctia thong tin c6 anh hudng dang ké dén ¥ dinh mua hang. Nghién
clru nay ciing nhan manh rang khi s6 lugng thong tin eWOM gia ting, nguoi tiéu dung
c6 xu hudng danh gia thong tin d6 hiru ich va dang tin cdy hon, tir d6 ciing ¢ niém tin

vao quyét dinh mua sam (Kurniari & Septyanto, 2024).
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Tuong ty, Chatterjee (2006) cho rang viée tiép can nhiéu danh gia truc tuyén giap
nguoi tiéu ding giam bét lo lang khi mua sam, béi ho cam nhan duge rang san pham da
dugc nhiéu ngudi st dung va danh gia, qua d6 ting sy yén tam ddi voi quyét dinh cua
minh. Ngoai ra, nghién ctru cia Chu & Kim (2011) ciing chi ra rang khi ngudi dung
mang xi hoi tiép xtic v6i lugng 16n thong tin eWOM, ho khong chi c6 xu hudng chap
nhan thong tin ma con tich cuc tham gia chia sé lai. Hai tac gia khang dinh rang tinh
hiru ich va mirc d6 day du cta thong tin 12 nhirng yéu t6 then chdt trong viée thuyét phuc
nguoi tiéu dung ra quyét dinh mua hang. Do d6, bai nghién ctru nay da dé xuét yéu t6
s6 luong thong tin dé thay rd hon vé mdi quan hé giita quyét dinh mua va s lugng thong
tin.

H3: S6 luong thong tin anh hudng tich cuc dén quyét dinh mua san pham van
cong nghi¢p tai Cong ty CP An Phat Panel.

*Tinh hiru ich ctia thong tin

Tinh hitu ich cta thong tin dwgc hiéu 1a mic d6 ma ngudi tiéu ding cam nhan
rang viéc tiép can cac danh gia hodc chia sé truc tuyén co thé gitip cai thién hiéu suat
mua siam cua ho (Cheung et al., 2008). Khi eWOM cung cip nhitng thong tin phu hop,
dé hiéu va c6 gia tri thuc tién, nguoi tiéu ding c6 xu huéng xt 1y thong tin nhanh hon,
giam bét sy khong chac chan va cam thy an tam hon khi lya chon san pham hodc dich
vu. Nghién ctru ctia Bailey va Pearson (1983) ciing cho rang thong tin hitu ich 13 thong
tin gitip nguoi dung ting hiéu suét trong viéc ra quyét dinh mua hang. Ngoai ra, nhiéu
nghién ctru khéac cling nhan manh vai tro quan trong ctia tinh hitu ich trong méi truong
tryc tuyén. Chang han, Sussman & Siegal (2003) cho rang tinh hitu ich 1a mot yéu t6
trung tAm trong mo hinh chip nhan thong tin (IAM), noi nguoi tiéu ding c6 xu hudng
chap nhan va st dung thong tin khi ho tin rang thong tin d6 mang lai loi ich thyc té. Dya
trén co sO ndy, nghién ctru dé xuat bién “Tinh hitu ich cta thong tin” dugc xem nhu mot
yéu td doc 1ap trong mo hinh, voi gia thuyét:

H4: Tinh hitu ich ciia thong tin anh huong tich cuc dén quyét dinh mua san pham
van cong nghiép tai Cong ty CP An Phat Panel.

*Chuyén mon ngudi giri

Alba & Hutchinson (1987) cho rang khach hang thuong dit niém tin vao céc

chuyén gia vi ho dugc xem la nhitng nguoi s¢ hiru kién thuc va hi€u bi€t chuyén sau
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trong mot linh vyc. Theo quan diém nay, chuyén mén dwgc hiéu nhu tap hop ning luc,
kinh nghi€ém, qua trinh dao tao va sy am hiéu tuong tan vé mot pham vi cu thé. Huang
& Cheung (2006) ciing mé ta chuyén mon 1a mutc do tinh théng va kha ning nim bat
van dé mot cach thiu dao. Cac nghién ctru sau d6, nhu cua Lin et al., (2013), chi ra rang
danh gia dén tir nhitng ngudi ¢6 trinh d6 chuyén moén thudng gay chil ¥ va tao stre thuyét
phuc manh hon so véi danh gia cia nguoi dung thong thuong. Do do, murc dd chuyén
mon ciia ngudi giri khong chi dinh hinh cach khach hang tiép nhan va chap nhén thong
tin, ma con gop phan thiic day quyét dinh mua ctia ho. Do d6, bai nghién ctru nay da dé
xudt gia thuyét nhu sau:

H5: Chuyén mon ngudi giri anh hudng tich cuc dén quyét dinh mua san pham

van cong nghiép tai Cong ty CP An Phat Panel.
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CHUONG 2 : THUC TRANG HOAT PONG THUC PAY TRUYEN MIENG
PIEN TU (EWOM) TAI CONG TY CP AN PHAT PANEL
2.1. Téng quan vé Cong ty CP An Phat Panel
2.1.1. Lich sir phat trién
2.1.1.1. Khdi quat chung vé Céng ty CP An Phdt Panel

/\3 AN PHAT

Wood - Working Materials

CONG TY CP AN PHAT PANEL
Hinh 2.1: Logo Cong ty CP An Phadt Panel

Tén doanh nghiép: Cong ty C6 phan An Phat Panel

Linh vuc hoat dong: Van cong nghi¢p

Néam thanh 1ap: 2020

Dai dién phép ly: Lé Van Hyu

Mai s6 thué: 0402052350

Dia chi: Puong sé 6B, Khu Cong Nghiép Hoa Khanh, P. Hoa Khanh Bic, Q. Lién
Chiéu, TP. Pa Ning

Hotline: 0769.414.999 - 0705.478.999

Website: anphatpanel.vn

Email: anphatpanel@gmail.com
2.1.1.2. Qua trinh hinh thanh va phat trién

Cong ty CP An Phat Panel 12 doanh nghiép hoat dong trong linh vuc san xuét van
cong nghiép, dic biét 1a cac dong san pham van phil bé mit cao cip. Trai qua qua trinh
hinh thanh va phat trién, An Phat Panel di ting budc khang dinh vi thé trén thi trudng
thong qua chién luoc dau tu bai ban vé cong nghé, nhan lyc va chit lvong san pham.

a. Giai doan khéi dau (2020 - 2021)

Cong ty duogc thanh 1ap vao nam 2020 véi tén goi Cong ty TNHH An Phat Panel,
dat nha may san xuét tai dudng s6 9, Khu cong nghiép Hoa Khanh. Day 1a giai doan dit
nén mong cho sy phat trién cua doanh nghiép, v6i viéc xay dung day chuyén san xuit
dau tién va bat dau tham gia thi trudng van cong nghiép. Sang nam 2021, cong ty chu

trong dau tu ha tang va cong nghé, hudng dén nang cao chét luong san pham va dinh vi
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thuong hiéu theo tiéu chuan van cong nghiép cao cip. Nhitng budc di nay thé hién tam
nhin dai han cta ban lanh dao trong viéc phét trién theo huéng hién dai va bén viing.

b. Giai doan mé rong va chuyén méon héa san xudt (2022 - 2023)

Nam 2022, cong ty tién hanh mé rong quy mé san xuét bang viéc chuyén nha
may sang duong sd 6B, khu cong nghiép Hoa Khanh. Viéc md rong nay khong chi gia
tang ning luc san xuit ma con giup cong ty cai thién quy trinh quan 1y va tdi vu chudi
cung ung.

Pén nam 2023, An Phat Panel chinh thirc chuyén d6i loai hinh hoat dong sang
Cong ty Co phan, danh dau budc phat trién quan trong trong mé hinh quan tri doanh
nghiép. Cuing nam, cong ty dau tu day chuyén san xuat van MDF pha Melamine véi hon
100 ma mau, da dang vé bé mit va mau mi, nham dap ung nhu cu ngdy cang cao cila
thi truong ndi that hién dai. Pay duoc xem 13 budce chuyén tir giai doan san xuét co ban
sang san xuat theo dinh hudng thiét ké va tham my, phu hop véi xu hudng tiéu dung
hién nay.

c. Giai doan da dang héa san pham va phat trién céng nghé (2024 - 2025)

Budc sang nam 2024, An Phat Panel tiép tuc chién luoc da dang hoa danh muc
san pham, khi phat trién dong van phu PET - vat liéu duoc wa chudng nho dic tinh bén
mau, bong dep va than thién véi moi truong. San pham nay gop phan mo rong tép khach
hang va nang cao strc canh tranh ctia doanh nghiép.

DPén nam 2025, cong ty dat muc ti€u mo rong dién tich nha may lén 6.000 m? va
dau tu day chuyén san xuat van Acrylic cao cp. Viéc mé rong quy mo khong chi ning
cao nang luc san xudt ma con thé hién chién luoc phat trién dai han, huodng dén viéc
cung cip cac san pham c6 gia tri gia ting cao, d4p tng tiéu chuan cua thi truong trong
nuéc va quic té.

Qua tirng giai doan, Cong ty C6 phan An Phat Panel d thé hién dinh huéng phat
trién rd rang, 1y chat lugng san pham va d6i méi cong nghé lam nén tang. Tir mot doanh
nghiép non tré méi thanh 1ap, An Phat Panel da nhanh chéng khang dinh dugc ning luc
san xudt, xay dung thuong hiéu va tao dau an trong nganh vt liéu noi that. Qu4 trinh
phat trién ciia cong ty cho thay su ning dong, thich (mg va tam nhin chién lugc trong
bdi canh canh tranh ngdy cang gay git ctia nganh cong nghiép vt liéu xay dung Viét

Nam.
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2.1.1.3. Tam nhin va sir ménh

a. Tam nhin

Cong ty CP An Phat Panel ra doi v6i khao khat cung cip nhirng san pham g
cong nghiép chat luvong, da dang, gia ca phai ching, giup khach hang ning cao hiéu sut
san xuat, tiét kiém vé thoi gian va chi phi. Vi xu thé str dung cac san pham hoa hop véi
thién nhién, than thién voi moi trudng va an toan cho suc khoe, dong gop gia tri khong
gian song cho xi hoi va nang tam noi that Viét.

b. St ménh

An Phat Panel hudng t6i muc tiéu phat trién tro thanh nha may hang dau san xuét
va cung cap nguyén vat liéu cho nganh hang noi that va xay dung s6 1 tai Viét Nam.
Bén canh do, An Phat Panel luon chu trong xay dung ddi ngili nhan su chuyén nghiép,
tan tAm va sang tao, coi con ngudi 1a yéu td cbt 18i trong hanh trinh phét trién. Cong ty
mong mudn khong chi tao ra gia tri cho khach hang va di tac, ma con gop phan xay
dung mot nganh cong nghiép ndi that Viét Nam hién dai, bén viing va co tam voc quéc
té.
2.1.2. Co ciu tb chirc

2.1.2.1. So dé co cdu t6 chirc

Pai héi déng

cb déng

v
Hbi déng quan Ban kiém
tri soat

A 4

Tong giam doc

cong ty

v v

Phong kinh Phong Phong san xut Phong ké toan
doanh Marketing )
‘ Y +
Phén xuong Phan xuong Phan xwdng
van gb van nhua Acrylic

Hinh 2.2: So d6 té chirc ciia Cong ty CP An Phdt Panel
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2.1.2.2. Chirc nang, nhiém vu cua cac phong ban

Trong bat ky doanh nghiép nao, viéc xac dinh rd chirc ning va nhiém vu cua timg
phong ban dong vai trd hét sitc quan trong nhim dam bao hoat dong quan 1y duoc thuc
hién hiéu qua va théng nhét. Mdi bo phan trong co cAu to chirc déu gilt mot vi tri, vai
trd va trach nhiém riéng, dong thoi c6 méi quan hé hd trg 13n nhau trong qua trinh thuc
hién muc ti€u chung ctia doanh nghiép. Dudi day la chirc nang va nhiém vu cu thé cua
tung phong ban trong cong ty An Phat Panel.

Phong kinh doanh 1a bd phan chu lyc trong hoat dong tao doanh thu cia cong ty.
Phong c6 chitc nang phat trién thi truong, tim kiém khach hang va thic day doanh sb
ban hang. Pong thoi, phong con chiu trach nhiém quan Iy hop dong, chinh sach gia va
dich vu khéach hang. Nhiém vu cu thé bao gém nghién ctru thi trudng, dé xuat chién luoc
kinh doanh phu hop, tim kiém va mé rong mang ludi khach hang 1a cac nha thau, cira
hang vat liéu xay dung va doanh nghiép san xuét ndi that. Bén canh do, phong thyc hién
dam phan gia ca, quan 1y hop dong, chiam soc khach hang, giai quyét khiéu nai va dinh
ky bao cao két qua kinh doanh, gitp ban 1anh dao kip thoi dua ra quyét dinh diéu hanh
phu hop.

Phong Marketing giit vai tro dinh vi va phat trién thuong hiéu An Phat Panel trén
thi truong. Phong ¢o chirc nang xay dung chién luge truyén thong, quang ba san pham
va trién khai cac hoat dong marketing. Cu thé, bod phan nay phu trach xay dung ké hoach
marketing tong thé, quan 1y cac kénh truyén théng nhu website, mang xa hoi, fanpage,
dong thoi trién khai cac chién dich quang ba san pham va nghién ctru xu hudng thi
truong. Ngoai ra, phong Marketing con chiu trach nhiém duy tri va nang cao hinh anh
thuong hi€u, ddm bao su nhan dién nhat quan va chuyén nghi¢p cia An Phat Panel trong
mat khach hang va doi tac.

Phong san xuét 1a don vi nong cét trong chudi hoat dong ciia cong ty, dam nhiém
chtrc ning van hanh nha may, kiém soat chét luong va ti wu quy trinh san xut. Phong
c6 nhiém vu lap ké hoach san xuét theo don hang, giam sat quy trinh san xuét cac loai
van coéng nghiép nhu MDF, Plywood, Melamine, ... dam bao chat lugng san pham dat
tiéu chuan. Pong thoi, phong chiu trach nhiém quan 1y nguyén vat liéu, kho bai, dé xuét
giai phép cai tién cong nghé, nang cao ning suat va dam bao an toan lao dong cho cong

nhén trong qué trinh san xuat.
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Phong tai chinh - ké toan déng vai tro trong tdm trong viéc quan 1y dong tién,
kiém soat chi phi va dam bao tuan thu cac quy dinh vé ké toan, thué. Phong c6 nhiém
vu lap ké hoach tai chinh, theo ddi cong ng khach hang va nha cung cép, thuc hién bao
cdo tai chinh va phan tich lgi nhuan dinh ky. Ngoai ra, phong con giam sat chi phi san
xuat, dam bao viéc ké khai thué, quyét toan va bao céo tai chinh duogc thuc hién ding
quy dinh, gbp phan dam bao tinh minh bach va hiéu qua tai chinh cho doanh nghiép.

Céc phong ban trong co cau t6 chiic cia An Phét Panel ¢c6 mébi quan hé hd tro va
phéi hop chit ché véi nhau. Moi b phan déu thuc hién tét vai trd chuyén mon cua minh,
g6p phan vao muyc tiéu chung 1 nang cao chit luong san pham, mé rong thi trudng va
khéng dinh vi thé thuong hiéu An Phat Panel trén thi truong vat li€u van cong nghiép
Viét Nam.

2.1.3. Tinh hinh cac yéu t6 ngudn lyc ciia Cong ty CP An Phit Panel
2.1.3.1. Tinh hinh co s6 vt chdt

Bing 2.1: Danh sdch cdc trang thiét bi tai Cong ty CP An Phdt Panel

(PVT: dong)
Gia tri sw
STT Tén tai sdn Nguyén gia Gia tri con lai
dung
May ¢ép thuy luc HD
1 840.000.000 294.000.000 546.000.000
12588
2 | Xenang Hb 1500 384.259.259 0 384.259.259
3 | Xe KIA theo HD 2092 336.181.818 144.077.940 192.103.878
4 | Xe KIA theo HD 3649 434.628.727 51.741.520 382.887.207
4 | Xe nang HELI 171.716.667 71.548.620 100.168.047
5 | Xe nang HANGCHA 311.111.111 86.419.760 224.691.351
May ép thuy lyc nhap
6 b 2.217.222.222 | 197.086.416 | 2.020.135.086
au

(Nguén: Phong ké todn)

Cin clr vao bang s lidu trén c6 thé thiy rang hé thong co s& vat chit va trang

thiét bi k¥ thuat ctia Cong ty C6 phan An Phét Panel duoc dau tu trong doi dong bo,
dap tmg tot cho hoat dong san xuét va kinh doanh. V& co ciu tai san, phan 16n thiét b

tap trung vao may ép thiy luc va cac loai xe ning, xe van chuyén, ddy déu la nhiing
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phuong tién phuc vu truc tiép cho qua trinh ép tAm panel, bdc xép va van chuyén hang
hoa trong nha xudng.

Cu thé, may ép thuy luc HD 12588 13 mot trong nhitng tai san chi luc, c6 nguyén
gia 840.000.000 dong, gia tri str dung 294.000.000 ddng va gia tri con lai 546.000.000
d6ng, cho thay thiét bi van con méi va hiéu qua khai thac cao. Pang chu ¥, may ép thuy
Iire nhép khiu c6 nguyén gia 16n nhét trong danh muc, dat 2.217.222.222 déng, véi gia
tri con lai 2.020.135.086 ddng cho thdy day la thiét bi hién dai, méi dugc dau tu gin
day, gop phan quan trong trong viéc nang cao nang sut va chat lugng san pham.

Nhém xe nang gom HD 1500, HELI va HANGCHA c6 gia tri con lai 1an luot 1a
384.259.259 dong, 100.168.047 dong va 224.691.351 dong, chiém ty trong twong doi
trong tong gia tri tai san cd dinh. Piéu nay cho thay cong ty chu trong dau tu vao khau
van chuyén va boc xép, gitp tdi wu hoa quy trinh san xuat. Tuy nhién, xe nang HELI ¢6
gia tri con lai thap (chi con khoang 100 triéu dong), thé hién tinh trang hao mon cao va
can duoc xem xét bao dudng hoic thay thé trong thdi gian t6i. Bén canh d6, hai phuong
tién van chuyén xe KIA theo HP 2092 va HD 3649 c6 gia tri con lai lan luot 1a
192.103.878 dong va 382.887.207 dong, van dam bao kha ning van hanh 6n dinh, phu
hop phuc vu nhu cau di chuyén va giao nhan hang hoéa.

Tong thé, co so vat chat cia An Phat Panel hién dang & tinh trang t6t, dam bao
duy tri hoat dong san xuit 6n dinh trong ngin han va trung han. Tuy nhién, mot sd tai
san c6 gia tri str dung thap hodc di khau hao cao can dugc dua vao ké hoach dau tu thay
thé, nang cdp hoic bao dudng dinh ky, nham kéo dai tudi tho thiét bi, han ché chi phi
sira chira phat sinh, d6ng thoi dap (mg nhu cdu mo rong quy mo san xuat trong nhing

nam toi.
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2.1.3.2. Tinh hinh nguon nhan lyec
Bdang 2.2: Tinh hinh lao dong tai Cong ty CP An Phadt Panel giai doan

2022 - 2024
So sanh
Nam 2022 Nam 2023 Nam 2024
2023/2022 2024/2023
Nguoi | Tylé | Nguoi | Ty 1€ | Nguoi | Ty 1€ | Chénh Toc do | Chénh Tdc
CHI TIEU (%) (%) (%) | léch | tang léch do
(+/-) | trudng (+/-) tang
(%) truong
(%)
Tﬁng 0
42 100 58 100 70 100 +16 +38,1 +12 +20,7
lao dong
Phén theo gidi tinh
Nir 28 66,7 38 65,5 45 64,3 +10 +35,7 +7 +18,4
Nam 14 33,3 20 34,5 25 35,7 +6 +42.8 +5 +25
Phin theo dd tudi
Duwdi 40
; 34 81 47 81 55 78,6 +13 +38,2 +8 +17
tuoi
40 - 50
i 6 14,3 8 13,8 11 15,7 +2 +33,3 +3 +37,5
tuoi
Trén 50
i 2 4,7 3 5,2 4 5,7 +1 +50 +1 +33,3
tuoi
Phén theo trinh do
Pai hoc 10 23,8 15 25,9 18 25,7 +5 +50 +3 +20

Cao déng | 20 47,6 30 | 51,7 37 52,8 | +10 +50 +7 | 4233

Pho thong 12 28,6 13 22,4 15 21,5 +1 +8.,3 +2 +15,4

(Nguon: Phong ké todn)

Qua bang s6 liéu co thé théy, luc lugng lao dong cia Cong ty CP An Phat Panel

tang déu qua cac nam tir 2022 dén 2024. Cu thé, s6 lugng nhan vién ting tir 42 nguoi
nam 2022 1én 58 ngudi ndm 2023, twong Ung ting 38,1%, va tiép tuc ting 1én 70 ngudi

nam 2024, v&i muc ting truong 20,7% so voi nam trude. S6 lidu cho thiy cong ty dang
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phat trién manh vé quy mo san xuat va hoat dong kinh doanh, do1 héi nhu cau nhan luc
ngay cang cao.

40
35

30

25

20

1

1 I
- B

2022 2023 2024

v O un

H Dai hoc M Cao déng

Biéu dé 2.1: Co ciu nhéin sw theo gii tinh
Xét theo gidi tinh, lao dong nit van chiém ty 18 cao hon, dao dong quanh muc 64
- 67% trong ba nam. S6 lugng lao dong nit tang tir 28 ngudi 1én 45 ngudi, toc do ting
1an luot 35,7% (nam 2023) va 18,4% (ndm 2024). Trong khi d0, lao dong nam tuy chiém
ty 1€ nho hon nhung tang nhanh hon, v4i muc tang 42,8% (nam 2023) va 25% (nam
2024). Qua d6 co thé thay rang cong ty dang ting cudng tuyén thém lao déng nam cho
cac vi tri k¥ thuat va san xuat, ddp tng yéu cau van hanh may moc, thiét bi tai nha may.

40
35
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20

15

| I
- B

2022 2023 2024

vl O

® Dai hoc M Cao déng Phé théng

Biéu d6 2.2: Co cdu nhan sw theo d tuoi
Vé 6 tudi, phan 16n lao dong ctia cong ty 13 ngudi tré, dudi 40 tudi. Nhom nay
chiém ty 1& cao nhét, khoang 78 - 81%, va van ting déu qua tirg nam, toc do ting 38,2%
(nam 2023) va 17% (nam 2024). Cac nhom tir 40 - 50 tudi va trén 50 tudi chiém ty trong

nho hon, song van c6 su ting trudong nhat dinh (33 - 50%), cho thdy cong ty van duy tri
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mot luong nhan sy ¢ kinh nghiém lau nam dé ho trg cong tac quan 1y va dao tao nhan
vién moi.
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Biéu d6 2.3: Co cdu nhan sw theo trinh d¢

Néu xét theo trinh d6 chuyén mon, da s6 nguoi lao dong ciia An Phat Panel co
trinh d6 cao d'flng va dai hoc, chiém gﬁn 80% téng s6 nhan sy nam 2024. Trong do, nhém
cao dang ting manh nhét, tir 20 1én 37 nguoi, twong tng toc d6 ting 50% nam 2023 va
23.3% nam 2024, phan anh xu huéng tuyén dung nhan vién k¥ thuat c6 tay nghé va
dugc dao tao bai ban. Nhém co trinh dg dai hoc cling tang on dinh, thé hién nd lyc caa
cong ty trong viéc nang cao chat lugng doi ngii nhan sy. Riéng nhom pho thong co tang
nhe, pht hop vé6i dic thu nganh san xuét, noi van can mot phan lao dong c6 tay nghé
thuc hanh.

Tong két lai, giai doan 2022 - 2024 cho thay An Phat Panel dang c6 su phat trién
tich cuc vé ca quy md 14n chat lugng ngudn nhén luc. Doi ngii lao dong ngay cang tré,
nang dong va cé trinh @6 chuyén mon cao hon. Pay 1a yéu té quan trong gitip cong ty
nang cao ning suat, cai thién chat luong san pham va ting sirc canh tranh trén thj truong

vat liéu xay dung hién nay.
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2.1.3.3. Tinh hinh svr dung von

Bdng 2.3: Bing cin d6i ké todn ciia Cong ty CP An Phdt Panel giai doan

2022 - 2024
DVT: dong)
TOC PQ TANG
CHI TIEU Niim 2022 Niim 2023 Niim 2024 TRUONG %
2023/2022 | 2024/2023
TAI SAN
A. TAI SAN NGAN HAN | 12.201.630.275 | 26.266.261.734 | 25.837.606.137 | 115.2685 | -1.63196
1.Tién va cac khoan tuong
N 3.626.189.704 | 14.390.688.992 | 7.995.410.711 | 296.8543 | -44.4404
duong tién
2. Pau tu tai chinh ngin
0 0 0 0 0
han
3. Céc khoan phai thu ngan
. 2.539.760.033 |  5.876.693.837 | 7.556.532.742 | 131.3878 | 28.58476
an
4. Hang ton kho 4.940.820.548 |  5.577.729.673 | 9.642.633.043 | 12.89076 | 72.87738
5. TS ngén han khac 1.094.859.990 421.149.232 643.029.641 -61.534 | 52.68451
B. TAI SAN DAI HAN 3.457.720.902 | 3.850.245.548 | 4.924.976.225 | 11.35212| 27.9133
1. TS ¢b dinh 3.457.720.902 | 3.850.245.548 | 4.924.976.225 | 11.35212| 27.9133
2. Pau tu tai chinh dai han 0 0 0 0 0
3. TS dai han khac 0 0 0 0 0
TONG TAI SAN 15.659.351.177 | 30.116.507.282 | 30.762.582.362 | 92.32283 | 2.145252
NGUON VON
A.NO PHAI TRA 6.220.988.209 | 5.927.774.644 | 6.315.439.104 -4.7133 | 6.539798
1.No ngén han 1.257.479.904 |  1.424.415.542 | 4.392.000.299 | 13.27541 | 208.337
2.No dai han 4.963.508.305 | 4.503.359.102 | 1.923.438.805 -9.27064 | -57.2888
B.VON CHU SO HOU 9.438.362.968 | 24.188.732.638 | 24.447.143.258 |  156.281 1.06831
TONG NGUON VON 15.659.351.177 | 30.116.507.282 | 30.762.582.362 | 92.32283 | 2.145252

(Nguon: Phong ké todn)
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Téng tai san ctia Coéng ty CP An Phat Panel c6 xu hudng ting manh trong giai
doan 2022 - 2024, phan anh sy m& rong quy md san xuat va dau tu ctia doanh nghiép.
Cu thé, tong tai san nam 2023 dat 30,12 ty dong, ting 92,32% so v&i nam 2022, chi yéu
do su gia ting dang ké cua tai san ngin han, bao gdm tién, cic khoan phai thu va hang
t6n kho. Nguyén nhin cua su ting trudng nay xuat phat tir viéc cong ty mé rong quy md
hoat dong, dau tu vao day chuyén san xut, tr dong hoa nhiéu hon dé nang cao hiéu qua,
dong thoi ddy manh chinh sach ban hang linh hoat, cho phép khach hang thanh toan
cham din dén khoan phai thu ngan han ting manh, trong khi lugng hang tén kho ciing
dugc duy tri & mtc cao nham dam bao ngudn cung 6n dinh cho cac don hang 16n.

Tuy nhién, budc sang nam 2024, tong tai san chi ting nhe 2,15%, cho thiy cong
ty da chuyén tir giai doan ting trudéng nhanh sang giai doan 6n dinh va tai co cau vén.
Thi trudong vat ligu xay dung va noi thét trong ndm nay chiu anh hudéng cua sy chirng lai
trong nganh bat dong san, khién nhu cau tiéu thy giam. Do d6, An Phat Panel chil dong
han ché mo rong dau tu, tip trung toi wu hiéu qua sir dung von va quan tri dong tién,
dong thoi giam luong tién mat du thira dé tranh chi phi co hoi. Viéc tai san ngan han
giam 1,63% trong nim 2024 phan anh chién luoc kiém soét ton kho, rat ngin chu ky
thu hoi vn va giam rii ro & dong hang héa. Nguoc lai, tai san dai han van tang déu qua
hai nam, cho thdy cong ty van duy tri dinh hudng dau tu dai han, dic biét 1a dau tu thém
may moc, thiét bj va mo rong dién tich nha xudng, nham nang cao nang lyc san Xuat va
chat lugng san pham trong nhitng nam t4i.

V& ngudn von, tong ngudn vén ting twong tng véi tong tai san, dam bao nguyén
tac can doi ké toan. Ng phai tra nam 2023 giam nhe 4,71% so véi nam trudc, nguyén
dan chu yéu do doanh nghiép di ting manh von chu sé hitu thong qua bd sung von gop
va loi nhuan giit lai sau khi chuyén d6i sang mo hinh cong ty c6 phan. Viéc ting von
chu sé hitu gitip cong ty giam phy thudce vao ngudn von vay, qua d6 giam chi phi 13i vay
va riii ro tai chinh. Tuy nhién, sang nim 2024, ng phai tra ting 6,54%, trong d6 no ngan
han tang dot bién 208,33%, phéan anh nhu cau von luu dong cao hon trong bdi canh chi
phi dau vao ting manh. Nguyén nhan 13 do gia nguyén vt liéu san xuat bién dong theo
gia dau do tinh hinh chién tranh giit Nga va Ukraine, ddn dén viéc cong ty phai ting du

trit nguyén liéu dé tranh rui ro gia ting tiép. Bén canh do, thoi gian thu hdi cong no tir

SVTH: Phiing Nguyén Thanh Théio 58



Khéa ludn tét nghiép GVHD: ThS. Ddng Thi¢n Tam

khach hang kéo dai do strc mua thi trudng suy giam ciing khién cong ty can ting vay
ngan han dé dam bao thanh khoan.

Nguoc lai, ng dai han cta cong ty giam lién tuc qua ba nam, tir 4,96 ty dong nim
2022 xubng con 1,92 ty dong nam 2024, twong Gmg mirc giam hon 57%. Nguyén nhan
1a do doanh nghiép da tra dan cac khoan vay dau tu may moc, thiét bj va nha xudng
trong giai doan dau thanh 1ap, dong thoi chua phat sinh thém khoan vay dai han mdi,
cho thdy kha niang kiém soat tot nghia vu tai chinh dai han. Viéc giam dan ng dai han
giip cong ty ting tinh ty chil vé tai chinh, giam ganh nang tra 13i va cai thién ty 1 an
toan von.

Nhin chung, co ciu tai chinh ctia Cong ty C6 phan An Phat Panel trong giai doan
2022 - 2024 thé hién xu hudng chuyén dich tich cuc. No dai han dugc kiém soat chit
ché&, mic du no ngin han ting cao trong nam 2024, song day chu yéu 1a ngudn vén luu
dong phuc vu hoat dong san xuat va kinh doanh, khong mang tinh dau tu rui ro. Tuy
nhién, doanh nghiép can chi trong hon dén quan tri dong tién va kha ning thanh toan
ngén han, dac biét trong bdi canh thi truong co nhiéu bién dong, nham dam bao tinh bén
vitng va 6n dinh tai chinh trong nhirg nam tiép theo.
2.1.4. Tinh hinh hoat dong kinh doanh ctia Cong ty CP An Phat Panel
2.1.4.1. Co cdu san pham

Trong bdi canh nhu cu vé vat liéu ndi that ngdy cang da dang va yéu ciu thim
my, chat lugng ngdy cang cao, Cong ty CP An Phat Panel di khong ngimg doi mai,
nghién ctru va phat trién nhiéu dong san phim van cong nghiép tién tién nham dap tng
xu hudng thiét ké hién nay. Cac san pham cua cong ty duoc san xuat trén day chuyén
cong nghé hién dai, dam bdo tinh déng nhat, dd bén va kha nang thich ung cao trong
nhiéu khong gian ndi that. Dudi day 1a mot s6 dong san pham tiéu biéu dang dugc cong

ty cung cap ra thi truong:

SVTH: Phiing Nguyén Thanh Théio 59



Khéa ludn tét nghiép

GVHD: ThS. Ddng Thi¢n Tam

STT | Tén san phim Pic diém Gia thanh
Dong san pham cao cip, bén, dep, dé
, _ thi céng, chiu nhiét, chéng am va tray ,
1 Tam Laminate ' _ 350.000 (d/tam)
xudc, mang lai khong gian sang trong,
hién dai.
Bé mat phing, sang bong, chéng am
Tam MDF phui | tot, han ché cong vénh, da dang mau ,
2 ) . Lo _ | 300.000 (d/tam)
Melamine sac, phu hop vdi nhiéu khong gian ndi
thét.
, Ciing cap, bén, chong tray xudc, dé
Tam Plywood o . . .
3 _ lau chui, chiu lyc tot, mau sac phong 600.000 (d/tam)
phu Melamine _
phu, gid hop ly.
; Chéng nude, am, mdi mot, trong
Tam nhya phu . . .
4 ) lugng nhe, dé thi cong, thdm m¥ cao, | 250.000 (d/tam)
Melamine ,
da dang mau sac.
Go lang cao cap, bé mit phang min,
, chéng méc, khong phan tng véi son ,
5 Tam Veneer , , 500.000 (d/tam)
PU, NC, UV, dat chuan chat lugng
cao.
Bé mat bong guong, bén nhiét, dé vé
A . . . N . 1.800.000
6 Tam Acrylic sinh, chong tray nhe, mau sac phong ,
o . (d/tam)
phu, phu hop ndi that hién dai.
, Chéng am, tray, dé lau chui, bé mat
Tam PVC phu N _ .
7 PET bong, van gob sang trong, gia canh 200.000 (d/tam)
tranh, phu hop khu vuc am.
8 | Nep chi dén canh | Nep chi gitip hoan thién noi that 100.000(d/thanh)
keo nong chay két dinh cao, gia ré hon
9 Keo nong chay , 60.000 (d/kg)
20%, c6 mau walnut va trang.
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Bing 2.4: Doanh thu tiéu thu sin phdim tai Céng ty CP An Phdt Panel
giai doan 2022 — 2024

DVT: dong)
Téc dd Téc dd
tan tan
Danh muc 8 8
STT . Nam 2022 Nam 2023 Nam 2024 trudéng trudéng
san pham
(o) (%)
2023/2022 | 2024/2023
Véan MDF
1 | phu 4.200.000.000 9.850.000.000 | 10.320.000.000 134.5 4.8
Melamine
Vén
2 3.450.000.000 6.950.000.000 7.210.000.000 101.4 3.7
Laminate
3 | VanAcrylic | 2.120.000.000 | 4.320.000.000 4.550.000.000 103.8 53
4 | Vén Veneer 890.000.000 2.050.000.000 2.240.000.000 130.3 9.3
Plywood
5 | phu 1.050.000.000 2.460.000.000 2.610.000.000 134.3 6.1
Melamine
Nhua phu
6 1.030.000.000 1.980.000.000 2.050.000.000 92.2 3.5
Melamine
PVC phu
7 870.000.000 1.450.000.000 1.520.000.000 66.7 4.8
PET
Phu kién
8 | (ngp chi,keo | 354.929.053 410.755.407 655.777.990 15.7 59.6
nong chay)
Tong cong 13.964.929.053 | 29.470.755.407 | 30.155.777.990 111 23

(Nguon: Phong ké todn)

Qua bang s6 lidu cho thay, doanh thu ciia hau hét cic dong san pham déu tang

qua cac nam, thé hién sy mé rong quy mo va hi¢u qua kinh doanh ngay cang duogc cai

thién. Tong doanh thu nam 2023 dat 29,47 ty dong, ting hon 111% so véi nam 2022 va
niam 2024 dat 30,15 ty dong, ting nhe 2,3% so voi ndm 2023.

Trong co cau doanh thu, van MDF phii Melamine 1 san pham chu lyc, chiém ty

trong cao nhat va c6 muc tang 6n dinh nhd nhu cau 16n tir cac doanh nghiép san xuat
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nodi that va nha thau xay dung. Van Laminate va Acrylic ciing ghi nhan muc ting truéng

manh, di€u nay phan anh xu hudéng nguoi ti€u dung uvu tién cac vat lieu c6 tinh tham my

cao, bén va dé thi cong. Bén canh dé, cac san pham nhu Veneer, Plywood phu Melamine

va nhya phu Melamine déu ting doanh thu dang ké, cho thiy cong ty da khai thac hiéu

qua phan khiic trung cap, dap ing da dang nhu cau cua thi truong. Pang chd ¥, phu kién

(nep chi, keo néng chay) tuy chiém ty trong nho nhung cé muc ting 59,6% nim 2024,

thé hién cong ty da tan dung tét nhom san pham phu trg dé gia ting doanh thu.

2.1.4.2. Két qud hoat déng kinh doanh
Bing 2.5: Bdo cdo két qud hoat dpng kinh doanh ciia Céng ty CP An Phit
Panel giai doan 2022 — 2024

(PVT: dong)

Téc dd Téc dd
tang tang
Chi tiéu Nam 2022 Nam 2023 Nam 2024 truéng truéng
(%) (%)
2023/2022 | 2024/2023
1. Tong doanh
" 16.397.764.714 | 29.476.665.881 | 32.088.513.616 79,8% 8,9%
thu
2. Tong chi
iy 16.812.901.025 | 28.736.403.620 | 31.801.540.096 70,2% 10,7%
phi
3. Logi nhuan Chuyén tir
) (415.136.311) 740.262.261 286.973.520 N ' -61,2%
sau thue 16 sang 1ai

(Nguon: Phong ké todn)
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Bidu dé 2.4: Biéu do6 thé hién két quad hoat dong kinh doanh ciia Cong ty
CP An Phat Panel giai doan 2022 - 2024

Theo bao cao két qua hoat dong kinh doanh, trong giai doan 2022 - 2024, doanh
thu ctia An Phat Panel c¢6 xu huéng ting trudng, tuy nhién muc ting khong dong déu
qua cac nam. Nam 2023, tong doanh thu dat 29,47 ty dong, ting gan 80% so v&i nim
2022. Két qua nay chu yéu nho thi truong vat liéu noi that va xay dung phuc hdi manh
sau dai dich COVID-19, cung véi vi¢e cong ty mé rong danh muc san phém nhu MDF
pht Melamine, Laminate va Acrylic, ddy 1a nhitng dong san pham c6 nhu ciu cao trén
thi truong. Ngoai ra, An Phat Panel ciing ddy manh hoat dong Marketing va truyén thong
tryc tuyén, dic biét 1a qua cac nén tang Facebook, TikTok va Website gitp thuong hiéu
dugc nhan di¢n rong rai hon va thu hat thém nhiéu khach hang doanh nghiép san Xuét
ndi that - nhém chiém ty trong doanh thu 16n nhat. Budc sang nim 2024, doanh thu van
duy tri da tang nhung téc do chi dat 8,9%, thap hon dang ké so v6i nam trudc. Nguyén
nhan 1a do thi truong bat dong san chitng lai, kéo theo nhu cau vat liéu xay dung va ndi
that giam. Bén canh d6, canh tranh giira cic doanh nghiép trong nganh ciing trd nén gay
git hon, budc cong ty phai giir gia ban 6n dinh dé duy tri khach hang, khién doanh thu
tang cham va bién loi nhudn bi thu hep.

Ngoai ra, co thé thiy tong chi phi cua cong ty ting twong tng voi quy mod doanh
thu, tuy nhién téc d6 ting chi phi nim 2024 (10,7%) cao hon téc d6 ting doanh thu
(8,9%) cho thay hiéu qua st dung chi phi ctia doanh nghiép chua cao. Nguyén nhan chu
yéu 1a do gia nguyén vat liéu dau vao ting, dic biét 1a bot gd, keo dan va 16p phu

Melamine do chiu anh huéng tir bién dong gia dau va chi phi van chuyén qubc té. Bén
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canh d6, chi phi ban hang va chi phi khéac cling ting vi cong ty mé rong hoat dong tiép
thi, quang ba san pham va du trit hang hoa nhiéu hon dé dép tmg cac don hang 1on.
2.2. Phén tich hoat dong thic diy truyén miéng dién tir ¢eWOM) tai Cong ty CP
An Phat Panel
2.2.1. Céc kénh truyén miéng dién tir ctia Cong ty CP An Phat Panel
2.2.1.1. Mang xa hoi

a. Facebook

Theo thong ké tir Meta Business Suite vé trang Facebook chinh thirc ciia An Phat
Panel, tinh tr ngay 1/1/2025 dén gitra thang 10/2025, trang da dat hon 1,09 tri¢u luot
xem ndi dung, voi 1.480 luot twong tac, bao g@)m 1.347 luot cam xtc, 72 binh luan va
61 luot chia sé. Pang chu y, 95,1% luong tiép can dén tir quang céo, cho thiy doanh
nghiép di dau tu dang ké vao hoat dong quang ba nham mé rong tép ngudi tiép can méi
va lan téa hinh anh thuong hiéu dén nhiéu khach hang hon. Mtic d6 phan héi tich cuc
tir ngudi dung, dic biét & nhom chua theo ddi trang (chiém 98,4% tong luot xem), ching
td ndi dung cua cong ty co strc thu hit va kha nang tao hi¢u tng lan toa cao, khong chi
gi61 han trong pham vi khach hang hién hiru.

Sé liéu chia nho vé luct xem @ Tay chinh: 1 Thang 1~ 13 Thang 10 »

1.093.386 ’ 5.176 + 501% 811 1 6.138%

Luot xem @ Luct xem trong i thiéu 3 giay @ Lugt xem trong t5i thiéu 1 phut €

=, M

1 Thang 1 18 Théng 2 7 Thang 4 25 Thang 5 12 Thang 7 29 Théng 8

Lugt xem theo loai néi dung Lugt xem theo ngudi theo déi so véi ngudi Theo tu nhién va quang cao
chua theo doéi
® Ngui theo ® Ngusi ¢
Nhigu anh
79.1% 7 =
Anh
— 10.4%
Thudc phim
— 10.2% 95.1%  4.9%
98.4% 1.6% Quéng céo ® ® Tu nhién

Hinh 2.3: S6 liéu vé lwot xem bai ding trén Facebook ciia Céng ty CP An
Phat Panel
Vé loai noi dung, cac bai dang dang album va hinh anh chiém hon 79% téng luot
xem, vuot troi so véi video (khoang 10%). Diéu niy phan anh thoi quen tiép nhan thong
tin ctia khach hang muc tiéu trong nganh ndi that thuong wu tién xem hinh anh thuc té

cua san pham, bang mau, mau thi cong hon 1a video gi¢i thi¢u vé san pham. Cac bai vict
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¢6 luot twong tic cao nhat chil yéu thudc nhom wu dii san pham, gidi thiéu dong van
nhira va Melamine, hodc ndi dung triuc quan vé cong trinh thuc té. Trong do, bai viét
“Uu di lién tay” dat 245 luot twong tac, “Acrylic Panel” dat 107 luot, va cac bai ding
vé chuong trinh khuyén mai dat trén 50 luot trong tac mdi bai. Nhitng con sb ndy thé
hién su quan tdm 13 rét ctia khach hang dén cac nodi dung mang tinh thyc tién ciing nhu

gia tri sur dung ctuia san pham.

NG6i dung hang dau Xem tat ca
dua trén luct tudng téc

VAN NHUA phu
LAMINATE JC3
1 |

|
13 Thang 1 19:06 26 Thang 7 11:03 9 Thang 5 19:35 24Thang 7 16:23

64 56 36 22

Luot tuong tac Luot tuang tac Luot tuang tac Luot tuang tac

18 Thang 9 19:00
245

Luot tuong tac

Hinh 2.4: Cdc bai viét hang ddu trén nén ting Facebook ciia An Phdt Panel
Hoat dong tuong tac trén trang Facebook ciing cho thdy su hinh thanh va lan téa
ciua eWOM & cép do dang ké. Cu thé, cac luot binh luan va chia sé, du chiém ty trong
nho (khoang 9% tong tuong tac), lai dong vai trd quan trong trong viéc kich hoat chudi
truyén miéng dién tir. Mdi luot chia sé giup bai viét xuat hién trén tudng ca nhan nguoi
dung, tao co hdi dé nhiing ngudi khac biét dén san pham ciia cong ty, day 1a hinh thic

truyén mi¢ng ty nhién, c6 stic lan téa va dg tin cdy cao hon so véi quang cdo truyén

14
thong
Bai viét cia An Phat Panel X Bai viét clia An Phat Panel X
Phi hop nhit w L 1hicn | BN 1uan @) thiase
[ ] Hai Ha Phi hgp nhit »
® Rt thich mduvan nay bén An Phat, mau béng dep, dd bén cao, (ing dung dugdc nhigu R
~ - inh Dat
khéng gian ® 52 mat Melamine nay dé lau chai, phi hgp véi nha 6 tré nhd nhu minh vi tui nhé hay
Ingay Thich Trd Idi 1am d6 do lén, day 13 hinh Itc minh mai lam, ung ldm
6 Quynh Lién
tu van em loai nay ",
0wan Thich Tl Q) o
) . n
& An Phiét Panel da trd IGi - 1 phan hai
% Thao My
gui map mau qua tn nhe
0wan Thich Taki Q)
& An Phét Panel da trd IGi - 1 phan hai I"‘ Tch T
4 Vuong Bui ﬂ Thién Nguyét
3 Xin dc tw van a - Triic Ngdo Nga ng6 bd ciing dc, héi gia thi coi sao
Twan Thich Tala Q) 20tiin Thich Trd
@ Tic Ngéo Ngo
0 Thiy Hing Thién Nguyét bira hoi r, gia 6n han cho cd

Ha Nhién dep ko?

in  Thich Trd lo (v]

Hinh 2.5: Mjt s6 phdn héi ciia khdch hang trén nén ting Facebook
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Trong giai doan 2023 - 2025, kénh Facebook An Phat Panel ghi nhan sy tang
truong 1 rét ca vé quy mé ndi dung va kha ning tiép can ngudi dung. Nam 2023 duoc
xem 12 giai doan khéi dong, khi kénh méi bit dau xay dung hinh anh thwong hiéu trén
nén tang. Luong ndi dung ding tai con han ché va chu yéu mang tinh thir nghiém, noi
dung cac bai ding vin chua duoc dau tu, tan suat ding bai thap, tuy nhién kénh van dat
khoang hon 22 nghin luot xem cung 66 luot tuong tac, cho thdy nhitng bude di dau tién
trong viéc tiép can khach hang truc tuyén.

Budc sang nam 2024, An Phat Panel bat dau dau tu bai ban hon cho chién lugc
ndi dung, ting cudng tan suit ding tai ciing nhu du tu vao quang cdo. Nhd do, tong
luot xem tang manh 1én hon 312 nghin luot, gip hon 24 1an so v&i ndm trude, dong thoi
tong lugt twong tac dat 1.845 luot. Cac chi s6 ndy phan anh hiéu qua budc dau trong
viéc dinh hudng ndi dung phu hop véi té€p khach hang muc ti€u va nang cao mic do
quan tam cua nguoi xem.

Pén nam 2025, kénh ghi nhan budc phat trién vuot bac khi téng Irot xem dat
hon 1 triéu, khéng dinh strc lan tdba manh mé cia thuong hi€u trén nén tang Facebook.
Tuy nhién, ty 18 twong tac (Engagement Rate) giam xudng con 0,14%, phan 4nh thuc té
rang lugng ngudi xem mai ting nhanh nhung phan 16n chi dirng lai & viéc xem ma chua
c6 nhiéu hanh dong twong tac nhu thich, binh luan hay chia sé. Piéu nay cho thay kénh
van dang trong qua trinh xay dung mbi lién két sdu hon véi ngudi xem. Ngoai ra, c¢6 dén
98,4% luot xem dén tir ngudi chua theo ddi trang, cho thdy Facebook dang thu hat lugng
khan gia mai kha 16n, dong thoi mo ra co hoi dé doanh nghiép chuyén d6i ho thanh
nguoi theo ddi trung thanh trong giai doan tiép theo.

Bdng 2.6: Dir liéu do lwong hiéu qua kénh Facebook cua Cong ty CP An
Phat Panel nam 2023 - 2025

Chi tiéu Nam 2023 Nam 2024 Nam 2025
Tong hrgt xem 22.347 312.684 1.093.386
Tong lwot twong tic 66 1.845 1.480
Engagement rate 0,3% 0,59% 0,14%
Ty 1€ nguwoi xem chwa theo doi
90,2% 94,5% 98,4%
trang
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b. Tiktok

Nham ting cudng hiéu qua truyén miéng dién tir e WOM), Cong ty C6 phan An
Phét Panel ciing d3 sir dung nén tang TikTok nhu mét cong cu lan téa thong tin va tao
hi¢u ing truyén miéng tich cuc. Pay 1a bude di thé hién sy thich ung linh hoat cua doanh
nghiép véi xu hudng truyén thong hién dai, khi nguoi tiéu ding ua chudng cac noi dung
ngan, truc quan va dé chia sé. Kénh TikTok @anphat.panel, duoc thanh lap vao thang
4/2025, hudng dén khong chi quang ba san pham ma con thuc day tuong tac va chia sé
giita nguoi tiéu dung, qua d6 hinh thanh dong chay eWOM tu nhién va bén viing.

Du chi m&i hoat dong trong thoi gian ngan, kénh TikTok cia An Phét Panel da
dat duoc nhiing két qua dang khich 18. Tinh dén thang 10/2025, kénh ghi nhan hon
18.000 luot xem video, 1.100 ngudi theo doi, 640 luot thich, 78 binh luan va 44 luot
chia sé. Cac con s nay cho thiy murc 6 quan tdm nhét dinh cta ngudi dung d6i véi san
pham va thuong hiéu, dic biét khi doanh nghiép chi méi thanh lap kénh trong 6 thang
gan day.

d' TikTok Studio

[
anphat.panel  Nha sin xust Van GB Cong Nghiép Hang Dau Midn Trung Lien he: 0705 4.

Likes 727 - Followers 11K - Following 15

© Home
Key metrics > Custom ~

Video views Profile views Likes Comments Shares

18K 520 640 78 44

Hinh 2.6: Dir li¢u lwot xem va twong tic trén nén ting Tiktok tir thang
4/2025 dén thing 10/2025

Vé quy trinh, kénh TikTok An Phat Panel dugc trién khai theo cac budc: 1én ké
hoach, san xuit video, dang tai, theo doi hi¢u qua va tdi wu dinh ky. Kénh dinh hudng
ndi dung tap trung vao vi¢c gioi thi€u san phrflm, chia sé kién thuc vat liéu, thiét ké noi
that va ghi lai hoat dong tai xuwéng. Cac video thuong c6 thoi lwong ngan tir 15 - 30 gidy,
duoc quay truc tiép tai kho hodc cong trinh, ddm bao hinh anh rd nét va can canh san
pham. Khi bién tap, doi ngii thém nhac nén, dong chir n6i bat va logo thuong hiéu dé
tang nhan dién. Bai dang dugc dang tai vao cac khung gio c6 lugng nguoi dung cao nhu

budi trua hodc budi tbi, st dung cac hashtag nhu #AnPhatPanel, #Melamine, #NoiThat.
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Sau khi ding, doanh nghiép theo ddi lugt xem, luot twong tac va phan hoi dé danh gia
hi¢u qua, tur do diéu chinh chu d&, hinh thirc thé hién nhim nang cao muc d§ quan tdm
ctia ngudi xem va duy tri sy phét trién on dinh cho kénh.

V& ndi dung, cac video ctia An Phét Panel tip trung vao cic chu dé nhu gidi thiéu
san pham van cong nghiép, quy trinh san xuat, wu diém vat liéu va cac cong trinh khi
dugc ap dung cac md mau trong thuc té,... Bén canh do, trén nén tang nay doanh nghiép
con chia sé cac kién thirc hiru ich trong viéc lua chon vat liéu noi that, cung cép thong
tin vé cac chuong trinh khuyén mai, uu dai hap dan dé thac diy hanh dong mua cia
khach hang. DPinh dang video ngén gon, tryc quan, két hop nhac nén va hiéu ung sinh
dong giup ngudi xem dé tiép can, dé hicu va dé chia sé hon so véi cac hinh thirc truyén
thong truyén thong.

' TikTok Studio Posts 57

o Wik v iy a

BERR . ohst pane - N sio xustvin

95 hang dau Mién Trung. Vi didn.  Everyone v 165 6 0 ¢ @ ©

An Phit dang c6 chudng trinh chidt
o khiu 5% cho don hang Acrylic va. © Everyone v 240 s o ¢ @ o

Véin nhya phd Melamine An Phit
#mdfanphat #anphatdanang. & Onyme v 7 1 0 £ @ o

Van nhya An Phat - Ty tin 1 don vi
tién phong sin xudt dugc tit ca. © Everyone v s 8 2 é @ Q

B6c seal Acryfic An Phat? Vin phi
Acrylic ludn c6 53n 13i kho Da.. © Everyone v 642 1 a 2 @ ©°

Dep - bén - chdng nudc, vén nhia
An Phat chudn gu ndi thit hign d. & Everyone v 325 8 2 ¢ @ o

G2 Ol ) &Y

.!‘| & Onlyme v o o o 2 @ ©°

Hinh 2.7: Di li¢u vé cdc bai ding ciia An Phdt Panel trén Tiktok
V& hiéu qua tuong tac, cac video ctia An Phat c6 luot xem trung binh tir 300 —
400, trong do6 video c6 hiéu suat cao nhat dat 980 luot xem, v&i 44 lugt tuong tac vé noi
dung “Bd suu tdp ma mau Melamine moi nhét tai An Phat”. Ngoai ra, video gidi thi¢u
vé “van Acrylic — Giai phap khong dudng line” cling thu hon 700 luot xem véi cac binh

luan chii yéu dénh gia san pham nhu “Chét lugng tot”, “Gia ca phai ching”,...
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anphat.panel

&Y An Phat Panel - 10-3 Rl @ anphat.panel Theo

. 0 . A . U S An Phat Panel - 10-5
Bdc seal Acrylic An Phat? Van pho Acrylic ludn c6é sén tai kho

Da Néng. Vén Acrylic - Gidi phap khéng dudng line..  thém Van nhua An Phat - Ty tin la ddn vi tién phong san xuat dudc tat
£ nhac nén - Em Ti Ay ca cac mau Min déng mav trén thi trudng. #anphatpane... thém
= CapCut - Chinh sia that d& dang 1) am thanh g6c - An Phat Panel

& C3&t mi - Chinh sUa that dé dang

P 1 @ 4 ] .u)".f.»

https://www.tiktok.com/@anphat.panel/video..  Sao chép lién k&t ®P 1 Q 2 n . <> 7 -F . -»>

Binh ludn (4) Video cUa nha sang tao L ;
https://www_ tiktok.com/@anphat.panelfvideo/ . Sao chép lién két

Em Mal Style
C4i d6 1a cai gi 4 shop Binh luén (2) Video cUa nha sang tao
*
Me Tém Sda D Jt

Thanh Thao unggg
Chat lugng t8t, gia ca phai chiing, van An Phét chi
co6 mé

b *. 7% so.bby 6p°x
peace.0210 . u’ng L
Mau béng dep I3m nha, ndm ngoai n. Quay lai dau trang 2
c6 sif dung loai vdn nay b&n An Phit dé lam tu bép

Hinh 2.8: Mjt s6 phdan héi ciia khdch hang trén nén ting Tiktok
2.2.1.2. Website
a. Giao dién Website
Website 1a mot trong nhitng kénh truyén thong quan trong gitp An Phat Panel lan
tda hiéu qua hoat dong truyén miéng dién tir e WOM). Trang web dugc xdy dung khong
chi dé gi6i thiéu san pham ma con nhu mot ngudn thong tin dang tin cdy, gitp khach
hang dé dang tim hiéu vé cac loai vat liéu, dic tinh san phém cling nhu nhitng cong trinh

thuc té ma cong ty da thuc hién.

© AP AT (o)

BN GIOITHIEU SANPHAM v MAUTHIETKENOITHAT + TINTUC C

Nha san xudt Van
Plywood - MDF - PVC
Phu Melamine

Hang dau Mién Trung

0705 478 999 - 0769 414999

Hinh 2.9: Website chinh thiwrc ciia An Phat Panel
Ngay tir phan “Trang chu”, ngudi dung cé thé nhin thay duoc cac san pham,
nhitng du 4n ctia An Phat; ngoai ra con c6 huéng dan ap dung van An Phat trong cic

cong trinh thyuc t€, Iy do vi sao nén chon van An Phat. Néu muon tim hi€u sau hon vé
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cac dong san pham ciing nhu cac mau thiét ké noi that trong thuc té, ngudi ding co thé
tham khao phan “San pham” va “Mau thiét ké noi that”.

Bén canh d6, phan “Tin tirc” trén website ciing duoc dau tr ndi dung kha tdt, chia
sé nhiéu kién thirc hiru ich vé vat liéu noi that, xu huong thiét ké, meo lya chon san
pham va cac du an cong ddng ctia An Phat. Nhitng bai viét nay khong chi mang tinh
tham khdo ma con gitp ting tinh chuyén moén va uy tin cua thwong hiéu, déng thoi

khuyén khich nguoi doc chia sé 1ai thong tin hitu ich ma hg nhan dugc 1én mang xa hoi

hodc dién dan, day 1a mot hinh thire lan toa eWOM tu nhién va hiéu qua.

=] Ay’ Luil ©

SANPHAM v MAU THIET KENOI THAT + BEINBUEH CATALOGUE +

Acrylic Giai phdp khong dudng line cho néi Khédm phd cong nghé gia cong canh Acrylic Ung dung va wu diém cla vén PET chiu lyc
thdt hién daqi chuén hién dai trong ndi that

Hinh 2.10: Mjt sé bai viét trén Website ciia An Phdt Panel

Theo s6 liéu tir Google Search Console, tir thang 2 dén thang 9 nim 2025, website
cua An Phat Panel ghi nhan 4,53 nghin lugt nhép va 127 nghin luot hién thi trén cong
cu tim kiém Google. Chi s6 CTR trung binh dat 3,6%, cho thiy muc do quan tAm & mtc
kha, trong khi vi tri trung binh 21,2 phan anh trang web cht yéu xuét hién & trang thi
hai cta két qua tim kiém. Biéu d6 cho thy luong truy cép c¢6 xu hudng ting dan theo
thoi gian, dic biét tir thang 6 trd di, sd luot nhap mdi ngay thuong dat 20 - 30 luot, cao
hon han so véi giai doan dau.

Két qua nay cho thay nd liwc tdi vu SEO va xay dung ndi dung ctia doanh nghiép
da budc dau mang lai hidu qua, gitp ting kha nang hién thi va tiép can khach hang tiém
nang. Tuy nhién, véi CTR con thap va vi tri trung binh chua cao. Két qua nay giai thich
vi sao luong click chua thé but pha manh, béi nguoi dung thudng wu tién click vao cac
két qua & trang 1, ddc biét 1a top 5 dau tién. Day 1a mot tin hiéu cho thdy website can tap
trung nang cao thtr hang bai viét dé tiép can ngudi dung tot hon, tir d6 kéo vé luot truy

cap va dé nhan dién thuong hi¢u truc tuyén. Cai thién vi tri hién thj s& doéng vai trod quan
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trong trong viéc gitip website tién gan hon téi nhom top dau trong linh vuc vat liéu noi
that trén thi truong online.

[ Tong sG luot nh... Tong s6 luot hié... [0 CTRtrung binh [0 Vitri trung binh

4,53 N 127 N 3,6% 21,2
@ @

Hinh 2.11: Tong quan hié¢u suit Website ciia An Phdt Panel
b. Toc d¢ tdi trang
Bing 2.7: D liéu téc dé tii trang website ciia Cong ty CP An Phdt Panel
giai doan 2024 - 2025

Tiéu chi Nam 2024 Nam 2025
First Contentful Paint (FCP) 0.8s 0.7s
Largest Contentful Paint (LCP) 1.5s 1.3s
Total Blocking Time (TBT) 410ms 300ms
Cumulative Layout Shift (CLS) 0 0
Speed Index 2.5s 2.1s

(Nguon: Phong Marketing)
Téc d6 tai trang 13 yéu t6 quan trong anh hudng truc tiép dén trai nghiém va kha
nang gitr chan nguoi dung. Theo cac nghién ctru, néu trang web mat hon 3 gidy dé tai,
ty 1& thoat trang s& tang dang ké. Két qua do cho thiy website ctia An Phat Panel c6 tdc
d6 tai 6n dinh, trong ngudng dudi 3 gidy. Dit liéu cho thdy céc chi s6 toc do tai trang
ctia website An Phat nam 2025 déu duoc cai thién so v&i nam 2024. Cu thé, thoi gian
hién thi ndi dung chinh (FCP) giam con 0.7s, tbc dd hién thi phan tir 16n nhat (LCP) dat
1.3s, va tong thoi gian chin (TBT) giam xudng 300ms. Nhiing thay d6i ndy phan anh
nd luc t6i vu hoa giao dién va hiéu suat hé thdng, gop phan nang cao trai nghiém nguoi
dung va hd tro hoat dong SEO hiéu qua hon. Bén canh dé, CLS bang 0 ching t6 bd cuc
trang 6n dinh, khong bi xé dich trong qua trinh tai.

c. Noi dung bai dang
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Trong nim 2024, ndi dung trén website ctia doanh nghiép con han ché, chua dam
bao tinh ddy du va hé thdng dé cung cip thong tin 16 rang cho khach hang. Phan 16n bai
viét chi dirng lai & mé ta co ban, thiéu tinh khai quat vé san pham va doanh nghiép, thim
chi c6 ddu hiéu sao chép tir cac website doi thi, 1am giam murc do tin cdy va tinh chuyén
nghi¢p cia thuong hi¢u. Bén canh do, thong tin chua dugc cap nhat thuong xuyén, nhiéu
bai viét va hinh anh d3 15i thoi, khién khach hang khoé tiép cn cac chwong trinh, san
pham hay sy kién moi, tir @6 lam giam strc canh tranh va kha nang thu hat khach hang

tiém nang.

.......

Hitps Hanghalpancl vaima-noi-that phang hacy
WAL NOI THAT PHONG KHACH - CONG TY CP AN PHAT PANEL

Chinh s dogn trich

Hinh 2.12: Bai viét néi dung chwa dwoc téi wu SEO nim 2024

Sang nam 2025, bai viét da c6 sy dau tu, mat do tir khoéa chinh dat 10-15%, bod
sung thém cac tir khoa phu gitp bai viét trd nén phong phu. Hé thdng heading duoc
chuin hoa theo th bac H1 = H2 = H3, noi dung khong bi trung 1dp. Bén canh do6, toan
bd hinh anh duoc nén vé dung luong dudi 100KB, dong bd kich thudc va thém thé alt

dé hd trg SEO hinh anh. Cudi cung, cac meta title va meta description da dugc viét lai,
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ngin gon, chira tir khoa chinh, ddng thoi tao duoc sy hip dan, kich thich ngudi dung
click vao bai viét cia website. Bén canh d6, doanh nghiép cling da cai thién tan suét
ding bai, mdi thang déu ding tai cac bai m&i bao gom bai viét chuyén sau, bai tong hop
san pham, bai chia s¢ kién thirc hiru ich v& noi that. Ngoai ra con c6 cac thong tin vé
khuyén mai, chinh sach maéi cling dugc cép nhat kip thot, gitp khach hang nam bt duoc

diém manh va wu thé canh tranh hién tai ciia doanh nghiép.
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Hinh 2.13: Bai viét ni dung dwoc téi wu SEO nam 2025
Tuy nhién, cong ty hién van chua sir dung nén tang Youtube nhu 1 cong cu lan
truyén eWOM va chua thyc hi¢n hoat dong ban hang trén cac san thuong mai di¢n tur
du day 14 nhitng nén tang ma nguoi tiéu dung dé dang lan téa va tiép nhan eWOM.
2.2.2. Cac hoat dong tao va duy tri eWOM tich cuc ciia Cong ty CP An Phat Panel
Hién nay, An Phat Panel tap trung khai thac 03 kénh truyén thong dién tir chinh
gdm Facebook, TikTok va Website. Thong qua cic nén tang nay, doanh nghiép khong
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chi gi6i thiéu san phdm ma con két ndi va twong tac truc tiép voi khach hang. Dé tin
dung t6i da loi thé cua truyén thong s6, An Phat di ddy manh trién khai cac chuong trinh
khuyén mai va chién dich quang ba, huéng dén muc tiéu gia ting eWOM va md rong
do phu thuong hi¢u.
2.2.2.1 Chuong trinh khuyén khich khdch hang lan téa eWOM tich cuc

a. Cdc chwong trinh khuyén mai, wu déi qua ting

*Giai doan nam 2023

Trong giai doan nay, An Phat chua tap trung vao cac hoat dong nham lan toa
eWOM tich cyc. Cac bai dang chi dung lai & viéc chia sé vé thong tin cac san phém van
cong nghiép, cac chuong trinh khuyén mai, vu dii qua ting hoan toan chua duoc trién
khai. Doanh nghiép ciing khong dau tu nhiéu vao cac hoat dong Marketing ma chi yéu
tap trung vao hoat dong mé rong san xuét. Tham chi, trong giai doan nay, doanh nghiép
cling chua dau tu vao cac nén tang khac nhu Website hay Tiktok.

*Giai doan nam 2024

Nim 2024, An Phat Panel bat du trién khai cac chuong trinh khuyén mai va qua
tang wu ddi danh cho khach hang khi mua san pham. Dang chi ¥, vao thang 5/2024,
doanh nghiép d trién khai chuong trinh “Chét don ngay, qua lién tay” p dung cho céc
dong van MDF va PVC. Bai dang gi¢i thi¢u chuong trinh thu hit 296 lugt thich, 6 binh
luan va 2 luot chia sé, cho théy chién dich budc dau di nhan duoc su quan tam tich cuc
tir khach hang. Tiép dén thang 7/2024, An Phat tiép tuc tung ra chuong trinh “Chot don
ngay, chiét khiu lién tay” danh cho tat ca cdc dong van nhya. Bai viét nay da thu vé 187
luot thich, 2 binh luan va 2 luot chia sé.

Nhin chung, cac bai viét vé chuong trinh khuyén mai trong nim 2024 dat dugc
luong tuong tac ndi bat hon han so véi cac ndi dung thong thuong. Két qua nay cho thay
nguoi tiéu dung c¢6 xu huéng quan tim va phan héi tich cyc hon véi nhiing thong diép

mang lai loi ich tryuc tiép, qua do6 tao diéu kién thuan loi cho su lan téa eWOM.
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Hinh 2.14: Cdc chwong trinh khuyén mdi ciia An Phdt Panel nim 2024
*Giai doan nam 2025

Trong nam 2025, Cong ty Co phan An Phat Panel ciing da chi dong trién khai
nhiéu hoat dong truyén thong truc tuyén hon nham gia ting twong tac, khuyén khich
khach hang chia sé, phan hdi trén cac nén tang sd va thuc hién hanh dong mua hang.
Trén fanpage chinh thirc, cong ty thudng xuyén diang tai cac chuong trinh khuyén mai
va uu dii hap dan. Thang 7/2025, An Phét di trién khai chuong trinh “Gidm ngay 5%
khi mua Acrylic & Ecolic tai An Phat”, thu hat 38 luot thich, 17 binh luan va 1 lugt chia
sé. Cac binh luan cha yéu hoi vé gia, ma mau san pham va so sanh céc san pham lién
quan voi nhau.

Nhén thiy dugc sy quan tdm nhiéu tir khach hang cho cac chuong trinh khuyén
mai nay, An Phat tiép tuc diy manh cac chuong trinh khac nhu “Chét don ngay, wu ddi
lién tay” thu hat hon 240 luot thich hay “Gidm ngay 5% - Cho don hang Acrylic &
Ecolic” cing nhiéu chuong trinh uu dii hap dan khac. Cac bai dang duoc thiét ké chuyén
nghiép, déng bd vo1 nhan dién thuong hi€u, c6 hinh anh san phém thuc té, logo, hotline
va duong dan website gitip khach hang dé dang ghi nhé va chia sé. Noi dung ngan gon,
1 rang, tap trung vao loi ich truc tiép cho nguoi tidu dung. Chinh nhd cach tiép can than
thién nay, cac chuong trinh khuyén mai ciia An Phat Panel di gép phan thuc diy hoat

dong truyén miéng dién tir (e WOM).
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Hotline: 0705 478.999 - 0769.414.999 | Webslte! wwhanphatpanel vi

An Phét Panel
Y 18 thang 9 lic 19:00 - Q

CHOT DON NGAY, UU PAI LIEN TAY!
& Giam 5% cho don hang Acrylic & Ecolic
& Tang 01 cudn nep 2F cho dan hang tir 5 triéu

Ban dang tim kiém gidi phap t6i uu cho nhu cau thiét ké clia minh? Hay ding lai va
kham pha thé gidi da dang va chat lugng ctia g céng nghiép tir An Phéat Panel nhé!
An Phat dap (ing nhanh chéng va linh hoat khau hang héa cho cac céng trinh, dy an,
xudng ndi that cling nhu cac xudng ndi that khu vuc ndi — ngoai thanh Ba Nang va
cac tinh trong ca nudc.

Va con chan chir gi nira, Inbox An Phat Panel ngay dé nhan ngay uu dai:

- Giam 5% cho dan hang Acrylic & Ecolic (Ap dung dén hét 25/09/2025)

- Tang 01 cuén nep 2F cho hda don tir 5 triéu (Ap dung dén hét 03/10/2025)

4 Lién hé ngay dé€ dugc tu van & bao gia chi tiét

Lluuy: d
- Khéng ap dung dong thdi véi cac chuong trinh khuyén mai khac. =

- Chuong trinh tang nep cong don khéng gidi han. Hoéa dan 10.000.000d nhan 02 & DF - pLYwWoOOD - PVC
cudn, 15.000.000d nhan 03 cudn...
An Phét - Nha san xut Van gé CN hang dau Mien Trung o e
Hotline: 0705.478.999 - 0769.414.999

Website: www.anphatpanel.vn

4z Bia chi: Buding s6 6B, Khu Cong Nghiép Hoa Khanh, Phudng Hai Van, TP. Da Nang
#AnPhat #AnPhatPanel #Acrylic #Ecolic #VanGo #PVC #Plywood #MDF #PET
#Laminate #Melamine An Phat Panel

CHAT LoNG Snomn | 8€ MAT N OFP

£ . AnPhat Panel .
%} 7 thang 10 ltic 18:00 - @
+ GIAM NGAY 5% — CHO BON HANG ACRYLIC & ECOLIC »
Co hdi s& hitu vat liéu ndi that cao cap vai muc gia uu dai nhat trong nam!
Chi tir hém nay dén 31/10/2025, An Phat ap dung giam 5% cho tét ca ddn hang
Acrylic va Ecolic — dong san pham dudc yéu thich nhe:
BE mat bong min, sang trong, bat sang hoan hao.
*2* Khdng dudng line, tao cam gidc lign mach va tinh t& tuyét doi.
D6 ben cao, chdng 8m, chdng tray xudc, than thién vai méi truding.
Tai sao nén chon An Phat?
V4t liéu dat chudn, ngudn géc ré rang
H6 trg tu vén ki thudt tan tinh
Giao hang nhanh chéng - ding tién do

Nhanh tay lién hé An Phat dé nhan uu dai 5% va dugc tu van mau sac — chat liéu
pht hgp nhat cho khdng gian cia ban!

k.

An Phat - Nha s&n xuat Van g CN hang dau Mign Trung

Hotline: 0769 414 939 - 0705 478 999

Website: www.anphatpanel.vn

Dia chi: Budng s6 6B, Khu Céng Nghiép Hoa Khanh, Phudng Hai Van, TP. Ba Néng
#anphat #anphatpanel #mdfdanang #acrylicanphat #ecolic #acrylicdanang

Hinh 2.15: Mjt s6 chwong trinh khuyén mii ciia An Phdt Panel

Bén canh cac chuong trinh khuyén mai giam gia, cong ty An Phat Panel ciing két
hop céc chuong trinh tdng qua - vu dai theo héa don mua hang vao cac dip dac biét, nhu
“An Phat mimg dai 18 2/9” véi héa don trén 5.000.000 dong s& duoc ting 1 nep 2F tuy
y. Bai viét duoc thiét ké bat mat, stir dung hinh anh san pham thyc té, mau sic nhan dién
thuong hiéu cing cac hashtag thong nhat nhu #AnPhatPanel #VanGo #MDF #Laminate,

gitip noi dung dé lan téa va gan két voi ngudi tidu dung hon.
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An Phat Panel . { QUA TANG TUNG BUNG
AN PHAT MUNG DAI LE

L 3thingo-@

& QUA TANG TUNG BUNG — AN PHAT MUNG DAI LE &

Nhén dip Dai |& 2/9, An Phat xin gui 1&i tri &n sdu sic dén Quy Khach Hang da luén
dong hanh va tin tudng san pham clia ching t6i. BE danh dau thai khac dac biét nay,
An Phat trién khai chuong trinh qua tdng hap dan:

Cu méi héa don tri gia 5.000.000d, Quy khéch s& nhan ngay 01 cubn nep 2F tay v.
Hoéa don 10.000.000d nhan 02 cudn, 15.000.000d nhan 03 cudn... cong don khéng
gidi han!

«'Luu y: Khéng ap dung dong thai vdi cac chuang trinh khuyén mai khac.
%' Thai gian dp dung: tir 03/09 dén hét ngay 03/10/2025
9 Ap dung tai: An Phat Panel
An Phét - Nha san xudt Van gb CN hang dau Mign Trung
Hotline: 0769.414.999
Website: www.anphatpanel.vn
#AnPhat #AnPhatPanel #VanGo #Vannhua #PVC #Plywood #MDF #PET #Laminate An Phat Panel
#Melamine Noi that

@ Gui tin nhan

Hinh 2.16: Chwong trinh qua ting nhdn dip 1é 2/9 ciia An Phdt Panel

Péng chi y, cac hoat dong nay khong chi mang muc tiéu kich cau ngin han, ma
con thé hién dung y chién lugc trong viéc tao dong luc dé khach hang mua hang, truc
tiép trai nghiém chat luong san pham va sau d6 chu dong chia sé cam nhéan ca nhén.
Chinh chudi trdi nghiém “mua - sir dung - hai 1ong - gi6i thiéu” ma An Phét Panel huéng
dén da gop phan hinh thanh mang luéi eWOM tich cyc, noi khach hang tré thanh “dai
sit thwong hiéu” lan téa cac chuong trinh khuyén mai va hinh anh cong ty dén nhiing
nguoi xung quanh.

b. Qua tang danh cho déi tac

Dé duy tri mdi quan hé bén viing va khang dinh hinh anh 1a mot thuong hiéu
chuyén nghiép, uy tin, giau tinh nhan van trong mat ddi tac kinh doanh, vao cac dip Tét
Nguyén Dan, Tét Trung Thu, Céng ty C6 phan An Phét Panel trién khai chuong trinh
ting qua tri an hon 100 dbi tac chién lugc trén toan qudc. Mdi phan qua duoc chuan bi
chin chu, kém theo thi¢p chiic ming va 161 cdm on chan thanh, thé hién su tran trong va
gin bo ctia doanh nghiép dbi voi cac ddi tac than thiét. Bén canh hoat dong gtri qua truc
tiép, An Phat Panel con dang tai bai viét chiic mimg trén fanpage chinh thirc, gui 1oi
chuc t6t dep dén toan thé khach hang va ddi tac.

Song song voi cac hoat dong tai tro va thién nguyén, fanpage An Phat Panel cling
duy tri chudi bai dang chiic mimg vao cac dip 1&. Mdi bai viét déu dugc thiét ké dong
bo theo bd nhan dién thuong hiéu, truyén tai thong di¢p tich cuc, than thién va gén giii.
Nho duy tri tan suat dang tai déu dan, cac bai viét nay gitip thuong hiéu gia ting mic
dd goi nho, cung ¢ hinh anh tich cuc trong tam tri khach hang, déng thot tao ra dong

truyén miéng dién tir (e WOM) 6n dinh quanh nam. Céc phan héi, binh luan va luot chia
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sé tir khach hang sau mdi bai ding da tré thanh nguén eWOM lan toa ty nhién, gop phan
duy tri mdi quan hé gan két giita An Phét Panel va cong dong nguoi tiéu dung.

/. AnPhat Panel
L 5thing 10 ¢ 19:00- @
TET TRUNG THU - TET DOAN VIEN
Nhan dip Tét Trung Thu 2025, Céing ty C& phan An Phat xin gui 16 chiic (6t dep nhat
dén Quy d6i tac, Quy khach hang va todn thé CB-CNV da ludn ddng hanh, tin tudng
ﬂgén b6 cling An Phat trong sudt théi gian qua.
« Kinh chiic Quy ddi tac, Quy khach hang mat mia Trung Thu an lanh, hanh phic v
thinhwsgng.
& Kinh chic toan thé CB-CNV cung gia dinh doan vién, sum vay va tran day nigm
vl
, Trung Thu I3 dip d& m&i chang ta ciing nhin lai, thém trén trong sy sé chia va
dong hanh. Vi An Phat, sy tin tuting va (ing hé ctia Quy vj chinh 13 dong luc dé
chiing 18i khdng ngiing phat trién, mang dén nhitng san phdm chat lugng va gid trj
bén viing cho moi ¢dng trinh.
MGt [an nira, xin chdc tat ca Quy vi mgt TEt Trung Thu tron ven - vién man - am
ap bén gia dinh va ngudi than yéu
An Phat - Nha san xudt Van gd CN hang dau Mign Trung
Hotline: 0769.414.999
Website: www.anphatpanel.vn

Hinh 2.17: Qua ting khdch hang va déi tic nhéan dip Tét Trung Thu

Du cong ty ngay cang c6 nhiéu hoat dong khuyén mai, vu dai hon danh cho khach
hang nhung van chua trién khai dugc cac hoat dong minigame, review nhan qua nham
khuyén khich khach hang phan hoi dé eWOM dugc lan téa manh mé hon.
2.2.2.2. Chién dich qudng bd

*Giai doan nam 2023

Trong nam 2023, Cong ty C6 phan An Phat chi méi bat dau khai thac nén tang
Facebook nhu mét kénh nham lan téa truyén miéng dién tir (eWOM) tich cuc. Tuy nhién,
giai doan nay doanh nghiép van chua dau tu ding mirc cho hoat dong truyén thong trén
nén tang nay, tan suat ding bai rat thip véi tong cong 5 bai dang trong nim, ndi dung
thiéu sy dau tu vé hinh anh va thong di€p, chua c6 cac chién dich quang ba cu thé, dan

dén viéc trang Facebook thé hién su thiéu chuyén nghiép va chua tao dugc dau an.

¢ AnPhat Panel
Qﬁj 22thing 3,2023 -@ 4, AnPhat panel
PhGi vén ma mau 213 - nha may MDF An Phat & 20ming 0.2

@
Nha méy MOF - plywood - PVC An Phit

¥ P
Chdc misng ngay phu nd Viét Nam 20/10

- > 2 o "(’.&‘ NFr
—st 7 b *
B P g '~
P ey L
S TSR bt mas Jv’.‘
)11
| 4
F 4
Chae mirmg
JH. N
Viét Nam
20-10
? |
|
‘ / ch hang da &
sudl
OO0 14 9 luot chia sé th, .

Hi n h 5 Thich Q sinh luan & Chiasé
Bai dang Facebook nam 2023
*Giai doan nam 2024
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Budc sang nam 2024, Cong ty C6 phan An Phét da chi trong hon dén chit luong
céc bai ding trén mang xa hoi, thé hién qua tan suat dang tai cao hon véi trung binh tir
6 - 7 bai/thang cung ndi dung c6 hinh anh minh hoa va thong di€p ro rang. Pac biét, tir
thang 5/2024, doanh nghiép bit ddu dau tw manh hon vao quang cdo dé ting su nhin
dién thuong hi¢u dén véi khach hang. Tuy nhién, trong giai doan nay, doanh nghiép van
chua trién khai céac chién dich quang ba cu thé nham gia tang muc d0 nhan dién va dua
thuong hiéu dén gin hon véi cong ching ma chi don gian 13 cac bai ding chia sé vé san
pham va mot s6 meo hitu ich khi str dung van cong nghiép.

g A1 Phat Panel . S
?‘_ 12 théng 12, 2024 - @
BI KIP KHAC PHUC VAN BI MGC w0

Viéc t&m van bi méc hodc cc 53n pham ndi thét xdy ra tinh trang ndm mdéc chi y&u tir phin canh
khéng dugc xir If chugn, dan dén tinh trang van hit 4m qua mic. Khi g3p truéing hop van méc, cd
thé x(i Iy theo 05 budic nhu sau:

[ Lam sach b mat, lau khé khu vuc bi ném méc

(% Tim ra vét hd gay ra hién tuong méc . . vk
{4 SAy khé tam van tai khu vc bi hé. Khi sdy o6 thé dan tdi hign tuang bi bong nep vi thé cén luu Budc xu ly

¥ A€ xir Iy lai nep néu cin khi van bi moéc
{4 BU keo/tram keo vao khu v bi hd AR CVRCA G <
{4 Trong truting hop cac phuong &n trén khéng thé xix I diit diém thi cin thay thé tam vat liu
Dé tranh tinh trang van d& bi méc, ban nén chon mua van tir nhiing nh3 cung c3p uy tin.

Quy khach hang quan tam vé vén g cing nghiép tai An Pht, vui long Lién hé Hotline
0769.414.999 hoc inbox fanpage 68 dugc tu van chi tiét v san pham cling nhimg uu dai dac bist
nhé!

An Pht - Nha s3n xust Vin g& CN hang d3u Mign Trung
# Hotline: 0705.478.999
@ Website: www.anphatpanel.vn

#AnPhat #AnPhatPanel #VanGo #PVC #Plywood #MDF 00° : 1binh lun 1 luct chia sé
Hinh 2.19: Bai dang Facebook nam 2024
*Giai doan nam 2025

Trong ndm 2025, Cong ty C6 phan An Phét Panel bat ddu chu trong mé rong hoat
dong truyén thong thuong hiéu thong qua cac chuong trinh tai trg, thién nguyén va tuong
tac cong dong. Céac chién dich duoc trién khai dong bo trén nén tang mang xi hoi
Facebook va Website doanh nghi¢p, giip doanh nghié€p duy tri hinh anh than thién, co
trach nhiém xa hoi va ting cudng hiéu tng truyén miéng dién tir (e WOM).

a. Chirong trinh “Hat gidy cho em 2025

Thang 8/2025, An Phéat Panel dong hanh clng chuong trinh thién nguyén “Hat
gidy cho em 2025” tai huyén Kon Plong, tinh Quang Ngii (Kon Tum cii). Hoat dong
nham trao tdng qua va vat dung hoc tp cho hoc sinh viing cao cé hoan canh khoé khan,
v6i mong mudn mang lai niém vui va dong luc dén trudng cho cac em nho.

Bai ding vé chuong trinh trén fanpage cta cong ty nhan dugc nhiéu sy quan tim

va cac binh luén thé hi¢n sy dong cam, ung ho. Cac hinh anh trao qua dugc cong dong
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mang chia sé lai, giup lan téa thong diép nhén 4i va tinh than trach nhiém xa hoi cua
doanh nghiép. Chién dich nay goép phan tao dung hinh anh An Phat Panel 13 thuong hiéu
vi cong ddng, qua dé thuc ddy eWOM tich cuc va cung c¢d uy tin thwong hiéu trong mét

khach hang.

Hinh 2.20: Chwong trinh thién nguyén “Hat Gidy Cho Em 2025”

b. Nha tai tro kim cuong - “Cam Lé Family Fun Run 2025

Dau thang 6/2025, An Phat Panel dong hanh cing Uy ban nhan dan quan Cam
Lé t6 chirc sy kién Cam Lé Family Fun Run 2025 véi vai tro Nha tai tro Kim cuong.
Chuong trinh thu hut dong ddo nguoi dan dia phuong, cac gia dinh va hoc sinh tham
gia, huéng t6i 16i séng ning dong va tinh than két ndi cong déng. Hinh anh check-in
cung logo thuong hi€u tai khu vuc chay bd duoc chia sé lai trén mang xa hoi, gitp tang
do phu tu nhién cta thuong hi¢u.

La doanh nghiép hang dau trong linh vuc san xuat va cung cip van gd cong
nghiép tai Pa Ning va khu vuc mién Trung, An Phat Panel khong nging tim kiém co
hoi dé gin két cac gia tri san pham vé6i cude sdng con ngudi. Viéc dong hanh cung giai
chay Cam Lé Family Fun Run 2025 con 1d mot phan trong chién lugc phat trién bén
viing va thé hién tinh than trach nhiém x3 hoi ma cong ty theo dudi. Qua do, An Phat
tao duoc nhitng cam xuc tich cyc gan voi phong cach sdng lanh manh, gan giii véi ngudi

ti€u dung.
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Hinh 2.21: Sw kién Cdm Lé Family Fun Run 2025

c. Gidi bong dd mé rong S7 - Tranh ciip héi bép Pa Nang 2025

Ngay 04/7/2025, An Phat Panel tré thanh nha tai trg kim cuong cho giai bong da
mé rong S7 - Tranh cip hoi bép Pa Ning 2025. Pay la giai ¢au phong trao quy mé khu
vuc, quy tu hon 30 ddi boéng va dugc truyén hinh truc tiép trén 11 kénh truyén thong
nhu Quang Ba Media, Phui TV, Ho1 Bép ba Nﬁng, 247 Media,... thu hat sy quan tam
16n tir cong dong doanh nghiép, ngudi lao dong trong nganh bép va cac nganh lién quan
tai Pa Ning. Thong qua viéc tai tro ndy, An Phat Panel mong mudn déng gop mot phan
nhd vao viéc nang cao doi séng tinh than, c¢b vii 16i séng tich cuc, rén luyén thé chét cho
ngudi lao dong, ddc biét 1a nhitng ngudi 1am viée trong moi trudng ap luc cao nhu du
bép, nhan vién nha hang, khach san.

Bai viét vé su kién trén fanpage, website va su xuat hién dong thoi trén nhiéu
kénh truyén thong dia phuong, thwong hiéu An Phat Panel duoc nhan biét rong rdi hon
trong nhom khach hang muc tiéu 1a cac doanh nghiép xay dung va ndi that, qua d6 gia

tang dang ké luong dé cap va twong tac tu nhién trén cac nén tang.

A Mq RONG SZ COEREmE - ﬂ_ﬁ-
TRANH CUP HOI BEP DA NANG

LICH THI DAU

Hinh 2.22: Gidi béng dd mé réng S7 - Tranh cip héi bép Pa Ning 2025
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Qua céc dir liéu trén, co thé tong két lai cac chwong trinh thiic day va duy tri
eWOM cua An Phat Panel ndm 2023 — 2025 nhu sau:
Bing 2.8: Tong két cic chwong trinh khuyén mii va chién dich quing bd
ciia An Phat Panel nam 2023 - 2025

Nam 2023 Nam 2024 Nam 2025
Chuong trinh khuyén mii 0 2 6
Chién dich quing b4 0 0 3
Review nhan qua 0 0 0
Minigame 0 0 0

(Nguon: Phong Marketing)

2.2.2.3. Phan héi va xir Iy binh ludn khdch hang
Hoat dong phan hoi khach hang ciia An Phat Panel chii yéu dién ra trén nén tang
Facebook. Theo thong ké, tir thang 1 dén thang 10/2025, ty 1¢ phan hoi khach hang cua
An Phat dat 98,11%, v&i thoi gian trung binh khoang 2 gid, thé hién sy chu dong va
trach nhiém cua doanh nghiép trong viéc duy tri kénh giao tiép truc tuyén. Dit liéu ciing
cho thdy c6 64,2% sb nguoi lién hé maéi 13 ty nhién, diéu nay chimg té ngay cang co
nhiéu khach hang biét dén va quan tdm dén san pham van An Phat hon. Ngoai ra, 100%
khach hang lién hé 12 méi va khong c6 khach hang quay lai. S& di diéu nay 1a do moi
hoat dong trao d6i, ban hang sau d6 ctia An Phat déu chuyén vé nén tang Zalo khién cho

viéc do luong ti 1¢ chuyén doéi tréd nén kho khan hon.
Téng quan vé hoat déng nhén tin Tay chinh: 1 Thang 1—-13 Thang 10 ~

54 Lugt bit dau cude troé chuyén qua tin nhan

\N\ A AM/\./\AA MANMA ,/\ A AN /\‘l\ A ‘ A M l\ /\ Aﬂ

52 53 o
56 ngui lién hé nhin tin © Nguai lién hé mai € Nguai lién hé lai ©

Theo kidu ngudi lién hé Ngudi lién hé mai Ngudi lién hé lai

Khéng cé théng tin chi tiét
( ) ( ) thé chua coé Al di liéu v& ndi dur
ctia ban. Hay ki€m tra lai sa

100% 0% 64.2% 35.8%

98.11% 2 gidg va 3 phuat
Ty 16 phan hoi € Thai glan phan hai

Hinh 2.23: Téng quan vé hoat dong phdin héi khdach hang trén Facebook
tiv ngay 1/1/2025 dén 13/10/2025
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Khi quan sat thuc té trén fanpage, c6 thé thdy phan 16n cac bai viét tap trung gidi
thiéu san phém nhu van MDF phu Melamine, tam Laminate, Plywood hay phu kién nep
chi, kém hinh anh san xuét tai xuong va thong tin lién hé ro rang. Mot s6 bai nhan duoc
binh ludn cta khach hang hoi vé gia va san pham, tuy nhién phan 16n phan hdi cta cong
ty duoc thyc hién qua tin nhin riéng (inbox) thay vi tra 101 cong khai dudi phan binh
luan. Diéu nay gitp dam bao tinh ca nhan héa trong tu van, nhung lai han ché kha ning
lan toa thong tin eWOM, boi cac khach hang tiém ning khac khéng thiy duoc ndi dung
trao doi, danh gia hay phan hoi ciia doanh nghiép.

q“ Tran Lién
Minh An ti bép phu acrylic cing dep & ck
Thich  Tré v eace.0210
@ pececzo
a Phuong Ha Mav bdng dep lam nha, nam ngodi minh lam nha
i nt 2 . - e e
acrylic véi pet cdi nao chi phi 6n hon v ad <o s dl,lng |0@I van niy bén An Phat dé lam to bep
10 tuan Thich O
»
An Phét Panel
Phuong Ha An Phat chao Anh/chi a, Anh/chj vui Idng check ib a! % Em Mai Style
tin  Thich Trd Cai dé la cdi gi 4 shop
“ Manh Linh '
gui cho anh bang gia nha L
10tuan Thich Tra I An Phat Panel -
:‘ e Da san pham nay Ia van phd Acrylic bén em a.
n at Panel x 4, s Y P k] a
Manh Linh An Phat chao Anh/chi a, Anh/chi vui Iong check ib a! Con I6p xanh xanh shop boc [a I8p seal bao vé
Thich Trd 1o vén khi giao dén tay khéch a.

Hinh 2.24: Mjt s6 phdn héi ciia An Phdt trén cdc nén ting eWOM

Nhin chung, hoat dong phan hoi khach hang ctia An Phat Panel c6 mirc d6 duy
tri tot, tbe d6 tra 101 cac phan hdi nhanh va giai dap duoc hau hét cac thic mic clia nguoi
tiéu dung, dic biét 1 nhitng ciu hoi lién quan dén gia ca va san pham. Cong ty thé hién
thai d6 chuyén nghiép, lich su khi twong tic, gop phan tao thién cam va cing cb niém
tin ctia khach hang ddi voi thuong hiéu.
2.2.3. Hoat dong kiém tra, ning cao chat lwong va ndi dung eWOM ciia Cong ty
CP An Phat Panel

Trong bdi canh truyén thong sb phat trién manh mé va canh tranh gay gat giita
cac doanh nghiép trong nganh vat li¢u ndi thét, viéc kiém tra, danh g14 va nang cao chat
luong truyén miéng dién tir (eWOM) ngdy cang tré thanh mot phan khong thé thiéu
trong chién lugc truyén thong ciia Cong ty C6 phan An Phat Panel. Hoat dong nay khong
chi giup doanh nghi€p duy tri hinh dnh thuong hi€u chuyén nghi€p, dang tin cay trén
céc nén tang tryc tuyén ma con dong vai trd quan trong trong viéc ciing ¢d niém tin cua

khach hang, tao dung uy tin va gia ting ty 1& chuyén dbi tir nguoi theo ddi sang khach
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hang thuc té. Hién nay, cong tac kiém tra chét luong eWOM tai An Phat Panel duoc
thyc hién tap trung tai by phan Marketing, v&i hai hinh thirc chinh la:

1. Giam sat phan hoi truc tiép ciia nguoi dung trén cac nén tang mang xa hoi nhu
Facebook va TikTok.

2. Theo ddi chi s6 hiéu suat truyén thong thong qua cac cong cu quan tri sé nhu
Meta Business Suite, TikTok Analytics va Google Search Console.

Bo phan Marketing tién hanh theo ddi dit liéu dinh ky hang tuan, bao gom sd luot
xem, binh luén, chia s¢, ty 1¢ tuong tac (engagement rate) va mac do lan tda cia tirng
bai dang. Cac phan hdi cua ngudi dung duoc ra soat va ghi nhan nham danh gia cam
nhan chung ctia khach hang, tir d6 diéu chinh noi dung hodc cach truyén tai phi hop hon
v6i dbi tuong muc tiéu. Mic du da c6 quy trinh kiém tra thuong xuyén, song viéc phan
loai phan hdi tich cuc, tiéu cuc va danh gia cam xtc (sentiment analysis) van cha yéu
thuc hién thu cong, chua c6 hé théng tu dong hoa dé téng hop va bao cdo dinh luong.

Déi vai cac bai viét co phan hoi tidu cuc, cong ty tién hanh ra soat va xi 1y riéng
thong qua tin nhan tryc tiép hoic trao d6i qua dién thoai voi khach hang nham kip thoi
giai quyét van dé, tranh dé lan truyén cong khai. Pong thoi, bo phan Marketing s& ghi
nhan va bao cdo lai cac phan hoi nay hang thang, phuc vu danh gia ndi b va diéu chinh
chinh sach cham soc khach hang néu can thiét.

Trong ndm 2025, An Phat Panel da dat dugc nhitng budc tién 16 rét trong cong
tac kiém soat chat luong ndi dung. Céc bai viét, video quang ba va bai ding san pham
duoc dau tu ky hon vé hinh anh, bd cuc, thong tin k¥ thuat va giong di¢u truyén thong,
dam bao tinh théng nhét v&i bo nhan dién thuong hi¢u cao hon so véi nhitng nam trudc
day. Dic biét, cong ty dd chuan hoa quy trinh phé duyét ndi dung trude khi dang tai, véi
ty 1€ bai viét dugc kiém duyét ndi bd dat khoang 98%, gitp han ché sai sot vé thong tin

va dam bao ndi dung phan anh dung gia tri thuong hi¢u.
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__ An Phat Panel
&Y 27 thing 3,2023. @

Nha méy MDF An Phét d3 s3n sang nguyén liéu cho Ace quy khach hang vao mia néi that

12 may MDF An P

00 14 2 binh ludn

Hinh 2.25: Bai post Facebook nam 2023

. An Phat Panel
' 10 thang 10 lc 19:00 - @

VAN NHUA AN PHAT - SAN XUAT BUQC TAT CA CAC MAU MELAMINE BONG MAU VAN NHUA AN PH. AT
TREN THI TRUONG! .

(% An Phat - Nha san xust vat liéu ngi that hang dau Mign Trung San xuat dugc

Ban dang tim mot loai vét liéu Iy tuéng, chuan trend dé thi cong ndi thét? Van nhua tat ca cac mau

phi Melamine An Phat 13 mdt lua chon hoan hdo vdi céc uu digm nhu: - " .

+/ Da dang v& mau sic - L3 don vi tién phong san xuat dugc tat ca cac mau
Melamine trén thj truding (Van g, van da, van vdi, bé tong..) ;= " .
/ Giip kién triic su;, nha thau, xudng ndi that ddng bo hoa thiet k&, loai bé ndi lo trén thi truong
“léch mau - léch tong™.

/ Chéng nudc, chéng 4m, chéng méi mot, dé bén vugt troi.
+/ Trong lugng nhe, dé dang thi cdng, tiét kiém chi phi.

+/ Than thién méi trutng, an toan cho sifc khoe.

V6i van nhua phi Melamine An Phat, ban khéng chi s& hiiu nhiing mén do noi that
dep méat ma con nang tam khéng gian séng ctia minh.

Quy khach hang quan tam vé van nhya An Phat, lién hé An Phat ngay dé dudc tu
van chi tiét vé san phdm ciing nhifing uu dai dac biét nhé!

ok _wE

An Phat - Nha san xust Van gé CN hang dau Mign Trung

Hotline: 0705.478.999 - 0769.414.999

Website: www.anphatpanel.vn

2y Dia chi: Budng s6 6B, Khu Cang Nghiép Hoa Khanh, Phudng Hai Vén, TP. D3 Nang
#AnPhat #AnPhatPanel #Acrylic #Ecolic #VanGo #PVC #Plywood #MDF #PET
#Laminate #Melamine

Hinh 2.26: Bai post Facebook nam 2025
Ngoai ra, doanh nghiép d trién khai hoat dong tong hop va luu trit phan hoi tich
cuc cua khach hang, chon loc cac bai viét hodc binh luan mang tinh lan téa cao dé dang
lai trong muc “Tin ndi bat” trén Facebook. bay dugc xem 1a mot hinh thire tai st dung
ndi dung eWOM hi¢u qua, vira duy tri mach thong tin tich cyc quanh nam, vira tao dung

1ong tin cho khach hang tir nhitng trai nghiém thuc té.
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Feedback

Hinh 2.27: Tin néi bgt lwu triv Feedback ciia khdach hang
Co thé thay, cong tac kiém tra va nang cao chat luong ndi dung eWOM ctia An
Phét Panel dang duoc trién khai thuong xuyén va c6 dinh hudng rd rang, phan anh sy
quan tim cua doanh nghiép dén viéc xdy dung thuong hiéu bén viing théng qua trai
nghiém khach hang thuc té. D van cha yéu thuc hién thu cong, song hoat dong nay da
g6p phan quan trong trong viéc giit 6n dinh hinh anh thuwong hiéu, duy tri eWOM tich

cuc va hd trg hidu qua cho chién lugc truyén thong truc tuyén tong thé ciia cong ty.
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2.2.4. Khach hang muc tiéu cia Cong ty CP An Phat Panel

Pic diém khach hang clia An Phat Panel

Do tudi | 25 - 45 tudi

3 Nam chiém da sd (80%), do dac thu nganh xay dung
Nhin khau | Gidi tinh o,
va noi that.

hoc Nghé nghiép | La nhitng nguoi di 1am
Pia ly Tap trung tai mién Trung
Thu nhap | Trung binh - kha
- Thue té, can trong, dé cao chat luong va tién do.
Tinh cich - Ho thich nhitng thuong hi€u lam vi¢c nhanh, dang tin cay, chdm séc

khach hang tt va c6 nhiéu chuong trinh vu dai.
v tim Iy | o )
- Ho thuong tin vao nhirng trai nghiém that ciia nguoi tiéu dung hon 1a

quang cao.

- Thuong xuyén tra Google, Facebook hoac TikTok dé xem mau vt

liéu, dy &n thuc té, béo gia.

Hanh vi va | - Thuong doc cac danh gid, nhan xét trude khi ra quyét dinh mua hang.
théi quen | - Ho thuong yéu cau xem cac hinh anh that, video kho hoic cong trinh

mau trude khi quyét dinh mua hang.

- Trung thanh néu chat lugng va dich vu tdt.

Bén canh nhom khach hang c nhan, Cong ty CP An Phat Panel con nham dén
nhom khéch hang td chtrc nhu cac doanh nghi¢p san xuét nodi that, cac ctra hang vat liéu
xdy dung, cac nha thau xay dung.

2.3. Panh gia anh huéng ciia eWOM dén quyét dinh mua van cong nghiép tai
Cong ty C6 Phin An Phat Panel
2.3.1. Uu diém

Dua trén nhiing thyc trang da dugc phan tich, Cong ty C6 Phan An Phat Panel
cling da ghi nhan va dat duoc mot s vu diém noi bat.

Thi nhat, Cong ty C6 phan An Phat Panel ngay cang chu trong hon dén viéc trién
khai cac chuong trinh khuyén méi va chién dich quang ba nham nang cao mirc d6 anh
huong cua hoat dong truyén miéng dién tir (eWOM). Cian clr vao bang 2.8, nim 2025,
An Phét d3 t6 chire 6 chuong trinh khuyén mii, ting dang ké so v6i nam 2024 (chi c6 2
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chuong trinh) va nim 2023 chua trién khai hoat dong nao. Vé chién dich quang b4, nim
2025 cong ty thuc hién 3 chién dich truyén théng nham ting cudng su gan két va murc
dd nhan dién thuong hi€u voi khach hang, trong khi hai nam trudc d6 (2023 - 2024)
hoan toan chua c6 hoat dong tuong tu.

Thir hai, Website cua cong ty da dugc dau tu tdi wu vé nodi dung, SEO va tdc do
tai trang, mang lai trai nghiém muot ma va chuyén nghiép hon cho nguoi dung. Diéu
nay dua trén két qua phan tich vé toc do tai trang, c6 thé thiy nam 2025, cac chi s6 nhu
tong thoi gian chan giam con 300ms, thoi gian hién thi noi dung chinh con 0.7s (Bang
2.7), cac bai viét trén website ciing dat chuan SEO véi sé diém 87/100 (Hinh 2.13), véi
lugt nhap chudt (CTR) dat 3,6% (Hinh 2.11).

Thi ba, ndi dung truyén thong trén nén tang Facebook dugc dau tu bai ban hon
vé hinh anh, b6 cuc va thong diép giup eWOM duoc lan truyén manh m&. Néu nhu bai
dang nam 2023 (Hinh 2.18) véi ndi dung con so sai, thiéu hashtag, lién hé va chua co
diém nhan thi dén nam 2024 (Hinh 2.19) va nim 2025 (Hinh 2.26), cac bai viét da duoc
hoan thién hon véi hinh anh chuyén nghiép, bd cuc 1d rang, ndi dung hap dan, kém
hashtag va thong tin lién hé day du. Sy cai thién ndy gitp tang lugt xem 1én hon 1 triéu
va muc do tuong tac dat 1480 trén Facebook nam 2025 (Bang 2.6).

Thr tu, cac video ngan trén nén tang Tiktok da gitp An Phat Panel mo rong kénh
lan tda eWOM méi mot cach hiéu qua, pht hop v6i xu hudng truyén thong s hién nay.
DU méi duge phét trién gan day (thang 4/2025) nhung di dat duoc két qua tich cuc véi
hon 18.000 lugt xem va 762 lugt twong tac (Hinh 2.6).

2.3.2. Han ché

Bén canh nhiing két qua tich cuc da dat duogc, hoat dong truyén miéng dién t
(eWOM) cua Cong ty CP An Phat Panel van ton tai mot s6 han ché nhat dinh can duoc
quan tam va khac phuc trong thoi gian t6i.

Thir nhét, mic du cac bai ding va chién dich quang ba cua cong ty c6 luot xem
cao, song muc do twong tic van con thap. Cu thé, so véi nam 2024 thi nam 2025 mirc
d6 twong tac giam con 0,14% (Bang 2.6). Khach hang cha yéu dung lai & viée theo ddi
ndi dung ma it dé lai binh luan hodc chia sé, nam 2025 ¢6 dén hon 1 triéu lugt xem trén

Facebook nhung chi ¢6 hon 1000 luot trong tac (Bang 2.6) hay trén nén tang Tiktok
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lrot xem 14 18 000 nhung dé lai binh luan chi c6 78 nguoi va 44 luot chia sé (Hinh 2.6)
khién hiéu qua lan toa ty nhién cuia eWOM chua dat muc cao.

Thit hai, Cong ty CP An Phat Panel hién van chua trién khai cac hoat dong twong
tac nhu to chirc cac chuong trinh review nhin qua hay minigame (Bang 2.8) nhim
khuyén khich phan hoi tir khach hang. Bén canh do, sb lugng chién dich quang ba con
han ché khi trong ndm 2025 cong ty chi thuc hién 3 chién dich truyén thong.

Thi ba, cac hoat dong kiém tra va ning cao chat luong ndi dung eWOM van con
thuc hi€n mot cach thu cong, chua c¢6 cac cong cu phan tich chuyén sau va tu dong (can
cir muc 2.2.3). Piéu nay gay kho khin cho An Phat trong viéc do ludng, danh gia hiéu
qua va kiém soat eWOM.

Tht tu, dwa vao hinh 2.8 va 2.24 vé céc phan hdi hién nay trén cac kénh truc
tuyén cua cong ty, c6 thé thy rang cac phan hoi chi yéu dén tir khach hang ca nhan
thong thuong, véi ndi dung xoay quanh cac cau hoi, danh gid vé mau ma, gia ca,... ma
chua kém theo hinh anh/video vé san pham ciing nhu nhitng trai nghiém that ca ho.
Pong thoi chua c6 nhiéu danh gia, phan hoi mang tinh chuyén mon tir nhitng ngudi c6
kinh nghiém trong nganh nhu tho thi cong, k¥ su vat liéu,... Diéu nay khién cac thong
tin truyén miéng dién tir (eWOM) cta doanh nghiép thiéu gia tri tham khao chuyén
nghiép, giam muc do tin cdy va tinh thuyét phuc ciia ndi dung eWOM trong mat khach

hang tiém nang.
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CHUONG 3 : PHUONG PHAP NGHIEN CUU
3.1. Phwong phap thu thip dir li¢u
3.1.1. Dik liéu thi cip

Thong tin bén trong doanh nghiép

Thong tin tir bdo cdo tinh hinh hoat dong ctia doanh nghiép ké tir nam 2022 -
2024 cua ké toan Cong ty CP An Phat Panel bao gém tinh hinh hoat déng kinh doanh,
tinh hinh tai san, nguén von, tinh hinh kinh doanh san pham van cong nghiép ctia cong
ty o thoi diém hién tai,...Bén canh d6 1a cac thong tin tr bd phan téng hop va nhan sy
cua doanh nghiép bao g6m tinh hinh nhan sy, co ciu b may t chue,...

Thong tin bén ngoai doanh nghiép

Thong tin tir cac dé tai nghién ctru khoa hoc luan van, tiéu luan va cac bai bao
trén tap chi chuyén nganh cung véi cic kién thirc co ban vé quyét dinh mua tir cac gido
trinh hay sach tham khao,...

3.1.2. Dir liéu so cap

Vi mdi phuong phép nghién ctru, thu thap thong tin khac nhau s& dem lai nhiing
thong tin khac nhau. Do d6 dua vao dé tai va kha nang tiép can thong tin tir khach hang
nghién ctru da sir dung két hop ca 2 phuong phap nghién ciru dinh tinh va nghién ciru
dinh luong dé bo trg két qua cho nhau va khai thac thong tin tdt nhat.

3.2. Phuwong phap nghién ciru
3.2.1. Phwong phap nghién ctru dinh tinh

Nghién ctru dinh tinh dugc thue hién nham kham pha, diéu chinh va bd sung cac
bién quan sat dung dé do ludng cac khai niém nghién ctru dua trén co sé 1y thuyét va
cac cong trinh lién quan.

O giai doan nay, tac gia str dung k¥ thut phong van sau véi ngudi tiéu ding dugc
chon theo phwong phap thuén tién nhung van dam bao phan anh dic trung ctia tp hop
mau. Dong thoi, tac gia két hop quan sat thuc té, ghi nhat ky trong qua trinh khéao sat
dinh luong va phong van chuyén gia trong linh vyc van cong nghiép, bao gom giam déc
cong ty, nhan vién kinh doanh 1au nam, nhan vién san xuét va nhan vién kiém dinh chét
luong,... nham thu thap thém y kién va hoan thién hé théng bién quan sat.

Déi tugng tham gia nghién cru dinh tinh bao gdm cac khach hang trung thanh,

thudng xuyén mua san pham van cong nghiép tai Cong ty CP An Phat Panel cung véi 5
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nhan vién ban hang tai phan xudéng. Dir liéu dinh tinh duoc thu thap thong qua phong
van siu dua trén dan bai chuan bi sén, tap trung thao luan vé cac yéu td eWOM anh
huong dén quyét dinh mua, cic bién quan sat cua ting thang do trong mé hinh va muec
d6 phu hop cua ndi dung thang do. Cac cudc phong van dién ra trong vong 5 ngay.

Két qua cho thay quyét dinh mua san pham véan cong nghiép tai Cong ty CP An
Phét Panel chju tac dong bai 5 yéu té phu hop v6i mé hinh nghién ctu dé xuit, gom:
Chdt lwong théng tin, Pé tin cdy théng tin, S6 lwong thong tin, Tinh hitu ich ciia thong
tin va Chuyén mén nguoi giri. Sau khi tong hop ¥ kién tir cac budi thao lun, tac gia tiép
tuc trao doi lai véi nhém khach hang dé hoan thién va hiéu chinh thang do trudc khi
buéc sang giai doan nghién ctru tiép theo.

3.2.2. Phwong phap nghién ctru dinh luwgng

Nghién ctru dinh lugng nham do cac bién s6 theo muc tiéu va xem xét sy lién
quan giita ching dudi dang céc s6 do va so thong ké.

Nghién ciru sir dung thang do Likert 5 mirc dé dé thiét ké bang cdu hoi

Trude tién, tac gia khao sat so bo, tién hanh phong van 10 khach hang dang mua
san pham tai phan xudng dé phat hién nhitng sai sot trong bang cau hoi so b chit loc
tir nghién ctru dinh tinh. Sau do, tac gia tiép tuc diéu chinh nhiing sai s6t dé c6 bang
khao sat chinh thirc va tién hanh nghién ctru dinh luong. O giai doan tiép theo, tac gia
tién hanh khao sat chinh thirc, voi 270 bang cau hoi khao sat da dugc goi di bang hinh
thirc Google Form va thu vé 262 bang tra 10i trong d6 c¢6 250 bang hop 18. Cudi cung,
tac gia tién hanh tong hop thong ké, phan tich di liéu dira trén nhirng thong tin thu duoc
tr cudc khao sat.

Xk 1y $6 liéu thong ké bang SPSS

Kiém tra d9 tin cdy ting thanh phan thang do, xem xét muc do tin cdy cla cac
bién quan sat thong qua hé s6 Cronbach’s Alpha dé tién hanh loai bé cic bién hé sb
Cronbach’s Alpha nho khong phu hop.

Phan tich dir liéu bang phan tich nhan t6 kham pha EFA: kiém dinh Bartlett
(Bartlett’s test of sphericity) - kiém tra sy twong quan trong tong thé, hé sé6 KMO
(Kaiser-Mayer-Olkin) - xem xét su thich hop ctia EFA, hé s6 tai nhan t6 (Factor loading)
- kiém tra twong quan giita cac bién va nhan 4, chi s Eigenvalue - dai dién cho luong

bién thién dugc giai thich boi nhan t6.
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Phén tich hdi quy tuyén tinh Linear Regression - phan tich méi twong quan giira
céc yéu td cia eWOM va Quyét dinh mua san pham van cong nghiép tai Cong ty CP An
Phat Panel.

3.3. Tién trinh nghién céu
Nghién ctru két hop ca hai phuong phap dinh luong va dinh tinh dugc thuc hién

qua hai buéc d6 1a nghién ctru so bd va nghién ciru chinh thie. Cu thé nhu sau:

Co 56 b thuyét va M hinh va thang Diéu chinh thang
cac nghién ciru trudc do do

1
Bang cdu hoi M hinh v thang Phéng vin thir
nghién ciru do =
Nghién ciru dinh
lzong
Cronbach’s Loai cac bién c6 hé sb tirong quan bién téng nhé ( < 0,3)
Alpha Kiém tra hé sé Cronbach’s Alpha
2

Phin tich nhén 6 KMO, Bartlett test
him ph (EFA) Loai céc bién c6 hé sb EFA< 0,5

Phin tich héi Kiém tra dd thich hop ctia mé hinh
quy Kiém tra gia thuyét

Hinh 3.1: Quy trinh nghién ciru

Dua trén quy trinh nghién ctru tac gia tom tit cac budce nhu sau:

Budc 1: Co so 1y thuyét va cac nghién ciru trude

Téng hop 1y thuyét nén va cac mo hinh nghién ctru lién quan nham xac dinh cac
yéu tb va thang do phu hop cho dé tai.

Budc 2: Xay dung mo6 hinh va thang do

Dua trén 1y thuyét, d& xuit mé hinh nghién ctru va xay dung bd thang do ban
dau cho céc bién sb.

Budc 3: Thao luan nhom va phong van thir

T6 chtrc thao ludn nhoém va phong véan thir ddi twong muc tiéu nham kiém tra

tinh 1 rang, d& hiéu cua thang do; tir 46 diéu chinh bang cau hoi.
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Budc 4: Nghién ctru dinh lugng

Tién hanh khdo sat chinh thirc bang bang hoi véi d6i tugng nghién ctru, thu thap
dit liéu dé kiém dinh mé hinh.

Budc 5: Danh gia do tin cay thang do bang Cronbach’s Alpha

Loai bo cac bién c6 hé sd twong quan bién tong nhé hon 0.3 va kiém tra hé sd
Cronbach’s Alpha nham danh gia do tin cdy ndi bo.

Budc 6: Phan tich nhan t6 kham pha (EFA)

Thuc hién kiém dinh KMO, Bartlett test; loai cac bién c6 hé sb tai nhan t6 <
0.5.

Budc 7: Phan tich hdi quy

Kiém tra d6 phu hop ctia mo6 hinh nghién ctru, danh gid mirc d6 tac dong giira
cac yéu to.

3.4. Phwong phap x4c dinh kich ¢& miu

Do han ché vé ngudn lyc ciing nhu kha ning tiép can ddi tuong khao sat nén dé
tai nghién ctru st dung phuong phap chon miu thuan tién. Boi twong khao sat 1a khach
hang c¢6 nhu ciu st dung san phdm van cong nghiép tai Céng ty CP An Phat Panel.
Nghién ctru duoc tién hanh thong qua viéc giri bang khao sat dén khach hang bang hinh
thire lién hé qua Zalo, ap dung cho tat ca khach hang c6 don hang truc tiép va truc tuyén.
Nghién ctru thyc hién diéu tra tat ca cac khach hang tiép can duoc trong thoi gian nghién
ctru cho dén khi dat ¢& mau yéu cau thi két thuc diéu tra.

Theo Tabachnick & Fidell (1991), dé phan tich hoi quy dat két qua tot nhat thi
kich thudc mau phai thoa man cong thirc n > 8m + 50. Trong d6, n 1a kich thude mau va
m 1 sb bién doc 14p ctia mé hinh. Nhu véy, theo cong thirc nay véi sb bién doc 1ap m =
5 thi c& mau s& la: 8*5 + 50 = 90.

Theo Hair et al. (1998): kich thuéc mau tdi thiéu dé dam bao tinh dai dién cho
tong thé theo nguyén tic c& mau duoc chon gip 5 1an sé bién quan sat (N > 5m). M6
hinh do luong dy kién c6 30 bién quan sat, nhu vay kich thudc mau can thiét 1a 150.

Theo “Phan tich dit liéu nghién ctru véi SPSS” (Hoang Trong & Chu Nguyén
Mong Ngoc, 2008) s6 mau can thiét dé phan tich nhan t6 phai 16n hon hodc bang nim
lan s6 bién quan sat :

Nmin = S bién quan sat*5 = 30%5 = 150
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Theo “Phuong phéap nghién ctru trong kinh doanh” (Nguyén Dinh Tho, 2014) s

mau thiét ké dé tién hanh phan tich hoi quy phai thoa man diéu kién sau
Nmin = 8*p + 50 = 8*5+ 50 =90

Trong dé: p 1a sb bién doc lap

M3di phuong phap déu cho ra mot c& mau nhat dinh nén kich thuéc mau nghién
cuu chon 1a 150. Tuy nhién dé dam bao tinh chinh xé4c cua sb lidu va viée thu hoi phiéu
khao sat trong qué trinh diéu tra, nghién ctru chon kich ¢& mau 14 250.

Pham vi khao sat: tai Cong ty CP An Phat Panel

Thoi gian khdo sat: tir ngay 1/12/2025 dén 5/12/2025

Qua trinh thuc hién nghién ctru da c6 khoang 270 bang cau hoi khao sat dugc tac
gia phat ra. Sau khao sat, tac gia thu duoc 262 phan hdi tir cac dap vién va 250 phan hoi
hop €. Két qua thu thap dit li¢u khao sat dinh lugng dugc tom tat nhu sau:

Bing 3.1: Két qua thu thdp dir liéu khdo sdt dinh lwong

Hinh thirc thu thip | So6 lwong phat S6 lwong Ty 18 hoi S6 lwong
dir liéu hanh phan hoi dap hop I¢

Phat bang cau héi
) 270 262 97% 250
truc tuyén

Nguon: Tac gia (2025)

3.5. Xay dung thang do nghién ciru

Nghién ctru nay st dung cac 5 bién doc 1ap Chat heong théng tin, PJ tin cdy
théng tin, S6 lwong théng tin, Tinh hitu ich ciia théng tin, Chuyén mén nguoi givi va 1
bién phu thudc Quyét dinh mua san pham van céng nghiép tai Céng ty CP An Phdt
Panel.

Cu thé dé do luong cac khai niém c6 trong md hinh, tac gia sir dung cac thang do
nhu sau:

Céc bién quan sat ctia cac bién doc lap s& dugc do bang thang do Likert 5 (Hoan
toan khong dong y, Khong dong ¥, Trung 1ap, Pong ¥, Hoan toan dong ).

Riéng nhitng bién phan loai ddi twong khao sat nhu gi6i tinh, d6 tudi, ... sir dung
thang do dinh danh, thang do ty I¢.

Bang 3.2: Thang do nghién cwu
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Yéu t6 |Mi hoa Bién quan sat Ngudn
L1 Céc danh gia tryc tuyén vé san pham van cong
nghiép 1a dé hiéu.
— i Cheung &
Céc danh gia tryc tuyén vé san pham van cong _
. Thadani (2012)
CL2 [nghiép c6 day du ndi dung (hinh anh,
, video...) dé 1am rd cac ¥ kién khac.
Chat lugng - — n .
_ Céc danh gia tryc tuyén veé san pham van cong | Hennig-Thurau
thong tin CL3 .
nghiép 1a khach quan. et al. (2004)
(CL) — 7
CL4 Céc danh gia truc tuyén vé san pham van cong
nghiép 1a ro rang.
— i Cheung &
Cac déanh gia tryc tuyén vé san pham van cong ,
. : Thadani (2012)
CL5 |nghiép c6 chura dung day du 1y do dé 1y giai
cho cac ¥ kién.
Cl Céc danh gia tryc tuyén vé san pham van cong
nghi¢p phan anh ding su that. Cheung &
T Céac danh gia tryc tuyén vé san pham van cong | Thadani (2012)
nghiép déu chinh xéc.
bJ tin cay - s : ;
Céc danh gia truc tuyén vé san pham van cong | Hennig-Thurau
cuathong | TC3 . o
_ nghiép khong c6 su thién vi. et al. (2004)
tin (TC) _ :
TC4 Cac déanh gia truc tuyén vé san pham van cong
nghiép la dang tin cay. Cheung &
oS Céc danh gia tryc tuyén vé san pham van cong | Thadani (2012)
nghiép 13 hop 1y va nhat quan.
Sb lwong danh gia trén mang vé san pham van
) SL1 |cong nghiép 16n, toi cho rang san pham dé
SO lugng 2k
pho bién. Cheung &
thong tin i i i _
SL) So lwong danh gid trén mang vé san pham van | Thadani (2012)
SL2 |cong nghiép nhiéu, t6i cho rang san pham d6
c6 danh tiéng tot.
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SL3

S6 luong danh gia trén mang veé san pham van
cong nghiép nhiéu, t61 cho rang san pham do

c6 doanh sb ban hang tét.

SL4

T6i d& dang tiép can mot luong 16n danh gia

tryc tuyén vé san pham van cong nghiép.

SL5

C6 nhiéu danh gia tr nhiéu nguoi khac nhau
vé san pham van cong nghiép trén cac nén

tang truc tuyén.

Hennig-Thurau

et al. (2004)

Tinh hitu
ich cua
thong tin
(HI)

HI1

Céc déanh gia tryc tuyén vé san pham van cong

nghiép 14 hitu ich cho viéc tim kiém thong tin.

HI2

Céc danh gia truc tuyén vé san pham van cong

nghiép gilip nang cao hiéu qua mua sam.

Cheung &
Thadani (2012)

HI3

Cac déanh gia tryc tuyén vé san pham van cong

nghiép chira dyng nhiéu thong tin.

Hennig-Thurau

et al. (2004)

HI4

Céc danh gia tryc tuyén vé san pham van cong
nghiép cho phép tim kiém thong tin nhanh

hon.

HI5

Cac déanh gia tryc tuyén la c6 gia tri doi voi

viéc lya chon san pham van cong nghiép.

Cheung &
Thadani (2012)

Chuyén
mon nguoi

gt (CM)

CM1

Nhitng ngudi cung cip danh gia truc tuyén veé
san pham van cong nghiép co kién thirc phong

phu vé van cong nghiép.

Hennig-Thurau

et al. (2004)

CM2

Nhirng ngudi cung cap cac danh gia truc
tuyén v€ san pham van cong nghiép ho c6

kinh nghiém.

CM3

Nhiing nguoi c6 chuyén mon cung cap céac
kién thurc tot hon vé san pham véan cong

nghiép.

Cheung &
Thadani (2012)
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Nhitng ngudi cung cip danh gia vé& san pham
CM4 |vén cong nghiép c6 kha ndng dua ra nhan dinh

chinh xac.

Nhitng ngudi c6 chuyén mén dé cap dén mot
Hennig-Thurau

et al. (2004)

CMS5 |s0 van dé vé san pham van cong nghiép ma t61

khong cht y dén.

T6i thuong lira chon san phdm véan cong
QDI |nghiép tai An Phat Panel khi c6 thong tin danh

gia qua mang tich cuc.

T6i chac chin s& mua san phim van cong
QD2 |nghiép tai An Phat Panel sau khi xem cac

danh gia tryc tuyén v€ san pham.

Cheung &

To1 quyét dinh mua san phém van cong Thadani (2012)
adani

Quyét dinh | QD3 |nghiép tai An Phat Panel khi cac danh gia truc
mua (QD) tuyén cung cap du bang chimg thuyét phuc.

T6i quyét dinh mua san pham véan cong

D4 nghiép tai An Phat Panel vi cac danh gia truc
D .

tuyén gitp t61 ty tin hon vao lya chon cua

minh.

T6i quyét dinh mua san pham véan cong _
Hennig-Thurau

QD5 |nghiép tai An Phat Panel khi cac danh gia truc
et al. (2004)

tuyén phu hop véi nhu cau cua toi.

Nguon: Tac gia (2025)

3.6. Phuong phap phén tich dir li¢u
Sau khi dugc thu thap, cac bang tra 161 duoc kiém tra va loai di nhiing bang khong
dat yéu cau. Sau do ching dugc ma hoa, nhdp li€u va lam sach dir licu bﬁng SPSS. Véi
phan mém SPSS, thuc hién phan tich dit liéu théng qua cac cong cu nhu thng ké mé
ta, bang tan s6, kiém dinh do tin cdy cua cac thang do, phan tich kham pha, hoi quy,

kiém dinh T-test va phan tich siu ANOVA.
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3.6.1. Thong ké mé ta miu

Théng ké mé ta cho phép cac nha nghién ctru trinh bay két qua thu dugc dudi
dang hinh thtrc co cdu va tong két. Cac thong ké mé ta duoc sir dung trong nghién ctru
nay dé phan tich, mé ta dir liéu bao goém tan sb va ty 1¢ trén mau diéu tra va cac thang
do.
3.6.2. Phan tich do tin cay Cronbach's Alpha

Hé s6 Cronbach’s Alpha 1a mot phép kiém dinh théng ké vé murc do chat ché ma
cac muyc hdi trong thang do tuong quan véi nhau.

Vi dy, khong phai lac nao tat ca cac bién quan sat X1, X2, X3, X4, X5... ching
ta déu dua ra dé do luong cho nhan t6 A (nhan té me) déu hop 1y, déu phan anh duoc
khai niém, tinh chét ciia A. Vi vay, can phai c6 mot cong cu gitp kiém tra xem bién quan
sat nao phu hop, bién quan sat nao khong phu hop dé dua vao thang do. Khai niém
"thang do" trong cum tir kiém dinh d6 tin cay cta thang do y mubn noéi dén mot tap hop
céc bién quan sat con c¢6 kha nang do dugc, thé hién duoc tinh chét ctia nhan té me (nhan
t6 A). Va & day 1a thang do Likert.

Nhu trén d4 trinh bay, hé s Cronbach’s Alpha thuong dugce dung dé danh gia so
bo thang do dé loai cac bién rac trude, chir khong tinh duoc d6 tin cdy cho ting bién
quan sat. Nhitng bién c6 hé sb trong quan bién tong (item-total correlation) nho hon 0.3
s€ bi loai. Thang do c6 h¢ s6 Cronbach’s Alpha tir 0.6 tré 1én 1a c6 thé sir dung dugc
trong truong hop khai niém dang nghién ciru méi (Nunnally, 1978; Peterson, 1994;
Slater, 1995).

Nguyén tic két luan:

0.8 < Cronbach’ Alpha < 1: Thang do ludng rét tdt

0.7 < Cronbach’ Alpha < 0.8: Thang do t6t

0.6 < Cronbach’ Alpha < 0.7: Thang do c6 thé sir dung duoc
3.6.3. Phan tich nhéin t6 kham pha (EFA)

Phan tich nhan t6 khim phé 1a tén chung cia mdt nhom cac ky thudt dugc st
dung nham thu nhé va tém tit cac dit liéu. Trong nghién ctru, ching ta c6 thé thu thap
dugc mot s6 lwong bién kha 16n va hau hét cac bién nay c6 lién hé véi nhau va s lugng

ctia chiing phai dugc giam bdt xudng dén mot sb lwong ma ching ta c6 thé s dung
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duge. Phuong phéap nay rét c6 ich cho viée xac dinh cac tap hop bién can thiét cho van
dé nghién ctru va dugc str dung dé tim mdi quan hé giira cac bién véi nhau.

Trong phan tich nhan t6 kham pha, tri s6 KMO (Kaiser - Meyer - Olkin) 14 chi sb
dung dé xem xét sy thich hop cua phan tich nhan t. Tri s cua KMO phai c6 gia tri
trong khoang tir 0.5 dén 1 thi phén tich nay 14 thich hop, con néu nhu tri s6 nay nhé hon
0.5 thi phén tich nhan t c6 kha ning khong thich hop véi cac dit liéu.

Ngoai ra, phan tich nhan t6 con dua vao Eigenvalue dé xac dinh s6 lugng nhan
t6. Chi nhitng nhén té ¢6 tri sé Eigenvalue > 1 thi méi duoc giit lai trong mo hinh. Pai
lugng Eigenvalue dai dién cho luong bién thién duoc giai thich bé1 nhan td. Nhirng nhan
t6 c6 Eigenvalue < 1 s& khong co tic dung tom tat thong tin tot hon mot bién gbc.

Tong phuong sai trich (Total Variance Explained) > 50% cho thdy mo hinh EFA
1a phut hop. Coi bién thién 1a 100% thi tri s6 nay thé hién cac nhan t6 duogc trich c6 dong
duoc bao nhiéu % va bi that thoat bao nhiéu % ciia cac bién quan sat.

Hé s6 tai nhan té (Factor Loading) hay con goi 1a trong s6 nhén t6, gia tri nay
biéu thi mbi quan hé twong quan giira bién quan sat voi nhan to. Hé so tai nhan t cang
cao, nghia 1a twong quan gitra bién quan sat d6 v6i nhan t6 cang 16n va ngugc lai Theo
Hair et al. (2009); Multivariate Data Analysis, 7th Edition thi:

Factor Loading ¢ mirc > 0.3: Diéu kién tdi thiéu dé bién quan sat duoc gir lai.

Factor Loading ¢ muc > 0.5: Bién quan sat ¢6 ¥ nghia thdng ké binh thudng.

Factor Loading ¢ murc > 0.7: Bién quan sét c6 ¥ nghia thong ké tt.

Trong thyc té 4p dung, viéc nhé timg mirc hé s tai v6i timg khoang kich thudc
mau 12 kha kho khin, do vay nguoi ta thudng ldy hé sd tai 0.45 hodc 0.5 1am muc tiéu
chuén vé6i ¢d mau tir 120 dén dudi 350; 1y tiéu chuan hé sb tai 13 0.3 véi c& mau tir 350
tré 1én. C& mau cang 16n thi viée du doan va xac dinh cac yéu td s& chinh xé4c hon.

Kiém dinh Bartlett (Bartlett’s test of sphericity) ding dé xem xét cac bién quan
sat trong nhan t6 c6 twong quan v6i nhau hay khéng. Can luu ¥, diéu kién dé 4p dung
phan tich nhan t6 1a cic bién quan sat phan anh nhiing khia canh khac nhau ciia cung
mot nhan t6 phai c6 mdi twong quan voi nhau. Do d6, néu kiém dinh cho thdy khong c6
y nghia thong ké thi khong nén 4p dung phan tich nhan t6 cho cac bién dang xem xét.
Kiém dinh Bartlett c6 ¥ nghia thong ké (sig. Bartlett’s Test < 0.05), ching t6 cac bién

quan sat c6 twong quan véi nhau. Mot phan quan trong trong bang két qua phan tich
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nhan t6 14 ma trn nhan t6 (component matrix) hay ma trin nhan t4 khi cac nhan té duoc
xoay (rotated component matrix). Ma tran nhan t6 chira cac hé sb biéu dién cac bién
chuén héa bang cac nhan t6 (mdi bién 12 mot da thirc ciia cac nhan t6). Nhitng hé sb tai
nhan t (factor loading) biéu dién twong quan giita cac bién va cac nhéan t6. Hé sb nay
cho biét nhan té va bién c6 lién quan chit ché v6i nhau.

3.6.4. Phan tich twong quan Pearson

Sau khi c6 duoc cac bién dai dién doc 1ap va phu thudc & phan phan tich nhén t6
EFA, tiép tuc tién hanh phan tich twong qua Pearson dé kiém tra mdi quan hé tuyén tinh
giita cic bién nay. Tuong quan Pearson r co gié tri dao dong tir -1 dén 1:

Néu r cang tién vé 1, -1: twong quan tuyén tinh cang manh, cang chat ché. Tién
vé 1 1a tuong quan duong, tién vé -1 1 tuong quan am.

Néu r cang tién vé 0: twong quan tuyén tinh cang yéu.

Néu r = 1: twong quan tuyén tinh tuyét d6i, khi biéu dién trén d6 thi phan tan
Scatter, cac diém biéu dién sé& nhip lai thanh 1 duong théng.

Néu r = 0: khong c6 méi twong quan tuyén tinh. Luc nay s& ¢6 2 tinh hudng xay
ra. Mot, khong c6 mot mbi lién hé nao giita 2 bién. Hai, giita chiing ¢6 méi lién hé phi
tuyén.

Sau khi chay SPSS thi c6 dugc két qua twong quan Pearson duoc giai thich nhu
sau:

Hang Pearson Correlation 1 gia tri r d& xem xét sy twong quan thuan hay nghich,
manh hay yéu giira 2 bién.

Hang Sig.(2-tailed) 1a sig kiém dinh xem mdi tuong quan giita 2 bién 1a co y
nghia hay khong. Sig < 0.05, twong quan c6 y nghia; sig > 0.05, tuong quan khong c6 y
nghia. Can xem xét sig trudc, néu sig < 0.05 méi nhan xét t6i gia tri twong quan Pearson.

Hang N hién thi c¢& miu cua tap dir liu.

3.6.5. Phan tich hoi quy bdi tuyén tinh

Xem xét cac gia dinh can thiét trong mo6 hinh hdi quy tuyén tinh nhu kiém tra
phan du chuan hoa, kiém tra hé s6 phong dai phuong sai VIF, kiém tra gia tri Durbin
Watson. Néu cac gia dinh trén khong bi vi pham, m6 hinh hoi quy duoc xay dung. H¢
s R2 s6 cho thiy cac bién doc 1ap dua vao mod hinh giai thich duoc bao nhiéu phan trim

bién thién cua bién phu thudc.
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MO hinh c6 dang: Y =0 + B1X1 + B2X2 +...+ BkXi + ¢

Trong do:

Y: bién phu thudc — Quyét dinh st dung

BO: hé s6 chin (hing sd)

Bk: h¢ s6 hoi quy riéng phan

Xi: cac bién doc 1ap trong mé hinh

e: bién doc 1ap ngiu nhién

Dua vao hé sé Beta chuan hoa véi mirc y nghia Sig. twong tmg dé xac minh cac
bién doc 12p nao c6 anh huong dén bién phu thudc trong mé hinh nghién ctru va anh
huéng véi mire d ra sao, theo chiéu hudng nao. Tir d6, lam cin cir dé ¢6 nhiing két luan
chinh xac hon va dua ra giai phap mang tinh thuyét phuc cao. Két qua ciia mo hinh s&
gitip ta xac dinh duoc chiéu huéng, mirc do anh hudng cua cac yéu té anh huong dén
quyét dinh mua cta khach hang d6i voi san pham van cong nghiép tai Cong ty CP An

Phat Panel.
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CHUONG 4 : KET QUA NGHIEN CUU
Tac gia thuc hién khao sat bang cach giri form khao sat qua internet, giri di 270
phiéu, thu vé 250 phiéu hop 18, dat ty 18 97%. Cac dir liéu sau khi thu thap duoc ma hoa
va xir Iy bang phan mém thong ké SPSS 26 dé thuc hién phan tich. Toan bd cac phan
tich, danh gia trong nghién ctru déu dya trén két qua cua 250 phiéu diéu tra (twong dwong
v6i 250 khach hang) dugc thé hién nhu sau:
4.1. Két qua phan tich thong ké mé ta
4.1.1. Théng ké miu theo gi6i tinh
Bing 4.1: Théng ké mdu theo gidi tinh

Gidi tinh
Tan s6 % Ty 18 % |% Cong don
Giatri | Nam | 189 75,6 75,6 75,6
Nit 61 24.4 24.4 100,0
Tong| 250 100,0 100,0

(Nguon: Két qud diéu tra xir 1) SPSS ciia tac gid ndam 2025)
Biéu d6 4.1: Théng ké méu theo giéi tinh

Gidi tinh

[ Ham
Wi

(Nguon: Két qud diéu tra xir 1) SPSS ciia tac gid ndm 2025)

Dua vao dit liéu hién thi c6 thé thay rang trong tong s6 250 mau thu dugc thi c¢6
75,6% khach hang 1a nam va 24,4% khach hang 1a nit. S6 khach hang nam chiém ty 1é
cao hon so voi khach hang nir, ching to ring c6 su chénh léch déang ké gitra sb khach

hang nam va khach hang nit trong mau nghién ctru.
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4.1.2. Théng ké miu theo dj tudi
Béng 4.2: Thong ké miu theo d¢ tuéi

P tudi
Tan s6 % Ty 18 % |% Cong don
Giatri|25-34 | 117 46,8 46,8 46,8
35-45| 96 38,4 38,4 85,2
Trén 45| 37 14,8 14,8 100,0
Tong | 250 100,0 100,0

(Nguon: Két qua diéu tra xir Iy SPSS ciia tdc gia ndam 2025)
Biéu d6 4.2: Théng ké mdu theo d tuoi

Db tudi

H25-34
W35-45
W Teen 45

(Nguon: Két qua diéu tra xir 1) SPSS ciia tac gid ndm 2025)

Do tudi tir 25 — 34 tudi chiém da sd trong tong sé mau khao sat cuia nghién ciru,

chiém 46,8%. Tiép theo chiém ty 1¢ thir 2 trong d6i twong khach hang dugc phong van
1a d6 tudi tir 35 — 45 tudi chiém 38,4%. Tiép dén 1a do tudi c6 ty 1¢ thap nhat 13 trén 45
tudi chiém ti 18 14,8%. C6 thé thay do tudi khach hang tham gia khao sat cta nghién ciru

dang nam trong d dudi kha tré, c6 nhiéu tiem nang khai thac.
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4.1.3. Thong ké miu theo thu nhip hang thang
Bing 4.3: Théng ké miu theo thu nhdp hang thing

Thu nhép
Tan s % Ty 16 % | % Cong don
Gia tri | Tir 10 - 20 triéu 85 34.0 34.0 34.0
Tir 20 - 30 triéu 129 51.6 51.6 85.6
Trén 30 triéu 36 14.4 14.4 100.0
Tong 250 100.0 100.0

(Nguon: Két qua diéu tra xir Iy SPSS ciia tdc gid ndam 2025)
Biéu dé 4.3: Théng ké mdu theo thu nhip hang thing

Thu nhap

E Tir 10 - 20 trigu
I Tir 20 - 30 tridu
[ Tran 30 trigu

(Nguon: Két qua diéu tra xir Iy SPSS ciia tdc gia nam 2025)

Két qua khao sat cho thdy phan 16n khach hang cia An Phat Panel c6 muc thu

nhap trung binh - kha trg 1én. Nhom c6 thu nhap tir 20 — 30 triéu dong/thang chiém ty
1¢ cao nhét v&i 51,6%, cho thiy day 1a nhom khach hang chu lyc cua doanh nghiép. Tiép
theo 1a nhém thu nhap 10 — 20 triéu dong/thang chiém 34%, phan 4nh rang san pham
ctia cong ty van thu hut dugc nhém khich hang c6 thu nhap trung binh. Nhém c¢é thu
nhap trén 30 triéu dong/thang chiém 14,4%, tuy thap hon hai nhém con lai nhung van
thé hién sy quan tdm nhit dinh tir nhém thu nhap cao. Piéu nay cho thdy co ciu thu
nhap cta khach hang khé4 da dang, trong d6 khach hang thu nhap trung binh - kha 1a déi

tuong chinh cta cong ty.

SVTH: Phiing Nguyén Thanh Théio 104



Khéa ludn tét nghiép GVHD: ThS. Dang Thién Tam

4.1.4. Théng ké miu theo tin suit mua sian phidm van cong nghiép cia khach
hang tai Cong ty CP An Phat Panel

Bing 4.4: Théong ké mdu theo tin suit mua

Tan suat mua

Tan s6 % Ty 16 % |% Cong don
Giatri | 1-21an 66 26.4 26.4 26.4
3-5lan | 106 42.4 42 .4 68.8
Trén 51an| 78 31.2 31.2 100.0
Tong 250 100.0 100.0

(Nguon: Két qud diéu tra xir 1) SPSS ciia tac gid ndm 2025)

Biéu dé 4.4: Théng ké mdu theo tan suit mua

Tan suat mua

H1-21En
W3-51En
W Tren 5 lin

(Nguon: Két qud diéu tra xir 1) SPSS ciia tac gid ndam 2025)

Két qua khao sat cho thay khach hang ctia An Phét Panel c¢6 muic d6 quay lai mua

hang twong d6i cao. Nhom khach hang mua san pham 3 — 5 1an chiém ty 18 16n nhét véi
42,4%, phan anh muc d6 hai long va nhu cau sir dung thudng xuyén d6i voi san pham
van cong nghiép cua cong ty. Bén canh do, 31,2% khach hang di mua trén 5 lan, thé
hién mirc d6 trung thanh dang ké va cho thay san pham dap tng tot nhu ciu cia nhém
khach hang nay. Nhom mua 1 — 2 1an chiém 26,4%, chil yéu la khach hang méi hoic

khach hang c6 nhu cau sir dung khong thudng xuyén. Nhin chung, co cdu tin suit mua
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cho thiy An Phat Panel dang c6 ty 1¢ khach hang quay lai cao, day 1a tin hiéu tich cuc
dbi voi chat lugng san pham va hiéu qua cham soc khach hang ctia doanh nghiép.
4.1.5. Thong ké miu theo muc dich mua san phim van cong nghiép ciia khach
hang tai Cong ty CP An Phat Panel

Bing 4.5: Théong ké miu theo muc dich mua

Muc dich mua

Tan sb % Ty 18 % |% Cong don
Gia tri Thi cong noi that 109 43.6 43.6 43.6
Thi cong xay dung 88 35.2 35.2 78.8
Str dung cho nhu cau ¢4 nhan 53 21.2 21.2 100.0
Total 250 100.0 100.0

(Nguon: Két qua diéu tra xir Iy SPSS ciia tdc gia ndm 2025)

Biéu d6 4.5: Théong ké mdu theo muc dich mua

Muc dich mua

[EThi céng ndi that
WTH cang xay dung
B Siv dung cho nhu cdu ca nhin

(Nguon: Két qud diéu tra xir 1) SPSS ciia tac gid ndm 2025)

Tir két qua thong ké trén, phan 16n khach hang Iya chon san pham van cong
nghiép ctia An Phét Panel dé phuc vu thi cong noi that, chiém 43,6%. Diéu nay cho thay
nhu ciu sir dung van cong nghiép trong cac hang muc vé do ndi that dang rat pho bién
va la phan khic quan trong ctia cong ty. Bén canh do, 35,2% khach hang sir dung san
pham cho thi céng x4y dung, cho thiy van cong nghiép khong chi dap ing yéu cau thim

my ma con dugc danh gia toét vé do bén va kha nang ing dung trong céc cong trinh.
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Ngoai ra, 21,2% khach hang mua san pham dé ding cho muc dich ¢4 nhan, phan anh su
linh hoat v kha niang d4p (mg nhiéu nhu cau khac nhau ciia san pham.

4.1.6. Théng ké méu theo ngudn tham khio danh gia truc tuyén ciia khach hang
tai Cong ty CP An Phat Panel

Bing 4.6: Théng ké miu theo nguén tham khdo dinh gid trwc tuyén

Ngudn tham khao
Tan s6 % Ty 18 % |% Cong don
Gia tri |[Website doanh nghiép 86 34.4 34.4 344
Facebook 113 45.2 45.2 79.6
TikTok 51 20.4 20.4 100.0
Total 250 100.0 100.0

(Nguon: Két qua diéu tra xir Iy SPSS ciia tdc gia ndam 2025)

Biéu d6 4.6: Théng ké miu theo nguén tham khdo dinh gid trwc tuyén

Nguén tham khao

E'Website doanh nghiép
W Facehook
W TikTok

(Nguon: Két qud diéu tra xir 1Y) SPSS ciia tac gid ndm 2025)

Tir két qua dir lidu trén, co thé thay khach hang cia An Phat Panel chi yéu tim

hiéu thong tin vé san phdm van cong nghiép thong qua Facebook (chiém 45,2%), phan
anh murc do pho bién va stic lan toa manh mé ciia nén tang nay trong viéc tiép can khach
hang. Website doanh nghiép dung thir hai voi 34,4%, cho thay nhiéu khach hang van uu
tién truy cap cac ngudn chinh théng dé kiém tra thong tin chi tiét va dang tin cay hon.
TikTok chiém 20,4%, thé hién sy chuyén dich dan sang cac nén tang ndi dung ngin va

xu hudng tiép can thong tin theo dang tric quan.
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4.2. Két qua phan tich d tin ciy ciia thang do
Theo Nguyén Dinh Tho (2013) hé sé Cronbach's Alpha duoc dung dé do luong

d6 tin cdy cua thang do (bao gom tir 3 bién quan sét trd 1én) chir khong do ludng duoc

d6 tin cdy cho timg bién quan sat. Hé sb Cronbach's Alpha c6 gia trj bién thién trong

doan tir 0 dén 1. Thang do duoc xem 1a dat yéu cau khi mirc gia tri cia hé s6 Cronbach's

Alpha tir 0,6 tré 1én (Hoang Trong va Chu Nguyén Mong Ngoc, 2008) va hé s twong

quan bién tong 16n hon hoic bang 0,3 (Pedhazur va Schmelkin,1991).

4.2.1. Kiém tra @9 tin cdy ciia thang do bing hé s6 Cronbach's Alpha cho bién déc

1ap lan 2
Bing 4.7: Kiém dinh d¢ tin cdy ciia thang do cdc bién déc lap
Cronbach
.| Bién quan | Gia tritrung | Do léch Twong quan | Alpha néu
Nhén to . - .
sat binh chuan bién tong bién bi
loai
CL1 15.73 18.761 740 .860
i CL2 15.86 18.640 728 .863
Chat
CL3 15.81 18.397 742 .860
lwgng
CL4 15.85 18.202 738 .861
thong tin
CL5 15.81 18.847 .688 872
Hé s6 Cronbach’s Alpha cta nhan td: 0.888
TClI 11.90 9.894 674 .790
TC2 11.93 10.123 .645 .802
Do tin cay
TC3 12.00 9.859 675 789
thong tin
TC5 11.91 9.899 674 .790
Hé s6 Cronbach’s Alpha cta nhan t6: 0.836
SL1 17.19 15.326 792 902
, SL2 17.20 14.404 810 .898
So lwgng
SL3 17.12 15.017 789 902
thong tin
SL4 17.24 14.579 .804 .899
SL5 17.14 15.481 172 906
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Hé s6 Cronbach’s Alpha cta nhan t6: 0.920
HI1 14.70 19.986 667 816
HI2 14.70 19.199 675 814
Tinh hiru
HI3 14.72 20.490 .609 831
ich cua
HI4 14.75 19.458 667 816
thong tin
HIS5 14.68 19.680 674 814
Hé s6 Cronbach’s Alpha cta nhan td: 0.849
CM1 11.70 10.765 .650 821
Chuyén CM2 11.67 10.472 .698 .801
mon nguoi CM4 11.80 10.163 743 781
guri CM5 11.67 11.097 .650 821
Hé s6 Cronbach’s Alpha cta nhan tb: 0.847

(Nguon: Két qud diéu tra xir 1y SPSS ciia tac gid ndam 2025)

Phan tich két qua Kiém dinh thang do Cronbach’s Alpha 1an 2 nhu sau:

S6 lwong théng tin: Két qua phan tich Cronbach’s Alpha = 0.920 > 0.6 cho thay
thang do ludng 1a rat tot. TAt ca cac bién trong nhan t6 “Sé lugng thong tin” co hé sb
tuong quan bién tong 16n hon 0.3 dao dong tir 0.772 dén 0.810. Qua d6, thang do “SH
luong théng tin” c6 d6 tin cdy cao va do ludng tot cho nhan td nay.

Chdt lwong théng tin: Két qua phan tich Cronbach’s Alpha = 0.888 > 0.6 cho thiy
thang do luong 1a rat tot. Tat ca cac bién trong nhan t6 “Chét lugng thong tin” cho két
qua hé sb twong quan bién tong 16n hon 0.3 dao dong tir 0.688 dén 0.742. Qua do, thang
do nay déng tin cdy, cic bién c6 twong quan manh véi nhau va do ludng tot cho nhan t6
“Chét luong thong tin”.

Tinh hitu ich ciia théng tin: Két qua phan tich Cronbach’s Alpha = 0.849 > 0.6
cho thiy thang do luong 13 rat tot. T4t ca cac bién trong nhan té “Tinh hitu ich cua thong
tin” déu c6 hé sd tuong quan bién téng 16n hon 0,3 dao dong tur 0,609 dén 0,675, cho
thdy cac bién c6 mdi lién hé chat ché va do luong tét cho nhan t6 “Tinh hitu ich cta
thong tin”.

Chuyén mén ngwoi giri: Két qua phan tich Cronbach’s Alpha = 0.857 > 0.6 cho
thdy thang do ludng 14 c6 thé sir dung dugc. Tat ca cic bién trong nhan t6 “Chuyén mén

ngudi gri” ¢6 hé sd twong quan bién tong dao dong tir 0.650 dén 0.743, trong do6 bién
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CM3 c6 hé sb trong quan bién téng am — 0.095 < 0.3 (Phu luc 3) nén sé bi loai va tiép
tuc kiém dinh Cronbach’s Alpha cho ra két qua nhu bang trén.

D6 tin cdy thong tin: Két qua phan tich Cronbach’s Alpha = 0.836 > 0.6 cho thiy
thang do luong 13 c6 thé st dung duge. Céc bién co hé sd twong quan dao dong tir 0.645
dén 0.675, trong do bién TC4 ¢6 hé s6 tuong quan bién téng am - 0,140 < 0,3 (Phu luc
3) nén sé bi loai va tiép tuc kiém dinh Cronbach’s Alpha cho ra két qua nhu bang trén.

Thong qua bang trén, cho thiy két qua kiém dinh d tin cdy cua thang do bang
hé s6 Cronbach's Alpha anh hudng cia eWOM dén quyét dinh mua san pham van cong
nghiép tai Cong ty CP An Phat Panel cho thay tat ca 5 bién doc lap déu c6 hé sb
Cronbach's Alpha > 0.6 nén thang do ludng dugc str dung tét. Tuy nhién & bién doc lap
“Chuyén mon nguoi gui” va “Po tin ciy thong tin” ¢6 02 bién quan sat CM3, TC4 bi
loai ra vi c6 hé sb tuong quan bién téng < 0.3. Sau khi loai, tit ca hé sb tuong quan bién
tong clia cac bién quan sat con lai déu > 0.3. Do vay, cac thang do nay dat yéu cau va
dam bao chét luong dé dwa vao phén tich nhan t6 kham pha EFA tiép theo véi cu thé 1a
23 bién quan sat cua bién doc 1ap con lai.

4.2.2. Kiém tra dd tin cdy ciia thang do bing hé s6 Cronbach's Alpha cho bién

phu thugc
Bing 4.8: Kiém dinh dé tin cdy ciia thang do bién phu thujc
, Twong Cronbach
, Bién quan Gia tri Do léch . )
Nhan to N quan bién | Alpha néu
sat trung binh chuan ; i

tong bién bi loai
QDI 17.12 14.191 753 900
QD2 17.02 14.385 792 .892
Quyét dinh QD3 17.11 14.000 783 .894
mua QD4 17.11 14.180 798 .891
QD5 17.11 13.875 778 .895

Hé s6 Cronbach’s Alpha cta nhan tb: 0.914

(Nguon: Két qud diéu tra xir 1y SPSS ciia tac gid ndam 2025)
Bién “Quyét dinh mua” ciing c6 hé s6 Cronbach’s Alpha vo cling cao vdi 0.914,

cac bién quan sat thanh phan ciing c6 hé sb tuong quan tong tét 0.753 — 0.798.
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Thang do quyét dinh mua gém 05 bién quan sat 1a QD1, QD2, QD3, QD4 va
QD5. Ca 05 bién quan sat nay déu c6 hé sb twong quan bién tong dat tiéu chuan (16n
hon 0.3) nén dugc chip nhin. Ngoai ra hé sd tin ciy Cronbach's Alpha 14 0.914 (16n hon
0.6). Do vay thang do nay dat yéu cu va cac bién quan sat cta thang do nay duoc dua
vao phan tich nhan t6 kham pha EFA tiép theo.

4.3. Phén tich nhén t6 kham pha EFA — Exploratory Factor Analysis
4.3.1. Kiém dinh KMO va Bartlett’s Test bién doc lap

Phan tich nhan t6 EFA giup danh gia mbi quan hé giita cac bién & tit ca cac nhan
td khac nhau va can théa man céac diéu kién sau:

Theo Kasier (1975), Hé s6 KMO (Kaiser — Meyer- Olkin) nam trong doan tir 0,5
dén 1 (0.5 < KMO < 1) dugc dung 1am chi s6 dé xem xét sy phu hop cua dir lidu khi
phan tich nhén t6. Kiém dinh Barlett duoc dung dé danh gia mdi twong quan giita cac
bién quan sat v4i nhau trong tong thé va c6 ¥ nghia thong ké khi Sig.< 0.05. (Bartlett,
1950).

Kaiser(1960) cho rang nhan té nao c6 tri s6 Eigenvalue > 1 thi nhan t6 d6 sé dugc
gitr 1ai trong md hinh phan tich.

Tong phuong sai trich (Total Variance Explained) cho biét bao nhiéu phan trim
cac nhan t6 duge trich ¢6 dong lai va mo hinh EFA duoc xem 1a phu hop khi Tong
phuong sai trich 16n hon hodc bang 50%.

Hé s6 tai nhan t6 (Factor Loading) 13 gia tri biéu thi méi twong quan giita bién
quan sat voi cac nhan t6 va gia tri hé s tai nhan t6 16n hon 0.5 thi bién quan sat c6
nghia thong ké tot. (Hair et al., 2009).

Bing 4.9: Kiém dinh KMO va Bartlett's Test cho bién déc lgp

KMO and Bartlett's Test
Tri s6 KMO (Kaiser Meyer — Olkin of Sampling Adequacy) 871
Dai lugng thong ké Approx. Chi-Square 3035.298
Bartlett’s Test df 253
Sig. .000

(Nguon: Két qud diéu tra xir 1) SPSS ciia tdc gid ndm 2025)
Sau khi tién hanh phén tich dir liéu diéu tra, két qua thu dugc cho thdy hé sb

KMO =0.871 > 0.5 va két qua kiém dinh Bartlett’s 1a 3035.298 v6i mirc ¥ nghia Sig.=
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0.000 < 0.05. Ddng thoi hé sb tai nhan td dd dat 0.5 nén phan tich nhan t EFA phu
hop.
4.3.2. Két qua phan tich cac bién doc 1ap

Trong nghién ctru ndy, khi phan tich nhan t6 kham ph4 EFA nghién ctru st dung
phuong phap phan tich cac yéu td chinh (Principal Components) v&i s6 nhan to (Number
of Factor) dugc xac dinh tr trude 1a theo 5 mo hinh nghién ctu dé xuit. Muc dich sir
dung phuong phap nay 13 dé rat gon dir liéu, han ché hién twong vi pham da cong tuyén
giita cac nhén t6 trong viéc phan tich mé hinh hoi quy tiép theo. Phuong phép xoay nhan
t6 duoc chon 1a Varimax proceduce: xoay nguyén goc cac nhan té dé t6i thiéu hoa sb
lugng bién c6 hé s6 16n tai cing mot nhan té nham tiang cuong kha nang giai thich nhan
t5. Bién nao c6 hé sd tai nhan t6 < 0.5 s& bi loai khoi mo hinh nghién ctru, chi nhitng

bién nao c6 hé s tai nhan td > 0.5 méi duoc dua vao phén tich hdi quy tiép theo.
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Bing 4.10: Tong phwong sai trich bién déc ldp

Total Variance Explained

Initial Eigenvalues

Extraction Sums of Squared

Rotation Sums of Squared

Compo Loadings Loadings
nent Total % of | Cumulati Total % of | Cumulati Total % of |Cumula
Variance | ve % Variance | ve % Variance | tive %
1 6.630| 28.827 | 28.827 | 6.630 | 28.827 | 28.827 | 3.806 | 16.547 | 16.547
2 |2.732] 11.876 | 40.703 | 2.732 | 11.876 | 40.703 | 3.474 | 15.105 | 31.652
3 2.499| 10.867 | 51.571 | 2.499 | 10.867 | 51.571 |3.177 | 13.813 | 45.465
4 |2.153] 9.359 | 60.930 | 2.153 | 9.359 | 60.930 |2.760 | 12.002 | 57.467
5 1.904| 8.277 | 69.207 | 1.904 | 8.277 | 69.207 |2.700 | 11.740 | 69.207
6 658 | 2.861 | 72.068
7 635 | 2.760 | 74.828
8 581 | 2.524 | 77.352
9 529 | 2.302 | 79.655
10 481 | 2.090 | 81.745
11 462 | 2.009 | 83.754
12 415 | 1.803 | 85.557
13 405 | 1.763 | 87.320
14 377 | 1.638 | 88.958
15 352 | 1.530 | 90.488
16 346 | 1.504 | 91.991
17 312 | 1.356 | 93.348
18 300 | 1.303 | 94.650
19 293 | 1.275 | 95.925
20 263 | 1.143 | 97.068
21 247 | 1.073 | 98.141
22 227 | 986 | 99.127
23 201 .873 | 100.000
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Bing 4.11: Xoay nhén té bién déc lip (Rotated Component Matrix)

Bién quan Nhém nhan to

sat 1 2 3 4 5
SL4 .859
SL2 .852
SL1 851
SL3 .847
SLS .834
CL4 828
CL1 .826
CL3 821
CL2 787
CL5 748
HI1 795
HI2 792
HI4 778
HI5 762
HI3 736
CM4 .840
CM2 .805
CM1 789
CM5 761
TC3 811
TCS 795
TCl 790
TC2 786

(Nguon: Két qud diéu tra xir 1Y) SPSS ciia tdc gid ndm 2025)
Thong qua két qua kiém dinh EFA, ta thdy riang dit liéu mau nghién ctru phu hop

v6i phurong phap phén tich nhan t6 kham pha khi thoa man 2 tiéu chuan quan trong:
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Thir nhét, tiéu chuan Kaiser (Kaiser Criterion) nhdm xac dinh sb nhén t6 duoc
rat trich tir cac thang do. Theo d6, cac nhan té kém quan trong s& bi loai bo va chi g
lai nhitng nhan t6 quan trong bang cach danh gié tri s Eigenvalues. Nhitng nhén t6 duoc
xem 14 quan trong va duogc giit lai qua qua trinh phan tich nhan t6 kham pha khi tri s6
Eigenvalues ctia nhan t d6 16n hon 1. Két qua phan tich nhan t6 kham ph4 rat ra dugc
05 nhan t6 voi gia tri Eigenvalues > 1 théa mén diéu kién.

Thi hai, tiéu chuan tong phuong sai trich (Variance Explained Criteria) nham
danh gia mac do giai thich cta cac nhan to duoc rut trich. Theo d6, tong phuong sai
trich ctia cac nhén t6 phai 16n hon 50%. Dua vao két qua phan tich trén tong phuong sai
trich 13 69.207%, nghia 1a cac nhan té nay giai thich duoc 69.207% bién thién ciia toan
bo dir lidu. Nhu vay, phuong phap phan tich nhan t6 kham pha trong truong hop nay
hoan toan cé ¥ nghia thong ké.

Két qua ma tran xoay (Rotated Component Matrix) cho thiy 23 bién quan sat
dugc phan thanh 5 nhan td, tit ca cac bién quan sat co h¢ sb tai nhan t6 déu 1én hon 0.5,
chting to cac bién quan sat dat gia tri hoi tu tét. Khong c6 bién nao tai chéo 1én hai nhan
td, dam bao tinh phan biét gitta cdc nhom bién. Bién CM3, TC4 d3 dugc loai trude do
do hé s6 twong quan bién tong < 0.3 trong Cronbach’s Alpha, nén khong xuat hién trong
két qua EFA.

Theo két qua trén, ta thiy c6 05 nhom nhan t6. Pay 1a két qua cua phan tich nhan
t6 kham pha. Cac nhan t6 nhu sau:

Nhan t6 1 (Factor 1) gdm 5 bién quan sat (SL1, SL2, SL3, SL4, SL5) duoc nhém
lai bang 1énh trung binh va duogc dit tén 1a “S4 lugng thong tin” ky hiéu 1a SL.

Nhan t6 2 (Factor 2) gdm 5 bién quan sat (CL1, CL2, CL3, CL4, CL5) dugc
nhom lai bang 1énh trung binh va duoc dit tén 1a “Chat luong thong tin” ky hiéu 1a CL.

Nhan t6 3 (Factor 3) gém 5 bién quan sat (HI1, HI2, HI3, HI4, HIS5) dugc nhom
lai bﬁng 1énh trung binh va dugc dat tén l1a “Tinh hiru ich cua thong tin” ky hi¢u 1a HI.

Nhan t6 4 (Factor 4) gom 4 bién quan sat (CM1, CM2, CM4, CM5) dugc nhém
lai bang Iénh trung binh va duogc dit tén 14 “Chuyén mén ngudi giri” ky hiéu CM.

Nhan t6 5 (Factor 5) gdm 4 bién quan sat (TC1, TC2, TC3, TC5) dugc nhém lai
b'fmg 1€nh trung binh va dugc dat tén 1a “D9 tin cdy thong tin” ky hiéu TC.
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4.3.3. Kiém dinh KMO va Bartlett’s Test bién phu thudc
Bdng 4.12: Kiém dinh KMO va Bartlett's Test cho bién phu thudc

KMO and Bartlett's Test
Tri s6 KMO (Kaiser Meyer — Olkin of Sampling 871
Adequacy)
Pai luong thong ké Approx. Chi-Square 816.621
Bartlett’s Test df 10
Sig. .000

(Nguon: Két qud diéu tra xir 1y SPSS ciia tac gid ndam 2025)
Sau khi tién hanh phan tich nhan t6 kham pha cho bién phy thudc thu duogc két
qua hé s6 KMO = 0.871 (> 0.5) 1a du diéu kién nén viéc phéan tich nhan t6 1a phu hop
v6i dit liéu mau. Hé s6 Sig. ciia Bartlett's Test 1a 0.000 < 0.05 chiing to cac bién quan
sat ¢ tuong quan v4i nhau trong tong thé.
4.3.4. Két qua phan tich bién phu thudc
Bing 4.13: Tong phwong sai trich bién phu thujc

Total Variance Explained
Extraction Sums of Squared
Initial Eigenvalues
Loadings
Component
% of | Cumulati % of | Cumulati
Total Total
Variance | ve % Variance | ve %
1 3.724 | 74.480 | 74.480 | 3.724 | 74.480 | 74.480
2 416 | 8.321 | 82.801
3 298 | 5.950 | 88.751
4 291 | 5.822 | 94.573
5 271 | 5.427 | 100.000

(Nguon: Két qud diéu tra xir 1) SPSS ciia tdc gid ndm 2025)
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Bing 4.14: Xoay nhén té bién phu thudc (Component Matrix)

Component Matrixa
Component
1
QD4 875
QD2 871
QD3 .865
QD5 .861
QD1 .843
Extraction Method: Principal Component Analysis.
a. 1 components extracted.

(Nguon: Két qud diéu tra xir 1y SPSS ciia tac gid nam 2025)

Két qua phan tich nhan t6 kham pha (EFA) cho thay chi ¢6 01 nhan t6 duoc rut
trich tai gia tri Eigenvalue = 3.724 > 1, v4i tong phuong sai trich dat 74.480%. Diéu nay
chting t6 cac bién quan sat trong thang do c6 mirc d6 lién két cao, ciing phan anh mot
khai niém théng nhét va dat yéu cau vé do hoi tu cua thang do.

Tat ca 05 bién quan sat (QD1, QD2, QD3, QD4, QD5) déu c6 hé s6 tai nhan tb
cao (0.843 — 0.875), 16n hon 0.5 ching to cac bién quan sat c6 mbi twong quan chit ché
v6i nhan t6 chung va cing do luong mot khai niém tiém an duy nhat. Nhu vay, thang do
dat yéu clu vé gia tri hoi tu va do tin cdy, co thé duoc st dung trong cac phan tich tiép
theo.

4.4. Phan tich hoi quy
4.4.1. Phan tich h¢ so twong quan Pearson

Phan tich twong quan dugc thuc hién gitra bién phu thudc Quyét dinh mua san
phdam vén céng nghiép tai Cong ty CP An Phdt Panel va céac bién doc 1ap Chdt heong
théng tin, S6 lwong thong tin, D6 tin cdy thong tin, Tinh hitu ich ciia thong tin va Chuyén
mén nguoi giri. Pong thoi ciing phan tich twong quan giita cac bién doc 1ap véi nhau
nham phat hién nhitng méi tuong quan chit ché giira cac bién doc 1ap. Vi nhiing tuong
quan nhu vay c6 thé anh hudng 16n dén két qua cua phan tich hdi quy nhu gy ra hién

tuong da cong tuyén.
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Bing 4.15: Két qud phdn tich hé sé twong quan Pearson

GVHD: ThS. Ddng Thi¢n Tam

Twong quan Pearson
QD SL CL HI CM TC
QD |H¢ s6 tuong quan 1 5647 | 483" | 262" | 480" | 455"
Gia tri Sig. .000 .000 .000 .000 .000
N 250 250 250 250 250 250
SL |Hé sb trong quan| .564" 1 285" | 250" | 280" | .229™
Gia tr1 Sig. .000 .000 .000 .000 .000
N 250 250 250 250 250 250
CL |Hésb twong quan| .483™ | .285™ 1 2817 | 330 | 2917
Gia tri Sig. .000 .000 .000 .000 .000
N 250 250 250 250 250 250
HI |Hé s6 twong quan| 262 | 250" | 281" 1 216" | 204"
Gia tr1 Sig. .000 .000 .000 .001 .001
N 250 250 250 250 250 250
CM |Hé sb twong quan| .480™ | 280" | 330" | 216™ 1 299"
Gia tri Sig. .000 .000 .000 .001 .000
N 250 250 250 250 250 250
TC |Hé sb tuong quan| 455 | 2297 | 2017 | 204™ | 299 | 1
Gia tr1 Sig. .000 .000 .000 .001 .000
N 250 250 250 250 250 250
** Tyong quan & mirc ¥ nghia 0.01 (kiém dinh 2 phia)

(Nguon: Két qud diéu tra xir 1y SPSS ciia tac gid ndm 2025)

Két qua phan tich twong quan Pearson cho thay tit ca cac bién doc lap déu cé

méi twong quan duong va cé y nghia thong ké (Sig. < 0.01) véi bién phu thudc “Quyét
dinh mua”. Hé s twong quan gitta QD va céc bién doc 1ap dao dong tir 0.262 dén 0.564,
thé hién mdi quan hé tich cuc va c6 y nghia. Trong d6, “Sé lwong thong tin” (r = 0.564)
¢6 twong quan manh nhat véi “Quyét dinh mua”. Ké dén 1a mdi twong quan giita hai
bién “Chat lugng thong tin” va “Chuyén mén ngudi gui” voi bién “Quyét dinh mua”

v6i hé s6 0.483 va 0.480. Pung & vi tri tiép theo 13 bién “D6 tin ciy thong tin” v6i hé s6
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13 0.455. Cubi cung 1a bién “Tinh hitu ich cta thong tin” c6 twong quan yéu nhat voi
“Quyét dinh mua” véi hé sé twong quan 13 0.262.

Dong thoi, cac hé sb twong quan giita cac bién doc 1ap déu nhod hon 0.35 cho thay
khong xay ra hién tuong da cong tuyén, dit liéu phu hop dé thyc hién phan tich hoi quy
tuyén tinh boi & bude tiép theo.

4.4.2. Xay dung phwong trinh hdi quy bdi tuyén tinh

Tir két qua phan tich & trén co thé thdy rang khong c6 sy thay doi nio trong thanh
phan anh huong dén Quyét dinh mua. M6 hinh nghién ctru s& gom 05 bién doc l1ap: Chat
liong thong tin, S6 lwong thong tin, DY tin cdy théng tin, Tinh hitu ich cia thong tin,
Chuyén mén nguoi giri va 01 bién phu thudc 1a Quyét dinh mua. Dya vao két qua phan
tich EFA, cac nhan t6 it trich ra cua cac gia thuyét nghién ctru chinh déu dat yéu cau.
Bén canh d6, két qua phan tich twong quan ciing chi ra c6 méi lién hé chit ché gitta cac
bién doc lap va bién phu thudc. Do d6, md hinh nghién ciru gdm 05 bién thanh phan
Chdt lwong théng tin, S6 lwong thong tin, PJ tin cdy thong tin, Tinh hitu ich cia thong
tin, Chuyén mén nguweoi giri ding dé do luong cho bién Quyét dinh mua duge chap nhan.
Phan tich hoi quy duoc tién hanh v&i 05 bién doc 1ap Chat lwong thong tin, So luong
thong tin, Do tin cqy thong tin, Tinh hitu ich cua thong tin, Chuyén mon nguoi gui va
01 bién phuy thudc 12 Quyét dinh mua sit dung phuong phéap Enter.

Phuong trinh hdi quy tuyén tinh da bién chuan hoa c6 dang:

QD = p1*CL + p2*SL + B3*TC + p4*HI + p5*CM + e

Trong do:

B: Heé sb hoi quy riéng phan twong tng voi cac bién doc lap

e: Sai s6 ngéu nhién

QD: Gia trj cua bién phu thudc “Quyét dinh mua”

CL: Gia tri bién doc lap “Chat luong thong tin”

SL: Gi4 tri bién doc 1ap “S6 lugng thong tin”

TC: Gia tri bién doc lap “P9 tin cdy thong tin”

HI: Gia tri bién doc lap “Tinh hitu ich cua thong tin”

CM: Gia tri bién doc 1ap “Chuyén mon ngudi giri”

Dua vao hé s6 Bé-ta chuan hoa v6i muc y nghia Sig. twong tmg dé xac dinh bién

doc 1ap c6 anh huong dén bién phu thudc trong mé hinh va anh hudéng véi mic do ra
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sao, theo chiéu hudng nao. Dua vao d6 lam can c dé két luan chinh x4c hon va dua ra
giai phap mang tinh thuyét phuc cao. Két qua ctia mo hinh héi quy s& gitp xac dinh
duge chiéu hudng, mic d6 anh hudng cua truyén miéng dién tir (eWOM) dén quyét
dinh mua san pham van cong nghiép tai Céng ty CP An Phat Panel.

Phén tich hdi quy tuyén tinh s& gitip chiing ta biét duoc chiéu hudng va cudng do
anh huong cua cac bién doc 14p 1én bién phu thudc. Trong giai doan phan tich hdi quy,
nghién ciru chon phuong phap Enter, chon loc dya trén tiéu chi chon nhitng nhan té ¢6
muc ¥ nghia Sig. < 0.05. Nhitng nhan t6 nao c6 gia tri Sig. > 0.05 s& bi loai khéi mo
hinh va khong tiép tuc nghién ctru nhan té do.

4.4.3. Phan tich hoi quy bdi tuyén tinh
Bing 4.16: Biang Model Summary®

Model Summary®
H¢ s6
Mo R? hiéu Do léch
R R? X Durbin-
hinh chinh chuan
Watson
1 7362 .542 532 .63591 2.210

(Nguon: Két qud diéu tra xir 1y SPSS ciia tac gid ndam 2025)

Két qua phan tich hdi quy cho thay hé sé xac dinh R? = 0.542 va hé s R? hiéu

chinh = 0.532, nghia 13 su bién thién cua bién doc 1ap giai thich duoc 53.2% bién phu

thudc, con lai do cac yéu tb ngoai mo hinh giai thich va sai ) ngau nhién. Do d6 két

qua cta dit lidu thu thap duoc 13 hoan toan hop 1y. Hé sé Durbin-Watson 14 2.210 (1.5 <
2.210 < 2.5) nhu vay mo hinh nghién ctru hoan toan phu hop.

Bdng 4.17: Bang ANOVA

ANOVA?
X Binh Murc y
Tong binh
Mo hinh df phuong F nghia
phuong
trung binh Sig.
Hoiquy | 116.536 5 23.307 | 57.636 | .000°
1 | Phandu 98.670 244 404
Tong 215.206 249

(Nguon: Két qud diéu tra xir 1Y) SPSS ciia tdc gid ndm 2025)
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Két qua phan tich phuong sai Anova cho thiy gia tri kiém dinh F = 57.636 voi
Sig 0.000 < 0.05. Tir két qua xir Iy c6 thé két luan 1a gia thuyét c6 mdi quan hé tuyén
tinh gitta SL, CL, TC, HI va CM.
Bing 4.18: Két qud phdn tich héi quy

) H¢ s6 Thong ké da
Hg¢ s6 khong .
, chuan cong
chuan hoa ,
hoa Gia tuyén
Mo hinh Sig.
bo tri t
Dung
B léch Beta VIF
2 sai
chuan
1 Hang
, 258 247 1.046 | .297
sO
SL 369 .046 .380 8.072 | .000 .848 1.180
CL 202 .043 231 4.748 | .000 796 1.256
HI .005 .040 .006 129 .897 873 1.145
CM 199 .042 227 4716 | .000 814 1.228
TC 211 043 232 4.937 | .000 .850 1.176

a. Bién phu thudc: QD

(Nguon: Két qud diéu tra xir 1) SPSS ciia tac gid ndm 2025)

St dung kiém dinh t d¢ kiém dinh vé y nghia ciia cac hé sb hdi quy. Két qua cho
thdy cac bién doc 1ap déu c6 Sig. cta kiém dinh t < 0.05 ngoai trir bién HI c6 hé s Sig
1 0.897 nén tac gia da loai 01 bién “Tinh hitu ich cta thong tin” khoi mo hinh nghién
ctru. Vay 04 nhan t6 doc 1ap lan luot 13 “S lugng thong tin”, “Chét lugng thong tin”,
“Chuyén mén ngudi giri” va “Do tin cdy thong tin” duoc sir dung cho mé hinh hdi quy
déu co y nghia va dugc dung dé giai thich y nghia cho bién phu thudc.

Két qua phan tich hdi quy ¢ bang cho thy hién tuong da cong tuyén khong co
anh huong dén két qua giai thich mo hinh véi cac hé s6 phong dai phuong sai VIF. Quy
tac 1a khi VIF vuot qua 10 thi d6 1a d4u hiéu cua da cong tuyén (Hoang Trong, Chu
Nguyén Mong Ngoc, 2008, tap 1, trang 252). Trong mét s6 tai liéu khac dua ra diéu kién
VIF < 2 1a théa man diéu kién. Nhin vao két qua hdi quy cho thiy gia tri VIF cua céc
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bién doc lap déu < 2 nén c¢6 thé két luan hién tuong da cong tuyén gilta cac bién doc lap
khong xay ra.

Phuong trinh hoi quy chuén hoéa rit ra dugc:

QD = 0,380*SL + 0,232*TC + 0,231*CL + 0,227*CM + e

Xéc dinh tim quan trong cua cac bién trong mé hinh, dé xac dinh tim quan trong
clia cac bién trong mo hinh ta st dung hé s Beta. Theo két qua bang thong sb théng ké
clia timg bién trong mo hinh hoi quy, cho thdy tdim quan trong ctia cac bién nay trong
mo hinh dbi voi Quyét dinh mua 1an lugt nhu sau:

Bién djc l1ap “So lwong thong tin”: Dya vao két qua hoi quy ta thdy Sig. 0,000
< 0,05 nén nhém yéu t6 “So lugng thong tin” ¢6 anh hudng tich cuc dén quyét dinh mua
san pham van cong nghiép tai Cong ty CP An Phat Panel. Cu thé v6i hé s6 Bé-ta 0,380
thi day 1a nhom nhan t6 c6 anh huong 16n nhit dén bién phu thudc “Quyét dinh mua”,
khi bién “Sé luong thong tin” ting 1én 1 don vi thi quyét dinh mua sé tang 1én 0,380 don
vi trong truong hop khong ¢ sy anh hudng tir cac bién doc 1ap khac.

Bién doc 1ap “P tin ciy thong tin”: Dya vio két qua hoi quy ta thay Sig. 0,000
< 0,05 nén nhom yéu té “Po tin cdy thong tin” ¢ anh hudng tich cuc dén quyét dinh
mua san phim van cong nghiép tai Cong ty CP An Phat Panel. Cy thé véi hé s6 Bé-ta
0,232 thi day 1a nhém nhén t6 ¢6 anh hudng 16n thir hai dén bién phy thudc “Quyét dinh
mua”, khi bién “D0 tin cdy thong tin” tang 1én 1 don vi thi quyét dinh mua s& tang 1én
0,232 don vi trong truong hop khong co su anh hudng tir cac bién doc lap khac.

Bién djc lap “Chit lwong thong tin”: Dua vao két qua hoi quy ta thiy Sig.
0,000 < 0,05 nén nhom yéu té “Chat lugng thong tin” ¢6 anh hudng tich cuc dén quyét
dinh mua san phém van cong nghiép tai Cong ty CP An Phat Panel. Cuy thé v4i hé sb Bé-
ta 0,231 thi ddy 1a nhoém nhén t6 c6 anh hudng 16n thi ba dén bién phy thudc “Quyét
dinh mua”, khi bién “Chat luong thong tin” ting 1én 1 don vi thi quyét dinh mua sé& tang
1én 0,231 don vi trong truong hop khong c6 su anh hudng tir cac bién doc lap khac.

Bién doc 1ap “Chuyén mon ngudi giri”: Dya vao két qua hoi quy ta thay Sig.
0,000 < 0,05 nén nhoém yéu t6 “Chuyén moén ngudi giri” c6 anh hudng dén quyét dinh
mua san pham van cong nghiép tai Cong ty CP An Phat Panel. Cu thé véi hé s6 Bé-ta

0,227 thi day 1a nhém nhan té c6 anh hudng 16n thir tw dén bién phu thudc “Quyét dinh
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mua”, khi bién “Chuyén mon ngudi giri” ting 1én 1 don vi thi quyét dinh mua s& ting
1én 0,227 don vi trong trudong hop khong cé su anh hudng tir cac bién doc 1ap khéc.

Tir nhitng két qua phén tich trén nhoém nghién ctru diéu chinh mé hinh méi bao
gd6m 04 nhan t6 doc 1ap 14 S6 leong théng tin (SL), DPé tin cdy thong tin (TC), Chat lrong
thong tin (CL), Chuyén mon nguoi gui (CM).

S6 luong thong tin

D0 tin cay thong tin

Quyét dinh mua

Chat lugng thong tin

Chuyén mon nguoi gui

(Nguon: Két qua diéu tra xir 1) SPSS ciia tac gid ndm 2025)
Biéu d6 4.7 : Biéu d6 tan s6 ciia phan du chuin hoa

Histogram

Dependent Variable: QD

Mean = 4 DBE-15
B0 Std. Dev. = 0,980
N=250

50

40

30

Frequency

20

-3 -2 -1 1} 1 2 3

Regression Standardized Residual

(Nguon: Két qud diéu tra xir 1y SPSS ciia tdc gid ndam 2025)

St dung cong cu biéu d6 Histogram (biéu do phan du chuin hoa) ta quan sat

dugc phan phdi ciia phan du. Biéu d6 tAn sb cta phan du chuan hoa cho ta thdy mot
duong cong phan phdi chuin duoc dit chong 1én biéu do tan sb. Phan phdi du ¢ tri
trung binh (Mean) = 4,06E - 15 va d6 léch chuan = 0.990 =~ 1 cho thiy phan phéi phan

du c6 dang chuan, thoa yéu cau gia dinh vé phan phdi chuan cua phan du.
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Biéu d6 4.8 : Biéu do gia dinh phan phdi chuin ciia phan dw

Normal P-P Plot of Regression Standardized Residual

Dependent Variable: QD
10

Expected Cum Prob

Observed Cum Prob

(Nguon: Két qud diéu tra xir 1y SPSS ciia tac gid nam 2025)

Xem biéu dd Normal P-P Plot trén, cac tri s6 quan sat va tri sb mong doi déu nim

trén duong chéo chimg té phan du chuan hoé c6 phan phdi chuan. Kiém dinh bang biéu

d6 P-P Plot thé hién nhitng gié tri ctia cac diém phén vi ciia phan phdi cta bién theo céac

phan vi cua phan phéi chuén. Quan sat muc do cua cac diém thuc té déu duoc tap trung

sat duong thang ky vong, cho thay tap dit liéu nghién ctru 1a tot, phan du chuan hoa co
phan phdi gan sat v&i phan phdi chuan.

Biéu d0 4.9 : Biéu do gia dinh phan phdi chuan ciia phan dw

Scatterplot
Dependent Variable: QD
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Regression Standardized Predicted Valus
(Nguon: Két qud diéu tra xir 1) SPSS ciia tac gid ndm 2025)

Céc diém phén vi trong phan phdi ctia phan du tap trung thanh 1 dudng thing,

di chuyén tir trai sang phai va theo chiéu tir trén xudng dudi, do vay gia dinh quan hé

tuyén tinh khong bi vi pham.
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4.5. Thio luin vé két qua nghién ciru

Theo két qua ctia mo hinh nghién ctru tai bang 4.18 két qua phan tich hoi quy thi
c6 04 bién tac dong dén Quyét dinh mua sian pham vén cong nghiép tai Cong ty CP An
Phat Panel d&u c6 ¥ nghia thong ké ¢ muc 5%.

Két qua hdi quy cac bién doc 1ap khong ding véi mo hinh ky vong ban dau,
nhung day 13 két qua phan anh dung thuc trang cta van dé can nghién ciru. Cu thé bién
“Tinh hiru ich ctia thong tin” khong anh huéng dén bién “Quyét dinh mua” nhu ky vong
ban dau. Két qua phan tich hoi quy cua ting bién dugc chi tiét nhu sau:

“S4 lwong thong tin” c6 hé sd sig. = 0.000 duoc xem 1a ¢6 mirc ¥ nghia thong ké
& mic 5%. Mic d6 tic dong dén bién phu thudc manh nhét trong 4 bién c6 y nghia
thong ké. Hé s6 hoi quy cua bién “Sé lugng thong tin” 1a 0.380 mang déu dwong, quan
hé dong bién véi bién phy thudc. Piéu nay cho thiy khi khach hang tiép can dugc cang
nhiéu thong tin hon vé san pham, bao gém s lugng bai viét, danh gia, binh luan, hinh
anh va video review thi kha ning dua ra quyét dinh mua s& cang cao. Trong thuc té, dic
thu ctia nganh véan cong nghi¢p 1a vat li¢u co6 gia tri cao va rui ro st dung 16m, nguoi mua
thuong tham khéo nhiéu nguén trude khi lya chon. Do d6, sy xuét hién day dac cua
thong tin trén cac kénh nhu Facebook, TikTok, Website hay nhom thi cong gitip khach
hang cam thy tin tuéng hon, giam lo ngai vé rii ro va gia ting xu hudng chon san pham
cua An Phat Panel.

“Po tin cdy thong tin” ¢ hé sb sig. = 0.000 dugce xem 1a ¢6 mirc ¥ nghia thong
ké & mirc 5%. Mirc do tac dong dén bién phy thudc manh thir hai trong 4 bién c6 ¥ nghia
thong ké. Hé s6 hoi quy ctia bién “D9 tin cay thong tin” 14 0.232 mang dau duong, quan
hé déng bién v&i bién phu thudc, thoa gia thuyét dat ra cua mo hinh nghién ctru. Theo
két qua phan tich & bang 4.18 két qua phan tich hoi quy nhéan thdy néu cac diéu kién
khac khong thay doi, yéu to “Do tin cdy thong tin” tang thi kha nang Quyét dinh mua
san pham van cong nghiép tai Cong ty CP An Phat Panel ciing ting 1én. Piéu nay cho
thay khi murc d6 tin cdy cua thong tin vé san pham ting 1én bao gdm ngudn giri thong
tin 16 rang, ndi dung minh bach, thong nhat va duoc kiém chimg thi kha nang khach
hang dua ra quyét dinh mua van cong nghiép tai An Phat Panel ciing sé& ting theo. Do

do, yéu to “D9 tin cdy thong tin” thé hién sy quan tdm ctia ngudi mua cang cao thi kha
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ning Quyét dinh mua san phdm van cong nghiép tai Coéng ty CP An Phat Panel cang
16n.

“Chét luong thong tin” ¢ hé sb sig. = 0.000 duoc xem 13 c6 mirc ¥ nghia théng
ké & mirc 5%. Mirc d6 tac dong dén bién phu thudc manh thi ba trong 4 bién c6 ¥ nghia
thng ké. Hé s6 hoi quy cta bién “Chat luong thong tin” 14 0.231 mang dau duong, quan
hé ddng bién vé6i bién phu thudc, thoa gia thuyét dit ra cia mé hinh nghién ctru. Theo
két qua phan tich & bang 4.18 két qua phan tich hdi quy nhan thay néu cac diéu kién
khac khong thay doi, yéu t6 “Chat lugng thong tin” ting thi kha niang Quyét dinh mua
san van cong nghiép tai Cong ty CP An Phat Panel ciing ting 1én. Boi ngay nay “Chat
luong thong tin” 14 mot trong nhimng yéu t6 dang duoc khach hang vo cling quan tam.
Dic biét 1a d6i v6i nganh van cong nghiép, khach hang khi tim mua san pham thuong
ky vong thong tin phai rd rang, chinh xac va hd tro ho giai dap cac thic mic lién quan
dén ting loai van. Khi n¢i dung eWOM duogc trinh bay mach lac, c¢6 hinh &nh minh hoa
thuc t& va mo ta cu thé vé trai nghiém str dung, khach hang cam théy d& hinh dung hon
vé san pham va giam bét lo ngai vé rii ro thi cong. Vi vay, “chat lugng thong tin” cang
cao thi mirc do tin tuong va kha ning lua chon san phidm cua An Phat Panel cang 16n.

“Chuyén mén ngudi giri” ¢6 hé s6 sig. = 0.000 dwgc xem 1a 6 mire ¥ nghia thong
ké & mirc 5%. Mtrc do tac dong dén bién phy thudc thap nhat trong 4 bién c6 ¥ nghia
théng ké. Hé s6 hoi quy cua bién “Chuyén mon nguoi giri” 13 0.227 mang dau duong,
quan hé dong bién véi bién phu thudc. Theo két qua phan tich & bang 4.18 két qua phan
tich hdi quy nhan thiy néu cac diéu kién khac khong thay ddi, yéu t6 “Chuyén mén
ngudi gli” tang thi kha nang Quyét dinh mua san van cong nghiép tai Cong ty CP An
Phat Panel cling tang 1&én. Khi nguoi gui ndi dung co kién thuc 16 rang vé vat liéu, dua
ra phan tich, nhan xét va kinh nghiém thyc té thi céng, mirc d6 thuyét phuc cia eWOM
s& cao hon dang ké so v&i cac danh gia chung chung tir khach hang théng thuong. Vi
vay, viéc gia ting ty 16 ndi dung dén tir nhitng nguoi c6 chuyén mén 1a yéu tb then chét
gitip nang cao hidu qua tic dong cia eWOM 1én quyét dinh mua ctia khach hang.

Bing 4.19: Két qua kiém dinh gid thuyét

Gia ) Kiém dinh
, Nhan to Noi dung
thuyét

gia thuyét
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Chét luong thong tin anh hudng tich cuc dén

Chat lugng . \ . _ ,
Hl1 N _ quyét dinh mua san pham van cong nghiép tai | Chap nhan
thong tin
Cong ty CP An Phat Panel.
_ Do tin ciy thong tin anh huong tich cuc dén
Do tin cay s , o )
H2 . quyét dinh mua san pham van cong nghi¢p tai | Chap nhan
thong tin
Cong ty CP An Phat Panel.
, S6 lugng thong tin anh hudng tich cuc dén
S6 luong _ , L ,
H3 " quyét dinh mua san pham van cong nghi¢p tai | Chap nhan
thong tin
Cong ty CP An Phat Panel.
Tinh hitu ich cta thong tin anh hudng tich
Tinh hiru ich , . , _
H4 | cuc dén quyét dinh mua san pham van cong Loai bo
cua thong tin _ .
nghiép tai Cong ty CP An Phat Panel.
Chuyén moén nguoi gui anh hudng tich cuc
Chuyén mon , . , . )
H5 o dén quyét dinh mua san pham van cong nghi¢p | Chap nhan
nguoi guri ‘
tai Cong ty CP An Phat Panel.
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CHUONG 5 : KET LUAN VA KIEN NGHI
5.1. Cac giai phap nhim ning cao quyét dinh mua san pham van cong nghi¢p ciia
khach hang tai Cong ty CP An Phat Panel

Trén co s& phan tich két qua nghién ctru va dua ra mét s6 dinh huéng so b nhu
trén, nghién ctru xin dua ra mot s6 dé xuat giai phap nhu sau:

5.1.1. Nhén t6 “So lwong thong tin”
5.1.1.1. Co so giai phap

Nhan t6 "S6 luong thong tin" (B = 0.380) 1a mot trong nhiing nhén t6 quan trong
anh huong dén quyét dinh mua san pham van cong nghiép cta khach hang tai Cong ty
CP An Phét Panel. Trong bdi canh truyén miéng dién tir (eWOM), sd lugng thong tin
duoc xem 1a mot thude do cua sy ndi bat va mic do déng thuan cua san phém. Khi
khach hang tiép can duoc mot lugng 16n thong tin (binh luan, danh gia, chia sé) vé san
pham, dic biét 1a cac thong tin dong nhat va tich cuc, ho thudng sé tin tudng vao san
pham d6 hon, din dén kha ning ra quyét dinh mua cao hon. Pdi voi nganh van cong
nghiép - noi quyét dinh mua thuong dua trén do bén, chat lugng va ung dung lau dai
ctia san pham thi viéc c6 nhiéu thong tin xac thuc tir nguoi ding trude 13 yéu td then
chét.

Bit ky doanh nghiép nao ciing can nd luc dé t6i wu hoa sé lugng va mat do thong
tin eWOM lan truyén trén cac nén tang truc tuyén. Ly do 13 vi ngudi tiéu dung thuong
tim kiém va sang loc rat nhiéu danh gia trude khi dua ra quyét dinh mua. Véi An Phat
Panel, dé dat dugc muc tiéu gia ting niém tin va quyét dinh mua hang thong qua sb
lugng thong tin eWOM, diéu quan trong nhét 13 doanh nghiép phai biét cach khuyén
khich va thu thdp eWOM tir khach hang d3 str dung san pham.

Hién trang ctia An Phét Panel duoc phan tich & chuong 2 cho thay ¢6 2 han ché
16n can duogc khic phuc: M4t 1a mire d§ tuong tac trén cac kénh truyén thong xa hoi con
thap, hai 1a chua c6 nhiéu chuong trinh nhu review nhan qua, minigame dé khuyén khich
khach hang dé lai eWOM.
5.1.1.2. N¢i dung giai phap

Cong ty CP An Phat Panel muén ting cuong s6 lwong thong tin eWOM phai thuc

hién ddng bo hai nhém giai phéap sau:
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Thir nhét 14 x4y dung da dang cic chuong trinh khuyén khich tao va lan truyén
eWOM cu thé chuong trinh “Review nhan qua” va to chirc minigame. Giai phap nay
nhim muc dich truc tiép kich thich khach hang d3 mua va sir dung san pham chu dong
cung cip, tao ra cac thong tin danh gia (eWOM) trén khong gian mang. Tuy nhién, An
Phét Panel cin x4y dung céac chién dich c6 ciu trac va phan thudng rd rang:

Bing 5.1: Ké hoach chwong trinh khuyén khich khdch hang lan téa

eWoM
Néi dung Chi tiét
- Cugc thi “Review nhan qua - Lan tda trai nghiém cung An Phat
Tén chwong Panel”
trinh - Minigame “Bién héa khong gian cting An Phat Panel” hay “Goc noi

that toi yéu”

Tang s6 lugng thong tin eWOM tu nhién tir khach hang cii; lan toa
Muc tiéu ) .
hinh anh thuong hi¢u trén mang xa hoi.

Poi twong tham | Khach hang da mua va sir dung san phdm van cong nghiép An Phat

gia Panel.
Pang bai danh gia chia sé trai nghiém, kém hinh anh hoac video cong
Hinh thirc tham , ,
] trinh thuc té 1én Facebook hodc TikTok, gan hashtag #AnPhatPanel
gia

#ReviewNhanQua va tag fanpage céng ty.

, - Dya trén chat luong ndi dung (50%) va mue do tuong tac (50%)
Cach thirc cham ]
(like, share, comment).

giai . L2
- Ban Marketing tong hgp va cong bd két qua hang quy.
- 01 Giai nhat: 2.000.000d tién mat hodc phiéu mua hang.
- 02 Giai nhi: Chiét khau 15% cho don hang tiép theo.
Giai thudéng

- 03 Giai ba: Bo qua tang/vat pham cong cu.

- Giai khuyén khich: Voucher mua hang 300.0004.

Thoi gian trién T6 chirc hang quy, bat dau tir Quy 1/2026, dién ra trong 3 tuan/thang
khai dau quy.

Pon vi phu triach | Phong Marketing phdi hgp phong Kinh doanh va CSKH.

Ngan sach du _ .
, 20 - 25 tri€u dong/quy
kién

(Nguon: Tdc gid 2025)
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Thtr hai 1a cai thién muc do tuong tdc va minh bach hoa thong tin trén cac kénh
truyén thong. Giai phap ndy nham giai quyét han ché vé mirc do tuong tac thap hién tai,
gitip cac thong tin eWOM ké ca thong tin do doanh nghiép cung cip va do khach hang
tao ra tr& nén d& thdy va dang tin cay hon.

Bing 5.2: Gidi phdp cdi thién mirc dp twong tdc trén cdc kénh truyén
thong

Kénh thong Giai phap cai thién twong tac va s lwong thong tin

tin

Website doanh | - Tao muc "Phan hoi tir khach hang/Cong trinh thuc t&" noi bat trén
nghi¢p trang chii, cho phép hién thi cac danh gia va hinh anh thuc té cong
trinh.

- Tich hop tinh ning “Panh gid san pham” tryuc tiép trén ting trang
san pham dé khach hang dé dang dé lai eWOM.

Mang xa hoi - Tang cuong ndi dung "Hoi va dap" (Q&A) va "Khdo sat nhanh"
dé khuyén khich khach hang twong tic va tao ra thong tin dudi dang
cau hoi, y kién.

- Livestream/ quay video giéi thiéu tng dung thuc té san pham do
tho hodc kién tric su thuc hién dé tao noi dung da dang, dé lan
truyén va tao su twong tic 2 chiéu giira doanh nghiép va khach
hang.

- Tang cuong tan sudt dang bai (mdi ngay 2-3 bai/ nén tang), thiét
ké lai n6i dung truyén thong theo hudng co 161 kéu goi hanh dong
(CTA) 16 rang va hap din nham khuyén khich khach hang dé lai
phan hoi.

(Nguon: Tdc gid 2025)

Bing cach trién khai cc giai phap trén, An Phat Panel s& tao ra mot moi truong
khuyén khich khach hang cii tao ra mot s6 luong thong tin eWOM 16n va da dang vé
san pham van cong nghiép. Diéu nay khong chi giup khach hang tiém niang dé dang tim
kiém va xéc thyc san phdm ma con cung cb niém tin, tic dong truc tiép dén quyét dinh

mua hang cua ho.
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5.1.1.3. Két qud ky vong ciia gidi phdp

Sau khi trién khai cac giai phap tang cuong sb luong thong tin eWOM trong nam
2026, Cong ty CP An Phét Panel ky vong dat dugc cac két qua sau:

Tang tbi thidu 50% sb lugng bai dang, danh gia va chia sé eWOM tich cuc vé san
pham véan cong nghiép trén cic nén tang sb (Facebook, TikTok, website, dién dan noi
that) so v6i nim 2025.

Tang 40% murc d§ tuong tac trung binh (lugt thich, binh luén, chia sé) trén cac
n6i dung eWOM vao cudi Quy 1V/2026.

Tang 30% luong truy cap website va lugt xem trang san pham thong qua viéc
tich hop muc danh gia va hién thi phan hoi khach hang trong vong 9 thang trién khai.

Tang 20% ty 1¢ chuyén d6i tir khach hang tiém ning sang khach hang thuc té
thong qua cac chién dich “Review nhan qua” va “Minigame trai nghiém san phim” trong
nam 2026.

Hinh thanh cong dong it nhat 500 khach hang va tho thi cong tich cuc tham gia
tao ndi dung eWOM cho thuong hiéu truéc Quy /2027, dam bao duy tri lugng thong
tin lan téa on dinh va lau dai.

5.1.2. Nhén t6 “P9 tin cy thong tin”
5.1.2.1. Co so giai phap

Do tin ciy cta thong tin eWOM 13 mét trong nhiing yéu t6 c¢6 tac dong dang ké
dén quyét dinh mua san pham van cong nghiép cua khach hang tai Cong ty CP An Phat
Panel, v6i hé s6 p = 0.232. Piéu nay cho thiy khach hang c6 xu hudng dira nhiéu vao
nhimng danh gia va chia sé truc tuyén trudc khi lua chon san pham. Tuy nhién, theo phan
tich thuc trang & chuwong 2, hién nay hoat dong kiém tra va danh gia eWOM ctia An Phat
Panel chil yéu dugc thyc hién thii cong, dan dén viéc xir 1y thong tin mét thoi gian, kho
bao quat, do chinh xac chua cao va doi khi bo sét cac tin hi€u quan trong tir khach hang.
5.1.2.2. Nogi dung giai phap

Dé tang do tin ciy ciia cac ngudn thong tin ma khach hang tiép can. Trudc hét,
doanh nghiép nén ap dung d6i ngii kiém tra bang tri tué nhan tao (AI) dé xac thyuc va
loai bo cac phan hoi khong lién quan, khong chinh xac 1a mét bién phap can thiét. Doi

ngl ndy gitp loc nhanh céc binh ludn spam, tai khodn do hodc thong tin sai I¢ch. Viéc
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nay khong chi gitip tiét kiém thoi gian, ma con tao sy dong nhit trong viéc danh gia
thong tin tir khach hang.

Bén canh d6, An Phat Panel nén xay dung co ché xac minh danh gia dé han ché
tinh trang danh gi 40. Cac danh gia c6 kém ma don hang, hoa don hodc gin nhin “Danh
gia di xac thuc” s& ting mirc do tin cdy hon rat nhiéu. Pay ciing 1a cach nhiéu doanh
nghiép ndi that hién nay dang ap dung dé nang cao chat lvgng phan hdi trén kénh truyén
thong sb.

Ngoai ra, An Phat Panel nén dinh ky ra soat va lam méi ngudn thong tin trén cac
kénh truyén thong. Nhitng bai viét cii, trung 13p hodc khong con phu hop véi san pham
hién tai can duoc chinh sira hodc loai bé nham tranh gay hiéu 1am cho khach hang. Bén
canh d6, mdi khi thay d6i nha cung cap, mau ma hodc cai tién san pham, toan bo thong
s6 k¥ thuat trén website, fanpage va cac kénh lién quan phai duoc cap nhat kip thoi. Viéc
gan nhan “Cap nhat thang...nam...” gitp khach hang dé dang nhan biét rang ho dang
tham khao dir liéu méi nhat. Dong thoi, An Phat Panel nén xay dung “Luu dd thong tin
san pham” dé thong nhat cach trinh bay thong tin trén tat ca nén tang, han ché sai 1éch
trong qua trinh truyén tai. Hién nay, cac doanh nghiép 16n trong nganh nhu An Cuong
hay MDF Thai da 4p dung quy trinh ra soat hang quy va ghi nhan mirc tang 25 — 40%
vé do tin cay thong tin theo khao sat ciia Vietnam Furniture Market Insight 2023, cho
thiy day 13 mot giai phap hiéu qua va can thiét.

Cubi cung, doanh nghiép can chuan hoa quy trinh phan hoi danh gia. Phan hoi
nhanh, ding trong tAm va nhét quan s& tao cam giac chuyén nghiép va giup khach hang
tin twong hon vao nhiing gi doanh nghiép cung cap. Pic biét vdi cac phan hdi tidu cuc,
cach xtr 1y khéo 160 va rd rang s& lam giam sy lo ngai khi khach hang méi tim hiéu thong

tin.
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Bdng 5.3: Quy trinh xiv ly phdn héi ciia khdach hang

Budc Hanh dong
1. Phan loai phan | Phan loai danh gia (Tich cuc, trung 1ap, tiéu cuc). Uu tién phan
hoi hdi tiéu cue (phan hoi < 2 gio).
2. Xac minh Tra ctru nguodn goc (md don hang/16 hang) dé xac minh khach
thong tin hang va sy cd.

3. Lap ké hoach | Sir dung kich ban mau (template) cho céc tinh hudng thudng gip.
phan hoi Xéc dinh r6 cam két hanh dong tiép theo.

4. Thuc thi Phan hoi cong khai trudc dé xac nhan trach nhiém. Sau do, chuyén

sang kénh riéng tu (dién thoai/email/tin nhan) dé giai quyét chi

tiét.
5. Theo doi va Theo dai sat sao qua trinh xir Iy. Cp nhét cong khai vé két qua
tong két giai quyét (néu phu hop) sau khi khach hang hai long.

(Nguon: Tdc gid 2025)

Viéc cai thién do tin cay cua thong tin eWOM s& gitp khach hang cam thay an
tam hon khi lwa chon san phim ctia An Phat Panel, dong thoi tao nén tang dé doanh
nghiép xay dung hinh anh uy tin va minh bach hon trong mat ngudi tiéu dung.
5.1.2.3. Ky vong két qud ciia gidi phdp

Sau khi trién khai cac giai phap nang cao do tin cdy thong tin eWOM trong nim
2026, Cong ty CP An Phét Panel ky vong dat dugc cac két qua cu thé sau:

Tang tdi thiu 35% murc d6 tin cay cta thong tin eWOM (dugc do bang ty 18 phan
hdi xac thyuc va danh gia tich cuc tir khach hang) so voi nam 2025.

Giam 50% ty 1& phan hoi sai 1éch hodc danh gia 4o nho ap dung hé thong kiém
duyét ty dong bang tri tué nhan tao (AI) trong nam 2026.

Dat 90% ty 1& phan hdi khach hang duoc xac minh bang ma don hang hoic hoa
don dién tir trén cac kénh tryc tuyén trude Quy IV/2026.

Rt ngan thoi gian phan hdi danh gia tidu cyc xudng dudi 2 gid, gitp ning cao
muc do hai long cua khach hang va cai thién trai nghiém dich vu.

Tang 30% muc do tin twong thwong hiéu trén méi trudng truc tuyén (duge do

qua khao sat khach hang hodc chi s6 danh gia thuong hiéu online) vao cudi nim 2026.
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5.1.3. Nhén t6 “Chét lwong thong tin”
5.1.3.1. Co so giai phap

Nhan t6 "Chat luong thong tin" (B = 0.231) 1a nhan té quan trong tht ba trong
cac nhan t6 anh huéng dén Quyét dinh mua san pham véan cong nghiép tai Cong ty CP
An Phat Panel. Khach hang tiém ning s& d& dang chip nhan va str dung thong tin eWOM
khi né giai quyét duoc van dé ctia khach hang, d& hiéu va cung cép thong tin day du, chi
tiét.

Theo bdo cdo Global Online Consumer Behavior (2023), 71% nguoi ti€éu dung
chi dua ra quyét dinh sau khi kiém tra thong tin chi tiét, bao gom thong s k¥ thuat, hinh
anh thuc té, video mo ta va danh gia cua nguoi dung trude do. Nganh vat li¢u noi that
tham chi con yéu cau mirc do chi tiét cao hon, nghién ciru ciia Statista (2022) cho thay
83% khéach hang mua san pham gd cong nghiép mudn xem hinh anh that va tham khao
trai nghiém sir dung tai cong trinh trude khi chét don. Diéu nay 1y giai vi sao ndi dung
eWOM can duoc tdi wu ca vé do diy du, do chinh xac va kha ning giai quyét van dé
thuc té ma khach hang dang quan tam.

Thuc té cho thay hé thong thong tin cia An Phat Panel vin con nhiéu han ché.
Céc danh gia chi dung lai & mirc d0 néu cam nhan vé gia ca, mau ma,... chua c6 hinh
anh/video minh hoa. Chinh vi vay, thong tin hién tai van chua tao dugc mirc do thuyét
phuc cao nhu ky vong, dic biét ddi v6i nhom khach hang can can clr ky thuat rd rang
trudce khi ra quyét dinh.
5.1.3.2. N¢gi dung giai phap

Dé nang cao chat luong thong tin trén cic nén tang truc tuyé va ting mic do ra
quyét dinh mua hang ctia nguoi tiéu dung An Phat Panel can dugc tién hanh dong bo

theo cdc nhom gidi phap sau:
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Bdng 5.4:

Gidi phdp ning cao chit lwong thong tin

Hoat dong

Cich thire trién khai

San xuat noi dung

chuyén sau

- Tao chudi video nga‘in (Reels, TikTok) do th¢ thi cong hodc
k¥ thuat vién thyc hién vé k¥ thuat xtr 1y vat li€u, cac meo
thi cong van cong nghiép tai cong trinh, hodc cach bao quan
san pham.

- Bang tai cac bai phén tich so sanh cac loai van dé giup

khach hang c6 kién thirc nén tang.

Cung cap day du
thong s k¥ thuat

- Mdi trang san pham trén website phai c6 bang so sanh rd
rang cac chi s6 quan trong (d¢ day, kha nang chéng
chay/chéng 4m cua van...).

- Str dung hinh anh chuyp that, d§ phéan giai cao.

- Video quay dudi anh sang chuan gitip khach hang nhin

ding mau, van va do bong cua san pham.

Tan dung hinh thiuc
eWOM c6 tinh thuyét

phuc cao

Khuyén khich khach he‘mg/déi tac tao cac video review hoac
bai dénh gia chi tiét kém hinh anh thuc (Blog/Dién dan)
thay vi chi danh gid 5 sao ngan gon. Video review phai thé
hién dugc qua trinh st dung thuc té, san phém sau 6 - 12

thang hay cong trinh hoan thién.

(Nguon: Tdc gid 2025)

Bén canh d6, An Phét Panel ciing nén t6i uu hinh anh va kénh truyén tai thong

tin. Theo bdo cdo cua Hootsuite (2023), 72% luot tiép can trén mang xa hoi dén tur

co ché phan phdi ndi dung ty dong, khong phai tir lugt tim kiém chu dong. Do do,

An Phat Panel can x4y dung cac dong ndi dung duoc toi wu riéng cho tirng nén tang:

Facebook uu tién bai vi€t ¢6 thao ludn, video goc va ndi dung c6 tinh ca nhan; TikTok

phu hop véi video ngén c6 tinh hudng, 4m thanh bét trend va hook manh trong 3 gidy

dau,...

5.1.3.3. Ky vong két qud ciia gidi phdp

Sau khi thuc hién cac giai phap nang cao chét luong thong tin eWOM trong

nam 2026, Cong ty CP An Phat Panel ky vong dat dugc cac két qua cu thé sau:
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Tang tbi thiéu 40% mirc d6 hai long ciia khach hang vé ndi dung thong tin san
pham (do qua khao sat tryc tuyén) so v&i nam 2025.

Tang 35% thoi lugng trung binh khach hang ¢ lai trén website va 25% ty 1€
xem hét video san pham nho cai thién chit lvgng hinh anh, nodi dung va tinh chi tiét
cua thong tin, trudec Quy 1V/2026.

100% trang san pham trén website dwgc cap nhat thong sé k¥ thuat, hinh anh
thuc té va video minh hoa chuan hoéa trong Quy 11/2026.

Tang 30% luong chia sé va binh luan tich cyc vé ndi dung chuyén sau (video
hudng dan, bai phan tich k¥ thuat) trén cac nén tang mang xa hoi vao cudi nim 2026.

Tang it nhat 20% ty 1& chuyén do6i tir khach hang tim hiéu sang khach hang
mua thyc té nho cai thién chat luong va tinh thuyét phuc ctia thong tin eWOM.
5.1.4. Nhan t6 “Chuyén mén nguoi giri”
5.1.4.1. Co so giai phap

Nhan t6 “Chuyén mon ctia ngudi giri thong tin” (B = 0.227) 1a yéu t6 c6 muc anh
huong thap nhat trong md hinh, nhung van déng vai tro can thiét trong viéc hinh thanh
quyét dinh mua san pham van cong nghiép cua khach hang tai Céng ty CP An Phat
Panel. Trong thyc té, nguoi tiéu dung c6 xu hudng tin tudéng hon vao cac danh gia dén
tir nhitng ca nhan am hiéu k¥ thuat nhu thg moc, doi thi cong, kién tric su, chi xuong
hay nhitng ngudi da str dung san pham trong thoi gian dai. Pay 1a nhém duoc xem 13 ¢6
da kinh nghiém va chuyén moén dé dua ra nhan xét chinh xac vé chat luong vat li¢u.

Tuy nhién, dira trén han ché cua thuc trang da phan tich & chuong 2, hién nay cac
danh gia, phan hoi vé san pham ctia An Phat Panel chii yéu xuat phat tir khach hang ca
nhan thong thuong. Diéu ndy phan anh rang ngudn giri thong tin chuyén mon chua that
su dugc phat huy, va viéc thiéu vang cac ddnh gia mang tinh k¥ thuat dang 1a mot trong
nhitng han ché 16n khién eWOM chua phat huy hét gia tri trong qué trinh h trg khach
hang ra quyét dinh mua.
5.1.4.2. Noi dung giai phap

Dé khic phuc han ché trén An Phat Panel c6 thé thuc hién cac giai phap sau:

Thir nhat, An Phat Panel can chuan hoa chuyén mon cua nhiing ngudi tham gia

tao eWOM thong qua chuong trinh dao tao chuyén moén ky thuat. Nhitng nguoi dat
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chtrng nhén s& dugc gan nhan “Déi tac ky thuat An Phat” khi ding danh gid, giup ting
muirc do thuyét phuc cia eWOM.

Bdng 5.5: Ké hoach chwong trinh dao tao chuyén mon ky thudt An Phdt
Panel

Noi dung Chi tiét

Tén chwong trinh | Chirng nhan ddi tac chuyén mon

Muc tiéu - Trang bi kién thirc vé€ dic tinh vat liéu, ti€u chuan thi cong va
nhan bict 15i

- Nang cao tay nghé va hinh thanh doi ngii “Ddi tac ky thuat

An Phat”.
Doi twong Tho thi cong ndi that, k¥ thuat vién, dai 1y doi tac.
Thoi gian - Dia - 2 ngay (hang quy)
diém - Tai phong dao tao hodc xudng thyc hanh ctia cong ty.
Noi dung chinh - Bac tinh va phan loai van cong nghiép.

- Tiéu chuan va quy trinh thi cong.
- Nhan biét, xtr 1y 16i thuong gap.
- Thuc hanh va danh gia tay nghé.

Ngudi phu trach | K§ su vat liéu, chuyén gia k¥ thuat va kién trac su hop tac.

Ngan sach du 8 — 10 triéu dong/budi (bao gdm tai lidu, dung cu, chimg

kién nhan).

(Nguon: Tdc gid, 2025)

Thir hai, An Phat Panel can c6 chinh sach thuong phu hop dé tao dong luc cho

ngudi giri ndi dung chuyén mén. Céac wu dai c6 thé 1a chiét khau vat tu, tién mat,... cho
tho dang déu video chit luong, cho nodi dung cé luot xem cao, hoic hd tro quay/dung
cho ddi tac uy tin. Co ché nay khuyén khich d6i ngii chuyén nghiép tao ra nhiéu noi

dung sau hon, thay vi cac danh gia ngan tir khach 1é.
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Bing 5.6: Ké hoach khuyén khich tao néi dung chuyén mén

Néi dung Chi tiét

Khuyén khich thg thi cong va k¥ thuat vién tao ndé1 dung eWOM
Muc tiéu chuyén sau (video, bai viét, hinh anh thuc t€) nham ting d tin cay

va lan toa thuong hiéu An Phat Panel.

Péi twong ap | Tho thi cong, ki thuat vién, dai Iy hop tac ding tai ndi dung vé san

dung pham An Phat Panel trén mang x4 hoi.

- Tién mat/phiéu qua tang: 200.000 — 500.000d/video chét luong.
Hinh thure - Chiét khau vat tu: 3 — 5% cho dbi tac co luot dang déu hang thang.
thuwong - H tro quay/dung video: cho 5 déi tac uy tin mdi quy.

- Giai thuong dic biét cho video c¢6 luot xem cao nhat quy.

- Bang ky tham gia qua form online, nhitng nguoi tham gia s€ dugc
Cach thue thém vao nhom Zalo.
trién khai - Ban Marketing kiém duyét ndi dung trude khi cong bé.

- Cong bd két qua va trao thudng hang quy.

Thoi gian . 2 .
Bat dau Quy 11/2026, trién khai thudng xuyén theo quy.
thuc hién

15 - 20 triéu dong/quy, gdom:
Ngéan sach | - 10 triéu: thudng tién mat va chiét khau.
du Kkién - 5 triéu: hd trg quay/dung va qua ting.

-3 - 5 triéu: truyén thong nodi bo va tong két.

(Nguon: Tdc gid, 2025)

Cudi cung, An Phat co thé xay dung cac dién dan hodc nhom thao luan trén cac

nén tang mang xa hdi nhu Facebook, Instagram, TikTok, hodac Zalo. Trong cac cong
ddng nay, khach hang c6 thé thao luan, chia sé kinh nghiém va héi dap voi nhau vé cac
san pham van cong nghiép. Bang cach t6 chirc cac cudc thao luan tryc tuyén hodc cudc
thi chia sé kinh nghiém, cong ty c6 thé tao ra khong gian gin két giita thuong hiéu va

nguoi tieu dung, qua do tang cuong long trung thanh cua khach hang.
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5.1.4.3. Ky vong két qud ciia gidi phdp

Sau khi trién khai cac giai phap nang cao chuyén mén cua nguoi giri thong tin
eWOM trong nim 2026, Cong ty CP An Phat Panel ky vong dat duoc cac két qua cu thé
sau:

Tang tdi thiéu 50% s luong ndi dung eWOM c6 yéu td chuyén mon ky thuat
(danh gia tir tho, k¥ thuat vién, kién trac su) so voi nam 2025.

Tbi thiéu 70% ngudi tham gia chwong trinh dao tao chuyén mon dat chimg nhan
“Poi tac k¥ thuat An Phat”, tao ngudn ngudi giri ndi dung dang tin cdy trong nim 2026.

Ding tai tbi thiéu 40 video hoic bai viét chuyén mon chét luong cao mdi quy tir
cac thanh vién trong cong dong, v4i muc ting twong tac trung binh 30% so véi nim
2025.

Gia tang 20% mtc d tin tudng thuong hiéu trén nén tang mang xa hoi va website
(do qua khao sat khach hang) vao cubi nam 2026, nho sy xuét hién ciia cac danh gia co
chuyén mon cao va dang tin cay.
5.2. Két luan

Trong bdi canh nén kinh té thi truong phat trién manh mé& hién nay, hoat dong
tiéu thy san pham ngay cang gip nhiéu thach thirc do sy da dang ctia cac nha cung tng,
yéu cau ngay cang cao ctia khach hang vé chét luong va dich vu, cing v6i mirc d6 canh
tranh khdc liét giira cac doanh nghiép. Mdi doanh nghiép mudn ton tai va phat trién déu
can xac dinh cho minh mot chién luge kinh doanh phu hop, dac biét 1a trong linh vuc
kinh doanh vén cong nghiép, noi khach hang c6 nhiéu Iya chon thay thé va thong tin d&
dang tiép can. DPé thuc ddy quyét dinh mua hang, doanh nghiép khong chi can chii trong
dén chat lugng san phAm ma con phai hiéu rd cac yéu td anh huong dén quyét dinh mua
clia nguoi tidu dung, trong d6 truyén miéng dién tir (eWOM) dong vai trd ngdy cang
quan trong. Trong qué trinh thyc tap va thuc hién dé tai “Anh huong cia truyén miéng
dién tir (eWOM) dén quyét dinh mua san phdm van cong nghiép tai Cong ty CP An Phat
Panel”, tdi d3 c6 co hoi tim hiéu thuc té va rat ra mot s6 két luan lién quan dén tac dong
ciia eWOM d6i v6i quyét dinh mua cta khach hang nhu sau:

Thir nhét, dé tai da hé théng hoa co s 1y luan co ban vé quyét dinh mua cua
ngudi tidu dung, cac yéu tb tac dong dén Quyét dinh mua san phdm van cong nghiép tai

Cong ty CP An Phat Panel. Dya trén nhiing co s& 1y thuyét nay clng cic nghién ciru
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truedc trong va ngoai nudc, tac gia xay dung mé hinh nghién ctru nham danh gia cac yéu
t6 tac dong dén Quyét dinh mua san pham san pham van cong nghiép tai Cong ty CP An
Phat Panel.

Thi hai, két qua nghién ctru khao sat cho thidy Quyét dinh mua san phim véan
cong nghiép tai Cong ty CP An Phat Panel chiu tac dong ctia 4 yéu t6. Cu thé, 4 yéu t6
tac dong duong dén Quyét dinh mua san pham van cong nghiép tai Cong ty CP An Phat
Panel 1a (+) S6 luong thong tin, (+) D6 tin cdy thong tin, (+) Chat luong thong tin, (+)
Chuyén mon ngudi giri. Trong d6, M6 hinh hdi quy ¢6 hé s6 R? hiéu chinh = 53.2 % véi
murc y nghia < 0.05, chirng té do phu hgp cua moé hinh véi bd dit lidu 1a thoa man, giai
thich dugc 53.2% cho bo dir liéu khao sat. Hau hét cac gia thuyét déu duoc chép nhan.

Thi ba, dé tai cling da xac dinh dugc mirc do anh hudng cua 4 yéu té tac dong
dén Quyét dinh mua san pham van cong nghiép tai Cong ty CP An Phat Panel, theo d6
“S6 luwong thong tin” c¢6 murc tic dong manh nhat dén quyét dinh mua san pham van
cong nghiép, tiép dén 1a “P0 tin cdy thong tin”, “Chat lugng thong tin” va cudi cung 1a
“Chuyén mon nguoi gui”.

Thi tu, dé tai ciing di dua ra cac danh gia cua khach hang vé cac yéu té anh
huong dén quyét dinh mua san pham van cong nghiép. Theo d6, khach hang c6 danh gia
kha t6t dén nhitng yéu t6 nay, déu dat trén mirc trung binh. Bén canh nhing yéu té duoc
danh gia kha t6t thi van ton tai nhitng yéu t6 khong duoc khach hang danh gia cao. Pay
13 co s dé doanh nghiép dua ra nhirng giai phap cai thién cac chinh sach lién quan dén
quyét dinh mua cta khach hang.

Cubi cung, dé tai da dua ra mot s6 giai phap nham ning cao quyét dinh mua san
pham véan cong nghiép tai Cong ty CP An Phét Panel.

5.3. Kién nghi
5.3.1. Kién nghi ddi v6i co quan, chinh quyén thanh phd Pa Ning

Chinh quyén thanh phd can tiép tuc hd tro cac doanh nghiép dia phuong trong
qua trinh chuyén d6i s6 va marketing truc tuyén, dic biét 1a nhitng doanh nghiép trong
linh vuc van cong nghiép nhu Cong ty CP An Phat Panel.

T6 chirc cac 16p tip huan, hoi thao vé thuong mai dién ti, truyén thong sb va

truyén miéng dién tir eWOM) s& gitip doanh nghiép nang cao ning lyc canh tranh.
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Bén canh d6, can don gian hoa thu tuc hanh chinh va cip phép dau tu, tao diéu
kién thuan loi dé doanh nghiép mé rong quy mo san xuat, phat trién theo dung dinh
huéng nganh va quy hoach ctia thanh phé.

Ngoai ra, chinh quyén ciing nén ting cudng cac chuwong trinh xtc tién thuong
mai va hoi cho vat liéu xay dung — noi that, giup doanh nghiép dia phwong quang ba san
pham, két ndi dbi tac trong va ngoai nude, dong thdi mé rong thi truong tiéu thy.

5.3.2. Kién nghi d6i v6i Cong ty CP An Phat Panel

Cong ty can xay dung chién luoc truyén miéng dién tr (eWOM) hiéu qua, day
manh cac chuong trinh twong tdc voi khach hang nhu review nhan qua, minigame chia
sé trai nghiém hodc chwong trinh giéi thiéu khach hang méi, nham ting lwong thong tin
tich cuc va do tin cay cho thuong hiéu.

An Phat Panel nén chuin héa va ning cao chit luong thong tin san pham trén cac
kénh truyén thong, dam bao ndi dung rd rang, chinh xac va thudng xuyén cap nhat dé
khach hang d& dang tiép can thong tin dang tin cay.

Bén canh d6, can hoan thién bd phan cham soc khach hang, dao tao k§ nang giao
tiép va xir Iy phan hoi trén moi truong s6 nham nang cao trai nghiém va su hai long cta
nguoi tiéu dung. Pong thoi, ap dung tri tué nhan tao (AI) vao qua trinh kiém tra, danh
gia va nang cao hi¢u qua eWOM.

Cong ty cling nén xay dung cong ddng tho thi cong va kién tric su hop tac,
khuyén khich ho tham gia danh gia, chia sé kinh nghiém thuc té, gitp ting tinh chuyén
mon va sire thuyét phuc cta cac ndi dung eWOM.

Ngoai ra, An Phat Panel can cht trong dao tao nhan vién, khuyén khich sang tao
va khen thuong kip thoi, déng thoi td chirc cac hoat dong ndi bd dé gin két doi ngi,
nang cao tinh than lam viéc va hinh anh vin héa doanh nghiép.

5.4. Han ché ciia nghién ciru va hwéng nghién ciru tiép theo

Mo hinh nghién ctru ¢6 R? hiéu chinh 13 0.532 nghia 1 53.2% su bién thién cua
Quyét dinh mua san pham van cong nghiép tai Cong ty CP An Phat Panel dugc giai thich
boi su bién thién cta cac thanh phﬁn nhu: S6 lugng thong tin, BJ tin cdy thong tin, Chat
lugng thong tin va Chuyén moén ngudi gii. Nhu vay, ty 16 16n sy bién thién ctiia Quyét

dinh mua san phim véan cong nghiép tai Cong ty CP An Phat Panel chwa duoc giai thich

SVTH: Phiing Nguyén Thanh Théio 141



Khéa ludn tét nghiép GVHD: ThS. Ddng Thi¢n Tam

boi su bién thién cia cac thanh phan ndy va van con rat nhiéu yéu té can duoc bd sung
vao mo hinh.

Trong gidi han vé thoi gian, kinh phi, nhan lyc, cong cu hd tro,... nghién ctru thuce
hién 1y mau tai Coéng ty CP An Phat Panel nén tinh dai dién cia mau trong tong thé
chua cao. Mic khéc, kich thudc mau chua that su 16n, nén nhitng danh gia chii quan ctia
cac nhom ddi twong khao sat ¢ thé 1am 1éch két qua nghién ctiru. Do do, nghién ctru tiép
theo c6 thé thuc hién véi kich thude mau 16n hon, chon mau theo xac suit va cé phan
16p d6i twong dé tang tinh khai quat cho nghién ciru.

Nhu véy, huéng nghién ctru tiép theo 1 mé rong pham vi nghién ctru khong chi
1a khach hang tai Cong ty CP An Phat Panel. Bén canh d6, b6 sung thém va phan tich

cac yeéu to tdc dong khac vao mod hinh nghién ctru nham ti€p tuc tién hanh kiém dinh.
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PHU LUC
PHU LUC 1: BANG BAO CAO KET QUA HOAT PONG KINH DOANH CUA
CONG TY CP AN PHAT PANEL

L TOC PQ TANG TRUONG (%)
CHI TIEU Nam 2022 Nam 2023 Nam 2024
2023/2022 2024/2023
1. Doanh thu ban
hang va cung cip | 13.964.929.053 | 29.470.755.407 | 30.155.777.990 111.0341 2.324415
dich vu
2. Cac khoan
giam trir doanh 0 0 0 0 0
thu
3. Doanh thu
thudn vé ban hang
. . 13.964.929.053 | 29.470.755.407 | 30.155.777.990 111.0341 2.324415
va cung cap dich
vu
4. Gia von ban
b 12.004.517.934 | 23.280.448.517 | 24.870.907.964 93.93072 6.831739
ang
5. Loi nhuan gop
vé ban hang va 1.960.411.119 6.190.306.890 5.284.870.026 215.7658 -14.6267
cung cap dich vu
6. Doanh thu hoat
L 421.892 1.442.474 1.135.626 241.906 -21.2723
ddng tai chinh
7. Chi phi tai
235.276.793 476.587.316 450.709.912 102.5645 -5.42973
chinh
8. Chi phi ban
. 0 0 2.732.753.359 0 0
hang
9. Chi phi QLDN 2.152.499.984 4.852.437.711 1.545.046.868 125.4326 -68.1594
10. Loi nhuan
L (426.943.766) 862.724.337 557.495.513 -302.07 -35.3796
thuan ttr HBKD
11. Thu nhap
iha 2.432.413.769 4.468.000 1.931.600.000 -99.8163 43131.87
ac
12. Chi phi khac 2.420.606.314 0 2.077.940.791 -100 0
13. Loi nhuan
1ha 11.807.455 4.468.000 (146.340.791) -62.1595 -3375.31
ac
14. Téng LNTT (415.136.311) 867.192.337 411.154.722 -308,893 -52.5878
15. Chi phi thué
0 126.930.076 124.181.202 0 -2.16566
TNDN
16. LNST (415.136.311) 740.262.261 286.973.520 -278.318 -61.2335

(Nguén: Phong ké todn)
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PHU LUC 2: BANG KHAO SAT

Kinh chao Quy Anh/Chi
T6i la sinh vién khoa Marketing thuéc truong Kinh té - Pai hoc Duy Tan. Hién téi dang
thuwe hién nghién ciru véi dé tai: “Anh hwéng cia truyén miéng dién tir eWOM) dén
quyét dinh mua sin pham van cong nghiép tai Cong ty CP An Phat Panel” nham
thu thdp y kién ciia Quy Anh/Chi vé mirc dg anh hudng ciia cdc danh gid triee tuyén dén
quyét dinh mua san pham van céng nghiép tai Cong ty CP An Phét Panel. Nhitng y kién
dong gép ciia Quy Anh/Chi sé la nguén dir liéu quan trong phuc vu cho qud trinh phdn
tich va hoan thién khéa ludn tot nghiép cua toi.
Moi théng tin Quy Anh/Chi cung cdp sé duwoc bdo mdt tuyét doi, chi sit dung cho muc
dich nghién civu khéng nham muc dich thwong mai.
Xin chan thanh cam on Quy Anh/Chi da danh thoi gian tham gia khao sat!
PHAN I: THONG TIN CHUNG
Cau 1: Gi¢i tinh cua Anh/Chi

'] Nam

T Nu
Cau 2: P tudi ciia Anh/Chi

1 25-34

1 35-45

'] Trén 45
Ciu 3: Thu nhap binh quian mdi thiang ciia Anh/Chi

] Tu 10 - 20 triéu

] Tu 20 - 30 triéu

] Trén 30 triéu
Cau 4: Anh/Chi d3 tirng mua san phiam van cong nghiép bao nhiéu lan?

1 1-21lan

(] 3-51an

] Trén 5 lan
Céu 5: Anh/Chi mua sian pham vén cong nghiép chi yéu dé lam gi?

[ Thi cong noi that

"] Thi cong xay dung
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[ Sir dung cho nhu cu c4 nhan
Céu 6: Anh/Chi thudng tham khéo danh gia truc tuyén tir ngudn nio?

"] Website doanh nghiép

"1 Facebook

1 TikTok
PHAN II : THONG TIN NGHIEN CUU
Anh/chi vui 10ng cho biét mirc d6 dong ¥ ctia minh ddi véi cac danh gia sau ddy vé anh
huong cua truyén miéng dién tir eWOM) dén quyét dinh mua san pham van cong nghiép
tai Cong ty CP An Phat Panel
(1. Hoan toan khéng dong y; 2. Khéng dong y; 3. Trung ldp, 4. Pong y; 5. Hoan todn
dong y)

Noi dung cau hoi Danh gia

CHAT LUQNG THONG TIN 112(3]4]|5

1.1 | Cac danh gia truc tuyén vé san pham van cong nghiép 1a dé hiéu.

1.2 | Cac danh gid truc tuyén vé san pham van cong nghiép c6 day du

ndi dung (hinh anh, video...) dé 1am rd cac y kién khac.

1.3 | Cac danh gia truc tuyén vé san pham van cong nghiép 1a khach

quan.

1.4 | Cac danh gia truc tuyén vé san pham van cong nghiép 13 rd rang.

1.5 | Cac danh gia truc tuyén vé san pham van cong nghiép co chira

dung day du ly do dé 1y giai cho cac ¥ kién.

PO TIN CAY THONG TIN 1[2(3(4|5

1.1 | Cac danh gia tryc tuyén vé san pham van cong nghiép phan anh

ding su that.

1.2 | Cac danh gid truc tuyén vé san pham véan cong nghiép déu chinh

xac.

1.3 | Cac danh gia truc tuyén vé san pham véan céng nghiép khong cé

su thién vi.

1.4 | Cac danh gia truc tuyén vé san pham van cong nghiép 1a dang tin

cay.

SVTH: Phiing Nguyén Thanh Théio




Khéa ludn tét nghiép GVHD: ThS. Ddng Thi¢n Tam

1.5 | Cac danh gia truc tuyén vé san pham van coéng nghiép 1a hop 1y

va nhat quan.

SO LUQNG THONG TIN 1(2/3]4]5

1.1 | S6 luong danh gia trén mang vé san pham van cong nghiép 16n,

to1 cho rang san pham do pho bién.

1.2 | S6 lugng danh gia trén mang vé san pham van cong nghiép nhiéu,

t6i cho rang san pham d6 c6 danh tiéng tot.

1.3 | S6 lugng danh gia trén mang vé san phim van cong nghiép nhiéu,

toi cho rang san pham doé c6 doanh s6 ban hang tot.

1.4 | Toi dé dang tiép can mot luong 16n danh gia truc myén vé san

pham van cong nghiép.

1.5 | C6 nhi€u danh gia tir nhiéu nguoi khac nhau vé san phdm van cong

nghiép trén cic nén tang tryc tuyén.

TINH HU'U ICH CUA THONG TIN 1123415

1.1 | Cac danh gia truc tuyén vé san pham van cong nghiép 1a hiru ich

cho viéc tim kiém thong tin.

1.2 | Cac danh gia truc tuyén vé san pham van cong nghiép giup nang

cao hi¢u qua mua sam.

1.3 | Cac danh gia tryc tuyén vé san pham van cong nghiép chtra dung

nhiéu thong tin.

1.4 | Cac danh gia truc tuyén vé san phdm van cong nghiép cho phép

tim kiém thong tin nhanh hon.

1.5 | Cac danh gia truc tuyén la c6 gia tri déi véi viéc lya chon san

pham van cong nghiép.

CHUYEN MON NGUOI GUI 112131415

1.1 | Nhitng ngudi cung cap danh gia truc tuyén vé san pham van cong

nghiép co kién thirc phong phua vé van cong nghiép.

1.2 | Nhitng ngudi cung cap cac danh gia truc tuyén vé san pham van

cong nghiép ho co6 kinh nghiém.
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1.3 | Nhitng nguoi c6 chuyén mon cung cap cac kién thirc tot hon vé

san pham van cong nghiép.

1.4 | Nhitng ngudi cung cap danh gia vé san pham van cong nghiép cé

kha nang dua ra nhan dinh chinh xac.

1.5 | Nhitng ngudi c6 chuyén moén dé cap dén mot s6 van dé vé€ san

pham véan cong nghiép ma t6i khong chu ¥ dén.

QUYET PINH MUA 112(3(4]|5

1.1 | T6i thuong lira chon san pham van cong nghiép tai An Phat Panel

khi c6 thong tin danh gid qua mang tich cuc.

1.2 | T6i chic chan s& mua san pham van cong nghiép tai An Phat Panel

sau khi xem cac danh gia tryc tuyén vé san pham.

1.3 | T6i quyét dinh mua san pham véan cong nghiép tai An Phét Panel

khi cac danh gid truc tuyén cung cip du bang chung thuyét phuc.

1.4 | T6i quyét dinh mua san pham véan cong nghiép tai An Phét Panel
vi cac danh gia truc tuyén giup toi tu tin hon vao lya chon cua

minh.

1.5 | Toi quyét dinh mua san pham véan cong nghiép tai An Phat Panel

khi cac danh gia truc tuyén phu hop véi nhu cau cia toi.
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PHU LUC 3: KET QUA PHAN TICH, XU LY SPSS

1. Pac diém mau nghién ciru

Gidi tinh
Valid Cumulative
Frequency | Percent | Percent Percent
Valid | Nam 189 75.6 75.6 75.6
Nir 61 24.4 24.4 100.0
Total 2501 100.0 100.0
P tudi
Valid | Cumulative
Frequency | Percent | Percent Percent
Valid |25-34 117 46.8 46.8 46.8
35-45 96 384 384 85.2
Trén 45 37 14.8 14.8 100.0
Total 2501 100.0 100.0
Thu nhap
Valid | Cumulative
Frequency | Percent | Percent Percent
Valid | Trén 30 tri€u 36 14.4 14.4 14.4
Tur 10 - 20 tri¢u 85 34.0 34.0 48.4
Tur 20 - 30 triéu 129 51.6 51.6 100.0
Total 250 100.0 100.0
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Tin sudt mua
Valid | Cumulative
Frequency| Percent | Percent Percent
Valid |1 -2 1lan 66 26.4 26.4 26.4
3-5lan 106 42.4 42.4 68.8
Trén 5 lan 78 31.2 31.2 100.0
Total 250 100.0 100.0
Muc dich mua
Valid Cumulative
Frequency | Percent | Percent Percent
Valid | Str dung cho nhu cau 53| 212 21.2 21.2
ca nhan
Thi cong ndi that 109 43.6 43.6 64.8
Thi cong xay dung 88 35.2 35.2 100.0
Total 250 100.0 100.0
Ngu(“)n tham khao
Valid | Cumulative
Frequency | Percent | Percent Percent
Valid |Facebook 113 45.2 45.2 45.2
TikTok 51 20.4 20.4 65.6
Website doanh nghiép 86 34.4 344 100.0
Total 2501 100.0 100.0

SVTH: Phiing Nguyén Thanh Théio




Khéa ludn tét nghiép GVHD: ThS. Dang Thién Tam

Gi¢itinh

Enam
Iy

Mo5-34
W3s-45
W Tren 45

Thu nhap

ETir 10 - 20 trigu
W Tir 20 - 30 trigu
W Trén 30 trigu
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Tan suat mua

H1-21En
W3-51En
W TiEn 5 lén

Muc dich mua

[ Thi céing ndi thét

WThi cing xdy dung

W Sir dung cho nhu cdu ca nhan

Nguén tham khao

[Ewebsits doanh nghigp
W Facebook

W TikTok

2. Kiém tra d tin ciy ciia thang do bang Cronbach’s Alpha
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Kiém dinh Cronbach’s Alpha cho bién Chat lwong thong tin

Reliability Statistics

Cronbach's

Alpha

N of

[tems

.888

Item-Total Statistics

Scale Cronbach's

Scale Mean | Variance if | Corrected Alpha if

if Item Item [tem-Total Item

Deleted Deleted Correlation Deleted
CL1 15.73 18.761 740 .860
CL2 15.86 18.640 728 .863
CL3 15.81 18.397 742 .860
CL4 15.85 18.202 738 .861
CL5 15.81 18.847 .688 872

Kiém dinh Cronbach’s Alpha cho bién Dé tin cdy thong tin lan 1

Reliability Statistics

Cronbach's N of
Alpha [tems
.634 5

Item-Total Statistics

Scale Cronbach's
Scale Mean | Variance if | Corrected Alpha if
if Item Item [tem-Total Item
Deleted Deleted Correlation Deleted
TC1 14.89 10.718 615 466
TC2 14.91 11.213 .549 501
TC3 14.98 10.775 .602 472
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TC4 15.91 16.763 -.140 .836
TCS 14.89 11.036 .569 491
Kiém dinh Cronbach’s Alpha cho bién B tin cdy théng tin lan 2
Reliability Statistics
Cronbach's N of
Alpha Items
.836 4
Item-Total Statistics
Scale Cronbach's
Scale Mean | Variance if | Corrected Alpha if
if [tem Item [tem-Total Item
Deleted Deleted Correlation Deleted
TCl1 11.90 9.894 674 790
TC2 11.93 10.123 .645 .802
TC3 12.00 9.859 675 789
TCS 11.91 9.899 674 790
Kiém dinh Cronbach’s Alpha cho bién S6 lwong théng tin
Reliability Statistics
Cronbach's N of
Alpha Items
920 5
Item-Total Statistics
Scale Cronbach's
Scale Mean | Variance if | Corrected Alpha if
if Item Item [tem-Total Item
Deleted Deleted Correlation Deleted
SL1 17.19 15.326 792 902
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SL2 17.20 14.404 810 .898
SL3 17.12 15.017 789 902
SL4 17.24 14.579 .804 .899
SL5 17.14 15.481 772 906
Kiém dinh Cronbach’s Alpha cho bién Tinh hitu ich ciia théng tin
Reliability Statistics
Cronbach's N of
Alpha Items
.849 5
Item-Total Statistics
Scale Cronbach's
Scale Mean | Variance if | Corrected Alpha if
if Item Item Item-Total Item
Deleted Deleted Correlation Deleted
HI1 14.70 19.986 .667 816
HI2 14.70 19.199 675 814
HI3 14.72 20.490 .609 831
HI4 14.75 19.458 .667 816
HI5 14.68 19.680 674 814

Kiém dinh Cronbach’s Alpha cho bién Chuyén mén ciia nguoi giri lan 1

Reliability Statistics

Cronbach's

Alpha

N of

[tems

.680
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Item-Total Statistics

Scale Cronbach's

Scale Mean | Variance if | Corrected Alpha if

if [tem Item Item-Total Item

Deleted Deleted Correlation Deleted
CM1 14.57 12.038 574 .566
CM2 14.54 11.671 .628 .540
CM3 15.61 17.973 -.095 847
CM4 14.66 11.284 .680 S14
CM5 14.54 12.273 586 564

Kiém dinh Cronbach’s Alpha cho bién Chuyén mén cia nguwoi giri lan 2

Reliability Statistics

Cronbach's

Alpha

N of

[tems

.847

Item-Total Statistics

Scale Cronbach's

Scale Mean | Variance if | Corrected Alpha if

if Item Item [tem-Total Item

Deleted Deleted Correlation Deleted
CM1 11.70 10.765 .650 821
CM2 11.67 10.472 .698 .801
CM4 11.80 10.163 743 781
CM5 11.67 11.097 .650 821

Kiém dinh Cronbach’s Alpha cho bién Quyét dinh mua

Reliability Statistics

Cronbach's N of
Alpha Items
914 5
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Item-Total Statistics
Scale Cronbach's
Scale Mean | Variance if | Corrected Alpha if
if [tem Item Item-Total Item
Deleted Deleted Correlation Deleted
QD1 17.12 14.191 753 900
QD2 17.02 14.385 792 .892
QD3 17.11 14.000 783 .894
QD4 17.11 14.180 798 .891
QD5 17.11 13.875 778 .895
3. Phin tich nhén t6 kham pha EFA
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling 871
Adequacy.
Bartlett's Test of Approx. Chi-Square [3035.298
Sphericity df 253
Sig. .000
Total Variance Explained
Extraction Sums of Rotation Sums of Squared
Initial Eigenvalues Squared Loadings Loadings
% of % of % of
Compo Varianc | Cumulat Varianc | Cumulat Varianc | Cumulat
nent Total e ive % | Total e ive % | Total e ive %
1 6.630| 28.827| 28.827| 6.630| 28.827| 28.827| 3.806| 16.547| 16.547
2 2.732| 11.876| 40.703| 2.732| 11.876| 40.703| 3.474| 15.105| 31.652
3 2499 10.867| S51.571| 2.499| 10.867| 51.571| 3.177| 13.813| 45.465
4 2.153 9.359| 60.930| 2.153 9.359| 60.930| 2.760| 12.002| 57.467
5 1.904| 8.277| 69.207| 1.904 8.277| 69.207| 2.700| 11.740| 69.207
6 658  2.861| 72.068
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7 635 2.760| 74.828
8 581 2.524| 77.352
9 529 2.302) 79.655
10 481 2.090| 81.745
11 462 2.009| 83.754
12 415 1.803| 85.557
13 405 1.763| 87.320
14 377 1.638| 88.958
15 352 1.530| 90.488
16 346 1.504| 91.991
17 312 1.356| 93.348
18 300 1.303| 94.650
19 293 1.275| 95.925
20 263 1.143| 97.068
21 247 1.073| 98.141
22 227 986| 99.127
23 201 .873 ] 100.000
Extraction Method: Principal Component Analysis.

Rotated Component Matrix?*
Component
1 2 3 4 5
SL4 .859
SL2 852
SL1 851
SL3 847
SL5 .834
CL4 .828
CL1 .826
CL3 821
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CL2 187
CL5 748
HI1 795
HI2 192
HI4 78
HIS 7162
HI3 136
CM4 .840
CM2 .805
CM1 7189
CM5 761
TC3 811
TCS 795
TCl1 .790
TC2 786

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser

Normalization.

a. Rotation converged in 5 iterations.

4. Phan tich twong quan Pearson

Correlations
QD SL CL HI CM TC

QD |Pearson 1| .564™| .483™| 262" .480™| 455

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000

N 250 250 250 250 250 250
SL  |Pearson 564" 1| 285" 250 | 280" .229™

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000

N 250 250 250 250 250 250
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CL |Pearson 483" 285" 1| 2817 330" .291™
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000
N 250 250 250 250 250 250
HI  |Pearson 2627 250" 2817 1| 2167 204"
Correlation
Sig. (2-tailed) .000 .000 .000 .001 .001
N 250 250 250 250 250 250
CM | Pearson 4807 280" 3307 216 1| .299™
Correlation
Sig. (2-tailed) .000 .000 .000 .001 .000
N 250 250 250 250 250 250
TC |Pearson 4557 229" 2917 2047 299" 1
Correlation
Sig. (2-tailed) .000 .000 .000 .001 .000
N 250 250 250 250 250 250
**_ Correlation is significant at the 0.01 level (2-tailed).

5. Phén tich hoi quy

Model Summary®

Mode Adjusted R | Std. Error of | Durbin-
1 R R Square| Square |the Estimate | Watson
1 736* 542 532 63591 2.210

a. Predictors: (Constant), TC, HI, SL, CM, CL
b. Dependent Variable: QD

ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regression 116.536 5 23.307| 57.636 .000°
Residual 98.670 244 404
Total 215.206 249
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a. Dependent Variable: QD

b. Predictors: (Constant), TC, HI, SL, CM, CL

Coefficients®
Standardize
Unstandardized d Collinearity
Coefticients Coefficients Statistics
Toleranc

Model B Std. Error Beta t Sig. e VIF
1 |(Constant) 258 247 1.046 297

SL 369 .046 380 8.072 .000 848 1.180

CL 202 .043 231 4.748 .000 7961 1.256

HI .005 .040 .006 129 .897 873 1.145

CM 199 .042 2271 4.716 .000 814 1.228

TC 211 .043 232 4.937 .000 8501 1.176
a. Dependent Variable: QD

Histogram

Frequency

Dependent Variable: QD
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Normal P-P Plot of Regression Standardized Residual
Dependent Variable: QD
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NHAN XET CUA GIANG VIEN HUONG DAN

Da Néng, ngay ... thang 12 nim 2025
Xac nhan caia GVHD
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NHAN XET CUA GIANG VIEN PHAN BIEN

DPa Ning, ngdy ... thang 12 nim 2025
Xac nhan cia GVPB
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