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Tém tit cong trinh

Trong thé ky 21, sy bung nd cua internet va cic nén tang mang xa hoi da lam
tang ddng ké sy két nbi toan cau va muc do tham gia ciia ngudi tiéu dung. Cac nén
tang nhu Facebook, Instagram, YouTube va TikTok hién la nhitng khong gian quan
trong dé ngudi dung chia sé ¥ kién va trai nghiém vé san pham va dich vy, tir 46 dinh
hinh méi quan hé giira truyén miéng dién tir (eWOM) va hanh vi mua sim truc tuyén.
Nghién ctru nay diéu tra tic dong cia eWOM dén ¥ dinh mua hang tryc tuyén cua gidi
tré tai Pa Nang, mot thanh phé dugc cong nhan vé co sO ha tﬁng ky thuat s6 va tiém
nang phat trién thuong mai dién tur. Dya trén vi¢c tich hgp mo hinh Chép nhan Thong
tin (IAM) va Ly thuyét Hanh vi Du dinh (TPB), nghién ctru nay kham phé vai trd cia
eWOM trong viéc anh hudng dén quyét dinh mua sim, dugc diéu chinh bdi cac yéu to
nhu gidi tinh, thu nhap va cac bién trung gian khac. Két qua cho thay chét lugng va do
tin cdy ctia eWOM c6 anh hudng dang ké dén niém tin cua nguoi tiéu dung, tir d6 dinh
hinh chuan chii quan va cam nhan hiéu qua cta khach hang dén ¥ dinh mua hang truc
tuyén cta ho. Nghién ctru nay 1ap day khoang trong trong cac nghién ctru vé hanh vi
tiéu dung tai Viét Nam, dong thoi cung cap nhiing hiéu biét quan trong vé cach
eWOM thiic diy quyét dinh mua hang truc tuyén, dic biét 1a ddi véi gidi tré, va dé

xut cac chién lugc cho doanh nghiép trong viéc tin dung hiéu qua eWOM.



1. Pit van dé:

Trong thé ky XXI, sy bung nd cua Internet va cac nén tang truyén thong xa hoi da
kéo theo su gia ting dang ké s luong nguoi dung toan cau. Theo bio cdo Digital
2024: Global Overview Report, s nguoi ding Internet trén thé gidi dat hon 5,16 ty
ngudi, chiém khoang 64,4% dan sb thé gidi (Digital 2024: Global Overview Report —
DataReportal — Global Digital Insights, 2024). Nhitng nén tang nhu Facebook,
Instagram, YouTube, va TikTok di trd thanh noi phod bién cho ngudi ding chia sé ¥
kién va trai nghiém vé san phém va dich vu, tao nén modi lién két quan trong gilra
truyén miéng dién tir eWOM) va hanh vi mua hang tryc tuyén.

Xu hudng mua hang truc tuyén toan ciu, bao gdm ca Viét Nam, ciing dang trén da
phat trién manh mé&. Theo béo céo cua NielsenIQ (2022), ngudi tiéu ding Viét Nam da
thé hién su chuyén hudéng manh mé sang mua sam truc tuyén, dac biét sau dai dich
COVID-19 (Nielsen, 2022). Pa Néng, vdi co so ha ting cong nghé thong tin tién tién
va chinh sach hd tro manh mé tir chinh quyén, da ndi 1én nhu mot trong nhimng thanh
phé ¢4 nhiéu diéu kién thuan loi nhat dé phat trién thuong mai dién tr ¢ Viét Nam
(Bdo cao Chi s6 T hwong mai dién tu Viét Nam _EBI 2024, 2024).

Truyén miéng dién tor (eWOM) da tr¢ thanh mot linh vyuc thu hat nhiéu su quan
tAm tir cac nha nghién ctru, dic biét 1a trong viéc anh huéng dén y dinh mua hang truc
tuyén. Theo Nielsen (2015), eWOM dong vai tro dic biét quan trong trong qua trinh ra
quyét dinh mua hang, v6i hon 80% nguoi tiéu dung dua vao danh gid tryc tuyén trude
khi mua san pham. Diéu nay cho thiy rang eWOM khong chi cung cap thong tin san
pham ma con anh hudng dén thai d6 va ¥ dinh cta ngudi tiéu dung. Trong bdi canh
mua sim truc tuyén ngay cang phat trién, cac danh gia san pham truc tuyén trd thanh
mot cong cu quan trong ma ngudi tiéu dung st dung dé thu thap théng tin va ra quyét
dinh mua sim (Adjei va c.s., 2010; Zhu & Zhang, 2010). Cac cudc khao sat cho théy
ngudi tiéu dung ngay cang dwa vao mang xa hoi dé tim hiéu vé cac thuong hiéu xa la
(Naylor va c.s., 2012). Theo Prasad va cong su, cac danh gia nay cé vai trd quan trong
trong viéc dinh hinh y dinh mua hang cta ngudi tiéu dung, khi ho st dung chung dé
danh gia tinh chan thuc, chét lwong, va hiéu qua ctia san pham trudc khi dua ra quyét
dinh mua (Prasad va c.s., 2017). Diéu nay khong chi anh huong dén niém tin cua
ngudi tiéu dung ma con cé thé thay doi toan b hanh vi mua sim cua ho (R. Zhang &

Tran, 2009). Do dé, cac danh gia tryc tuyén trd thanh mot yéu té quyét dinh trong viéc



ting cudng ¥ dinh mua hang, va c6 thé du doan dugc hanh vi tiéu dung thuc té trong
moi truong thuong mai dién tir (Lau & Ng, 2001; Leskovec va c.s., 2007).

Mic du nhiéu nghién ctru trén thé gidi di xac dinh tAm quan trong ctia eWOM
trong viéc dinh hinh ¥ dinh mua hang tryc tuyén, nhiing nghién ctru ndy van ton tai
mot s6 han ché dang ké. Thir nhat, cac nghién ctru qudc té kho co6 thé ap dung vao bdi
canh Viét Nam do nhitng khéc bi¢t vé vi tri dia 1y, van hoa va hanh vi tiéu dung. Theo
Hussain va cong su (2020), sy khac bi¢t vé van hoa c6 thé anh huong dang ké dén
cach thirc eWOM duoc dién giai va tiép nhan. Chang han, ngudi tiéu ding & cac nén
vin hoa phuong Pong thuong c¢6 xu hudng dua vao y kién cong ddng nhidu hon so véi
cac nén van hoa phuong Tay, noi ngudi tiéu ding c6 xu hudng quyét dinh doc 1ap hon
(Hussain va c.s., 2020).

Thi hai, nhiéu nghién ctru hién nay van chua tip trung ddy da vao céc khia canh
cu thé cua thong tin eWOM, chéng han nhu tinh dang tin cay, tinh cu thé, hay cam xuc
duoc thé hién trong cac danh gia. Choi va cong su (2021) di chi ra rang mic du
eWOM la mét ngudn thong tin quan trong, ngudi tiéu dung khong phai lac nao ciing
hoan toan tin tudng vao nd. Nhing yéu to nhu tinh chinh xé4c, tinh nhat quan va cach
thong tin dugc truyén tai c6 thé anh huong dén mirc do tin ciy ma nguoi tidu dung dat
vao eWOM. Viéc cac danh gia truc tuyén ddi khi thiéu d6 chinh x4c hodc khong nhét
quan giira cac ngudn co thé khién nguoi tiéu dung cam thiy khong tin tudng hoan toan
vao nhitng thong tin ndy, din dén viéc giam y dinh mua hang. Piéu nay dit ra mot
thach thic 16n cho doanh nghiép: lam thé nao dé su dung eWOM mot cach hi€u qua
nhim thuc ddy ¥ dinh mua hang cua ngudi tiéu dung. Hon nita, Anastasiei va Choisa
(2017) da nhin manh rang trong bdi canh nghién ciru vé y dinh truyén miéng dién tir
(eWOM) va y dinh mua hang, c6 nhiéu tiém ning dé kham ph4 vai trd cta cac bién
trung gian (Chiosa & Anastasiei, 2017). Do do, viéc cai thi¢n tinh dang tin cdy va cung
cap thong tin cu thé hon trong eWOM c6 thé 1a mot chién luwoc quan trong dé doanh
nghiép ting cudng niém tin va kha ning mua sim cua khach hang trong méi trudng
truc tuyén.

Tai Viét Nam, cac nghién ctru vé eWOM va y dinh mua hang truc tuyén van
chua duoc thuc hién rong rai, dic biét 1a ddi v6i gidi tré tai cac thanh phd 16n nhu Da
Néng. Su thiéu ving nay dan dén viéc chua co day du dit liéu dé hiéu rd vé hanh vi

tiéu dung ctia nhom dbi twong nay trong bdi canh ki thuat s dang phat trién. Ngoai ra,



nhiéu nghién ctru van chua tip trung vao cac yéu td trung gian c6 thé tac dong dén mdi
quan hé gitta eWOM va y dinh mua hang, chiang han nhu su khéac biét vé gi6i tinh, thu
nhap hodc do tudi. Nhitng yéu té nhu sy tin twong vao ngudn thong tin, trai nghiém
mua sam trudc d6, hodc thai do ddi véi san pham c6 thé dong vai trd quan trong trong
viéc diéu chinh tac dong cua eWOM dén y dinh mua hang. Viéc xem xét cac bién
trung gian ndy co thé gitp hiéu rd hon vé cach thitc eWOM anh hudng dén quyét dinh
clia nguoi tiéu dung, dong thdi mo ra hudng nghién ciru méi cho nhitng van dé tiém an
trong thwong mai dién tir. Anastasiei va Choisa khuyén khich cac nghién ciru trong
twrong lai nén di sdu vao cac yéu t6 nay dé c6 cai nhin toan dién hon vé mdi quan hé
gitta eWOM va ¥ dinh mua hang trong méi trudng truc tuyén (Chiosa & Anastasiei,
2017). Cau hoi dugc dit ra rang cac bién sb trung gian nhu 10ong tin va nhan thire i ro
c6 thé déng vai trd quan trong trong viéc xac dinh liéu eWOM co thuc su anh huong
dén quyét dinh mua hang cua ngudi tiéu ding hay khong (Hussain va c.s., 2020).

Chinh vi nhing 1y do nay, nghién ctru vé " TICH HOP MO HINH IAM VA LY
THUYET TPB: TRONG NGHIEN CUU VE eWOM VA Y DINH MUA HANG
TRUC TUYEN CUA GIOI TRE THANH PHO DA NANG" dugc tién hanh nham giai
quyét cac han ché nay. Nghién ciru khong chi tap trung vao viéc xac dinh cac yéu t6
ciia eWOM anh hudng dén y dinh mua hang ma con kham phé su khac biét trong tac
dong ctia eWOM duya trén cac yéu t6 c4 nhan nhu gi6i tinh, thu nhap va cic nhan té
trung gian khéac. Pac biét, vdi sy tich hop hai mo hinh co ban 1a M6 hinh chép nhan
thong tin-IAM va Thuyét hanh vi du dinh-TPB, nghién ctru cung cép mot cai nhin toan
dién hon vé cach gi6i tré tai Pa Néng tiép nhan va st dung thong tin eWOM dé ra
quyét dinh mua sam tryc tuyén.
2. Tong quan tai liéu
2.1  Truyén miéng dién tir eWOM

Loi truyén miéng (WOM) da tir 1au duoc xem 1a mot ngudn thong tin quan trong
trong viéc anh huong dén hanh vi cia ngudi tiéu dung. C6 nhan dinh cho ring WOM
gitlp nguoi tidu ding tiép nhan nhitng ¥ kién va nhan xét tir nhimg nguoi khac, va
nhitng thong tin ndy dugc danh gia cao nhd vao tinh cap nhat, tha vi va dang tin cay
hon so v&i nhitng quang cdo truc tiép tir cac nha cung cdp san pham (Chevalier &

Mayzlin, 2006). Chinh sy chan thyc va tinh c4 nhan cia WOM khién cho nguoi tiéu



dung c6 xu hudng tin tudng nhitng danh gia tr nhitng ngudi ti€u dung khac hon 1a cac
thong di€p quang cdo cé tinh thuong mai.

Véi sy phat trién nhanh chong ciia Internet, qua trinh trao doi thong tin va danh
gi4 san pham hoic dich vu ciing d4 tré' nén dé dang hon . Nhiing thong tin WOM nay
khong chi dién ra truc tiép gitta ngudi v6i ngudi ma con duge truyén tai trén cac nén
tang truc tuyén, tao ra khai niém méi — truyén miéng dién tor (eWOM). eWOM khac
biét v6i WOM truyén thong & chd nd duogc lan truyén qua Internet va co thé nhanh
chong tiép can dén mot luong 16n ngudi dung. Hay dinh nghia khic vé eWOM 1a bat
ky tuyén bb tich cuc hay tiéu cuc ndo cia nhitng ngudi tiéu ding tiém ning, hién tai,
hay cii v& mot san pham hoic cong ty, duoc chia sé cho moi nguoi théng qua Internet
(Hennig-Thurau va c.s., 2004). Diéu nay cho thiy ring eWOM c6 thé bao gém ca
phan hoi tich cuc va tiéu cuc, tao diéu kién cho nguoi tiéu dung tiép nhan nhiéu gbc
nhin khac nhau vé mot san pham.

Truyén miéng dién tir khong chi don thuan 14 sy trao d6i thong tin, ma con 13 mot
cong cu manh mé gitip nguoi tidu dung dua ra cac quyét dinh mua hang théng minh
hon. Theo Chu va Kim (2011), nén tang thuong mai dién tir dong vai trd quan trong
trong viéc ddy manh su lan téa ciia eWOM, cho phép nguoi tiéu ding dé dang tiép can
thong tin vé san phdm va dich vy tir nhitng nguoi tiéu dung khac (Chu & Kim, 2011).
Nhitng nén tang nay khoéng chi cung cdp mot khong gian dé chia sé trai nghiém ma
con giup thong tin duoc lan truyén nhanh chong va rong rai, tao diéu kién cho eWOM
tdc dong manh mé hon dén hanh vi mua sam.

Trong ky nguyén sd, ngudi tiéu dung c6 thé d& dang tim kiém va so sanh cac san
pham va dich vu nhd vao sy phat trién cta cic nén tang mang xa hoi va cac dién dan
tryc tuyén. Baird va Parasnis (2011) cho rang cic nén tang niy di trd nén pho bién
hon bao gio hét ddi voi nguoi tiéu dung trong viéc thu thap thong tin vé san pham, tir
d6 gitp ho dua ra cac quyét dinh mua sim sang sudt hon (Heller Baird & Parasnis,
2011). Nhiéu nghién ctru d3 khing dinh vai trd cta cic nén tang mang xi hoi trong
viéc giup ngudi tiéu dung tiép nhan thong tin va ra quyét dinh mua sim (Naylor va
cong su (2012), Goodrich va de Mooij (2014), va Barreda va cOng su (2015).

Trong nghién ctru ndy, eWOM dugc hiéu 14 nhitng danh gia cia nguoi tiéu dung
vé bat ky dich vu hay san phdm ndo trén cac nén tang thuong mai dién ttr, dudi bat ky

hinh thirc nao. Di€u nay bao gom ca nhiing binh luan tich cuc hoac ti€éu cuc vé san



pham hoic dich vu ciia nha cung cip, duoc ding tai trén Internet. Nhimg binh lusn nay
khong chi don gian 13 cic danh gid ca nhan, ma con c6 thé tac dong manh mé& dén y
dinh mua hang cia nguoi tiéu dung khac, do tinh lan téa rong rai va strc anh hudng 16n
cua eWOM.

Véi sy gia ting khong ngimg cia cic nén tang tryc tuyén, eWOM d trd thanh
mot phan quan trong trong viéc quyét dinh mua hang ctia ngudi tiéu dung. Su khac
biét chinh gitra eWOM va WOM truyén thong nim & téc do lan truyén va kha ning
tiép can dén nhiéu nguoi tiéu dung hon théng qua cac nén tang truc tuyén. Erkan va
Evans (2018) nhan thiy ring eWOM khéng chi gitp chia sé théng tin ma con 12 mot
cong cu quan trong trong viéc tac dong dén quyét dinh mua sim ctia ngudi tiéu dung,
gitip ho dua ra cac quyét dinh mot cach thong minh hon.

2.2 Y dinh mua hang tryuc tuyén

Khai niém y dinh hanh vi da dugc nghién ctru rong rai trong nhiéu linh vuc khoa
hoc xa hoi va hanh vi. Theo Warshaw va Davis (1985), ¥ dinh hanh vi 1a mic d§ ma
mot ca nhan 1ap ké hoach c6 y thic dé thuc hién hodc khong thyc hi¢n mot hanh vi
trong tuong lai. Khai niém nay thuong dugc str dung dé dyu doan hanh vi thuc té cua ca
nhén dua trén sy chuin bj va ké hoach cua ho.

Y dinh mua hang 1a mot dang cu thé cua y dinh hanh vi, phdn &nh trang thai tinh
than cua nguoi tiéu dung khi ho 1ap ké hoach dé mua mot san phém hoac dich vu.
Dzara (2015) va Hajli (2015) cho rang ¥ dinh mua hang 13 biéu hién cia mong muén
tham gia vao viéc mua sam, dic biét 1a trong moi trudng truc tuyén. Schiffman va
Kanuk (2007) ciing b6 sung rang y dinh mua hang duoc hinh thanh sau khi ngudi tiéu
dung di tién hanh qua trinh danh gia san pham, thuong hiéu, va cac Iya chon thay thé.

Trong bdi canh thuong mai dién tr, y dinh mua hang truc tuyén duoc Pavlou
(2003) md ta nhu su cam két ciia ngudi tiéu ding ddi véi viéc mua san pham hoic
dich vu thong qua nén tang truc tuyén. Pavlou nhan manh ring y dinh nay khéng chi
dia trén mong mudn mua sim ma con thé hién mirc d6 sén sang tham gia vao quy
trinh mua sim tryc tuyén. Nhiéu nghién ciru di cho thiy tim quan trong ciia y dinh
mua hang trong viéc du bao hanh vi tiéu dung thuc t& (Montano & Kasprzyk, 2015;
Nurvidiana & cong su, 2015; Putra & cong su, 2016; Septifani & cong su, 2014).

Trong céc nghién ctru vé eWOM (truyén miéng dién tir), ¥ dinh mua hang 13 mot

trong nhiing két qua phd bién nhat duoc nghién ciru, vi né gitp hiéu rd tac dong cua



eWOM Ién hanh vi mua sim. Choi va cong su (2021), cing v6i Lau va Ng (2001),
Leskovec va cong su (2007), déu nhan manh moi quan h¢ chat ché gitra eWOM va y
dinh mua hang. Trong nghién ctru nay, ¥ dinh mua hang truc tuyén duoc hicu la mirc
do san sang cua ngudi tidéu dung dé mua sim théng qua cic cira hang tryc tuyén
(Palou, 2003).

2.3  Khai niém gidi tré

Trong céc van ban chinh thuc, Chinh phu Vi¢t Nam dinh nghia “thanh nién” la
nhitng nguoi trong do tudi 16-30, nhu néu trong Luat Thanh nién 2005 (B§ N§i vu
Vi¢t Nam, 2012). Theo nhom téc gid nhan dinh thi day 1a nhém cong ching tré 16n 1én
hodc ra doi va 16n 1én cung sy du nhap va phat trién cua mang xa hoi tai Viét Nam.
Gi6i tré Viét Nam hién dién khap noi trén dat nude, phan bd déu trong moi ting 16p
xa hdi va nhém nganh khac nhau nhu: hoc sinh — sinh vién, ndng dan, cong nhan, luc
luong vil trang, vin nghé si... Nhém cong chung nay du tryc tiép hay gian tiép déu bi
anh hudng tir sy phat trién ctia mang xa hoi néi riéng va cac céng nghé sé néi chung.

Dbi v6i dé tai nghién ctu vé “TICH HOP MO HINH IAM VA LY THUYET
TPB: TRONG NGHIEN CUU VE eWOM VA Y BINH MUA HANG TRUC TUYEN
CUA GIOI TRE THANH PHO PA NANG?”, viéc hiéu rd vé khai niém "gidi tré" 1a vo
cung quan trong. Trong ngir canh nay, gioi tré khong chi 1a nhiing nguoi ti€u thy hang
hoa va dich vu, ma con 13 nhitng ngudi tao ra va lan truyén thong diép thong qua cac
nén tang truyén thong xa hoi va kénh truyén miéng dién tir. Cac dac diém cua gidi tré
da tao ra mot moi truong tiém nang cho viéc tac dong cua truyén miéng dién tur ddi véi
¥ dinh mua hang cta ho. Trong kha ning giéi han ciia minh, nhém tac gia mudn dé
cap téi “gidi tré” 1a nhimg ngudi c6 do tudi tir 18 dén 25.

2.4  Cac md hinh nghién ciru ly thuyét
2.4.1. M6 hinh chdp nhén théng tin (Information Adoption Model - IAM)

Mo hinh chip nhén thong tin (Information Adoption Model - IAM) di dugc tao
ra bang cach tich hop mé hinh chip nhin céng nghé - TAM v&i mé hinh kha ning
danh gia k§ ludng — ELM (Sussman & Siegal, 2003). M6 hinh chap nhén théng tin
(IAM) giai thich khuon kho cta ngudi dung khi gap phai thong tin, cach ho danh gia
va tiép nhan thong tin. IAM c6 bdn thanh phan: chit luong thong tin (dai dién cho
tuyén trung tdm), do tin cdy ngudn (dai dién cho tuyén ngoai bién), tinh hitu ich cua

thong tin va Su chip nhan thong tin. Vi sy tich hop nay, IAM  sir dung chét lugng



ngudn 1am tuyén ngoai vi, chat luong thong tin lam tuyén trung tim, tinh hiru ich cta
thong tin duoc nhan thirc 1am trung gian. Mo hinh IAM c6 thé giai thich cach cac ca
nhan chép nhan thong tin tir 6 thay doi ¥ dinh cta ho va hanh vi trong giao tiép qua
nén tang trung gian. M6 hinh cho rang ca nhan c6 thé bi anh hudng boi mot thong diep
theo hai hudng: trung tim va ngoai vi (Sussman & Siegal, 2003). Néu ca nhan c6 su
xem xét su sic va cin than vé thong tin, thi thu dugc mic d§ xay dung cao va anh
hudng thong tin xdy ra & tuyén trung tam. Nguoc lai, néu c4 nhan chi xem xét mot
chut vé thong tin, s& thu duoc muc d6 xay dung thip va anh huong thong tin xay ra &
tuyén ngoai bién.

Trong bbi canh truyén thong xa hoi, viéc 4p dung M6 hinh Chap nhan Thong tin
(IAM) 12 rat can thiét dé hiéu rd cach c nhan tiép nhan va danh gia thong tin tir cac
mang ludi théng tin rong 16n va ning dong, tir d6 xac dinh muc d6 chap nhan thong tin
d6 (Surjandy & Virtonia, 2023). Cac nén tang nay mang dén nhiéu co hoi cho nguoi
dung trao ddi, tao va phd bién théng tin. Trong moi trudng nay, cac yéu to nhu chat
lugng, d0 tin cay, va tinh hiru ich ctia thong tin dong vai tro quan trong trong qua trinh
ngudi dung tiép nhan thong tin (Z. Wang & Sun, 2020). Pic biét, tinh hitu ich va niém
tin vao ngudn thong tin 1 nhitng yéu té then chét trong viéc xac dinh mirc do chép
nhan thong tin trong mdi trudng truyén thong x3 hoi. Do do, viée ap dung IAM giup
1am sang to cach ngudi dung tiép can va xir Iy thong tin trén cac nén tang truyén thong
x4 hoi (Al-Qaysi va c.s., 2020). Trong nghién ctru vé eWOM, mé hinh ctia Sussman va
Siegal nhan duoc nhiéu sy ddnh gia cao. M6 hinh IAM da duoc ap dung rong rii trong
cac nghién ctru dé danh gia sy tic dong cia cac yéu t6 eWOM dén sy chip nhan thong
tin trén thé giéi (Erkan & Evans, 2016; Leong va c.s., 2022; Reddy va c.s., 2022;
Sardar va c.s., 2021), hay tai Viét Nam (Nguyén & Pham, 2022; Ta, 2022b). Cac
nghién ctru nay déu chi ra rang, moé hinh IAM trong eWOM anh huéng tich cuc 1an
nhau théng qua chét lugng thong tin, d tin cdy va tinh hitu ich, nhan manh tac dong
ctia eWOM ddi vé6i viée mua hang truc tuyén.

Tuy nhién, IAM c6 thé khong nim bat ddy du tit ca cac yéu td lién quan anh
huéng dén y dinh mua hang truc tuyén thong qua phat hién dang chu y 1a viéc ap dung
thong tin co tac dong dang ké dén ¥ dinh mua hang trén phuong tién truyén thong xa
hoi. IAM c6 thé yéu cau diéu chinh dé két hop cac bién bd sung phan anh bdi canh ki

thuat s6 dang phat trién va hanh vi cua ngudi ti€u dung nhu rai ro nhan thure, vi cdc mo



hinh truyén théng c6 thé chwa nim bat diy du sy phirc tap cua viéc mua hang truc
tuyén (Y. Wang, 2018). Mot trong nhimg han ché ctia nhiéu nghién ctru 13 nhén té "S6
luong thong tin" chua dugc nghién ctru va khai thac ki ludng, ddn dén anh hudng
khong thuc su ndi bat trong viéc du doan cac hanh vi cia ngudi dung. Ngoai hai nhan
t chinh 1a "Chat lugng thong tin" va "D tin cdy ngudn", nhom nghién ciru nhan thiy
rang "S6 lugng thong tin" ciing dong gdp vai trd quan trong trong viée danh gia tinh
hitu ich cta thong tin. Chinh vi vdy, nhan t6 nay duoc dé tai thém vao nhim danh gia

thém goc do khac cia sy hiru ich thong tin trong mé hinh [AM.

Information Information
Usefulness Adoption

Source
Credibility

M& hinh chdp nhdn thong tin (Sussman & Siegal, 2003)
2.4.2. Ly thuyét Hanh vi dy dinh (TPB)

Ly thuyét Hanh vi Dy dinh (TPB) ld mdt trong nhiing 1y thuyét c6 anh hudng sau
rong trong nghién ctru hanh vi cta con ngudi. Puoc phat trién bai Icek Ajzen dua trén
Iy thuyét Hanh dong Hop 1y (TRA), TPB cung cdp mot khudén kho dé hiéu cach con
nguoi hinh thanh y dinh va thuc hién hanh vi.

TPB ly giai hanh vi thong qua ba yéu t6 chinh bao gdm: "Théi do" néu lén quan
diém tich cuc hodc tiéu cuc cia c4 nhan dbi véi hanh vi; "Chuin muc chi quan" 1a ap
luc x4 hoi va ky vong cua nhitng ngudi quan trong dbi véi viée thuc hién hanh vi;
"Nhan thic kiém soat hanh vi" chi do tin tudng cua cd nhan vao kha nang thyc hién
hanh vi, dua trén su san co cua nguén luc va co hdi. Yéu td "Nhan thuc kiém soat
hanh vi" dong vai tro quan trong trong viéc du doan hanh vi, bdi né phan &nh muc do
dé dang hoic kho khin trong viéc thuc hién hanh vi. Ajzen cho rang yéu t6 nay tac
dong truc tiép dén xu hudng thuc hién hanh vi. TPB cung cép mot cach tiép can hiru
ich dé du doan va thay d6i hanh vi, duoc ung dung rong rai trong cac linh vuc nhu suc
khoe, mdi trudng, tiép thi va truyén thong.

Mo hinh TPB dugc sir dung nhiéu trong cac nghién ctru lién quan dén y dinh mua
hang truc tuyén bdi moé hinh gitp ta hiéu rd hanh vi cta nguoi tiéu dung trén thi

truong sd hoa thong qua thai do, chuan muyc chu quan va nhan thirc kiém soat hanh vi



(Behjati va c.s., 2012). TPB cung cAp mot cach tiép can c6 hé théng dé xem xét thai do
ddi v6i mua sdm online, tac dong xa hoi va su kiém soat nhan thire tac dong 1én hanh
vi mua hang nhu thé nao (Jiang va c.s., 2023). M6 hinh nay c6 thé duoc thay doi cho
pht hop véi timg nén tang thuong mai dién tir khac nhau, nhu d duoc thuc hién trong
nghién ctru trén Taobao (Jiang va c.s., 2023) va Shopee (Ru va c.s., 2021), dé né tro
nén phu hop cho timg bdi canh thi trudng khac nhau. Hodc bang cach tip trung vao
céc cau triic tim 1y, TPB cho phép hiéu sau hon vé dong co ciia ngudi tiéu ding, nang
cao d6 chinh xac cua du doan so vdi cac mo hinh chi dya vao dir 1iéu nhan khau hoc
(Yeo va c.s., 2024). Ngoai ra, TPB c6 thé dugc phdi hop mot cach hidu qua véi cac ky
thuat phan mém dé diéu chinh cac du bao trong nghién ctru st dung dir liéu ludng
nhap chudt nham nang cao hiéu biét vé hanh vi ciia nguoi tiéu ding (Wen va c.s.,
2023).

Mic du vay nhung Ly thuyét hanh vi du dinh - TPB c6 thé khong du doan dugc
nhimg thay dbi 10n trong théi quen ciia nguoi tiéu dung do tién bo cong nghé va thi
truong thay doi, cho thdy viéc can thiét phai thay doi nhu thém nhén t6 va két hop mo
hinh khéc. Nhu trong céc bai nghién ctru vé Y dinh mua hang truc tuyén cia ngudi
tiéu dung sir dung mo hinh TPB chii yéu danh gia cac nhéan t6 Thai d6, Chuan myc chi
quan va Nhan thtrc kiém soat hanh vi ma thiéu danh gia su so hai, cam giac ti€u cuc,

cac mdi de doa cua khach hang khi thyc hién hanh vi (Jerold H va cong sy, 2002).

Attitudes
toward the
Behavior

Perceived
Behavioral
Control

Mb hinh Iy thuyét Hanh vi dy dinh (Ajzen, 1991)

2.5. Mo hinh nwéc ngoai

2.5.1. “The influence of social media eWOM information on purchase intention” cua

Choi-Meng Leong, Alexa Min-Wei Loi va Steve Woon (2021)

Bai nghién ctru “Anh hudng cua thong tin truyén miéng dién tor (eWOM) trén
mang x3 hoi dén y dinh mua hang” cua céc tac gia Choi-Meng Leong, Alexa Min-Wei
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Loi va Steve Woon thuc hién tai Malaysia vao nadm 2021 kiém dinh mbi quan hé gitra
dic diém thong tin va hanh vi ctia ngudi tiéu dung lién quan dén truyén miéng dién tir
nhu chat luong thong tin, d6 tin cdy cua thong tin, su phi hop cua thong tin, nhu cau
thong tin, thai d0 hudng tdi thong tin va y dinh mua tra sira tran chdu méi dugc ua
chudng trong M6 hinh Sy chap nhan thong tin md rong (IAM). Mot bang cau hoi khao
sat da duogc sur dung dé thu thap dir li¢u tir 222 nguoi tra 161. Phan tich dir liéu dugc
thuc hién bang cach sir dung moé hinh phuong trinh ciu triic binh phuong nhé nhat

timg phan.

Két qua cho thdy chat luong thong tin, do tin cdy cta thong tin, sy phu hop cua
thong tin va thai d6 dbi v6i thong tin tic dong tich cuc dén tinh hitu ich cua thong tin.
O chiéu huéng nguoc lai, nhu cau thong tin duoc chinmg minh 1a dnh huéng khong
dang ké dén tinh hiru ich cua thong tin. Y dinh mua dugc quyét dinh boi viée tiép nhan

thong tin, trong d6 tinh hitu dung cua thong tin 14 yéu t du bao cho viéc tiép nhan

thong tin.

4 \
Information
Quality
. J
4 \
Information
Credibility
. J
4 \

Information Information Information Purchase
Task-Fit Usefulness Adoption Intention
. J
4 \
Needs of
Information
. J
( \
Attitude towards
Information
. J

Hinh 2. 1: M6 hinh nghién cvru ciia Choi-Meng Leong, Alexa Min-Wei Loi va
Steve Woon

2.5.2. “Purchase intention: Implementation theory of planned behavior (Study on
reusable shopping bags in Solo City, Indonesia)” cua V. M Arifani va H. Haryanto
(2018)
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Nam 2018, tac gia V. M Arifani va H Haryanto da thuc hién dé tai nghién ctru
vé “Y dinh mua tii mua sim c6 thé tai st dung & thanh phd Solo, Indonesia”. Tac gia
nghién ctru cac nhan t6 tic dong dén “Y dinh mua hang” thong qua cic nhan té “thai
d6”, “chuan chu quan” va “kiém soat hanh vi nhan thirc”. Nhin chung, 110 nguoi tra
101 duogc coi 1a phu hop dé dap ung cac tiéu chi duge xac dinh trude va dién day du
vao bang cau hoi. Két qua ctia nghién ctu, dua trén phan tich bang M6 hinh phuong
trinh cdu trac-Hinh vudng t6i thiéu mot phan (SEM-PLS), cho thiy rang “kién thirc
moi trudong” cd tac dong tich cuc dén “thai do”, “gia tri nhan thuc” anh hudng dén
“thai d6”, “hinh thirc san pham” bj anh hudng dén “thai d6” va “gia ca cam nhan” dbi
v6i “thai d6” bi anh huéng. Hon nita, “y dinh mua hang” con bi anh hudng boi “chuin

chu quan”, “thai d§” va “kiém soat hanh vi nhan thac”.

Environmental
Knowledge

HS5

Perceived Price

Subjective Purchase

Norm Intention

Perceived
Value

H7

Perceived
Behavioral
Control
Product
Appearance

Hinh 2. 2: M6 hinh nghién cvwu ciia V. M Arifani va H Haryanto

2.5.3. “Consumers’ Motivational Involvement in eWOM for Information Adoption:
The Mediating Role of Organizational Motives” cua Safdar Hussain, Xi Song va Ben
Niu (2020)

Nghién ctru nay diéu tra sy tham gia mang tinh dong luc ctia ngudi tiéu ding
trong truyén miéng dién tir d¢ tiép nhan thong tin tryc tuyén qua trung gian ciia ngudi
viét, dong co. Nghién cuu cho théy réng moi rang budc xa hdi va rai ro dugc nhan

thirc 14 nhimg yéu t6 thiét yéu anh huong dén hanh vi cta ngudi tiéu dung, giy ra
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trinh ra quyét dinh. Dudi ddy 1a mo hinh cta bai nghién ctru:

nhimg hau qua kho chiu va kha ning xay ra nhimg diéu khéng chic chin trong qué

Experence
Involvement
Pior
A Information Information Information
. SocialTie L — .
Perceived Quality Usefulness Adoption

Fizk
Information Information

Meed Credﬂ::ilﬂ:}-‘

Hinh 2. 3: M6 hinh nghién ciru cua Safdar Hussain, Xi Song va Ben Niu

2.5.4. "The Impact of the COVID-19 Pandemic on Online Consumer Behavior:
Applying the Theory of Planned Behavior” cua Anastasia Theodorou, Leonidas

Hatzithomas, Thomas Fotiadis, Anastasios Diamantidis va Antonios Gasteratos (2023)

Nghién ciru nay ap dung 1y thuyét hanh vi c6 ké hoach (TPB) dé khao sat y dinh mua
sam tryc tuyén cua nguoi tiéu dung trong dai dich COVID-19 va anh hudng cta nd 1én
hanh vi mua sam. Nghién ctru dd bo sung yéu té s¢ hii mua sam tai ctra hang truyén
théng do COVID-19 vao cac yéu td chinh cia mo hinh, bao gém thai d6 ddi véi mua
sam dién tor, chuin muc chu quan va kiém soat hanh vi dugc nhan thuc. Nghién ctu
duoc tién hanh véi 406 nguoi tham gia trén 18 tudi, cu tra tai don vi hanh chinh
Thessaloniki, Hy Lap sir dung phan mém SPSS 25.0. Két qua cho thay trong thoi gian
dai dich, cac yéu t6 anh huodng dén y dinh mua sim truc tuyén khéac véi nhiing yéu to
anh huong dén y dinh mua sim trong twong lai, v6i so hdi mua sim tai ctra hang

truyén thong 13 yéu t6 c6 anh hudng nhat. Sau day 13 mé hinh nghién ctru:
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Attitude toward
e-shopping
Subject Norm

Purchase Intention Buying
(during or after the » behavior

Percerved Pandemic)

Behavioral

Control

_________________ -
Fear of buying in |
a physical store |

Hinh 2. 4: M6 hinh nghién cvru ciia Anastasia Theodorou, Leonidas
Hatzithomas, Thomas Fotiadis, Anastasios Diamantidis va Antonios
Gasteratos

2.5.5. "Application of Structural Equation Modeling (SEM) to Explain Online
Purchasing Intention - An Extension of Theory of Planed Behaviour (TPB) ” cua
Saeed Behjati, Srota Pandya, Dileep Kumar. M. (2012)

Nghién ctru ndy nham mo rong cac yéu to da dugce ching minh trong Ly thuyét
Hanh vi C6 Ké hoach (TPB) bang cach thém vao cac yéu t méi: o tin cay, Su tin
tudng va trung thanh, bén canh Thai do, Chuén muc chu quan va Kiém soat hanh vi
duoc nhan thuc. Cac yéu td nay dugc xac dinh dya trén cac nghién cuu trude day va
dugc do ludong bang thang do Likert 7 mic do. Nghién ctru thu thap dit liéu so cap
thong qua 200 bang cau hoi dugc phan phat cho khach hang mua sam tryc tuyén. Co
147 bang cau hoi duge hoan thanh, trong duong vai ty 1 phan hoi 1a 73,5%. Dit liéu
dugc phan tich bang mé hinh phuong trinh cau trac (SEM) str dung phan mém AMOS
20 va SPSS 19. Két qua thu duoc Thai d, Kiém soat hanh vi duoc nhan thic va Sy
tin twong va trung thanh cé tac dong 1én y dinh mua sim tryc tuyén. Dudi day 1a mo

hinh cua bai nghién ctru:
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Attitude

Percerved

reliability

Tfusth and Online Purchase
faithfulness Intention

Subjective
Norm

Perceived
mtention control

Hinh 2. 5: M6 hinh nghién cwu cua Saeed Behjati, Srota Pandya, Dileep
Kumar. M.

2.6. Mo hinh trong nuéc
2.6.1. “Tdc ddng ciia truyén miéng dién tir (eWOM) dén Y dinh mua hang triec tuyén
ciia thé hé Z tai Ba Nang” cia Lé Van Diing, Vi Hupnh Mai Vi, Ha Anh Phwong
(2023).

Bai nghién ciru “Tac dong cia truyén miéng dién tir (eWOM) dén Y dinh mua
hang truc tuyén cua thé hé Z tai Pa Ning” cla cac tac gia Lé Van Diing, Vii Huynh
Mai Vi, Ha Anh Phuong thyc hi¢n tai thanh phé ba meg vao nim 2023 nham xac
dinh 4nh huéng cia truyén miéng dién tir (eWOM) dén Y dinh mua hang truc tuyén
cua thé hé Z tai Pa Nang. Dit liéu duge thu thap béng hinh thirc khao sat truc tuyén va
truc tiép voi ba dbi twong chinh 13 ngudi di lam, sinh vién va hoc sinh. Véi 350 miu
quan sat hop 18 da duoc st dung dé kiém dinh cac mdi quan hé thong qua mé hinh céu

tric (SEM).

Két qua ctia bai nghién ctru cho thiy cac gia thuyét déu dugc chip nhan. Cu thé,
chat lugng eWOM, sy tin cdy eWOM, kién thirc trai nghiém va su quan tim ctia ngudi
tiéu dung 1 cac yéu td chinh tic dong dén su chip nhan eWOM. Tir d6, sy chip nhan
eWOM c6 anh hudong dén Y dinh mua hang tryc tuyén thong qua thai do ddi v6i hanh

vi, chuan chu quan va nhan thic kiém soat hanh vi.

Mo hinh nghién ctru:
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Chét lvong eWOM
\. J i )
Thai d6 doi voi
( N\ hanh vi
Su tin cdy eWOM H5 Z \H8
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- N Su chép nhan H6 Chuén muyc chu H9 Y dinh mua’héng
Kién thic trai H3 eWOM quan ) truc tuyén
nghiém cua nguoi
tiéu dung ) H7 N H10
H4 Nhan thirc kiém
e N soat hanh vi
Su quan tim cta o
nguoi tiéu dung
. J
Hinh 2. 6: M6 hinh nghién cvru cua Lé Van Diing, Vii Huynh Mai Vi, Ha Anh
Phuwong

(Nguon: Lé Vin Diing, Vii Hupnh Mai Vi, Ha Anh Phuong, 2023)

2.6.2. “Tdc ddng ciia truyén miéng dién tir (eWOM) dén Y dinh mua hang triec tuyén
tai TP.HCM” ciia Tran Thanh Tii (2022).

Nghién ctru nay thuc hién viéc danh gia tac dong cua truyén miéng dién tur
(eWOM) ddi v6i Y dinh mua hang truc tuyén ctia Tran Thanh Tu tai TP.HCM vao
nam 2022. Nghién ciru két hop hai mé hinh nghién ctru 13 mé hinh Sy chap nhan thong
tin (IAM) va mé hinh hanh vi ¢6 ké hoach (TPB) dé xdy dung mot mé hinh c¢6 10 gia
thiét. Bang cach thu thap dir liéu tir 300 miu quan sat, nghién ctru stt dung mé hinh
ciu tric binh phuong tdi thiéu timg phan (PLS-SEM) thong qua phin mém Smart PLS
3.3.3 dé kiém dinh. Tac gia gia dinh rang cdc mbi quan hé gitta cac nhan t6 déu 13 méi
quan h¢ tich cuc, ngoai tru mbi quan hé gitta nhan td “Cam nhan rai ro” va “Y dinh
mua hang”, “Chap nhan eWOM”. Két qua cua qua trinh nghién ctru dinh lugng cho

thdy riang cac giai dinh déu dugc chip nhan.
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Chit lvong Tha;gﬁ];izi vei
Chip nhin Chudn muc chi
e WOM quan -
/’ Y dinh mua hang
S tin cdy Nhién thikc kié‘_m
soat hanh v1
Rui ro cam nhén

Hinh 2. 7: M6 hinh nghién civu ciia Trin Thanh Tt
2.6.3. "Tac dong cua truyén miéng dién tu toi y dinh lya chon diém dén trong nuoc
ciia du khdch thé hé thién nién ky” ciia Pham Long Chéu (2023)

Bai nghién ciru tip trung vao viéc danh gia tac dong cla truyén miéng dién tir
(EWOM) ti y dinh lya chon diém dén trong nuéc ciia du khach thé hé thién nién ky
tai Viét Nam. Nghién ctru str dung phuong phap dinh tinh va dinh luong, sir dung phan
mém théng ké SPSS 23 va SPSS AMOS 2. Nghién ciru nay duoc thyc hién tai Ha Noi,
v6i ddi tuong 13 nhitng du khach nguoi Viét Nam sinh ra trong giai doan 1980-2000,
nhitng ngudi str dung Internet va co kha nang tiép can thong tin vé du lich. Két qua
nghién ctru cho thay rang truyén miéng dién tir khong tac dong thudn chiéu t6i y dinh
lya chon diém dén cia du khach thé hé thién nién ky ¢ muc y nghia thong ké. Tuy
nhién, cac nhan t6 trong mo hinh 1y thuyét hanh vi du dinh nhu thai do, chuan cha
quan va nhan thirc kha nang kiém soat hanh vi c6 tac dong tich cuc dén y dinh hanh vi

cua du khéach. Dudi day 1a mo hinh nghién ciia Pham Long Chau (2023):

EWOM
Thai d5

(AT) \
Y dinh hanh

Chudnchi | —"  wi(IT)
quan (SN)

S tiromg MNhin thire
ddng (8C) * Liém sodt
hanh vi

(PEC)
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Hinh 2. 8: M6 hinh nghién ciru cua Pham Long Chdu

2.6.4. “Nghién ciru nhdn t6 anh hudng téi mirc do Sw chdp nhdn théng tin truyén
miéng dién tr trén cdc nén tang Marketing triee tuyén” cia Nguyén Thi Thiy Ha va
Pham Thi Tuyét (2022).

“Nghién ctru vé tac dong cua céc nhan t6 c4 nhan dén mic do Su chép nhan
thong tin truyén miéng dién tir trén cac nén tang Marketing truc tuyén” dugc thuc hién
boi Nguyén Thi Thiy Ha va Pham Thi Tuyét vao nam 2022. Nghién ctru di diéu tra
trén cac nén tang marketing truc tuyén véi su tham gia ctia 203 khach hang. Bang viéc
sir dung ba mo6 hinh bao gdbm mé hinh kha ning d4nh gia k§ ludng (ELM), md hinh
chap nhan cong nghé (TAM) va md hinh Sy chap nhan thong tin (IAM), tac gia da dé
xudt mot mo hinh nghién ctru va mot loat gia thiét nhu sau (xem Hinh 2.1). Theo nhu
mo hinh ta thay, nhan t6 “Chat luong thong tin” va “Uy tin ngudn tin” tic dong dén
“Sy chap nhan thong tin” théng qua nhéan t6 trung gian 1a “Tinh hitu ich cia thong
tin”. Piém dic biét trong md hinh nghién ctru 13 nhan t6 "S6 lugng thong tin" tac dong
1én ca ba nhan té khac 1a "Chét luong thong tin", "Tinh hitu ich cua thong tin" va "Su
chap nhan thong tin". Sau khi kiém dinh mé hinh va cac thang do, két qua cho thay
thang do dat yéu cau vé do tin cdy va nhan td “Chat lugng thong tin” c6 mirc do tac

dong manh nhét dén “Tinh hitu ich ctia thong tin”.

H4 S6 lugng thong tin

Chat lugng thong tin H3 |  H6

[

\ Tinhhiuichcia | HS | Suchdp nhan thong

thong tin tin

H2

Uy tin thong tin

Hinh 2. 9: M6 hinh nghién ciru ciia Nguyén Thi Thity Ha va Pham Thi Tuyét
Nguon: Nguyén Thi Thity Ha va Pham Thi Tuyét (2022)

Nghién ciru ciia Tran Thi Khdanh Linh (2019): “Nghién ciru sw tic dong ciia
truyén miéng dién tir eWOM) dén quyét dinh mua sita ciia nguoi tiéu ding tai Pa
Nang”
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Dé tai da nghién ctru nhitng su tac dong cua truyén miéng dién tir dén quyét dinh
mua sira ctia nguoi tiéu dung vao nim 2019 cua tac gia Tran Thi Khanh Linh, khao sat
dugc thyc véi 200 mau 1a nguoi tiéu dung tai thanh phd Da Nang.

Tac gia nghién ctru cac nhan té tac dong dén “Quyét dinh mua hang” thong qua
nhan té trung gian 1a “Sy chap nhan eWOM” bao gdm “Su tin cdy cua ngudn tin
eWOM?”, “Chét lugng eWOM”, “Sd lugng eWOM” va “Kién thuc trai nghiém cua
ngudi tiéu dung”. Tac gia dat gia thiét rang nhimg su tac dong déu 1a tic dong tich
cuc. Sau qué trinh nghién ctru dinh luong, tdc gia da nhan dinh cac gia thiét déu duoc
chap nhan. Trong d6, nhan t6 “Kién thirc trai nghiém cta ngudi tiéu dung” c6 tac dong

manh nhat dén “D0¢ tin cay dugc cam nhan”

Do tin cay
nguon

Chat lugng
eWOM

) Do tin cay R Su chép nhan
SO luong duoc cam nhan eWOM
eWOM

Kién thirc trai
nghiém cua
nguoi tiu
dung

Hinh 2. 10: Mé hinh nghién citu ciia Tran Thi Khdnh Linh
(Nguon: Tran Thi Khdanh Linh, 2019)

2.6.5. “Nhitng nhan t6 tdc dong dén y dinh mua tiii vdi mua sam cia khdach hang” ciia
Trinh Thi Hong Anh (2021)

Nghién ctru nay kham pha cac yéu t6 anh hudng dén y dinh mua tai vai dé mua
sim cia ngudi tiéu dung bang cach sir dung 1y thuyét hanh vi du dinh. Cac cdu tric
ctia 1y thuyét hanh vi c6 ké hoach: thai do, chuan chi quan, tinh sin c6 nhdn thic va

tinh hi€u qua nhén thurc ctia nguoi ti€u dung dugc kiém tra xem chiing c6 moéi quan hé
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tich cuc dang ké v6i y dinh mua tai vai d€ mua sam cua nguoi tiéu dung hay khong.
Hon nira, vi viéc ti€p xtc vdi cac phuong tién truyén thong duong nhu c6 anh huong
nhat dinh dén mdi quan hé gitra cac cau truc cua ly thuy€t vé hanh vi dy dinh va Y

dinh mua hang tryc tuyén nén ndé dugc st dung nhu mdt yéu to diéu tiét dugce dé xuat.

Thai 4o

Cam nhan rai

ro \ X
‘ r
™ Y dinh mua

) — hang
Cam nhén hidu — 1 |
qua

Chuén chu /

quan

Kinh nghiém mua
hang

Hinh 2. 11: M6 hinh nghién ciru cua Trinh Thi H(“ing Anh
(Nguon: Trinh Thi Hong Anh, 2019)

2.7.  MB& hinh dé xuat

Mo hinh IAM 13 mét mé hinh d3 duoc sir dung rat nhiu trong cic bai nghién
ctru trude day dé danh gia su tic dong ctia cac nhan t6 trong thong tin eWOM dén Su
chap nhan thong tin eWOM. Ngoai hai yéu t6 trong mé hinh IAM ra, yéu t6 S6 lugng
thong tin ciing dong gdép mdt phan quan trong trong qua trinh danh gia mdi tic dong
t61 Sy hitu ich cta thong tin. Nén yéu té nay duoc dé tai thém vao nhdm danh gia thém
gbc do khac cua sy hitu ich thong tin trong m6 hinh IAM. M6 hinh TPB 1a mdt mo
hinh 1y thuyét co ban va nén tang, dit nén méng va hd trg trong nhiéu nghién ciru.
Viéc 4p dung md hinh nay duoc danh gia 1a kha tdi wu trong viéc nghién ctru hanh vi.
Sau khi tong quan va tham khéo cdc mé hinh nghién ctru vé ¥ dinh hanh vi mua hang
thi nhom tac gia quyét dinh sir dung mé hinh 1y thuyét TPB dé nghién ctru vé hanh vi

mua hang cta gidi tré tai thanh phd Pa Nang. Nhém tac gia tin ring, nhiing yéu to
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trong 1y thuyét hanh vi du dinh dd dugc chimg minh c6 tac dong t6i ¥ dinh mua hang,
du 1a trong khu vuc thanh phd Pa Ning (Diing va c.s., 2023) hay ngoai khu vuc (T4,
2022a). Theo nhan dinh cia nhom tac gia Spark va cong sy (1997), nhém tac gia da
chi ra rang kiém soat hanh vi nhan thirc bao gdm cac yéu té kiém soat ca bén ngoai va
bén trong ddi voi mot ngudi, trong d6 nhan thirc vé tinh sin c6 ctia san pham c6 thé
duge coi 13 yéu td bén ngoai va nhan thirc vé cam nhan hiéu qua nguoi tiéu ding 1a
yéu t6 bén trong (Sparks va c.s., 1997). Pi v6i dé tai nay, nhom tac gia quyét dinh
nghién ctru sau hon vé yéu t6 Cam nhan hiéu qua cta khach hang.

Ngoai ra, TPB khong tap trung vao danh gid su s¢ hai, cdm gidc ti€u cuc, cac
mbi de doa cua khach hang khi thyc hién hanh vi (Hale va c.s., 2002). Do d6, mot )
nha nghién ctiru quyét dinh bd sung thém nhan t6 Cam nhan rui ro vao mé hinh TPB
nham danh gia thém khia canh cam xuc ctia khach hang khi thuc hién hanh vi va y
dinh hanh vi (Ta, 2022a). Vay nén, nhom tic gia tng dung két qua tir cac bai nghién
ctru trude ddy, bd sung thém nhan t6 Cam nhan rui ro vao mé hinh TPB nhiam danh
gid mbi quan hé téi Y dinh mua hang truc tuyén.

Cudi cung, dé tai quyét dinh str dung 2 yéu t6 ctia thuyét TPB 1a Chuan chil quan
va Thai d¢ cing v6i 2 yéu té bd sung bao gdm Cam nhéan hiéu qua va Cam nhén riii ro
dé danh gia su tic dong dén Y dinh mua hang.

Viéc ing dung cac mo hinh IAM hodc TPB vao viéc nghién cru y dinh hanh vi
mua hang khong c6 gi 1a qua maéi la. Tuy nhién, vi¢c tich hgp hai mo6 hinh nay lai véi
nhau thi van chua c6 nhiéu, dic biét 1a trong vi¢c nghién clru vé eWOM. Nén trong dé
tai nay quyét dinh két hop hai mé hinh nay lai v6i nhau dé c6 thé thady mdi lién hé cua
hai m6 hinh nay, nham dua ra md hinh t8i wu hon dé nghién ctru vé y dinh hanh vi, cu
thé 1a trong truyén miéng dién tir.

Tur d6, deé tai dua ra cac gia thiét sau:
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* Chdt lwong ciia thong tin

Chét luong thong tin dugc dinh nghia 14 sirc manh thuyét phuc ciia cac 1ap luan
duoc gin két trong mot thong diép thong tin (Bhattacherjee & Sanford, 2006). Theo
Delone & McLean, 2003 d3 nhan dinh, chét lugng ctia eWOM duoc hiéu 1a chat lugng
ctia danh gia dua trén cac ban chat cta thong tin nhu: tinh kip thoi, tinh chinh x4c, tinh
lién quan va toan dién cua thong tin do (H. Delone & R. McLean, 2003). Theo md
hinh IAM cua Sussman va Siegal, 2003 d chi ra c¢6 mdi quan hé giita chit luong
thong tin va mirc do hiru ich cua thong tin; nhiéu nghién ctru trude dy cling chi ra
réng chét lugng cua thong tin eWOM c6 tac dong tich cuc dén murc d6 hitu ich cua
thong tin (Erkan & Evans, 2016; Ru va c.s., 2021). Vi khi ngudi tiéu dung nhén thay
chat luong eWOM cang cao thi ho cang dé chip nhan eWOM. Vay nén trong bai
nghién ctru ndy du doan rang chat lugng ctia nhitng théng tin eWOM trén mang xa hoi
cling s& tac dong dén muc Sy hitu ich cua thong tin eWOM.

H1: Chiat lwong thong tin c¢é tic dong tich cwe dén mirc Sy hitu ich cia
thong tin.

* P tin cdy ciia nguon

DJ tin cdy cua thong tin dé cap dén nhan thuc caa nguoi nhan vé d6 tin cay cua
thong diép, 1a nhitng dic diém tich cuc ctia ngudi cung cip thong tin anh hudng dén su
tu tin va niém tin cia ngudi nhan thong tin, dan dén viéc Su chép nhan thong tin
(Cheong & Morrison, 2008). D6 tin cdy vé ngudn thong tin eWOM ciing dugc Cheung
va cong sy, 2009 dinh nghia 13 mic d6 ma mot nguoi nhan thdy mot khuyén nghi hodc
danh gia 1a dang tin cdy, dung sy that hodc thuc t& (M. Cheung va c.s., 2009). D6 tin
cdy ciia nguon la mot yéu té du doan quan trong trong giai doan dau khi nguoi tiéu
dung Iya chon mdt trang Web va nd gop ph'?m tao nén do tin cady dugc cam nhan cua

cac thong di¢p trén trang web (Dabholkar, 2006)
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Ngudi tiéu dung thdy thong tin hitu ich hon khi ho cho ring thong tin d6 dang tin
cdy. Trong bai nghién ciru ndm 2002 cta minh, Wathen va Burkell ¢4 nhan dinh rang
do tin cdy clia ngudn la nhan td tién quyét trong qua trinh thuyét phuc c4 nhan
(Wathen & Burkell, 2002). Ngoai ra, mot bai nghién ctru khac cua Awad va Ragowsky
(2008) ciing chi ra rang do tin ciy cua ngudn 1a yéu td quyét dinh chinh trong qua trinh
ra quyét dinh cua ngudi tiéu ding (Awad & Ragowsky, 2008). Thém vao d6, do tin
ciy ciia ngudn ciing di duoc chimg minh 13 ¢6 méi quan hé tich cuc téi mirc do hiru
ich cua thong tin trong nhiéu nghién ctru trudc day (Erkan & Evans, 2016; Leong va
c.s., 2022; Sussman & Siegal, 2003).

Do d6, dua trén mé hinh Su chép nhan thong tin IAM, nhiing nhan dinh va két
qua cua nhitng bai nghién ctru trude, nghién ctru nay dit ky vong rang do tin cdy cia
ngudn s& anh huong dén mirc Su hiru ich ciia thong tin.

H2: P tin cdy ciia ngudn c6 tic dong tich cwe dén mirc Su hiru ich cia
thong tin.

* 86 lwong thong tin

Theo Cheung va Thadani (2010), s6 luong eWOM khéng chi phan anh muc do
phd bién ciia san phim ma con anh hudng dén cach ma ngudi tiéu dung dénh gia tinh
dang tin cdy va giad tri cua cac thong tin nhan dugc (C. Cheung & Thadani, 2010).
Diéu nay duoc khing dinh lai véi mé hinh dugc gidi thiéu trong nghién ctru cia
Kurniari va Septyanto (2024), trong d6 yéu t6 "S6 luong" eWOM dugc tich hop vao
khung 1y thuyét IAM (Information Adoption Model), minh ching rang s6 luong thong
tin dugc chia sé rong rdi c6 anh huéng manh m& dén ¥ dinh mua hang (Kurniari &
Septyanto, 2024). Nghién ctru ciing di nhidn manh thém rang khi luvong thong tin
eWOM gia tang, kha ning ngudi tiéu dung cam thay thong tin nay hitu ich va dang tin
cdy ciing ting theo. Theo ho, diéu nay din dén viéc ngudi tiéu ding c6 xu hudng tin
trdng hon vao cac quyét dinh mua hang khi thong tin dugc lan truyén rong rii trong
cong dong. Chatterjee (2006) ciing dua ra 1ap luan twong t, cho rang viéc doc nhiéu
danh gia truc tuyén giup nguoi tiéu ding giam bat lo lang, vi ho ¢6 cam giac rang cd
nhiéu nguoi khac cling dd mua va sir dung san pham, do d6 cam thay yén tam hon vé
quyét dinh mua sim ctia minh (Chatterjee, 2006).

Thém vao d6, nghién ctru ctia Chu va Kim (2011) d3 lam rd ring nguoi dung

mang xa hoi, khi tiép xuc vo1 mot luong 16n thong tin eWOM, khong chi phat trién v
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dinh tiép nhan théng tin ma con c6 xu hudng tham gia tich cuc hon vao qua trinh lan
truyén thong tin. Ho 1y giai rang su hitu ich va ddy du cta thong tin dong vai tro quan
trong trong viéc thuyét phuc ngudi tiéu dung dua ra quyét dinh mua hang (Chu &
Kim, 2011).
Vi thé bai nghién ctru nay dua ra gia thiét sau:
H3: S6 lwong thong tin dnh hwéng tich cwe dén sy hiru ich ciia thong tin
* Tinh hitu ich cua thong tin

Tinh hiru ich cta thong tin dé cap dén nhan thie cua moi nguoi réng viéc sur
dung thong tin méi s& cai thién hiéu qua quyét dinh hodc hanh dong cua ho (Bailey &
Pearson, 1983; C. Cheung va c.s., 2008). Tinh hitu ich cta thong tin duoc coi 1a yéu t6
du doan chinh vé viéc tiép nhan thong tin (Davis & Davis, 1989; Sussman & Siegal,
2003). Vi con nguoi ¢6 xu huéng lién két voi thong tin khi ho thay né hiru ich. Moi
ngudi coi théng tin 14 hitu ich ¢ thé s& dé tin twong hon khi sit dung n6 (Nabi &
Hendriks, 2003); dic biét 1a trong méi trudng mang xa hoi, khach hang s& phai doi mat
v6i mot lugng 16n thong tin truyén miéng (Chu & Kim, 2011), ¢ thé c6 nhiéu kha
nang chap nhan né hon khi ho thdy thong tin truyén miéng hiru ich.

Nhiéu nghién ciru trude ddy ciing da 1am lam rd méi quan hé tich cyc cta Tinh
hitu ich cua thong tin t&i Sy chip nhan thong tin (Arumugam & Omar, 2016; Erkan &
Evans, 2016; Zhu & Zhang, 2010).

Do d6, gia thiét sau day dugc dé xuat dé thay rd hon vé mdi quan hé giira tinh
hiru ich ctia thong tin va kha ning Su chap nhan thong tin truyén miéng:

H4: Tinh hitu ich ciia thong tin c6 tic dong tich cwe dén Sw chip nhan thong
tin.

* Sw chdp nhdn théng tin

Céc 1y thuyét vé Su chap nhan thong tin dugc mo ta 1a qua trinh ma moi nguoi
phai trai qua khi quyét dinh thuc hién mot hoat dong 1an dau tién (phan biét voi hanh
vi d3 x4y ra). Theo Ly thuyét vé hanh dong hop 1y (TRA) (Fishbein & Ajzen, 1975) va
dan xudt cia nd, M6 hinh chip nhin cong nghé (TAM) (Davis & Davis, 1989), moi
nguoi hinh thanh y dinh chép nhan mo{t hanh vi hodc cong ngh¢ dua trén vé niém tin
ctia ho v& hau qua cia viéc chap nhan va danh gia cta ho vé nhitng hdu qua nay. Hanh
vi chap nhan thong tin thuong duoc tim kiém va danh gia trong cac cong dong truc

tuyén vi n6 c6 thé anh hudéng dén ¥ dinh mua hang cua nguoi ti€u dung (Hassan va
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c.s., 2019; Kripesh va c.s., 2020; Rani & Nagesh, 2018). Nhitng khach hang tham gia
va tiép nhan thong tin eWOM c6 nhiéu kha ning c¢6 ¥ dinh va hanh dong mua hang
hon (Sahira va c.s., 2023).

Trong nhiéu bai nghién ciru da chimg minh mdi quan hé gitta viéc chap nhéan
thong tin eWOM va viéc st dung thong tin dé mua san phém hoac dich vu trén
Internet (Erkan & Evans, 2016; Ru va c.s., 2021). Viéc chép nhan thong tin duoc thé
hién trong qué trinh ¥ dinh hanh vi c4 nhan thong qua viéc tiép nhan théng tin mot
cach c¢6 chu dich (C. Cheung va c.s., 2008). Cheung va Thadani (2012) nhan thay rang
mdt trong nhimg yéu t6 quyét dinh anh huéng dén y dinh mua hang cua ngudi tiéu
dung 1a viéc tiép nhan thong tin (C. M. K. Cheung & Thadani, 2012). Tuong tu, két
qua tir bai nghién ciru cta tac gia Torres va cong su (2018) ciing cho ra két qua c6 mdi
quan hé tich cuc gitta chap nhén thong tin t6i ¥ dinh mua hang cta khach hang (Torres
va c.s., 2018).

Trong bai nghién ctru “The effect of WOM on Sales: Online Book Review”, tac
gia J.A. Chevalier va cong su (2005) di rat ra khang dinh rang ti 16 mua hang cta
khach hang duoc cai thién bang cach khach hang sir dung cac danh gia dé sang loc
trong khi mua hang. Khach hang dugc cam thiy yén tdm hon khi xem cac danh gia,
cac danh gia cta khach hang c6 anh hudng tién quyét dén doanh thu ban hang.

Thai d§ dugc dinh nghia 1a mot hanh vi danh gia, phan &nh muc dg thuan o1, bat
loi hodc thién 1éch ddi véi mot cam xuc, tinh cam va xu hudng hanh vi nao d6 (Ajzen,
1991). Trong linh vuc thuong mai dién tr, thai do thé hién quan diém tich cuc hay tiéu
cuc vé viée str dung céc nén tang truc tuyén dé mua sdm hang hoéa hoac dich vu (Lin,
2007). N6 1a mot danh gia 1au dai va 6n dinh vé san pham hodc dich vu, c6 vai tro
quan trong trong viéc du dodn hanh vi cia nguoi tieéu dung (Chevalier & Mayzlin,
2000).

Truyén miéng (WOM) di duoc xac dinh 1a mot yéu t6 c¢6 anh hudng 16n dén thai
do va y dinh hanh vi ctia nguoi tiéu dung (Chevalier & Mayzlin, 2006; Sen & Lerman,
2007; Xia & Bechwati, 2008). Pac biét, nhiéu nghién ctru da chi ra truyén mi¢ng dién
tir (eWOM) tac dong déng ké dén thai d6 va y dinh mua hang ctia ngudi tiéu dung dbi
v6i san pham va dich vy truc tuyén (Park va c.s., 2007; Prendergast va c.s., 2010).

Thong qua eWOM, cac thong tin vé san pham va cac thong tin lién quan bén ria

san pham, nguoi tiéu dung c6 thé nhan dién dugc muc do khé hay dé khi mua hang
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trén nén tang thuong mai dién tr. Vi eWOM, ngudi tiéu dung co thé dé dang kiém
soat dugc hanh vi va tu tin hon vao két qua tich cuc khi dua ra quyét dinh (Palka va
c.s., 2009). Da co két qua nghién ciru chi ra méi quan hé tich cyc giita truyén miéng
dién tir eWOM dén cam nhén hiéu qua khi mua hang (Cheng va c.s., 2006).

Trong kiém dinh vé su tac dong cua eWOM dén Y dinh mua hang truc tuyén
thong qua chuan chu quan, cam nhan hi¢u qua va thai do ddi v6i hanh vi, nghién ctru
con mo rong thém yéu té cam nhan rii ro. Bi vi eWOM tai Thanh phd Pa Nang van
chtra dung cac rii ro nhat dinh (thoi gian, gid c4, quy trinh v.v). Chinh vi thé, ngoai
cac yéu td trong thuyét TPB, nghién ctru con quan tim dén yéu t6 cam nhan rui ro.
Trong mua sdm trén nén tang truc tuyén, nguoi tiéu dung cé thé ddi mit véi rai ro vé
san pham va tai chinh (Bhatnagar va c.s., 2000). Cam nhén rui ro 13 rai ro dua trén
nhan thic cia ngudi ti€u dung veé su khong chic chin va hau qua bat loi cta viéc mua
mot san pham hodc dich vu (Bauer, 1960) . Cac nha nghién ctru nguoi tiéu dung cho
rang mdi su kién mua hang déu cho ra két qua khong chic chin (Dowling & Staelin,
1994). Trong hai bai nghién ctru ctia Xie & cong sy (2011) va Chiu & cong su (2002)
da chira rﬁng ngudi mua hang tranh dugc rii ro ma ho cam nhan dugc bé’mg viéc dua
vao thong tin eWOM (Chiu & Wu, 2002; (Jimmy) Xie va c.s., 2011). Trong bai nghién
ctru ciia minh nim 2022 cua tac gia Tran Thanh Tu, két qua cho ra sy tic dong tiéu cuc
giita chap nhan eWOM va Cam nhén rii ro.

Chuén chu quan 1a ap lyc xa hoi nhan thue dugc dé thuc hién hoac khong thuc
hién hanh vi cua ca nhan (Ajzen, 1991). Trong hoat dong thuong mai di¢n tir, thong tin
do EWOM tao ra cac anh huéng dén ngudi tiéu dung. Do chinh 1a cac ¥ kién, quan
diém thuong duoc tao ra boi nguoi quen, dong nghiép va ngudi than, goi 13 anh hudng
ngang hang, tac dong dén nguoi tiéu dung c6 nén hay khong nén thyc hién hanh vi ca
nhan ciia ho. Trude ddy da c6 nghién ctru vé chuan chil quan duge tic dong bdi truyén
miéng trong thi trudng tiéu dung va 1a mdi quan hé tich cuc (Guoging va c.s., 2007;
Schepers & Wetzels, 2007). Chinh vi thé, viéc nghién cttu EWOM va chuin cha quan
1 thiét yéu.

H5: Sy chiap nhin thong tin eWOM anh huwéng tich cwe dén y dinh mua
hang truc tuyén

H6: Sw chip nhén thong tin eWOM anh hwéng tich cwe dén thai do truée
thong tin
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H7: Sw chip nhin thong tin eWOM anh huéng tich cwe dén cam nhén hiéu
qua cia ngwoi mua hang.

HS8: Sy chap nhin thong tin eWOM éanh hwéng tiéu cwe dén cam nhén rai
ro cua nguoi mua hang.

H9: Sy chip nhén thong tin eWOM anh hwéng tich cuce dén chuin chi quan
cia ngwoi mua hang.

* Thai d¢

Thai d6 (ATI - Attitude) 1a mot khai niém da duoc dé cap va giai thich trong rat
nhiéu cac bai nghién ctru hay khung 1y thuyét vé y dinh va hanh vi cta nguoi tiéu
dung. V& co ban, thai d6 1a nhitng nhan thire tich cyc hoac ti€u cuc cua mdt ca nhan vé
thanh qua ma ho nhan duoc (Ajzen, 1991). Thém vao d6 Allport (1935) khing dinh
thai do 1a yéu to quan trong quyét dinh khuynh huéng ctia mot ca nhan va c6 mdi quan
hé tich cuc v6i y dinh mua hang. Ong khing dinh thai 6 khai niém khong thé thiéu va
dac biét quan trong trong tam ly hoc duong dai (Allport, 1935).

Thai d6 di voi thong tin dugce didu chinh tir 1y thuyét TRA cua Fishbein va
Ajzen (1975); TRA gia dinh thai d6 d6i v6i hanh vi 1a tién dé cta y dinh hanh vi.
Ngoai TRA, hai ly thuyét khac 1a TPB va TAM, ciing dé cap dén mdi quan hé tuong tur
giita thai d6 ddi voi hanh vi va ¥ dinh hanh vi. Nhiéu nghién ctru da thir nghiém méi
quan hé nay (Augusto de Matos va c.s., 2007; Lymperopoulos va c.s., 2010) nhiing
nghién ciru nay cho thay luén c6 mdi lién hé gitra thai d6 va y dinh hanh vi. Hay theo
Lanzarin va Duarte (2015) da chi ra rang, thai do tich cyc d6i voi mot hanh vi cang 16n
thi kéo theo ¥ dinh khi thyc hién hanh vi d6 cang 16n (Lanzarin va c.s., 2015). Mbi
quan hé nay da dugc thuc hién rong rai trong ndéi dung lién quan dén truyén miéng
dién tir va ¥ dinh mua hang. Mot trong s d6 1a nghién ctru ctia Prendergast va cong su
nam 2010. Theo két qua nghién ctru, ho nhan manh réng thai dg tich cuc ctia nguoi
tiéu dung ddi v6i thong tin eWOM trong mét dién dan truc tuyén di cung ¢ Y dinh
mua hang truc tuyén cia khach hang. Hay néi cach khéc, thai do cua khach hang cang
tich cuc thi Y dinh mua hang truc tuyén cta ho cang cao. Tir d6, dé tai dua ra gia thiét
sau:

H10: Thai dd cia khach hang c6 tic dong tiéu cwc dén Y dinh mua hang
triee tuyén ciia khach hang.

* Cam nhdn hiéu qua

27



Cam nhén hiéu qua 13 viéc ndm bit nhitng niém tin viing chic vé hiéu qua cua
cac lya chon tiéu dung mdt cach téng quat (Chu & Kim, 2011; Kim va c.s., 2013;
Kinnear va c.s., 1974). Cam nhan hi€u qua con dé cap dén mirc d6 niém tin cua nguoi
tiéu dung rang hanh dong c4 nhan cia ho co thé giai quyét mot van dé va duoc dinh
nghia 1a sy danh gia ban than trong ngi canh cta van dé (Berger & Corbin, 1992). Sau
d6 vao nam 2019, cdm nhan hi¢u qua lai dugc hai tac gia Daniel Hanss va Rouven
Doran dinh nghia 1a u6c tinh cua ngudi tiéu dung vé kha niang dong gop cia ho vao
cac két qua cu thé lién quan dén tinh bén viing thong qua cac hanh vi, cu thé 1a viéc
mua hang (Hanss & Doran, 2019).

Ngoai ra, Vermeir va Verbeke (2006) ciing nhan thiy ring c6 mdi twong quan
tich cuc gitta cam nhén hi€u qua véi y dinh mua hang (Vermeir & Verbeke, 2006). Boi
vay nén khi cam nhan hiéu qua cia ngudi tiéu dung cao 1a yéu té rat quan trong dé
chuyén d6i nhitng quan diém tich cyc ctia ho thanh Y dinh mua hang truc tuyén thyc
té (Berger & Corbin, 1992; Ellen va c.s., 1991; Vermeir & Verbeke, 2006).

Tt nhimg két qua d6, ching t6i dé xuat rang cam nhan hiéu qua ctia nguoi tiéu
dung co tac dong tich cuc d6i voi y dinh mua hang. Tir két qua dé, nghién ciru nay dua
ra gia thiét sau:

H11: Cam nhin hiéu qua ciia ngudi tiéu diung c6 tic dong tich cwe dén y
dinh mua hang.

* Cam nhdn rii ro

Céam nhan rti ro dugc dinh nghia 1a “ky vong vé ton that lién quan dén viéc mua
hang” véi 6 loai bao gé)m: rui ro xa hoi, tai chinh, thé chat, hiéu suét, thoi gian va tam
Iy (Peter & Ryan, 1976). Rii ro nhan thiic ciing c¢6 thé dugce dinh nghia 1a nhén thirc
ctia ngudi tiéu dung vé két qua ma nguoi tidu dung thu dugce khong theo ky vong ban
déau, bao gém kha nang nhan dugc két qua khong thuan lgi va ton tai ton that khi thuc
hién giao dich mua hang truc tuyén (Ariffin va c.s., 2018). Ciing c6 thé hiéu 1a ky
vong vé ton that va hau qua cta ton thit néu n6 xay ra (N. Pappas, 2016).

Hiéu céac yéu td rii ro c6 thé 1am giam rai ro nhan thie khi mua sim truc tuyén
(Beck & Crié, 2018). Cac riii ro nay bao gébm nhiing rili ro vé bao mat thong tin ca
nhan, sy khac biét giita quang céo cua nha tiép thi véi chit luong thuc té cua san
pham, hay 14 qué trinh van chuyén giao hang. Trong mot sb tai liéu, rai ro nhan thic

duoc coi 1a yéu td quyét dinh thanh cong trong cic giao dich mua hang tryc tuyén
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(Thakur & Srivastava, 2015). Khac v6i mua hang truyén thong, giao dich mua hang
trong thuong mai dién tir rai ro hon vi khong thé danh gia truc tiép cac san pham duoc
mua, vi vy ngudi tiéu dung c6 nhiéu kha ning suy doan hon khi mua hang (I. O.
Pappas va c.s., 2014). Mot s6 nghién ciru trudc day da bdo cao rang nhan thic cua
ngudi tiéu dung vé rai ro quyét dinh ¥ dinh mua hang, trong d6 nhan thirc vé rai ro cia
ngudi tiéu ding cang cao thi kha ning mua hang cua nguoi tiéu dung cang thip va
nguoc lai (I. O. Pappas va c.s., 2014; Rahman & Soesilo, 2018). Tir két qua tir nhitng
nghién ctru trude do, bai nghién ctru nay sé dua ra gia thiét sau:

H12: Cam nhin rii ro cé tac dong tiéu cue dén Y dinh mua hang truc tuyén
cia khach hang

* Chudn chii quan

Chuén chu quan la cach nhin nhan ctia mét nguoi trude du ludn xa hoi vé viéc ¢6
nén mg xtr hay khong nhu nhiéu nguoi van néi. Hay noi d& hiéu hon, chuin cha quan
1a tong hop cua tat ca nhitng ngudi quan trong trong cudc séng cua ai d6 va liéu ho co
nghi rang nhig nguoi d6 s& mudn ho thyc hién hanh vi d6 hay khong. Theo nghién
ctru cta Kim va cong sy (2013), chuan chu quan duoc dinh nghia trong nghién ctu
nay 1a dong lyc ma nguoi tiéu diung nhan dugc tir ban be, gia dinh va dong nghiép dé
mua hang thong qua cac cira hang truc tuyén (Kim va c.s., 2013).

Theo TRA cuia Fishbein va Ajzen (1975) dé xuét rang chuan chii quan c6 anh
hudng to 16n dén y dinh hanh vi. Nguoi tiéu dung thuong xac dinh hanh vi cta ho dua
trén ky vong ciia ngudi khac, cling nhu ho dé bi anh huéng béi y kién ctia nhiing
ngudi gan ho. Khi nguoi tiéu dung thay can phai bién minh cho viéc mua hang cua
nhau, ho thuong dan dit dé chon lya chon phé bién nhit. Céach phu hop véi thong tin
quy pham ndy c6 thé dugc quan sat thay khi ngudi tiéu ding xem xét cac danh gia tich
cuc tong thé. Diéu nay cé thé khién nguoi tiéu dung tin rang san pham duoc mong
mudn ma khong can tir doc cac bai danh gia, ma 1a do phu hop véi s déng ngudi tiéu
dung d3 mua san pham trudc d6 (Park & Lee, 2008). Hay noi cach khac, néu gia dinh
hoac ban be¢, déng nghi¢p danh gid cao viéc mua hang truc tuyén, thi rat co thé nguoi
tiéu dung sé mua hang truc tuyén. Trong nén vin hoa hién nay 1a nén vin hoa tap thé,
nén cac ca nhan duoc ky vong s& thé hién nhitng chuan chii quan manh mé hon dé
dugc nhom chip nhan, thay vi di theo nén vin héa chi nghia ca nhan (Choi &

Geistfeld, 2004). Tt nhitng nhan dinh trén, nghién ctru nay rit ra gia thiét sau, hay noéi
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cach khac khach hang cang c6 nhiing chuin chu quan tich cuc, ho s& c6 nhiéu kha
nang mua hang hon:

H13: Chuin chii quan c6 tac dong tich cwe dén y dinh mua hang tryc tuyén

* Kinh nghigm mua hang truc tuyén

Zhang va cong su (2020) di dinh nghia Kinh nghiém mua hang truc tuyén bao
gd6m danh gia chu quan cua khach hang vé cam xtic va phan tng nhan thirc cta ho dbi
v6i cac giai doan khac nhau trong qué trinh mua sim truc tuyén (X.-R. Zhang va c.s.,
2020). Hay nhu céch Tseng va Chen trong bai nghién ctru cia minh nam 2023 nhan
dinh rang Kinh nghiém mua hang truc tuyén bao gom y kién cua khach hang vé kha
ning st dung, chi tiét san phdm va dich vu khach hang cua trang web mua sim truc
tuyén, cling nhu cic phan tng vé cam xuc va hanh vi sau day cta ho (Tseng va c.s.,
2023). Trong khong gian mua sim truc tuyén, khach hang thuong xuyén danh gia cac
yéu t6 nhu: thong tin san pham, phuong thirc thanh toan, diéu khoan giao hang, chat
lwong dich vu, rui ro tiém 4an, bao mat va quyén riéng tu, kha ning c4 nhan hoéa, tinh
hap din truc quan, kha ning diéu hudng trang web, ciing nhu mirc do giai tri va su tha
vi ma trang web mang lai (Mathwick va c.s., 2001; Parasuraman & Zinkhan, 2002).
Nhiing yéu tb nay, khi dugc cai thién, co thé tao nén mot trai nghiém mua sam truc
tuyén tich cuc, tir @6 khuyén khich khach hang quay tré lai va thyc hién mua sam tiép
theo. Trong dé tai nay, kinh nghiém mua sam truc tuyén dugc hiéu 1a nhimng hiéu biét
va cam nhan ma ngudi tiéu dung thu thap duoc qua céc 1an mua sim trude do, ¢ anh
huéng dang ké dén y dinh va hanh vi mua sam trong twong lai.

Viée tiép xtic véi quang cao thong qua phuong tién truyén thong c6 thé anh
huong truc tiép dén hanh vi. Tuy nhién, sy thay doi hanh vi cling co thé dat duoc
thong qua céc con dudng gian tiép (Reynaldo, 2017). P& xuit cho rang viéc tiép xtic
v6i phuong tién truyén thong c6 mbi quan hé tich cuc dang ké dén Y dinh mua hang
truc tuyén cta nguoi tiéu dung, trong truong hop cua 1a san pham dién tir xanh (Qader
& Zainuddin, 2011). Tac gia ciing ap dung 1y thuyét hanh vi c6 ké hoach dé giai thich
cho nhitng 14p luan cta minh. Bai nghién ctru nay sé& ké thira nhitng khai niém vé kinh
nghiém mua hang, tuy nhién, cach tiép can mé hinh s& khac di. Vi Qader da chi ra rang
c6 mdi quan hé giira viéc tiép xtic voi phuong tién truyén thong va ¥ dinh mua san
pham xanh ctia ngudi tiéu dung, nén co thé viée tiép xtc voi phuong tién truyén thong

c6 thé twong tac véi nguoi tiéu dung dé diéu tiét ¥ dinh mua san pham. Y tudng nay di
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cung huéng voi Reynaldo va cong su (2017), khi tac gia coi viée tiép xuc véi phuong
tién truyén thong khong phai 1a mot bién doc 1ap ma 1a mot yéu t diéu tiét giup didu
tiét mdi quan hé gitta cac ciu trac 1y thuyét vé hanh vi c6 ké hoach va y dinh mua
thudc generic ciia ngudi tiéu dung.

Trong nghién ctru cia KledKapexhiu (2015) dd khang dinh hau hét cic chién
dich quang cdo, cong viéc clia nha quang cdo 13 khoi goi thai do tich cuc ddi v6i quang
c40, chuyén thai 46 d6 sang thuong hiéu dugc quang cao va cudi cing 1am ting y dinh
mua san pham (KledKapexhiu, 2015). Viéc tiép xuc véi quang cdo thong qua phuong
tién truyén thong c6 thé anh huong truc tiép dén hanh vi. Quang céo thong qua cic
hinh thtre truyén théng khac nhau dd dong vai trd quan trong trong viéc hinh thanh thai
do va hanh vi ctia con nguo1 (Reynaldo, 2017).

Broekhuizen & Huizingh (2009) da bdo céo vai trd quan trong cua trai nghi¢m
mua sim truc tuyén trong viéc xac dinh moi quan hé gitta rai ro nhan thiurc va Y dinh
mua hang truc tuyén (Broekhuizen & Huizingh, 2009). Cu thé, c6 sy khac biét trong
mbi quan h¢ gitra cdm nhan rai ro va Y dinh mua hang truc tuyén tuy thudc vao trai
nghiém mua sam tryc tuyén. Hon nita, ¢6 bdo céo rang mdi quan hé giira rii ro nhan
thirc va Y dinh mua hang tryc tuyén c6 y nghia hon khi ngudi tiéu dung c6 nhiéu trai
nghiém mua sim tryc tuyén. Vé6i logic nay, nhom tac gia nghi ngd rang trai nghiém
mua sim truc tuyén ciing dong mot vai tro thiét yéu trong viéc kiém duyét mdi quan
hé gitta rui ro nhan thic va ¥ dinh mua hang. Trai nghiém mua sim truc tuyén cta
ngudi tiéu dung cang cao thi moi quan hé giita riii ro nhan thirc va Y dinh mua hang
truc tuyén cang manh mé.

Tir nhitng 1ap luan trén, chung toi xin dua ra nhimng gia thiét sau:

H14.1: Kinh nghiém mua hang c6 tac dong tich cwe dén mdi quan hé giira
thai do va y dinh mua hang

H14.2: Kinh nghiém mua hang cé tac dong tich cwc dén mdi quan hé giira
hi¢u qua cam nhan cia khach hang va y dinh mua hang

H14.3: Kinh nghiém mua hang cé tic dong tich cwe dén mdi quan hé giira
rui ro trong nhin thirc va y dinh mua hang

H14.4: Kinh nghiém mua hang cé tac dong tich cwc dén mdi quan hé giira
chuin muec chit quan va y dinh mua hang

3. Muc tiéu - Phwong phap
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3.1. Muc tiéu nghién ciru

Hién nay, voi viéc cong nghé thong tin phat trién manh, tinh hinh mua hang truc
tuyén ngay cang trd nén phd bién d6i vai moi tang 16p xa hoi, dic biét 1a gidi tré. La
sinh vién thudc khéi nganh kinh té, chung t6i nhan théy dugc viée tim kiém nhitng
nhan t4 tac dong dén viéc mua hang truc tuyén théng qua truyén miéng dién tir 1a cip
bach. Chinh vi vay, nghién ctru dugc thuc hién vé1 muc ti€u 1a tim ra dugc cac nhan to
tac dong dén Su chdp nhan thong tin truyén miéng dién tir va mdi quan hé giita Sy
chap nhan thong tin truyén miéng dién tir va y dinh mua hang tryc tuyén. Noéi mot cach
khéc:

Muc tiéu tong quat: Nghién ctru nham chi ra mdi lién hé cua hai mé hinh IAM va
TPB trong bdi canh nghién ciru eWOM va y dinh mua hang truc tuyén. T két qua
nghién ctru, dua ra cic nhan xét, danh gia va giai phap nham nang cao céac tic dong
tich cuc dén ¥ dinh mua hang truc tuyén ctia khach hang.

Muc tiéu cu thé: Tir nhitng két qua mang tinh thiét thuc sau qué trinh nghién ctru,
c6 thé gitp hiéu hon vé hanh vi mua hang cta khach hang, cu thé 13 giéi tré tai thanh
phd Pa Ning. Tir d6 1am co s& dé md rong nghién ctru va so sanh vai nhitng ddi tuong
hay dia diém khac. Chang han nhu nguoi tiéu dung & Ha Noi hay Thanh phé Ho Chi
Minh, s& cung cip cai nhin toan dién hon vé cich ma eWOM anh hudng dén ¥ dinh
mua hang. Ngoai ra, viéc so sanh véi cac ddi twong & cac qudc gia phat trién hodc
dang phat trién khac ciing c6 thé giup cac doanh nghiép tai Pa Ning diéu chinh chién
lugc phu hop voi nhimng bién dong trong hanh vi tiéu ding va xu huéng thi truong
toan cau.

3.2. Phwong phap nghién ciru

3.2.1. Thiét ké nghién ciru

Nghién ctru chii yéu dugc thuc hién bang phuong phap dinh lugng cé ap dung
phuong phap dinh tinh trong qua trinh xdy dung co so 1y thuyét, dua ra moé hinh dé
xuét va thiét ké thang do. Di twong khao sat duoc hudng dén 13 gidi tré tai thanh phd
Pa Néng (18-25 tudi). Qua trinh khao sat thu thap miu bang bang cau hoi truc tuyén
va bang cau héi tryc tiép. Qua trinh nghién ctru dugc chia lam hai giai doan chinh 13
giai doan nghién ctru so bd va giai doan nghién ctru chinh thtrc.

O giai doan so bd cua qua trinh nghién ciru, dé tai st dung phuwong phap nghién

ctru dinh tinh nham xac dinh va bd sung nhitng tiéu chi danh gia, diéu chinh cac thuat
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ngi sao cho ddi tuong khéo sat co thé hiéu nham dat duogc két qua khao sat vdi thuc té
nhat. Nghién ctru dinh tinh dugc thuc hién thong qua viéc thdo ludn nhom. Céc khai
niém duoc st dung trong bai 13 nhitng suu tim tir cic nghién ctru tir trong va ngoai
nude. Trong qua trinh thao ludn nhom, lién tuc cé nhitng sy thay ddi va diéu chinh vé
thang do nham dwa ra bang cau hoi khao sat. Sau qua trinh thao luan nhom, bang hoi
s& duoc tién hanh khao sat thir voi 10 ddi twong dé xac dinh su phu hop cua bang cau
hoi, tr d6 diéu chinh lai cac tir ngir, thuat ngit, khai niém sao cho dé hiéu. Cubi cung,
dua ra cac nhan tb trong thang do va hoan chinh bang cau hoi dé tién hanh nghién ctru
chinh thrc.

Sau khi hoan thanh cac budc trong giai doan nghién ctru so b, dé tai tién hanh
giri bang cau hoi khao sat va tién hanh cac budc trong giai doan nghién ctru chinh
thirc. Trong giai doan nay, phuong phép dinh luong 1a phuong phap dugc sir dung
chinh. Mau thu thap s& duoc kiém dinh bﬁng cac chi sb Cronbach’s Alpha, CR va
AVE. Tiép d6, dé tai str dung phuong phap phan tich nhan t6 kham pha (EFA) va phan
tich nhan t6 khang dinh (CFA). K¥ thuat phan tich chinh 1a sir dung M6 hinh cu triic
tuyén tinh (SEM) v6i phan mém R Studio va phian mém SPSS. Két qua nghién ciru sir
dung phuong phap Bootstrap 5000 dé kiém dinh tinh 6n dinh va bén viing ctia mod
hinh.

Phwong Thoi gian
Budc | Dang Ky thuat
phap thue hién
. Thao ludn - diéu chinh
. Phong van thir khoang 10
. _ Thang
1 So bd | Dinh tinh nguoi
‘ 12/2023
. Béang cau hoi
. Phong van dbi tuong
. Phong véan chinh thic thong
5 Chinh | Dinh qua bang cau héi véi s6 luong doi | Thang
thirc luong tugng xir 1y, phan tich dir liéu bang | 4/2024

phan mém Rstudio

33




3.2.2. Quy trinh nghién ciru

Xay dyng tién trinh nghién ctru 1a mot phan quan trong ctia qua trinh nghién ctu,
gitip dinh hinh va hé thng hoa cac bude can thiét dé dat dwoc myc tiéu nghién ctu.
Budc nay giup dinh huéng nghién ciru, d& dang theo ddi tién do nghién ctru va tdi uu
hoa qua trinh nghién ctru. Nghién ctru c6 cac budc va dugc minh hoa thong qua mo

hinh sau:
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Xac dinh van
de nghién ctru

Piéu chinh mo

hinh va thang do

Béng cau hoi
chinh thirc

Pénh gia do tin cay

Phan tich Nhan td
kham pha (EFA)

y

Phan tich Nhan t
khang dinh (CFA)

M hinh cdu trac
tuyén tinh (SEM)

l

Phan tich khac biét
ANOVA

Co 50 Iy thuyet va | Mo hinh va
cac nghién cuu
. an thang do
trudce day
Phong van thir Thao ludn nhom

Cronbach alpha > 0,6

Hé s6 KMO > 0.5 va Barrlet’s test <
0.05
Hé so6 tai > 0.55

Su phu hop cua thang do: CMIN/df < 5,
CFI > 0.8, GFI > 0.9, RMSEA <0.08
Panh gia do tin cay (CR)

Dénh gia hoi tu : AVE

Danh gia tinh phan bi¢t HTMT

- Hésb Beta

Chi sd R?
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3.2.3. Nghién curu so bo
a) Thiét ké nghién ciru dinh tinh

Muc dich cua nghién ctru dinh tinh la nhim xac dinh cac nhén t6, hiéu chinh cac
thang do dé xay dung bang cau hoi phu hop vé6i diéu kién dic thu cua pham vi nghién
ctru tai thanh phd Pa Nang.

Budc thao luan nhom nhiam tim ra cac nhan t6 c6 tac dong dén Su chip nhan
thong tin eWOM va cac nhan t6 tac dong dén y dinh mua hang, dong thoi tim mdi lién
hé gitra hai mé hinh 1y thuyét IAM va TPB. Qua trinh thao luin nhom dién ra nhim
tim kiém, hiéu chinh cic nhan t6 phu hop hay khong phu hop. Trong qué trinh thao
luan cac cau héi duoc goi y va dao sau nham kich thich va dan hudng thao luan.

Pé thém phan chic chian cho bang cau hoi, két qua tir qua trinh thao luan nhém
dugc dung dé phong véan thir 10 miu nham kiém tra xem tir ngir c6 thuc sy d& hiéu va
c¢6 sy diéu chinh dé cho ra bang cau hoi chinh thirc phuc vu cho nghién ctru chinh
thtrc.

b) Két qua nghién ctru dinh tinh

Bang k¥ thuat thao luan nhom, vé so bd dé tai xac dinh ring co 4 yéu tb cia
thuyét TPB (Thai d6, Cam nhan hiéu qua ctia khach hang, Cam nhan rui ro va Chuén
cht quan) c6 anh hudng t6i ¥ dinh mua hang. Pé tai ciing xac dinh rang c6 3 yéu to
(S6 luong thong tin, Chét lwong thong tin va P tin cdy ciia ngudn) anh huong dén Su
chap nhan thong tin eWOM thong qua yéu t trung gian 1a sy hitu ich cua thong tin.
Thém vao d6, dé tai ciing xac dinh rang giira yéu t6 Su chip nhan thong tin eWOM va
cac yéu tb cta thuyét TPB ciing c6 méi lién hé voi nhau.

Ciing thong qua nghién ctru dinh tinh, cac khéi niém, thuat ngr trong thang do
cling dugc thay d6i nham phu hop voi diéu kién dic thu cta bdi canh thanh phd Pa
Néng. Khong c6 su thay d6i nao trong thang do di dé xuat ban dau.

Tom lai, sau qua trinh nghién ctu dinh tinh so bd, moé hinh da dé xuit trong
chuong 2 khong bi thay doi, chi c6 su thay ddi vé mat tir ngit sao cho dé hiéu, dé tiép

can cho doi tugng khao sat.
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3.2.4. Nghién ctru chinh thirc

a) Phuwong phdp chon mdu va co mdu

Téc gia thuc hién phuong phap chon mau thuén tién. Bang cau hoi duoc giri truc
tiép dén cac d6i twong khao sat thong qua cac nén tang tryc tuyén nhu email, mang x4
hoi, Google form dé co thé tiét kiém thoi gian va chi phi.

Hién nay theo nhiéu nha nha nghién ctru kich thuéc mau cang 16n cang tot
(Nguyén binh Tho, 2012). Dac biét, ddi vai kich thuée mau khi khong biét quy md
tong thé thi theo Yamane Taro (1967), d6i v6i nhitng nghién ctru ma kich thuéc mau
khong xac dinh quy mo tong thé thi dugc tinh theo cong thire sau:

pX(1—-p)
e2

n=72?x
Trong do:

n: kich thudc miu can xac dinh.
Z: gi4 tri tra bang phan phdi Z dya vao do tin cdy lwa chon. Thong
thuong, do tin cdy dugc st dung 1a 95% tuong Gng véi Z = 1.96.
p: ty 1& u6c lugng ¢ mau n thanh cong. Thudng ching ta chon p = 0.5
dé tich s6 p X (1 — p) 1a 16n nhit, diéu nay dam bao an toan cho mau n
udc lugng.
e: sai s6 cho phép. Thudng ba ty 1¢ sai sb hay st dung 1a: +01 (1%),
+0.05 (5%), £0.1 (10%), trong d6 mirc pho bién nhat 14 +0.05.

Chon mirc y nghia tai p value = 0.05 thi theo cong thirc tinh kich thudc mau cua
Yamane Taro (1967). Nhu vay ¢& mau tdi thiéu cin c6 ctia nghién ctru s& 1a 385.

Vi ¢ mau nay va dua trén viéc léy mau thudn tién tac gia thu thap tai cac co s&
giao duc dai hoc trén dia ban Da nang va céac t6 churc tai thanh phé. Dit liéu cudi cung
duoc dung dé nghién ctru 1a 405 mau.

Vi kich thuéc méu nay thi dé tai quyét dinh phat ra 430 bang ciu hoi. Trong do,
180 mau duoc phat truc tiép cho cac sinh vién trong cac trudng dai hoc dia ban thanh
phd Pa Ning, cic nguoi lao dong tai cac khu cong nghiép ; 250 bang cau hoi duoc
chia sé qua cac kénh mang xa hoi, gmail. Trong 405 mau tra 15i thu hoi thi c6 25 mau
1a khong hop 1& do c6 nhiéu cau tra 101 khong phai 1a dbi twong khao sat ma dé tai
huéng dén hodc cau tra 161 ma dé tai danh gia 1a chua dugc khach quan.

b) Cdch thiec thu thap va xu ly dir liéu
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Trude khi tién hanh cac bude phan tich, dir li¢u s€ dugc nhap vao va sang loc
nham tim ra nhimg dir liéu khong dap timg duoc yéu cau cua dé tai. Cac miu khong
hop 1€ s€ duoc loai bo khéi dir li¢u. Sau d6 dir li¢u s€ dugc tién hanh phan tich béng

phan mém Rstudio 20 nhu sau:
Budc 1: Thong ké mo ta (Descriptive Statistics)

Théng ké mé ta (Descriptive Statistics) 14 viéc sir dung cac phuong phap dé tom
tat hodc mo ta mot tap dit li¢u cu thé. Céc cong cu $6 thuong bao gém trung binh cOng
va d6 1éch chuén, trong khi cac cong cu truc quan thuong la biéu do. Théng ké mo ta

c0 hai loai chinh:

Théng ké trung binh: Str dung cho cac bién dinh lugng dé tinh gid tri trung binh,

gi4 tri 16n nhat, gi4 tri nho nhat va do l1éch chuan.

Théng ké tan s6: Ap dung cho cac bién dinh tinh dé do mirc d6 (tan sd) xuat hién
ctia cac chi sb trong tdp mau. Thong thuong, cic bién dinh tinh 1a cac dic diém nhan

khau hoc nhu d6 tudi, gidi tinh, nghé nghiép, hoc van va thu nhap.

Theo Ray W. Cooksey trong “Descriptive Statistics for Summarising Data
(2020)”, khi ndi vé “md ta” ching ta thudng am chi viéc st dung hinh anh hodc d6 hoa
(nhu biéu d6 cot, biéu dd hop, biéu do radar, biéu d6 biéu twong hodc biéu d6 duong)
hodc tinh toan cac chi muc dé tom tit dic tinh cu thé cta bién hoac phép do (vi du: )

lugng tan s, trung vi, d0 bién thién va do 1éch chuan).

Pé tai str dung phuong phép lap bang tan sb, phan phdi duoc hiéu 1a viéc thuc
hién tom tit dir liéu mau trinh bay trén bang tan s6 cho don bién va bang chéo cho hai
bién, bang tan sd cung cép mot ban tom tit dém thuén tién cho mot tap hop dir li€u tao
diéu kién thuan loi cho viéc giai thich cac khia canh khac nhau cua dir li¢u do6. Cac

thong sb dugc sir dung bao gom:

- S6 trung binh (Mean)
- D6 léch chuan (S)
- Tan sb (Frequence)

- Phan trim (Percent)
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Budc 2: Danh gia thang do
a. Ddnh gid thang do bing Cronbach’s Alpha

Theo Nguyén Dinh Tho (2012), danh gia do tin ciy cia thang do 1a viéc trudc
tién can phai lam. Cronbach's Alpha 1a mot phép do dd tin cdy ndi bd nhat quan cia
mot thang do hodc bang ciu hoi. Phép kiém dinh nay thé hién mirc do twong quan chit
ché giira cac bién quan sat trong cting mot nhan t5. N6 biéu hién su dong gop vao viée
do luong khai niém nhan té cia cac bién quan sat. Khi két qua cua Cronbach's Alpha
cho mot nhan t6 13 tt, ddng nghia véi viée cac bién quan sat liét ké 1a rat tot va thé

hién duogc dic diém cua nhan td me, tir d6 tao ra mot thang do tdt cho nhan t6 do.

C6 nhiéu quan diém khac nhau vé chi sé Cronbach’s Alpha, nhin chung giao
dong tir 0.6 trd 1én. Theo Nunnally (1978), mot thang do duoc coi 13 tét khi c6 d6 tin
ciy Cronbach's Alpha tir 0.7 tr¢ 1én. Hair va dong nghiép (2009) ciing dé xuat rang,
mot thang do dam bdo tinh don hudng va dat do tin cdy khi c6 Cronbach's Alpha tir
0.7 tr& 1én, nhung trong mdt nghién ctru tién phong, ngudng Cronbach's Alpha 1a 0.6

cling c6 thé chap nhan dugc.

Nhiéu nha nghién ctru ciing d& xuat rang Cronbach's Alpha tir 0.6 trd 1én c6 thé
st dung trong truong hop cac khai niém do ludng méi hodc moi ddi voi nguoi tham
gia nghién ctru (Nunnally, 1978; Peterson, 1994; Slater, 1995). Vi li do nay, dé tai
quyét dinh chon ngudng >0.6 dé danh gia thang do 14 dang tin cdy. Hé sé Cronbach's
Alpha cang cao, thang do cang dang tin cay.

b. Phén tich nhén té khdm phd - Exploratory factor analysis (EFA)

Phén tich nhan t6 kham pha, goi tit 1a EFA, dung dé rat gon mét tdp hop k bién
quan sat thanh mét tip F (v6i F < k) cac nhan t6 c6 ¥ nghia hon. Trong nghién ctru,
ching ta thuong thu thap dugc mot sb lugng bién kha 16n va rat nhiéu cac bién quan
sat trong d6 co lién hé tuong quan véi nhau. Didu nay gitp tiét kiém thoi gian va kinh
phi nhiéu hon cho ngudi nghién ctru. EFA xem xét mi quan hé giita cc bién o tat ca
cac nhom (cac nhan t6) khac nhau nham phét hién ra nhitng bién quan sat tai 1én nhiéu

nhan t0 hodc céac bién quan sat bi phan sai nhan to tir ban dau.
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* Hé¢ s6 KMO

Hé s6 KMO (Kaiser-Meyer-Olkin) 1a mot chi s6 ding dé xem xét su thich hop
cua phan tich nhan t6. Thir nghiém KMO duoc tién hanh dé kiém tra mac do tuong
quan timg phan (cac yéu td giai thich 1in nhau nhu thé ndo) giita cac bién. Gia tri
KMO cang gan 1,0 dugc coi 1 Iy tudng trong khi gia tri nhé hon 0,5 13 khong duogc
chap nhan. O nhimg nghién ciru gan day, hau hét cac hoc gia cho rang gia tri KMO it
nhat 0,80 1a du tot dé bat dau phan tich nhan t6. Cuy thé hon, khi KMO:

e Dat gid tri 0.5 trd 1én (0.5 < KMO < 1) 1a diéu kién du dé phan tich nhan t6 1a
phu hop.

e Dat gia tri nho hon 0.5, thi phan tich nhén t6 c6 kha ning khong thich hop véi

tap dir liéu nghién ctru.

Duéi ddy 1a bang phan cap mic d6 KMO:

Thang do KMO Dién giai

KMO > 0.90 Rat phu hop

0.80 < KMO < 0.90 T6t

0.70 <KMO < 0.80 Trung binh

0.60 < KMO < 0.70 C6 thé sir dung
0.50 < KMO < 0.60 Xau

KMO < 0.50 Khong chap nhan

* Bartlett’s test:

Phép kiém dinh Bartlett duoc sir dung dé kiém tra “gia thuyét khong” rang ma
tran twong quan la ma tran dong nhat. Ma tran twong quan danh tinh c6 nghia 1a cac
bién khong lién quan va khong 1y tuéng cho viéc phan tich nhan t5. Mot thir nghiém
thdng ké dién hinh (thudng nhé hon 0.05) cho thiy ma trin twong quan thuc sy khong
phai 13 ma trdn dong nhat (bac bo “gia thuyét khong”).
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Hiéu mét cach don gian, kiém dinh Bartlett dung dé xem xét cac bién quan sat
trong nhan td c¢6 twong quan voi nhau hay khong. Chung ta can luu ¥, diéu kién can dé
ap dung phan tich nhan 6 1a cac bién quan sat phan anh nhiing khia canh khac nhau
clia cing mdt nhan té phai cé méi twong quan véi nhau. Piém nay lién quan dén gia tri
hoi tu trong phén tich EFA. Do d6, néu kiém dinh cho thay khéng c6 y nghia thong ké
thi khéng nén ap dung phan tich nhin t6 cho cic bién dang xem xét. Kiém dinh
Bartlett c6 ¥ nghia thong ké khi gia tri < 0.05, ching to cac bién quan sat co tuong

quan véi nhau trong nhan to.
* HE so tai nhan to

Heé s6 tai nhan t6 phu hop nam trong khoang tir -1 dén 1. Hé s6 tai gan vai -1
hozc 1 biéu thi mdi lién hé cao hon giita bién quan sat va yéu t, trong khi hé s tai
gan bang 0 cho thdy mdi lién hé kém. Hair va cong su (2009) khuyén nghi gi¢i han hé
s tai trong Gmg voi ¢& mau. Mic du ddi véi ¢d mau 1a trén 350, hé s6 tai 1a 0.3 1a du
diéu kién dé bién c6 y nghia, tuy nhién d¢ tai chon ngudng 0.55 tro 1én vi ngudng nay
1a t6t nhat va phu hop nhat khi danh gia chit luong bién quan sat (Hair va cong su,

2014).

Gia tri Factor Loading | Kich thudc mau t6i thiéu c6 y nghia thong ké
0.3 350
0.35 250
0.4 200
0.45 150
0.5 120
0.55 100
0.6 85
0.65 70
0.7 60
0.75 50

41



c Phén tich nhén té khing dinh - Confirmatory Factor Analysis (CFA)

Confirmatory Factor Analysis (CFA) 1a mot phuong phap phan tich théng ké
duoc sir dung dé kiém tra mdi quan hé giita cic bién quan sat va bién tiém an trong
mot mo hinh 1y thuyét. Dé kiém tra su chic chin ctia phép do, dé tai da thyuc hién phan
tich nhan t6 khang dinh (CFA). Phan tich nhan t6 khiang dinh (CFA) 1a mét hinh thuc
dac bi¢t cua phan tich nhan t6, dugc st dung rong rai trong nghién ctru xa hoi. CFA
gitip x4ac dinh tinh dong nhét va tinh phan biét cua cac bién do ludng, déng thoi cung
cap thong tin vé murc d6 phu hop ctia mo hinh véi dir licu thuc té.

Ngoai viéc danh gia do tin cdy cua tip hop cac bién do ludng mot khai niém
(nhan t6) qua hé s6 Cronbach's alpha, dé tai con danh gia do tin cdy cua thang do dya
trén do tin cay tong hop (Composite Reliability). Trong qua trinh phan tich nhan t6
khang dinh (CFA), d tin cdy tong hop duoc coi 1a mot chi s danh gia c6 hiéu suat
vuot troi hon so véi Cronbach's Alpha vi 1ap luan nay dua trén vi¢c do tin cay té)ng
hop khong phai lam viéc dya trén gia dinh sai 1am rang d9 tin cdy cila cac bién 1a dong
déu nhau (Anderson va Gerbing, 1984). Theo Hair va dong nghiép (2006), thang do
dugc coi 1a tin cay khi d0 tin cay téng hop > 0,6.

Theo Hair va cong su (2006), dé¢ dam bao mo hinh phu hop véi dir lidu thi
truong, diéu kién can va di 14 tap bién quan sat phai co tinh don huéng, trir truong hop
céc sai s6 cua cac bién quan sat trong quan voi nhau. Theo Hair va cong su (2010),
“Multivariate Data Analysis, 7th edition” cac chi s6 dugc xem xét dé danh gia Model
Fit gom:

e CMIN/df < 2 1a tbt, CMIN/df < 5 1a chap nhan duoc

e CFI > 0.9 1a t6t, CFI > 0.95 1a rat tot, CFI > 0.8 1a chap nhan duoc
e GFI> 0.9 1a tot, GF1 > 0.95 1 rat tot

e RMSEA < 0.08 1a t6t, RMSEA < 0.03 1a rat tot

Gia tr1 hoi tu dugc danh gia dua vao hé s tai ngoai cua cac bién quan sat, cling
nhu gia tri phuong sai trich trung binh (Average Variance Extracted - AVE). Bién tiém
an sé& giai thich nhiéu hon phan nira phuong sai cac bién quan sat ciia n6 khi AVE >
0.5, lic nay thang do dat tinh hoi tu tot (Hair va cong sy, 2021). Theo Anderson &
Gerbing (1984), thang do dat duoc gia tri hoi tu khi cac trong s6 chuin héa cua céac

thang do déu cao va c6 ¥ nghia thong ké (p<0.05).
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Tinh phan biét cua thang do dwogc tinh bing chi sb heterotrait-monotrait ratio
(HTMT). Theo quan diém cta Henseler va cong su (2015), tinh phan biét ctia nhan té
bi vi pham néu chi s6 HTMT ctia mét cip nhan t6 16n hon 0.9. Néu chi s6 HTMT dudi
0.85 tinh phéan biét dugc dam bao tot. Nhu vay khoang tir 0.85 dén 0.9 s& 1a ngudng
chép nhan duoc.

d. M@ hinh céu tricc tuyén tinh — Structure Equation Modeling (SEM)

Mo hinh phuong trinh cdu trac 1a mét k¥ thudt phan tich thong ké da bién duoc
sit dung dé phén tich cdc mdi quan hé ciu triic. K¥ thuat nay duoc st dung dé phan
tich mdi quan hé ciu tric giita cac bién do luong va cdu trac tiém an bang cach két
hop giita phan tich nhan t6 va phan tich hdi quy boi. Pé tai quyét dinh st dung phuong
phap nay vi n6 udc tinh sy phu thudc boi s6 va co lién quan 1an nhau trong mgt phan
tich duy nhat. Trong phan tich nay, hai loai bién duoc str dung 1a bién noi sinh va bién
ngoai sinh.

Hé s coefficient (Beta) dugc dung dé so sanh thir tu tac dong cua cac bién doc
1ap khi chiing cing tac dong 1én ciing mét bién phu thudc. Néu mét bién phu thudc bi
céc bién doc 1ap tac dong lén cung luc, bién tac dong manh hon Ia bién co tri tuyét doi
hé sb tac dong chuén hoéa 16n hon. Coefficient duge tinh br:ing tich sb p-value véi do
1éch chudn. Dé c6 ¥ nghia thong ké, hé sé p-values cta cac mdi tac dong phai nhoé hon
0.05.

Chi s6 R binh phuong (R2) ctia mot bién 14 chi s6 thé hién mirc d6 tac dong (muc
do giai thich) cua cac bién tac dong vao né. Gia tri R binh phuong (R binh phuwong
hiéu chinh ciing twong tir) ndm trong khoang tir 0 dén 1, cang tién gan vé 1 cho thiy
cac bién doc 1ap giai thich cho bién phu thudc cang nhiéu.

e Phwong phap phén tich khdc biét trung binh

Phan tich phuong sai (Analysis of Variance - ANOVA) 1a mot trong nhing théng
ké pho bién nhat dugc sir dung rong rdi trong khoa hoc thuc nghiém (Zhang, Wenjun
va cong su, 2024). Ly thuyét ANOVA c6 ngudn goc tir nha toan hoc ngudi Anh
Fisher, dugc dua theo thir nghiém y nghia théng ké (Fisher, 1935; Zhang, 2022). Vé co
ban, ANOVA dugc dung dé so sanh liéu cé sy khac biét giira cac nhan t6 dong thoi
kham pha su tuong tac giita cac nhan t6. Trong bai nghién ctu ctia minh “The

arrangement of field experiments” (1926) va “Statistical Methods for Research
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Workers” (1925) [66], Fisher da trinh bay phuong phap nay va giai thich cach sir dung
ANOVA d¢é so sanh trung binh ctia ba hodc nhiéu nhom. Phuong phap nay cho phép
xem c6 su khac biét dang ké giira cac nhom gidi tinh va thu nhap cia gidi tré t6i y

dinh mua hang tryc tuyén dya trén trung binh cta bién y dinh mua hang.

3.3. Xay dung thang do

Mau thang do dugc xac dinh 1a gidi tré do tudi tir 18 dén 25 tai thanh phd Pa
Néng. Phuong phép thu thap mau 1a phuong phap ldy mau thuan tién phi x4c suat. Cac
bang cau hoi dugce gui qua hai hinh thirc giri Google biéu mau truc tuyén va thu thap
mau tryc tiép. Cac dap vién déu duoc giai thich vé nhitng ndi dung can biét dé hiéu vé
bai nghién ctru nhu 1y do, muc tiéu, vai trd cia nghién ctru. C6 430 phiéu khao sat
dugc phat ra nham thu thap y kién dénh gia ctia dap vién. Sau qua trinh xtr 1y s6 lidu,
c6 405 mau hop 1¢ lam dit liéu dau vao dé co thé tién hanh nghién ctru dinh lugong.

Thang do bao gém 3 bién doc lap véi 11 bién quan sat, 6 bién trung gian véi 21
bién quan sat, 1 bién diéu tiét v6i 6 bién quan sat va 1 bién phu thudc v6i 4 bién quan
sat. Nghién ciru sir dung thang do Likert 7 mirc d6 (1 — Hoan toan khong dong y dén 7
— hoan toan khong dong ¥).

3.3.1.  Thang do Chit lwong thong tin

Bhattacherjee va Sanford (2006) da dinh nghia chat lugng thong tin 13 “strc manh
thuyét phuc cua cac lap ludn dugc gin két trong mot thong diép thong tin”. Chat luong
thong tin thudng dugc coi nhu 1a sitc manh thuyét phuc cua thong diép (Cheung va
Thadani, 2012).

Thang do chat lugng thong tin dugc dua vao thang do cua Park va cong su,
(2007), bao gdm 3 bién quan sat.

Bdng 3. 1: Thang do Chit lwong théong tin

IQL1 T61 nghi cac thong tin eWOM khéch quan.

IQL2 T6i nghi cac thong tin eWOM dé hiéu.

IQL3 Noi chung t6i thay chat lugng cua cac thong tin eWOM cao

3.3.2. Thang do P{ tin cdy ciia nguon
Do tin cdy cua thong tin d& cap dén nhan thirc cua ngudi nhan thong tin vé do

tin cay cua thong di€p, la nhitng dac diém tich cuc cua nguoi cung cép thong tin anh
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hudéng dén su ty tin, niém tin va thim quyén cua ngudi nhin thong tin, din dén viée
Su chép nhan thoéng tin (Cheong va Morrison, 2008). Thang do nay dugc tham khao
dua trén thang do cua Mahapatra & Mishra, 2017; Mannan va cong sy (2019), Lokesh
Jasarai (2022); Prendergast va cong su (2010), bao gom 4 bién quan sat:

Bdng 3. 2: Thang do D¢ tin cdy ciia nguén

SC1 T6i nghi cac thong tin eWOM rét thuyét phuc
SC2 T6i nghi cac thong tin eWOM chic chin
SC3 To1 nghi cac thong tin eWOM dang tin cdy
SC4 To1 nghi cac thong tin eWOM chinh xéc

3.3.3. Thang do S6 lwong théng tin

Khi nguoi tiéu dung tim kiém nhiéu thong tin, cic danh gia va nhan xét thi s6
lugng eWOM 1am cho céac danh gia dé quan sat hon (Cheung & Thadani, 2010), tirc 1a
) lugng eWOM dai dién cho su phé bién cua mot san phém. Poc nhiéu danh gia s€
gitlp moi ngudi giam bét su lo lang khi mua san pham, vi khi doc nhiéu danh gia, ho
s& nghi nhiéu nguoi cing mua san pham nay (Chatterjee, 2001). Thang do nay duogc
dua trén thang do ciia Le Hoang Viet Phuong (2019) v&i 3 bién quan sat:

Bing 3. 3: Thang do Sé lwong théong tin

Trong cung mot trang web, s6 luong danh gia cho mot san pham cang
e nhiéu thi thong tin cang dang tin cy
1QT2 Téi tin vao nhimg danh gia thu hit duoc nhiéu nguoi binh luin

San pham duoc danh gia trén nhiéu website khac nhau thi thong tin vé
Qe san pham d6 s& dang tin cdy hon

3.3.4. Thang do Sw hitu ich thong tin

Tinh hiru ich cta thong tin dé cap dén nhan thirc cua moi nguoi rﬁng viéc su
dung thong tin méi s& cai thién hiéu qua quyét dinh hodc hanh dong cta ho (theo
Bailey va Pearson, 1983; Cheung va cong su, 2008). Thang do Su hitu ich cuia thong

tin dugc dua theo thang do cua Bailey & Pearson (1983) bao gdm 3 bién quan sét:

1U1 T61 nghi nhin chung cac thong tin EWOM c¢o6 ich.
102 T6i nghi thong tin EWOM cung cap thong tin c6 gia tri.
1U3 Tbi c6 thé tan dung cac thong tin EWOM vi lgi ich cua minh
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3.3.5. Thang do Sw chép nhin théng tin EWOM

Cac 1y thuyét vé Sy chip nhan thong tin dugc mo ta 13 qua trinh ma moi ngudi
phai trai qua khi quyét dinh thuc hién mot hoat dong 1an dau tién (phan biét v6i hanh
vi d3 x4y ra). Thang do nay dya trén thang do ciia Cheung va cong sy (2009), bao gdm
4 bién quan sat:

Bing 3. 4: Thang do Sw chip nhin théng tin EWOM

IA1 Céc thong tin EWOM dong gop vao kién thic cta t6i vé san pham.

1A2 Céc thong tin EWOM giup t0i dua ra quyét dinh mua hang dé dang hon.
Céc thong tin EWOM nang cao hiéu qua cua toi trong viéc dua ra quyét

a3 dinh mua hang.

1A4 Céc thong tin EWOM thiic ddy t6i dwa ra quyét dinh mua hang.

3.3.6. Thang do Thdi dj

Theo Ajzen (1991), thai do dan dén hanh vi 1a sy danh gia cia mot c4 nhan vé
két qua thu dugc tr viéc thuc hi¢n hanh vi d6. Thang do thai d§ dugc dua trén thang
do cua Chevalier & Mayzlin, (2006); Sen & Lerman, (2007); Xia & Bechwati, (2008);
Park va cong su , (2007), bao gom 5 bién quan sat:

Bang 3. 5: Thang do Thai do

ATI T6i ludn doc cac thong tin eWOM khi mua hang truc tuyén.
ATI2 Céc thong tin EWOM khién t6i tu tin khi mua san pham.
Néu t6i khong doc cac thong tin EWOM khi mua san pham, t6i sé& lo lang
ATE vé chit lwong san pham.
ATI4 Céc thong tin EWOM dit ganh nang 1én t6i khi téi mua san pham.
ATIS Céc thong tin EWOM lam t6i khé chju khi t6i mua mot san pham.

3.3.7. Thang do Cam nhan hiéu quad

Cam nhan hi¢u qua cua nguoi ti€u dung dugc hai tac gia Daniel Hanss va
Rouven Doran, 2019 dinh nghia 13 udc tinh ctia nguoi tiéu dung vé kha ning dong gop
ctia ho vao cac két qua cy thé lién quan dén phat trién bén viing thong qua cac hanh vi
cu thé. Thang do nay dua trén thang do ctia Arifani & Haryanto (2018), Do Valle va

cong su . (2005), bao gdm 2 bién quan sat:
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Bang 3. 6: Thang do Cam nhdn hiéu quad

PCE1 Sau khi tham khdao EWOM, t6i ty tin hon vao viéc mua hang truc tuyén

PCE2 Sau khi tham khao EWOM, t61 cdm nhan dugc s€ mua hang ¢ tuong lai
s& tot cho toi

3.3.8. Thang do Cam nhdn rui ro

Cam nhén rai ro 13 rai ro dwa trén nhan thirc ciia nguoi tiéu dung vé su khong
chic chin va hau qua bat loi cua viéc mua mot san phém hodc dich vu. Thang do cua
dé tai duoc dua trén thang do cua tac gia Corbitt, B. J, Thanasankit, T, & Yi, H.
(2003), viét trong “Trust and e-commerce: a study of consumer perceptions.
Electronic commerce research and applications”. Thang do ndy bao gém 6 bién quan
sat nham giai thich cho nhan t6 cam nhan i ro.

Bdng 3. 7: Thang do Cam nhdn hiéu quad

T6i tin rang viéc mua hang tryc tuyén c6 nhiéu rai ro vi san pham/dich

PRI vu dugc cung cap co thé khong dap tmg duoc mong doi cia toi.

PR2 Téi cho ring mua hang truc tuyén c6 nhiéu rui ro vi san pham/dich vu
duogc cung cap co thé c6 chét luong kém

PR3 T6i tin rang viéc mua hang truc tuyén cé nhiéu rai ro vi san pham/dich
vu dugc cung cap co thé giy nguy hiém khi sir dung

PR4 T6i tin rang mua hang truc tuyén c6 rui ro vi san pham/dich vu cé thé co
gia thap hon & noi khac.

PR5 T6i tin ring viéc mua hang truc tuyén c6 nhiéu rai ro vi né c6 thé khién
ngudi khac danh gia thap t6i hon.

PR6 T6i tin rang viéc mua hang tryc tuyén c6 rai ro vé mit thoi gian vi san
pham/dich vu duogc giao co thé khong dugc giao trong khung thoi gian
dy kién

3.3.9. Thang do Chudn chii quan

Chuén chu quan la cach nhin nhan cia mét nguoi trudc du luan xa hoi vé viéc ¢co
nén mg xtr hay khong nhu nhiéu nguoi van néi. Hay noi dé hiéu hon, chuan cha quan
1a tdng hop cua tit ca nhitng nguoi quan trong trong cudc sdng cia ai d6 va liéu ho co

nghi ring nhitng ngudi d6 s& mudn ho thuc hién hanh vi d6 hay khong. Thang do
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chuén chi quan duge dua theo thang do cta Arifani & Haryanto, (2018); Mohd Azhar
va cong su , (2022), bao gém 3 bién quan sat:

Bdng 3. 8: Thang do Chudn chii quan

SB1 Hau hét nhitng ngudi nhu t6i déu tham khao eWOM trude khi mua hang
T61 thuong tim va tham khao eWOM cua nguoi than trong gia dinh trudce

SB2 khi mua hang

SB3 Nhimng ngudi ma toi danh gia cao y kién ctia ho mudn toi mua hang truc

tuyén dya trén eWOM

3.3.10.Thang do Kinh nghiém mua hang

Nhu Kim & So, 2022 d3 dé cap rang kinh nghiém mua hang tap trung vao danh
gia tong thé vé tuong tac ciia khach hang voi trang web hodc tng dung ctia nha ban 1¢,
bao gdm ca cam nhan vé tinh d& str dung, su thich thi va sy hai 10ng. Hay Zhang va
cong su (2020) ciing di dinh nghia “OSE bao gém danh gia chi quan ctia khach hang
vé phan mg nhan thic va cam xuc cta ho ddi véi cac giai doan khac nhau cia qua
trinh mua sdm tryc tuyén”. Hay nhu cach Tseng & Chen trong bai nghién ctru cua
minh nim 2021 nhan dinh rang: “OSE bao gdm ¥ kién ctia khach hang vé kha ning sir
dung, chi tiét san phdm va dich vu khach hang cta trang web mua sam truc tuyén,
cling nhu cac phan tmg vé cam xtc va hanh vi sau ddy ctia ho”. Thang do kinh nghiém
mua hang tham khao thang do ctia Lin & Lekhawipat, (2014) bao gdm 7 bién quan sat:

Bdng 3. 9: Thang do Kinh nghiém mua hang

EOP1 T6i 6 rat nhiéu kién thirc vé mua hang tryc tuyén
EOP2 T6i ¢6 nhiéu kinh nghiém st dung phwong thirc mua hang truc tuyén
EOP3 T6i c6 nhiéu kinh nghiém tim kiém théng tin truc tuyén
EOP4 T6i biét nhiéu website uy tin
EOPS5 T6i biét nhiéu trang web nodi tiéng
EOP6 To1 c6 kha nang lya chon thong tin hitu ich
T6i quyét dinh mua hang chi yéu dua trén sy hiéu biét ctia ban than hon
roP7 1a thong qua thong tin ngudi tiéu dung khac cung cép
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3.3.11. Thang do Y dinh mua hang

Thang do nay dugc xdy dung dua trén thang do ctia Coyley va Thorson, 2001,
Prendergast va cong sy, 2010. Thang do bao gdm 4 bién quan sat:

Bdng 3. 10: Thang do Y dinh mua hang

P11 Rét c6 kha niang t6i s& mua san pham

PI2. T6i s& mua san phdm vao l1an t&i khi toi cAn san pham
PI3 Téi chic chin s& dung thtr san phadm

P14 T6i s& gidi thiéu san pham cho ban bé

4.  Két qua - Thao luin
4.1. Thong ké mo ta

4.1.1. Mé td miu

< Do tuoi

B Tir 18 dén 25tudi M Dudi 18 tudi M Trén 25 tudi

Hinh 4. 1: Co cdu mdu theo d¢ tuéi
Nhan xét: Khao sat ctia ching t6i gdbm 3 nhom dbi tuong: Duéi 18 tudi, tir 18
dén 25 tudi va trén 25 tudi. Nhom tac gia da chon loc miu sao cho 100% cac ca nhan (
trong duong 405 ngudi ) thudc nhom tudi tir 18 dén 25 tudi, didu nay phu hop (ddi
trong nghién ctru cia dé tai) véi dé tai nghién vé tac dong cua truyén miéng dién tir

(eWOM) dén y dinh mua hang truc tuyén cta thanh nién thanh phd Pa Nang.

49




D Gioi tinh

Gigi tinh

M Nam
| 1

Hinh 4. 2: Co cdu méu theo gidi tinh

Nhén xét: Trong 405 nguoi tham gia khao sat, trong d6 gidi tinh nir chiém da
sO v6i 248 miu, chiém 61.2%. Giéi tinh nam chi chiém 38.8% v&i s6 lugng 157. Két
qua ndy cho thay duogc nir giéi d& bi anh hudng boi eWOM hon nam giéi. Nir gidi c¢6
xu huéng quan tdm va tham gia nhiéu hon vao cac hoat dong chia sé danh gia, nhan
xét truc tuyén. Piéu nay co thé do cac yéu t6 nhu nir gidi thuong danh nhiéu thoi gian
hon cho mang x3 hoi, ho quan tim dén ¥ kién ctia nhimg ngudi khéc, dic biét 1a nhimg
ngudi co anh hudng hodic KOLs; ho coi trong cac dé xuat va danh gia tir ban bé, nguoi
than.

> Nghé nghiép

Nghé nghiép

M Hoc sinh
M Sinh vién
W3 dilam

Hinh 4. 3: Co cdu mdu theo nghé nghiép
Nhan xét: Trong 405 ngudi tham gia khao sat thi sinh vién 14 nghé nghiép
chiém phan 16n, 1én dén 75.6% véi 306 ngudi tham gia. Xép thi hai 1a nhitng nguoi da

di 1am voi 93 nguoi, chiém 23%. Con lai 1a hoc sinh chiém ty 1& rat thip vai chi 6
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ngudi, chiém 1.5%. Ty 1& cao cia sinh vién cho thiy khao sat dugc thiét ké va thuc
hién nhim thu thap ¥ kién cta nhém dbi trong nay. Diéu ndy c6 thé 13 do sinh vién 1a
nhém ngudi thuong xuyén st dung Internet, tham gia mang xa hoi va quan tim dén
cac xu huéng méi, do d6 ho d& tiép xtic va bi anh hudng bsi EWOM hon. Sinh vién
thuong c6 ngéan sach han hep, do dé ho co thé can nhic ky ludng trudce khi mua sdm va

stt dung EWOM nhu mét ngudn thong tin dé dua ra quyét dinh.

7

< Truong dai hoc

Trwong Pai hoc

H Bai hoe Duy Tan

W Bai hoc Kinh té Da Ning

W Bai hoc Ngoai ngl Ba Ning

[ Bai hoe Kién tic B4 Ning

O Bai hoe Bach khoa Ba Ning
Bai hoc Sw pham K§ thudt Ba

.Nﬁng' pham K§ thu3

[]D3gi hoc Thé duc Thi thac Ba
MNang

Bai hoc Céng nghé thing tin va
.Truyén théng Vlg"et Han Da Ning
.Bgi hoe K§ thudt Y - Dugc Ba

Nan

W Dai hoc FPT B3 Ning
[ Pai hoe Béng A

O pai hoc Sw pham

E khac

Hinh 4. 4: Co cdu mdu theo nghé nghiép

Nhan xét: Trong tong sé 405 miu ma nhoém nghién ciru thu thip duoc co 317
dang hoc tai cic trudng dai hoc trén dia ban Pa Nang, tirc 1a s6 sinh vién nay chiém
78,3% trén tong s6 405 miu. Trong d6, chiém dén 49,21% 14 sinh vién thudc Pai hoc
Duy Tan, boi day 1a d6i teong d& tiép cin v6i nhom nghién ciru. Pung thtr 2, 13 sinh
vién dang theo hoc tai truong Pai hoc Kién tric chiém 9.9% véi 40 sinh vién tham gia
khao sat. C6 mot sb trudng co ty 16 sinh vién thip nhu Pai hoc Thé duc Thé thao Pa
Néng, Pai hoc Coéng nghé thong tin va Truyén thong Viét Han Pa Ning, chi chiém
mdt phan nho trong tong sé sinh vién. Véi viée sinh vién cac truong tham gia khao sat
da giup nhom nghién ctru c6 duge sy da dang mau giup dam bao tinh dai dién va kha

nang ap dung cua bai nghién ctu.
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<> Thu nhap

Tién lwong

W Duwrédi 3 trigu

W Tir 3 dén 5 tridu

W T 5 dén 10 trigu

W Tir 10 dén 15 trigu
Tir 15 ¢tén 20 trigu

M Trén 20 trigu

Hinh 4. 5: Co cdu mdu theo thu nhip

Nhan xét: Trong 405 nguoi tham gia khdo sat, c6 198 nguoi ¢ thu nhap dudi 3
triéu ( chiém ty 1¢ 48.9%). Diéu nay thé hién rang mot phan dang ké cua thanh nién &
Pa Ning dang d6i mit voi thach thire kinh t&, mét tinh trang kinh t& khong 6n dinh
hodc han ché vé tai chinh, anh huong dén kha nang tiéu dung do d6 ho s c6 xu hudng
tham khéo ki ludng eWOM cho ¥ dinh mua hang truc tuyén cua ho. Ngoai ra, 24.7%
thanh nién c6 thu nhap tir 3 dén 5 triéu dong mdi thang, trong khi 11.1% c6 thu nhép
tir 5 dén 10 triéu déng mdi thang. Cac mirc thu nhap nay c6 thé tao ra mot phan anh
khac vé kha ning tiéu dung va ¥ dinh mua hang truc tuyén, voi sy on dinh tai chinh
twong dbi hon so v&i nhém thu nhap thap hon. Tuy nhién, nhém thu nhap cao hon
cling dang chu ¥, v6i 8.4% thanh nién c6 thu nhap tir 10 d&én 15 triéu dong mdi thang,
4% c6 thu nhap tir 15 dén 20 triéu dong mdi thang, va chi 3% cé thu nhap trén 20 triéu
ddng mdi thang. Nhitng thanh nién nay co6 thé c6 kha ning tiéu ding manh mé va y
dinh mua hang tryc tuyén cao hon, c6 thé 1a mot yéu td tich cuc trong viéc anh hudng

ciia eWOM doi v6i hanh vi mua hang truc tuyén cia ho.
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<> Tinh trang hon nhan

Két hén

B Chua két han
M B3 két hin

Hinh 4. 6: Co cdu mdu theo tinh trang hén nhan

Nhan xét: Trong tong 405 mau thi chiém da s6 13 ddi tugng khao sat chua két
hén v&i 97,5% va da két hon chi chién 2,5%. Suy ra, ddi tuong giGi tré tai thanh phd
Pa Ning c6 xu huéng két hon trong khoang 18 dén 25 tudi 13 twong dbi thap.

4.1.2. Théng ké mé ta cdc bién nghién ciru

Bién quan sat Gia tri Do léch
(n=405) trung binh | chuin
IQL1: T61 nghi cac thong tin EWOM khéch quan. 4,7901 1,43434
IQL2: T6i nghi cac thong tin EWOM khach quan. 4,8222 1,37625
IQL3: Noi chung toi thay chat luong cua cac thong tin EWOM
4,6889 1,32082
cao.
SC1: Téi nghi nhiing thong tin EWOM rat thuyét phuc. 4,7432 1,34541
SC2: Tb6i nghi d¢ tin cdy cua ngudn théng tin EWOM rét chic
4,6420 1,42388

chan.
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SC3: T6i nghi ngudn cia cac thong tin EWOM dang tin cay. 4,7556 1,40438
SC4: Toi nghi ngudn cua cac thong tin EWOM chinh xac. 4,6889 1,44777
IQT1: Trong cung mot trang web, sé lwong danh gid cho mot
. " , ) 4,9358 1,41275
san pham cang nhiéu thi thong tin cang dang tin cay.
IQT2: Tbi tin vao nhiing danh gia thu hut dugc nhiéu nguoi
4,9136 1,38054
binh luan.
IQT3: San pham dugc danh gia trén nhidu website khac nhau thi
L . _ 4,9630 1,41460
thong tin vé san pham do s€ dang tin cay hon.
IU1: T61 nghi cac thong tin EWOM hitu ich. 4,9259 1,37856
IU2: T6i nghi thong tin EWOM cung cap thong tin co gia tri. 4,9210 1,34005
TU3: T6i co thé tan dung cac thong tin EWOM vi lgi ich cua
5,0790 1,36566
minh.
IA1: Cac thong tin EWOM déng gop vao kién thirc cua toi vé
9 5,0568 1,35129
san pham.
IA2: Céc thong tin EWOM gitip t6i dua ra quyét dinh mua han
R © Sip w s 5,0346 1,27574
de dang hon.
IA3: Céc thong tin EWOM néng cao hi¢u qua cuia toi trong vi¢c
. 5,0765 1,32253
dua ra quyét dinh mua hang.
TA4: Céc thong tin EWOM thic day t6i dua ra quyét dinh mua
5,0519 1,36061
hang.
ATI1: T6i luén doc céac thong tin EWOM khi mua hang truc
) 5,0617 1,47038
tuyén.
ATI2: Cac thong tin EWOM khién t6i tu tin khi mua san pham. | 5,0247 1,35134
5,0469 1,43170

ATI3: Néu t6i khong doc cac théng tin EWOM khi mua san
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pham, t6i s€ lo lang vé chat lugng cua san pham.

ATI4: Céac thong tin EWOM déat ganh nang lén t61 khi t61 mua

, 4,7185 1,49414
san pham.
ATIS: Cac thong tin EWOM lam t61 khé chiu khi t61 mua mot
, 4,4025 1,64512
san pham.
PCE1: Sau khi tham khao EWOM, to6i quyét dinh hoan toan
_ 4,7111 1,47185
viéc mua hang.
PCE2: Sau khi tham khao EWOM, t61 cam nhan dugc s€ mua
_ 5,0099 1,42116
hang ¢ tuong lai.
PR1: T6i tin rang viéc mua hang truc tuyén c6 nhiéu rii ro vi
san pham/dich vu dugc cung cip c6 thé khong dap ung duoc | 4,9926 1,44107
mong doi cua toi.
PR2: Téi cho rang mua hang truc tuyén c6 nhiéu rai ro vi san
. ) , ) 4,9852 1,46063
pham/dich vu dugc cung cap cé thé co chat luong kém.
PR3: Toi tin rang viéc mua hang truc tuyén c6 nhiéu rai ro vi
san pham/dich vu dugc cung cap co6 thé gay nguy hiém khi su | 4,9012 1,44199
dung.
PR4: Toi tin rang mua hang truc tuyén co rti ro vi san
. . o ] 4,8346 1,47581
pham/dich vu c6 thé c6 gia thap hon ¢ noi khéc.
PR5: Toi tin rang viéc mua hang tryc tuyén cé nhiéu rdi ro vi nd
C . o 4,5852 1,61392
c6 the khién ngudi khac danh gié thap to1 hon.
PR6: T6i tin rang viéc mua hang truc tuyén co rii ro vé mat thoi
gian vi san pham/dich vu duogc giao c6 thé khong dugc giao | 4,9679 1,47637
trong khung thoi gian du kién.
5,0815 1,46773

SB1: Hau hét nhitng ngudi nhu t6i déu tham khao EWOM trudc
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khi mua hang.

SB2: T6i thuong tim va tham khao EWOM cua ngudi than trong

_ _ 4,9679 1,40771
gia dinh trude khi mua hang.
SB3: Nhing ngudi ma t6i danh gia cao ¥ kién ctia ho mudn toi
, 4,9802 1,42801
mua hang truc tuyén dua trén EWOM.
EOP1: T6i c6 rat nhiéu kién thirc vé mua hang tryc tuyén. 4,8444 1,42745
EOP2: Tb6i c6 nhiéu kinh nghiém sir dung phuong thirc mua
, 4,9136 1,38769
hang truc tuyén.
EOP3: T6i c6 nhiéu kinh nghiém tim kiém théng tin tryc tuyén. | 4,9037 1,37809
EOP4: T6i biét nhiéu website uy tin 4,8889 1,38056
EOP5: T6i biét nhicu trang web noi tiéng. 4,7926 1,43901
EOP6: T6i c6 kha nang lya chon thong tin hitu ich. 4,9630 1,40934
EOP7: Toi quyét dinh mua hang chil yéu dya trén su hiéu biét
cua ban than hon Ia thong qua thong tin nguodi tiéu dung khac | 4,9086 1,40862
cung cap.
PI1: Rit ¢ kha nang t61 s€ mua san phém. 4,8840 1,44156
PI2: T6i s& mua san pham vao lan téi khi t6i can san pham. 4,9827 1,30392
PI3: T6i chac chan s& dung thir sin pham. 4,8296 1,44644
PI4: T6i s& gi6i thiéu san pham cho ban be. 4,8173 1,52250

Bing 4. 1: Thong ké mé ti cdc thang do

Nhan xét: Qua bang 4.2, s6 luong miu thu duoc 13 405 mau véi gia tri 16n nhat

la 1 va gid tri nho nhét 1a 7, do 1éch chuén tur khoang 1.27 dén 1.64 cho théy muc do

giao dong 1a khong cao. Gia tri trung binh cila cc bién quan sat chay tir 4.58 dén 5.07

theo thang do Likert 7 muc do, d6i twgng khao sat dua ra tap trung & muc do dong y 1a
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trung binh. Dic biét tai bién IU3 1a 5.07 cho thiy dbi twong khao sat c6 mirc 46 dong y
v6i ¥ kién trén 13 twong ddi cao. Ngoai ra, tai bién ATIS, thu dugc gia tri trung binh

thap nhat 1a 4.40, cho nén mirc d6 déng y bién nay 1a kha thap.

Phan tich sau hon dua trén mo6 hinh nghién ctru, danh gia gia tri trung binh cua

timg bién:

+ Tai bién IQL ta c6 IQL2 dat gia tri trung binh cao nhét 4.8 va nho nhét 1a IQL3
dat 4.68, voi gia tri trung binh dao dong nay, nhoém nghién ctru nhan thay dbi tugng

khao sat c6 mirc d6 quan tAm téi “Chét luong thong tin” 1a qua mic trung binh.

+ Tai cac bién quan sat SC gia tri trung binh dao dong tir 4,64 dén 4,72 nam trong
khoang 4-5, n6i 1én mirc 46 quan tdm “P9¢ tin cdy cua ngudn” cua da phan ddi tuong

khao sat dat trong d6i, tuy nhién khong cao bang “Chat luong thong tin”.

+ Tai cac bién quan sat IQT “Sé lugng thong tin”, IQT1, IQT2, IQT3 déu dat gia
tri trung binh 1a 4.9, day 13 bién c6 gia tri trung binh déng déu va cao nhat trong ba
bién tac dong 1én “Hitu ich cta thong tin” cho thay day 1a bién dugc dbi tugng khao

sat quan tam cao.

+ O bién IU, c6 thé dé dang nhan thay bién quan sat TU3 dat gié tri trung binh cao
nhat trong bang 5.079, déng thoi cac bién con lai cling dat 4.9, tir d6 suy ra dugc murc

d6 ddéng y voi “Hiru ich thong tin” dat mirc cao.

+ Bién quan sat IA1, IA2, IA3 déu nim khoang 5, tic 1a ddi twong khao sat c6

mirc déng ¥ cao voi nhan td “Chap nhan eWOM”,

+ Gi4 tri trung binh cac bién quan sat ATI dao dong tir 4.4 dén 5.06, trong d6
ATI5 c¢6 gia tri trung binh cham day 4,40, cho thay su trung lap khi dua ra y kién «
Céc thong tin EWOM lam t6i kho chiu khi t6i mua mot san pham”. Vay muc d6 dong

y cuia doi twong khao sat cling giam xuong dat dugc chua cao.

+ Bién PCE1, PCE2 c6 gia trj trung binh 4.7 va 5.0, danh gia cua nhém nghién

ctru 1a mtrc 6 dong ¥ cua ddi twong khao sat 1a ngudng kha cao.
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+ Céc bién quan sat PR dao dong cia gié tri trung binh 1a tir 4.58 t¢i 4.99, mirc do

dong y nhan dugc vt “ Cam nhan rii ro” trén muc trung binh.

+ Tai cc bién SB “Chuin muyc chu quan”, két qua gia tri trung binh dat can muc

5, ¢ thé két luan muc d6 quan tam eWOM dat duoc tuong ddi cao.

+ Bién PI dat gia trj trung binh gan bang nhau trong khoang 4.79 dén 4.96, két

qua cho thdy déi twong danh gia “Y dinh mua hang” & mirc cao twong ddi.

+ Céc bién quan sat EOP gom EOP1, EOP2, EOP3, EOP4, EOP5, EOP6, EOP7
dat gia tri trung binh can 5, néi 1én sy dong y véi kién kinh nghiém mua hang s& tac
dong 1én moi quan hé cuia “Thai d§”, “ Cam nhan hi¢u qua”, “Cam nhan rui ro”,

“Chuén muc chi quan” v&i “Y dinh mua hang” cua dbi tuong khao sat dat muirc cao.
4.2. Kiém dinh dé tin cdy thang do

4.2.1. Thang do cdc nhain té

Chat lugng thong tin: Thang do chat lwong thong tin voi 3 bién quan sat co hé s6
Alpha tong 14 0.87. Hé s6 Alpha néu loai bién cua cic bién quan sat déu nhé hon hé s6
Alpha tong. Hé sb twong quan bién tong cia cac bién quan sat nam trong khoang tir
0.72 dén 0.77, déu 16n hon 0.3. Nén tit ca cac bién nay déu duoc gitr lai cho budc
phan tich nhan t6 kham ph4 EFA.

Do tin cdy cta ngudn: Thang do do tin cdy ciia ngudn véi 4 bién quan sat ¢ hé
sd Alpha tong 14 0.92. Cac hé sé Alpha néu loai bién cua cac bién quan sat déu nho
hon hé sb Alpha tong. Hé sb twong quan bién tong ciia cac bién quan sat nim trong
khoang tir 0.77 dén 0.85 déu 16n hon 0.3. Nén tat ca cc bién nay déu duoc giit lai cho
budc phan tich nhan t6 kham pha EFA.

S6 luong thong tin: Thang do dd tin cdy ciia ngudn voi 4 bién quan sat c6 hé sb
Alpha tong 13 0.87. Cac hé sb Alpha néu loai bién cua cac bién quan sat déu nhé hon
hé sd Alpha tong. Hé sb tuong quan bién tong cua cac bién quan sat nam trong khoang
tir 0.73 dén 0.76 déu 16n hon 0.3. Nén tat ca cac bién nay déu duogc giit lai cho budc
phan tich nhan t kham pha EFA.

Sy hitu ich thong tin: Thang do d6 tin ciy cta ngudn véi 3 bién quan sat c¢6 hé sb
Alpha tong 14 0.88. Cac hé s6 Alpha néu loai bién cta cac bién quan sat déu nho hon
hé sd Alpha tong. Hé sb tuong quan bién tong cua cac bién quan sat nam trong khoang
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tir 0.73 dén 0.80 déu 16n hon 0.3. Nén tit ca cac bién nay déu duoc giit lai cho budc
phan tich nhan t6 kham ph4 EFA.

Su chap nhan thong tin: Thang do db tin cdy cua ngudn v4i 4 bién quan sat c6 hé
sO Alpha tong 13 0.9. Cac hé s6 Alpha néu loai bién cta cac bién quan sat déu nho hon
hé sd Alpha tong. Hé sb tuong quan bién tong cua cac bién quan sat nim trong khoang
tir 0.75 dén 0.83 déu 16n hon 0.3. Nén tit ca cac bién nay déu duoc giit lai cho budc
phan tich nhan t6 kham ph4 EFA.

Thai do: Thang do dd tin cdy ctia ngudn véi 5 bién quan sat, trong d6 cac bién
quan sat ATI4 va ATI5 c6 hé s Alpha néu loai bién 16n hon Alpha tong nén loai 2
bién nay khoi thang do. Sau khi loai 2 bién quan sat khong phu hop, tién hanh kiém
dinh Cronbach Alpha lai va cho ra hé s6 Alpha tong 14 0.86. Cac hé s6 Alpha néu loai
bién cia cac bién quan sat con lai déu nho hon hé sé Alpha tong. Hé s6 tuong quan
bién tong ctia cac bién quan sat nam trong khoang tir 0.73 dén 0.76 déu 16n hon 0.3.
Nén con lai 3 bién ATIL, ATI2, ATI3 duoc giit lai cho budc phan tich nhan t kham
pha EFA.

Cam nhén hiéu qua: Thang do d6 tin cdy ctia ngudn voi 2 bién quan sat c6 hé sd
Alpha tong 1 0.75. Cac hé s6 Alpha néu loai bién cta cac bién quan sat déu nho hon
hé s6 Alpha téng. Hé sb twong quan bién tong ctia cic bién quan sat déu bang 0.61, 1on
hon 0.3. Nén tit ca cac bién nay déu duoc giit lai cho budc phan tich nhan t6 kham
pha EFA

Cam nhén rii ro: Thang do dd tin cdy ciia ngudn véi 6 bién quan sat co hé s6
Alpha tong 13 0.9. Cac hé sb Alpha néu loai bién cta cac bién quan sat déu nho hon hé
sd Alpha tong. Hé sb twong quan bién tong cta cac bién quan sat nam trong khoang tir
0.61 dén 0.78 déu 16n hon 0.3. Nén tt ca cac bién nay déu duogc giir lai cho budc phan
tich nhan t6 kham pha EFA.

Chuan chii quan: Thang do dd tin cdy cua ngudn voi 3 bién quan sat ¢6 hé sd
Alpha tong 13 0.87. Cac hé sd Alpha néu loai bién cua céc bién quan sat déu nho hon
hé sd Alpha tong. Hé sb tuong quan bién tong cua cac bién quan sat nam trong khoang
tir 0.73 dén 0.79 déu 16n hon 0.3. Nén tat ca cac bién nay déu duogc giit lai cho budc
phan tich nhan t kham pha EFA.

Kinh nghiém mua hang: Thang do db tin ciy cta ngudn vdi 6 bién quan sat c6 hé

sd Alpha téng 1a 0.94. Cac hé sé Alpha néu loai bién cta cac bién quan sat déu nho
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hon h¢ s6 Alpha tong. H¢ s6 tuong quan bién tong cua cac bi€én quan sat nam trong

khoang tir 0.78 dén 0.83 déu 16n hon 0.3. Nén tat ca cc bién nay déu duoc giit lai cho

budc phan tich nhan t6 kham pha EFA.

Két luin: Sau qua trinh danh gia do tin cdy bang hé s6 Cronbach’s Alpha, cac

bién quan sat ATI4, ATI5, EOP7 khong dam bao do tin cay va bi loai khoi thang do.

Céc bién con lai du diéu kién dé tién hanh budc phan tich nhan t6 kham pha EFA duoc

biéu dién trong bang sau:

i Ma Crobach’s
Nhan to Thang do
hoa Alpha
, IQL1 | T61 nghi chiing khach quan.
Chat luong : S
. IQL2 | T61 nghi ching dé hiéu. 0.87
thong tin _ _
IQL3 | No6i chung to1 thay chat lugng ctuia chung cao
SC1 T6i nghi chung rat thuyét phuc
Do tin cdy | SC2 | Téi nghi chiung chic chan 0.92
cianguéon | SC3 | Téi nghi chung dang tin ciy '
SC4 | T6i nghi chiing chinh x4c
Trong cung mdt trang web, s6 luong danh gia
IQT1 |cho mdt san pham cang nhiéu thi thong tin cang
dang tin cay
S6  luong T6i tin vao nhitng danh gia thu hit duge nhiéu
' IQT2 ' 0.87
thong tin nguoi binh luin
San pham duoc danh gia trén nhiéu website khac
IQT3 | nhau thi thong tin vé san pham d6 s& dang tin
cay hon
U1 T6i nghi nhin chung céc thong tin EWOM rét
hiru ich.
Su hitu ich T6i nghi théng tin EWOM cung cép thong tin co
_ U2 o 0.88
thong tin gia tri.
U3 T6i ¢6 thé tan dung cac thong tin EWOM vi logi
ich cua minh
Sy chip 1Al Céc thong tin EWOM déng gop vao kién thirc 0.9

nhan thong

cua to61 vé€ san pham.
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tin

IA2

Céc thong tin EWOM giup toi dua ra quyét dinh

mua hang dé dang hon

IA3

Cac thong tin EWOM nang cao hi¢u qua cua toi

trong viéc dua ra quyét dinh mua hang.

[1A4

Céc thong tin EWOM thiic day toi dua ra quyét

dinh mua hang.

Thai do

ATII

T61 ludn doc céac thong tin eWOM khi mua hang
truc myén.

ATI2

Cac thong tin EWOM khién t6i ty tin khi mua

san pham.

ATI3

Néu t6i khong doc cac thong tin EWOM khi
mua san pham, t6i s& lo ling vé chat luong san

pham.

0.86

Cam nhan

hi€u qua

PCEl1

Sau khi tham khao EWOM, t6i quyét dinh hoan

toan viéc mua hang

PCE2

Sau khi tham khao EWOM, t6i cam nhan duoc

s€ mua hang & tuong lai

0.75

Cam nhan

rai ro

PR1

To1 tin rang viéc mua hang truc tuyén cd nhiéu
rui ro vi san pham/dich vu dugc cung cap co thé

khong dap tmg dugc mong doi cua toi.

PR2

T61 cho rang mua hang tryc tuyén c6 nhiéu rui ro
vi san pham/dich vu dugc cung cap cé thé co

chat luong kém

PR3

To6i tin rang viéc mua hang truc tuyén cé nhicu
rui ro vi san pham/dich vu dugc cung cap co thé

gy nguy hiém khi sir dung

PR4

To1 tin rang mua hang tryc tuyén co6 rui ro vi san

pham/dich vu c6 thé co gia thap hon & noi khac.

PRS5

To6i tin rang viéc mua hang truc tuyén cé nhi¢u
rii ro vi nd c6 thé khién nguoi khac danh gid

thap toi hon.

PR6

To1 tin rang viéc mua hang tryc tuyén co rui ro

0.9

61




vé mat thoi gian vi san phém/dich vu duogc giao
c6 thé khong duoc giao trong khung thoi gian du

kién

Hau hét nhitng nguoi nhu t6i déu tham khao

SB1
eWOM trudce khi mua hang
Chuan chu T61 thuong tim va tham khao eWOM cua nguoi
SB2 ‘ ' 0.87
quan than trong gia dinh trude khi mua hang
SB3 Nhimng ngudi ma toi danh gia cao y kién cua ho
mudn t6i mua hang tryc tuyén dua trén eWOM
T6i c6 rat nhiéu kién thic vé mua hang truc
EOP1 ,
tuyén
T6i ¢6 nhiéu kinh nghiém sir dung phuong thirc
EOP2 .
Kinh mua hang truc tuyén
nghiém EOP3 T6i c6 nhidu kinh nghiém tim kiém thong tin | 0.94
mua hang tryc tuyén
EOP4 | Téi biét nhiéu website uy tin
EOP5 | Tbi biét nhiéu trang web ndi tiéng
EOP6 | T61 c6 kha nang lya chon thong tin hitu ich
PI1 Rat c6 kha ning t6i s& mua san pham
, T6i s& mua san pham vao lan t&i khi t6i can san
Y dinh mua | PI2 .
pham. 0.89
hang — q
P13 To1 chac chan s€ dung thtr san pham
P14 T6i s& gidi thiéu san pham cho ban bé

Bdng 4. 2: Bing két qud kiém dinh cdc thang do

4.2.2. Thang do Y dinh mua hang truc tuyén

Y dinh mua hang: Thang do db tin cdy cta ngudn voi 4 bién quan sat c6 hé sd
Alpha tong 13 0.89. Cac hé s6 Alpha néu loai bién cta cac bién quan sat déu nhé hon
hé sd Alpha tong. Hé sb tuong quan bién tong cua cac bién quan sat nim trong khoang

tir 0.76 dén 0.78 déu 16n hon 0.3. Nén tat ca cac bién nay déu duoc giit lai cho budc

phan tich nhan t6 kham pha EFA.
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4.3. Phan tich nhan t6 kham pha (EFA)

Sau khi d4nh gia do tin cdy cua thang do bang hé sd Cronbach’s Alpha, thang do
s& duoc tién hanh xtr 1y thong qua budc phén tich nhan t6 kham pha (EFA). K¥ thuat
nay dugc str dung dé thu gon va tom tit dir liéu, gitip xac dinh tip hop cac bién can
thiét cho van dé nghién cru, nhan di¢n céac khia canh cua khai niém nghién ctru hay
nhén tb giai thich duoc lién hé twong quan trong mét tap hop bién, kiém tra tinh héi tu
va phan biét. Dé co két qua phan tich nhan t6 kham ph4 dat chi tiéu, can phai dam bao:
Hé s6 KMO > 5; Murc ¥ nghia ctia kiém dinh Bartlett < 0.05; Hé sb tai > 0.55. Trong

phan nay, phuong phéap xoay dugc sir dung la Varimax.

4.3.1. Thang do bién déc lip

Thang do bién doc 1ap gdm: chat luong thong tin dugc do bang 3 bién quan sat;
do tin cdy cua ngudn dugc do bang 4 bién quan sat; s6 lugng thong tin duge do bang 3
bién quan sat. T4t ca bao gdm 10 bién quan sat ciia 3 nhan t6 doc 1ap duoc dua vao
phan tich nhan t6 (EFA) nhiam kiém tra va danh gia mtc do hoi tu cua cac bién quan
st theo tirng nhan t6.

Kiém dinh KMO va Bartlett’s cho ra két qua véi chi s6 kha cao 1a KMO = 0.93 >
0.5 va muc ¥ nghia bang 0 (p-value = 0 < 0.05). Ngoai ra chi sé6 KMO cua tirng nhan
t6 cling ndm & mirc cao, giao dong tir 0.90 dén 0.96 (biéu dién trong bang 4.3.1). Do
d6 co thé két luan tap dir liéu du diéu kién dé tién hanh phan tich nhan t6 kham pha

EFA.

Nhan t6 Bién quan sat KlYIO tl‘fng KMO tong p-value
bién quan sat
Chés 1 he IQL1 0.92
tina‘[ uong thong QL2 091
IQL3 0.96
SC1 0.96
by tin cdy cua|SC2 0.94 0.93 0.000
nguon SC3 0.92
SC4 0.93
IQT1 0.93
S6 luong thong tin | IQT2 0.93
IQT3 0.92

Bdng 4. 3: Chi s6 KMO va mikc ¥ nghia ciia cdc nhéin té déc lgp
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Két qua phan tich EFA ciing dugc thé hién trong bang 4.3.2, c6 thé thiy rang hé
sd tai nhan td giao dong tir 0.56 dén 0.82 (déu 16n hon 0.55), déu nam & mirc hodi tu tot
(16n hon 0.7) va ¢6 ¥ nghia thyc té. Tong cong gdm cd 10 bién quan sat duge tai vé 3
nhén t6 doc 1ap va céc nhan td con dai dién cho chinh nhan t6 me cua chung nén tén

cua cac nhan t6 van duogc gilr nguyén.

Nhan t6
Thang do
1 2 3
IQL1 0.73
IQL2 0.71
IQL3 0.56
SC1 0.64
SC2 0.76
SC3 0.82
SC4 0.75
IQT1 0.71
I1QT2 0.71
IQT3 0.72

Bing 4. 4: Bing két qud phan tich nhan té kham phd

4.3.2. Thang do bién trung gian

Thang do bién trung gian bao gdm: Sy hitu ich thong tin do bang 3 bién quan sat;
Su chép nhan thong tin dugc do béng 4 bién quan sat; thai do do béng 3 bién quan sat;
nhan thtrc hiéu qua do bang 2 bién quan sat; cam nhan rii ro do bang 6 bién quan sat
va chuin chi quan do bing 3 bién quan sat. Tat ca bao gdm 21 bién quan sat cia 6
nhan t6 trung gian duoc dua vao phan tich nhan t6 (EFA) nham kiém tra va danh gia
mirc d6 hoi tu cta cic bién quan sat theo timg nhan t6.

Kiém dinh KMO va Bartlett’s cho ra két qua v6i chi sd kha cao, giao dong tir
0.74 dén 0.87, duy chi c6 chi s6 cta bién nhan thtrc hiéu qua thap nhat véi KMO = 0.5
nhung van du diéu kién dé phan tich nhan td; mirc y nghia bang 0 (p-value = 0). Ngoai
ra hé s6 KMO cua timg nhan t6 ciing kha cao va du diéu kién dé tién hanh budc phan

tich nhan t6 kham pha tiép theo.
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KMO tirng bién

Nhan to Bién quan sat KMO tong p-value
quan sat
U1 0.70
Su hiru ich cua
2 0.72 0.74 0.000
thong tin
103 0.80
IA1 0.83
Su chip nhan théng | IA2 0.81
0.84 0.000
tin IA3 0.88
1A4 0.87
ATI 0.71
Thai d6 ATI2 0.74 0.74 0.000
ATI3 0.76
PCE1 0.50
Cam nhan hi€u qua 0.000
PCE2 0.50 0.50
PR1 0.82
PR2 0.84
PR3 0.89
Cam nhan rui ro 0.87 0.000
PR4 0.89
PR5 0.86
PR6 0.92
SB1 0.76
Chuan cha quan SB2 0.69
0.73 0.000
SB3 0.75

Bdng 4. 5: Chi sé KMO va miec y nghia ciia
cdac nhdn to trung gian

Két qua phan tich EFA ciing dugc thé hién trong bang 4.3.4, c6 thé thiy rang hé

sd tai nhan t6 da sb nam & muc hoi tu rat tot, giao dong tir 0.78 dén 0.90 (déu 16n hon

0.7), chi c6 bién quan sat PR5 1a thap nhét (0.64) nhung van dam bao dugc muc d6 hoi

tu can thiét. Tong cong gdm c6 21 bién quan sat dugc tai vé 6 nhan t6 phu thudc va

cac bién quan sat dai dién cho chinh nhan t6 me cia chung nén tén ctia cdc nhan to

dugc gilt nguyén.
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Thang do

IU1 0.89

102 0.86

1U3 0.79

IA1 0.85

T1A2 0.89

TIA3 0.80

1A4 0.81

ATI1 0.86

ATI2 0.82

ATI3 0.80

PCE1 0.78

PCE2 0.78

PR1 0.78

PR2 0.80

PR3 0.83

PR4 0.81

PRS 0.64

PR6 0.78

SB1 0.79

SB2 0.90

SB3 0.81

Bdng 4. 6: Bing két quad phén tich nhin té khdm phd
4.3.3. Thang do bién diéu tiét

Thang do bién diéu tiét kinh nghiém mua hang gom 6 bién quan sat dugc dua
vao phan tich nhan t6 EFA nhim kiém tra va danh gia muc d6 hoi tu cta cac bién quan
sat.

Kiém dinh KMO va Bartlett’s cho ra két qua véi chi s kha cao 1a KMO = 0.92
(> 0.5) va murc y nghia bang 0 (p-value = 0); ciing vdi két qua vé chi s KMO cua timg
nhan td ndm trong khoang cao, giao dong tir 0.90 dén 0.94. Tir Iy do trén c6 thé két
ludn tap dir liéu di diéu kién dé tién hanh phan tich nhan t6 kham pha EFA.
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Két qua phan tich EFA ciing duoc thé hién trong bang 4.3.5, c6 thé thdy rang hé sb tai
nhan t6 giao dong tir 0.81 dén 0.87 (déu 16n hon 0.55), déu nam & muc rat tt (1on hon
0.7). Cac bién quan sat déu dugc hoi tu thanh mot nhan t6 va dai dién cho nhan t6 me

nén tén goi dugc giltt nguyén.

Nhan t6 Bién quan sat | Hé s6 tai Kl}/IO timg IfMO p-value
bién quan sat | tong

EOP1 0.84 0.92

EOP2 0.83 0.92
Kinh nghiém | EOP3 0.86 0.93 0.92 0.000
mua hang EOP4 0.87 0.90

EOP5 0.86 0.91

EOP6 0.81 0.94

Bidng 4. 7: Chi sé KMO va hé sé tdi ciia nhén t6 phu thujc
4.3.4. Thang do bién phu thuéc

Thang do bién phu thudc Y dinh mua hang truc tuyén gom 4 bién quan sat dugc
dua vao phan tich nhan t6 EFA nham kiém tra va danh gia muc do hdi tu cua cac bién
quan sat theo timg nhan t4.

Kiém dinh KMO va Bartlett’s cho ra két qua KMO = 0.83 (> 0.5) va mtrc ¥ nghia
bang 0 (p-value = 0), chi sb cho thay két qua & mirc t6t. Ngoai ra chi sé KMO cua timg
nhan té ciing nam & murc kha cao, giao dong tir 0.82 dén 0.84. Do d6 c6 thé két luan
tap dit liéu phu hop va du diéu kién dé tién hanh phan tich nhan t6 kham pha EFA.

Két qua phan tich EFA ciing dugc thé hién trong bang 4.3.6, co thé thay rang hé
s6 tai nhan t6 giao dong tir 0.82 dén 0.84 (déu 16n hon 0.55), déu ndm & mirc hdi tu rat
t6t (16n hon 0.7). Cac bién quan sat déu duoc hoi tu thanh mot nhan t6 va dai dién cho

nhan t6 me nén té€n goi dugc gilr nguyén.

) ) ) KMO tirng KMO
Nhén to Bién quan sat | Hé so tdi | bien quan | ; p-value
. tong
sat

PI1 0.84 0.82
Kinh nghiém | PI2 0.82 0.84 0.83 0.000
mua hang PI3 0.82 0.84

Pl4 0.83 0.84

Bing 4. 8: Chi s6 KMO va hé sé tdi ciia cic nhén to diéu tiét
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Két luan:

Sau khi nghién ctu dinh tinh, kiém dinh danh gia do tin ciy thang do bang
Cronbach’a Alpha, phan tich nhan t6 kham pha EFA, thang do di duoc diéu chinh cho
phtt hop. M6 hinh nghién ctru van gilt nguyén nhu & chuong 2 di dé xuat gdm 03 bién
doc 1ap (Chat luong thong tin, DO tin cdy ctia ngudn, S lugng thong tin), 06 bién
trung gian (Sy hitu ich cta thong tin, Sy chép nhan thong tin, Thai d§, Cam nhan hi¢u
qua, Cam nhan rii ro, Chuan cha quan), 01 bién diéu tiét (Kinh nghiém mua hang)
cung vé&i 01 bién phu thudc (Y dinh mua hang). Khong c6 bién quan sat nio 1a khong
du diéu kién.

Sau budc phan tich nhan t6 kham pha, thang do tiép tuc dugc kiém dinh dé xac
dinh tinh ddng nhét va tinh phan biét cta cac bién do luong thong qua phuong phap
phan tich nhan t6 khang dinh.

4.4. Phan tich nhan t6 khing dinh (CFA)

4.4.1. Kiém dinh sy phii hop ciia mé hinh

Véi tap dir liéu da thu thap duoc, can c6 sy kiém dinh xem su phu hop cia mé
hinh do ludng nay véi dir liéu dau vao, su phi hop cua thang do va cac bién quan sat.
Nhin chung, céc chi s6 déu nim ¢ mirc dat yéu cau va ¢ nhiéu chi sd dat & muc tbt
(bang 4.4.1). Tir d6 c6 thé két luan rang mo hinh nay phu hop véi dir liéu da khao sat

va dam bao tinh don hudng

No GoF Coefficient Cut-off Value Decision
1 CMIN/df 2.44 <5 Phu hop
2 RMSEA 0.06 <0.08 Phu hop
3 GFI 0.92 >0.90 Phu hop
4 AGFI 0.89 >0.08 Phu hop
5 CFI 0.928 >0.80 Phu hop
6 TLI 0.919 >0.90 Phu hop

Bdng 4. 9: Cdc chi sé dinh gid sw phit hop ciia mé hinh
Sau khi da xac dinh duoc ré'mg mo hinh phu hop, dir liéu duoc tién hanh do cac
hé sd tai chudn hoa va cho ra két qua kha t6t, hé sb tai chuan héa & mirc khé cao (

>0.8), chi c6 bién PRS5 1a thip nhat (0.67) nhung van dat yéu cau >0.4 (sb liéu chi tiét
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nam & phy luc I). Tir cac két qua trén, c6 thé nhan dinh ring bo thang do dang tin cay,

c6 thé dung cho cac phan tich tiép theo.

4.4.2. Ddnh gid d tin cdy ciia thang do (bang chi sé6 CR)

Ngoai viéc danh gia do tin cdy cua tap hop cac bién do luong mot khai niém
(nhan t&) qua hé sé Cronbach's Alpha, dé tai con danh gia do tin cdy cia thang do dya
trén do tin cdy tong hop (Composite Reliability). Theo Hair va dong nghiép (2006),
thang do duogc coi 1a tin cdy khi do tin cdy téng hop > 0,6. Két qua chi ra rang tt ca
céc bién déu c6 chi s6 CR dat tiéu chuin va kha cao, giao dong tur 0.75 dén 0.89 (sé
liéu chi tiét ndm & phu luc I). Két hop véi chi sé CR, hé sb tai cling dong gop mot phan
vao vi¢c danh gia do tin cay cua thang do, két qua nhu da thé hién trong phu luc I, cac
chi s6 déu c6 hé sb tai chuan hoa dat yéu cau. Két hop hai chi sé nay cho thay tit ca

cac bién déu dat dg tin cdy cao.

4.4.3. Ddnh gid tinh hji tu ciia thang do (bang chi sé AVE)

Gi4 tr1 hoi tu dugc danh gia dua vao hé s6 tai ngoai cua cac bién quan sat, cling
nhu gia tri phuong sai trich trung binh (Average Variance Extracted - AVE). Bién tiém
an sé& giai thich nhiéu hon phan nira phuong sai cac bién quan sat ciia né khi AVE >
0.5, lac nay thang do dat tinh hdi tu t6t (Hair va cong sy, 2021) va phai c6 y nghia
thong ké (p-value < 0.05). Qua qua trinh phan tich, chi sé AVE cua cac bién déu giao
dong tir 0.57 dén 0.71, chimg té thang do nay dat tinh hoi tu tot (két qua dugc thé hién
trong bang phu lyc I). Cac bién tiép tuc duoc dwa vao dé danh gia tinh phan biét cia
thang do.

4.4.4. Ddnh gid tinh phan biét ciia thang do (bang chi sé HTMT)

Tinh phén biét cia thang do dugc tinh bang chi s heterotrait-monotrait ratio
(HTMT). Theo quan diém cua Henseler va cong su (2015), tinh phan biét ctia nhan td
bi vi pham néu chi s6 HTMT cta mét cip nhan t6 16n hon 0.9. Khoang tir 0.85 dén 0.9
s& 1a ngudng chip nhan duogc, dudi 0.85 1a ngudng dat dugc gid tri phan biét giita hai
bién tiém an. Qua két qua dugc biéu dién trong hinh 4.4.2, c6 thé thiy rang cac bién

tiém an dugc dam bao tinh phan bi€t véi nhau.
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IQL

SC

IQT

IU

IA

ATI

PCE | PR

SB

EOP | PI

IQL

1.000

SC

0.837

1.000

IQT

0.772

0.755

1.000

1IU

0.796

0.713

0.817

1.000

1A

0.775

0.687

0.852

0.880

1.000

ATI

0.758

0.629

0.828

0.839

0.897

1.000

PCE

0.860

0.753

0.835

0.849

0.839

0.871

1.000

PR

0.710

0.649

0.739

0.734

0.784

0.727

0.862

1.000

SB

0.701

0.614

0.756

0.782

0.801

0.808

0.855

0.785

1.000

EOP

0.724

0.614

0.733

0.767

0.794

0.760

0.831

0.782

0.785

1.000

P1

0.775

0.651

0.707

0.746

0.736

0.708

0.895

0.742

0.785

0.780 | 1.000

Bdng 4. 10: Bang dj tinh phan biét cua thang do (HTMT)

Két luan:

Qua qué trinh phan tich, két qua chi ra ring tat ca cac nhén t6 déu dat gia tri hoi

tu tdt, do tin cay cao va dam bao tinh phan bi¢t. Tur do tao diéu kién cho budc phan

tich mé hinh cau tric tuyén tinh.

4.5. Két qua md hinh cau tric

Gia |Mdi  twong | Coefficient

thiét | quan (Beta) p-value z-value | Std.Err | Decision
H1 IQL 2> IU 0.440 0.000 6.055 0.073 Chép nhan
H2 SC->1U -0.086 0.210 -1.255 0.069 Tir chdi
H3 IQT = IU 0.605 0.000 8.891 0.068 Chép nhan
H4 IU > 1A 0.931 0.000 18.953 | 0.049 Chép nhan
H5 IA = PI -0.168 0.644 -0.462 0.363 Tir chdi
H6 IA > ATI 1.005 0.000 18.182 | 0.055 Chép nhan
H7 IA - PCE 0.926 0.001 16.219 | 0.057 Chép nhan
HS8 IA 2 PR 0.878 0.000 16.112 | 0.054 Chép nhan
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H9 IA > SB 0.930 0.000 16.608 | 0.056 Chap nhan
H10 |ATI—> PI -0.263 0.068 -1.828 0.144 Tur chéi
H11 | PCE > PI 1.011 0.001 3.385 0.299 Chap nhan
H12 |PR > PI 0.112 0.135 1.496 0.075 Tur chéi
H13 | SB > PI 0.294 0.000 3.590 0.082 Chap nhan

Bing 4. 11: Két qud kiém dinh gid thuyét bién djc lgp va trung gian

Két qua kiém dinh mé hinh nghién ctru dugc thé hién ¢ bang 4.5.1 cho thay cac
bién doc 1ap chat luong thong tin va s lwong thong tin co tac dong truc tiép téi nhan
t6 su hiru ich cua thong tin véi mirc ¥ nghia nhé hon 0.05. Nhan t6 D6 tin cdy cua
ngudn khong cd y nghia thdng ké trong mé hinh vi p-value = 0.210 > 0.05. Tur két qua
cho thiy ring gia thiét H2 bi bac bo, két qua nay biéu hién rang khong du co so dé
chting minh cho sy tac dong cua PO tin cdy cta ngudn dén Sy hitu ich thong tin
eWOM cua gidi tré thanh phd Pa Nang.

Bién doc lap Chét luong thong tin va SO lugng thong tin co tac dong tryc tiép
t61 nhan t6 sy hitu ich cta thong tin v6i hé s6 Beta 1an luot 1a 0.440 va 0.605 voi mirc
y nghia déu bang 0. Hé s6 Beta ctia 2 bién déu > 0, ching t6 2 bién nay déu cé tac
dong tich cyc toi Sy hitu ich cua thong tin. Tir ddy, co thé két luan gia thiét H1, H3 dé
ra ban dau dugc chép nhan

Tiép theo, bién Sy hitu ich thong tin ciing c6 mdi quan hé tryc tiép t6i Su chip
nhan thong tin v&i hé sé Beta rat cao 0.931, va muc y nghia p-value = 0.000 < 0.05.
Két qua nay cho thiy Sy hitu ich thong tin 1a mot yéu t6 cuc ki quan trong dén Su chip
nhén thong tin. Vi hé s6 Beta 16n hon 0 nén mdi quan hé nay Ia mbi quan h¢ tich cuc,
dan t6i két luan rang gia thiét H4 dugc chip nhan.

Thém vao d6, bién Sy chap nhan thong tin cling dugc tinh todn ra rang cé sy tac
dong truc tiép t6i cac bién Thai d6, Cam nhan hiéu qua va Chuan chil quan voi hé sb
Beta ciing rat cao, giao dong tir 0.930 dén 1.005 va mirc ¥ nghia dat yéu cau véi p-
value < 0.05, nhitng hé sb Beta ctia cac bién nay déu 16n hon 0 nén c6 thé rat ra rang
nhitng mdi quan hé nay 1a mdi quan hé tich cyc, din dén cac gia thiét H6, H7, H9 da

dé ra déu dugc chap nhan.
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Tuy nhién, d6i véi mdi quan hé giita Sy chap nhan thong tin va Cam nhan rui ro 1a mdi
quan hé tich cyc. Diéu nay di nguoc lai v6i gia thiét ban dau da dé xuat, khi & chuong
2 dé tai da dé& xuit ndy c6 mdi quan hé nguoc chiu. Vai p-value<0.05 nén gia thiét
van ¢ y nghia va chi s6 Beta ciing nam ¢ mirc kha cao (Beta=0.878). Diéu niy ching
tdé Su chép nhan thong tin c6 tac dong tich cuc manh mé t61 Cam nhan rui ro. Tu do,
gia thiét H7 duoc dé tai dua vao dé danh gia mdi quan h¢ tich cyc. Mat khéc, véi chi
sO p-value>0.05, gia thiét H5 khong ¢ y nghia thong ké. Tur két qua cho thiy rang gia
thiét H2 bi bac bo, két qua nay biéu hién rang khong du co s¢ dé chimg minh cho sy
tac dong cuia Su chip nhan thong tin eWOM dén Y dinh mua hang truc tuyén cia gidi
tré thanh phd Pa Néng.

Véi gia thiét dé xuat da dit ra c6 4 nhan t6 tic dong téi Y dinh mua hang truc
tuyén bao gom Thai do, Cam nhéan hiéu qua, Cam nhan rai ro va Chuan chu quan thi
sau bugc phan tich s 1iéu, chi con 2 bién c6 co so dé khang dinh rang c6 mbi quan hé
truc tiép t61 Y dinh mua hang tryc tuyén 14 Cam nhén hiéu qua va Chudn chi quan.
Véi bién Cam nhén hiéu qua, chi sd Beta cho ra ¢ mirc twong d6i cao (1.011) va c6 ¥
nghia (p-value = 0.001 < 0.05), cho thay rang bién nay co tic dong manh mé téi Y
dinh mua hang truc tuyén ctia khach hang. Con ddi véi bién Chuan chu quan, mic du
két qua cho ra 14 c6 ¥ nghia théng ké (p-value = 0.001<0.05) nhung chi s6 Beta tuong
dbi thap (0.294), cho thay bién nay mic du c6 tac dong t6i Y dinh mua hang truc tuyén
nhung chua manh mé. Hé s6 Beta cta 2 bién nay déu 16n hon 0, nghia 14 2 bién nay co
mdi quan hé tich cyc dén Y dinh mua hang. Do vay, dé tai chap nhan gia thiét H10 va
H12. Ngoai 2 bién c6 tac dong truc tiép t6i Y dinh mua hang, con c¢6 2 bién con lai 1a
Thai d6 va Cam nhan rai ro c6 chi sb p-value > 0.05, nén khong c6 y nghia théng ké.
biéu nay nghia la van chua du co s& dé khéng dinh réng Thai d6 va Cam nhan rui ro
c6 mbi quan hé tryc tiép t6i Y dinh mua hang tryc tuyén ctia khach hang. Ga thiét H9

va H11 bi tir chdi.
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Gia p-

i Coefficient z-value | Std. Err | Decision
thiét value
H14.1 | ATI x EOP = PI 0.815 0.000 | 15.819 | 0.051 Chép nhan
H14.2 | PCE x EOP = PI 0.826 0.000 | 16.149 | 0.051 Chép nhan
H14.3 | SBx EOP = PI 0.821 0.000 | 15946 | 0.051 Chép nhan
H14.4 | PR x EOP = PI 0.817 0.000 | 15.904 |0.051 Chép nhan

Bidng 4. 12:: Két qud kiém dinh gia thuyét bién diéu tiét

Trong bang 4.5.2 thé hién két qua kiém dinh mua hinh gia thiét lién quan dén

bién diéu tiét Kinh nghiém mua hang, c6 hé sb Beta déu & mirc twong dbi cao, tir 0.815

dén 0.826 va c6 y nghia thong ké (p-value = 0.000 < 0.05). Qua két qua cho thiy bién

diéu tiét Kinh nghiém mua hang c6 tac dong truc tiép dén mdi quan hé giira cac bién
Théi 3o (beta =0.815, p-value = 0.000 < 0.05) , Cam nhén hiéu qua (beta =0.826, p-
value = 0.000 < 0.05), Cam nhan rii ro (beta =0.817, p-value = 0.000 < 0.05), Chuan

chu quan (beta =0.821, p-value = 0.000 < 0.05) v6i Y dinh mua hang. Vé6i hé s Beta

duong, c6 thé khang dinh rang nhimng mdi quan hé nay 1a méi quan hé tich cuc thong

qua bién diéu tiét kinh nghiém mua hang. Vi vay, c6 thé két luan rang cac gia thiét

H14.1, H14.2, H14.3, H14.4 déu dugc chap nhan va c6 ¥ nghia thong ké.
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Hinh 4. 7: Két qud mé hinh nghién civu

(Ngubdn: Két qua nghién ciru cia tac gia, 2024)
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4.6. Chi s6 R binh phwong

Nhan to R binh phwong
IU 0.848
IA 0.907
ATI 0.862
PCE 0.860
PR 0.702
SB 0.728
PI 0.813

Bing 4. 13: Bing chi sé R binh phwong
Mo hinh ciing duoc tién hanh phan tich chi s R binh phuong, két qua cho ra

nham giai thich bién doc lap phan anh dugc bao nhién phan tram bién thién cia bién
phu thudc, va cac bién trung gian bic thip 1én bién trung gian bic cao hon, cu thé nhu
sau:

- Céc bién doc lap Chat lugng thong tin va sd luong thong tin giai thich duoc
84.8% su bién thién ctia bién Hitu ich thong tin.

- Bién Hitu ich thong tin giai thich dugc 90.7% sy bién thién cta bién Su chap
nhan thong tin.

- Bién Su chap nhén thong tin giai thich dugc 86.2% su bién thién cua bién Thai
do.

- Bién Su chép nhan thong tin giai thich duoc 86.0% su bién thién cua bién Cam
nhan hiéu qua.

- Bién Sy chap nhan thong tin giai thich dugc 70.2% su bién thién cua bién Cam
nhan rui ro.

- Bién Su chép nhan thong tin gidi thich duoc 72.8% su bién thién cua bién
Chuén chi quan.

- Céc bién Cam nhan hiéu qua va Chuén cha quan giai thich duoc 81.3% su bién
thién cua bién Y dinh mua hang.

Chi s6 R binh phuwong chi ra mirc d¢ giai thich sy bién thién ciia cac bién phu

thudc nam & muc twong doi cao.
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4.7.

Kiém dinh gia thiét

Qua qué trinh phan tich mé hinh cau tric tuyén tinh va kiém dinh gia thiét, cac

gia thiét duoc chap nhan biéu dién trong bang 4.7.1:

Gia .
i Noi dung gia thiet Beta
thiét
I Chét luong thong tin co tac dong tich cuc tdi Su hiru ich cua thong | 0.440
tin
H3 S6 lugng thong tin ¢o tic dong tich cuc téi Su hitu ich cua thong tin | 0.605
H4 Sy hitu ich cua thong tin c6 tac dong tich cuc Sy chip nhédn thong tin | 0.931
H6 Su chip nhan thong tin c¢6 tac dong tich cuc t6i Thai do 1.005
H7 Sy chip nhan thong tin ¢ tic dong tich cuc téi Cam nhan hiéu qua | 0.926
HS Su chip nhan thong tin ¢o tic dong tich cuc Cam nhan rui ro 0.878
H9 Su chap nhan thong tin c¢6 tac dong tich cuc Chuan chu quan 0.930
HI11 Cam nhén hiéu qua c6 tac dong tich cuc t6i y dinh mua hang 1.011
H13 Chuan cha quan c6 tac dong tich cuc t6i ¥ dinh mua hang. 0.294
Kinh nghiém mua hang c6 tic dong tich cuc toi mdi quan hé giira
H14.1 . o 0.815
Thai d¢ va Y dinh mua hang.
Kinh nghiém mua hang c6 tac dong tich cuc t6i mdi quan hé giita
H14.2 , 0.826
Cam nhan hi€u qua va Y dinh mua hang.
Kinh nghiém mua hang cé tic dong tich cuc téi moéi quan hé giira
H14.3 . , 0.817
Cam nhan rui ro va Y dinh mua hang.
Kinh nghiém mua hang c6 tac dong tich cuc t6i mdi quan hé giita
H14.4 0.821

Chuan cha quan va Y dinh mua hang.

Hinh 4. 8: Bing két qua kiém dinh gid thiét
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4.8. Phan tich khac biét trung binh

4.8.1. Phan tich khdc biét trung binh bién gidi tinh

Test of Homogeneity of Variances

Levene Test |dfl [df2 |p-value

10,550 1 403 |0,001

Nguon: Keét qua xu ly dir liéu cua nhom nghién cuu

Kiém dinh Levene test dat 0.001 < 0.05, nghia 13 c6 su khac biét phuong sai giira

giéi tinh, nhom nghién ciru s& sir dung két qua kiém dinh Welch.

Statistic? dfl df2 p-value
Welch 2,375 1 271,359 0,124

Nguon: Két qua xir 1y dit liéu ciia nhém nghién ciru

Kiém dinh Welch cho thay p-value kiém dinh Welch bang 0,124 > 0.05, cho thay
khong c6 su khac biét trung binh theo gioi tinh.
4.8.2. Phan tich khac biét trung binh bién thu nhip

Test of Homogeneity of Variances

Levene Test |dfl [df2 |p-value

3,580 5 1399 10,004

Nguon: Két qua xu ly dir liéu ciia nhom nghién cuu

Kiém dinh Levene test dat 0.001 < 0.05, nghia 13 c¢6 su khac biét phuong sai giita

gi6i tinh, nhom nghién ciru s& sir dung két qua kiém dinh Welch.

Statistic? dfl df2 p-value

Welch 2,426 5 59,730 0,046

Nguon: Két qua xu ly dir liéu ciia nhom nghién cuu

Kiém dinh Welch cho thay p-value kiém dinh Welch bang 0,046 < 0.05, cho thay
c6 su khac biét trung binh theo thu nhap.
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4.9. Thao luin két qua nghién ctru

Pé tai nay nham muc dich nghién ctru nhitng nhan t6 trong eWOM tac dong dén
Y dinh mua hang truc tuyén cta gidi tré tai thanh phé Da Nang. Bang cach két hop hai
md hinh 1y thuyét 1a Sy chap nhan thong tin va hanh vi du dinh. Tir 46 dua ra cac ham
¥ quan tri va giai phap c6 thé giup cic nha cung cip dich vu/san phim trén Internet cai
thién hon. D@t liéu mau sau cac budc xu ly sb liéu bao gém: danh gid do tin cay
Cronbach’s Alpha, phan tich nhan t6 kham pha EFA, phan tich nhan t6 khang dinh
CFA, danh gia tinh hoi tu va phan biét ctia cac khai niém. Két qua da chi ra nhimg gia

thiét nao dugc chap nhan hodc tir choi, tir do dé tai co thé rut ra cac thao luan sau:

4.9.1. Moi quan hé giita cac nhan to truyén miéng dién tu va sy hitu ich cua thong tin

eWOM

D3a c6 nhiéu két qua chi ra tic dong tich cuc cua chat lugng va s6 lugng thong
tin t&1 sy hiru ich thong tin (Stephanie Watts Sussman, 2003; Ismail Erkan, 2016; Choi
Meng Leong va cong su, 2021; Chu va Kim, 2011). Dé tai ciing cho ra két qua twong
tr nhu cac nha nghién ctu trude ddy. Tuy nhién, két qua cho ra c6 xuat hién diém
khac cua nghién ctru ndy so voi cac nghién ctru trude ddy. SO lugng thong tin lai c6

mirc tac dong 16n hon so v&i chat luong thong tin eWOM. Hé s6 Beta cua hai bién
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chét luong thong tin va sb lugng thong tin 1an luot 14 0.44 va 0.60. Diéu nay cho thiy
nhan thirc cta gidi tré (PN) vé su hitu ich thong tin c¢6 thién huéng chiu sy tac dong
do s6 luong thong tin nhiéu hon. Vi chat luong cac thong tin trén eWOM ngay cang
kho kiém soét, cac thong tin duge ding tai ma khong cé sy kiém duyét nao tir phia nha
quan ly. Ngudi tiéu dung 13 gi6i tré cling kho c6 thé phan biét dau 1 thong tin chit
luong. Nén ho thuong c6 xu hudng tim nhimg san pham/dich vu c6 nhiéu danh gia dé
xem xét tinh hiru ich cta thong tin. Néi don gian, nhitng phuong thirc dé truyén thong
tin eWOM cang nhiéu thi cang dé lai a4n twong ddi vé6i tinh hitu ich cua thong tin
eWOM.

Tuy nhiing dic diém tich cuc ctia ngudi cung cap théng tin déng mot vai trd quan
trong trong viéc giip nguoi don nhan thong tin cam nhan sy hitu ich cia thong tin
mang lai (Stephanie Watts Sussman, 2003; Ismail Erkan, 2016; Choi Meng Leong va
cong su, 2021). Nhung két qua sau khi phén tich dir liéu d3 chi ra rang chua di muc
tin cay dé khéng dinh c6 mbi lién hé truc tiép gitra BJ tin cdy ctua nguff)n va Su hitu ich
ctia thong tin. Diéu nay c6 thé 13 vi ddi twong khao sat 13 gidi tré, 1a dbi twong c6 hiéu
biét va co tu duy phan bién twong ddi cao, nén nhirng khia canh tich cuc cua ngudn
thong tin trén Internet chua du dé thuyét phuc dé ho cam nhén dugc rang thong tin c6
hitu ich hay khong. Ngoai ra, viéc nhu cau thong tin ciia ngudi tiép nhan thong tin
cling anh hudng dén viéc ho c6 cam nhan rang thong tin ¢6 hiru ich hay khong. Thong
tin c¢6 thé co ich véi mot sé nguoi, nhung lai khong co ich voi nhitng ngudi khac mac

du thong tin 1a dang tin cay.

4.9.2. Méi quan hé giita su hitu ich ciia théng tin eWOM va Sw chdp nhdn thong tin
eWOM

Su hitu ich c6 anh hudng tich cuc dén Su chép nhan thong tin véi chi sb tac
dong rat cao. Két qua nay tuong ty v&i cac mo hinh nghién ctru 1y thuyét va cac nghién
ctru thuc tién trude dy. Erkan va Evans (2016) ciing chimg minh diéu twong ti khi hé
sd Beta ctia Su hitu ich dbi v6i Su chip nhédn thong tin & mirc cao (0.88), tac gia ciing
d3 nhan dinh khi nguoi ding nhan thiy thong tin eWOM hitu ich, ho s& c6 xu hudng
tuong tac voi thong tin eWOM. Két qua cuiia bai nghién ctru cling hoan toan phu hop
vGi gia thiét dd dé ra ban dau va cac nghién clu trude d6 (Liu va Zhang, 2010;
Arumugam, 2016), két qua ndy cang khang dinh rang c6 nhiéu kha ning Su chip nhan
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thong tin 16n hon khi ho thiy théng tin eWOM hitu ich. Hon nita, tinh hiru ich cia
thong tin c6 anh hudng thuan loi dang ké dén viéc ap dung thong tin eWOM vi ngudi
tiéu dung cho rang thong tin tryc tuyén hitu ich va mang tinh thong tin hon dbi voi
viéc 4p dung thong tin eWOM, gitp viéc ra quyét dinh dé tiép can hon va nang cao
hiéu qua cta ching. Néu cac nhan xét, danh gia truc tuyén va y kién dugc ding bai
nhing ngudi dua ra ¥ kién hodc nguoi ¢6 kinh nghiém trong cac nén tang truc tuyén 1a

hitu ich thi ¢6 thé anh huéng dén viée tiép nhan thong tin.

4.9.3. Moi quan hé giita Sw chdp nhdn théng tin eWOM va cdc nhan t6 trong mé hinh
hanh vi dw dinh

Su chap nhan thong tin eWOM c6 tac dong tich cuc t6i tit ca cac nhan td trong
mo hinh hanh vi du dinh. Két qua nay vira c6 diém tuong dong so v6i cac bai nghién

ctru trudce day.

Céc nhan t6 Thai d6, Cam nhan hiéu qua va Chudn chu quan déu chiu tac dong
tich cuc boi Su chip nhin thong tin eWOM. Két qua nay twong ddng véi cac két qua
trudc day (Chevalier va cong sy ,2005; Cheng va cong su, 2006; Guoqing & cOng su,
2009). Cac mdi quan hé nay déu 1a nhitng mirc tic dong manh mé (1.00, 0.92, 0.93),
thé hién rang c6 mdi lién hé chat ché giita eWOM t6i cac nhén t6 trong thuyét hanh vi
du dinh. Dic biét, v6i nhan td Thai do, nhan tb nay chiu su tdc dong manh nhét véi hé
sd Beta = 1. Piéu nay chimg t6 viéc xem xét cac danh gia, phan hoi tich cuc vé san
pham/dich vu 1am cho ngudi mua hang 13 gidi tré cam thdy c6 thién cam hon vé san

pham/dich vu do.

Thém vao do, nhitng thong tin eWOM trén mang Internet ciing c6 tac dong toi
cam nhan hiéu qua cta gioi tré khi mua sim tryc tuyén. Nhitng thong tin ndy cang
gitip cho gidi tré ty tin hon vao quyét dinh khi mua hang ciia minh. Vi khi tham gia
vao cac trang mang xa hoi, ho co thé thu thap va trang bi thém cho minh nhiing kién
thirc, ki ning va nhitng thir khac dé co thé giup ban than tré thanh ngudi mua hang
thong minh. Nho viéc tham khao cac thong tin eWOM, khach hang dé dang du tinh
dugc vé san phém/dich vu ma ho s& nhan duoc, tir d6 khién ho tu tin hon khi ra quyét

dinh mua hang.
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Diém twong ddng tiép theo trong két qua cta dé tai nay véi cac bai nghién ciru
trude 14 moi quan hé gitta sy chdp nhan eWOM va chuan chi quan ciia ngudi tiép
nhan thong tin. Pay 1a méi quan hé tich cuc véi Beta ciing nam & mirc cao (0.93), thé
hién muc tdic dong manh me. Nhiing thong tin nay c6 tac dong téi gia dinh, ban be,
ngudi than hay dong nghiép cua gi6i tré. Nhitng mdi quan hé than thiét cua gidi tré
ngdy nay trai dai tir nhimg ngudi tir thé hé di trude (thé hé X, Y) dén nhiing nguoi
ddng trang lira. Ma nhimg d6i twong ndy da va dang tiép can voi Internet ciing nhu céc
trang mang xa hoi ngay cang nhiéu. Theo s6 liéu thong ké cua Datareportal nim 2023,
c6 hon 64 triéu nguoi dung tur 18 tudi trd 1én sir dung mang xa hoi ¢ Viét Nam vao dau
nam 2023. Mic du sé liéu nay chi cho thdy tong quan cta ca Viét Nam, tuy nhién Da
Néng 13 mot trong nhitng thanh phd phat trién nhat Viét Nam, nén con sb ndy ciing it
nhiéu phan anh dugc mtc d6 st dung mang di dong cia ngudi dan. Tom lai, cac mbi
quan hé than thiét ciia nguoi tré ciing bi phu thudc nhidu vao cac thong tin truyén

miéng trén Internet.

Ngoai nhimg twong dong véi cac nghién ctu trude ddy, van ton tai diém khéc
biét trong d¢ tai nay. Két qua cta dé tai di chi ra c6 mbi quan hé manh mé giita chap
nhan eWOM va cam nhan rii ro. Tuy nhién, trai véi khang dinh trudc ddy cua tac gia
Tran Thanh Ta (2022), két qua cho ra mbi quan hé nay mang tinh tich cuc. Cac thong
tin vé san pham trén Internet khong phai liic ndo ciing 1a nhiing thong tin mang tinh
tich cuc. Céc thong tin vé san pham kém chat luong, cac rii ro vé giao nhan hang hoa,
thoi gian giao nhan, bao mat thong tin hay nhiing thong tin ngoai tdm kiém soat van
lu6n hién dién. Vi thé nén mic du c6 su trang bi vé kién thuc, ki nang nhung khach

hang 14 gidi tré van ludn can than khi mua hang hoa truc tuyén.

4.9.4. Moi quan hé gitta cac nhan 16 trong mo hinh hanh vi dy dinh va Y dinh mua

hang triec tuyén

Khi xem xét mbi lién hé gitra cam nhan hi€u qua véi y dinh mua hang, cé su
trong dong trong két qua cua dé tai ndy véi cac két qua nghién ctru trude day (Ellen,
Weiner & Cobb-Walgren, 1991; Berger & Corbin, 1992; Roberts, 1996; Vermeir &
Verbeke, 2006). Két qua chi ra rang cam nhén hiéu qua c6 mdi twong quan tich cyc
v6i y dinh mua hang, hay c6 thé néi khi cam nhan hiéu qua cia ngudi tiéu dung cao
kéo theo Y dinh mua hang truc tuyén cang cao. V&i chi s Beta cia mdi quan hé nay
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1a 0.9 cang kh.'fmg dinh duoc sy tdc dong manh mé cua mbi quan hé gitta chuin muc
chu quan va y dinh mua hang. Nguyén nhan c6 su twong quan manh mé nay c6 thé 1a
vi d6i twong khao sat ctia dé tai 1a gidi tré (sinh vién hodc di di 1am). Pay 1a ddi tugng
c6 hiéu biét va co tu duy phan bién twong d6i cao, ho ¢o su tu tin vé kha ning cua
minh nén ciing s& tur tin vé ban than khi dua ra cac quyét dinh (Twenge va cong su,
2010; Young va cong sy, 2012). Thé nén, qua két qua nghién ctru, c6 thé khang dinh
réng khach hang cang c6 cam nhan hi¢u qua vé viéc mua hang truc tuyén, thi ho sé

cang ¢6 Y dinh mua hang tryc tuyén cao hon.

M&i quan hé tiép theo ciing duge chimg minh 13 ¢6 xuat hién 1a mdi quan hé giira
chuén chu quan va y dinh mua hang. Vi két qua cho ra, chuan chii quan c6 tac dong
tich cyuc t6i ¥ dinh mua hang, du véi muc tac dong 1a khong nhiéu (Beta = 0.28). Piéu
nay ching minh rang, gigi tré van c6 xu hudng bi anh hudng béi nhiing 4p luc nhan
thirc tir nhimg ngudi ma ho cho 14 than can. Tuy nhién, nhu da khang dinh & trén, mic
tac dong cua nhan t6 nay khong qua 1on. Ly do o thé 1a vi dbi twong nghién ctru 1a
gidi tré, day 1a ddi twong tu tin va it quan tdm t6i thé hé di trudc (Yakob, 2009;
Twenge va cong su, 2010). Vay nén, viéc mua hang truc tuyén ciia van bi anh hudng

nhét dinh bdi ban be, gia dinh, nguo1i than hay déng nghiép cua ho.

Trong qué trinh mua hang truc tuyén, ngoai nhitng trai nghiém tuyét voi ma nd
mang lai, van con ton tai nhiéu rui ro. Tir d6 tao nén sy bat on dinh trong qua trinh
nhan thtrc vé tinh hiéu qua trong viéc mua hang truc tuyén. Mic du di c6 nhiéu minh
chimg cho méi quan hé gita Thai d6 va Y dinh mua hang, tuy nhién trong bai nghién
clru ndy, chua c6 di co s dé khang dinh lai mdi quan hé nay. Ngoai ra, ciing chua du
co s dé chimg minh méi quan hé gitra nhan t6 Cam nhan rai ro va Y dinh mua hang.
Piéu nay bac bo két qua cac két qua trude day vé mdi quan hé nay (Li va cong su,

2020; Pappas va cong su, 2014; Rahman va Soesilo, 2018).

4.9.5. Vai tro cua nhdn to diéu tiet kinh nghiém mua hang doi voi moi quan hé gitra

cac nhén t6 trong mo hinh hanh vi dy dinh va Y dinh mua hang truc tuyén

Tac dong cia yéu to diéu tiét kinh nghiém mua hang déu kha cao, chi s6 Beta >
0.8. Viéc khach hang c6 kinh nghiém st dung dich vu mua hang trudc dé khién viéc

mua hang dugc trg nén chac chan hon. Kinh nghiém mua hang gitip di€u tiét viéc mua
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hang truc tuyén cta khach hang. Khi viéc mua hang truc tuyén truéc ddy mang lai
nhimg trai nghiém tdt, tir 46 c6 thé cung cip nhimg hinh anh tich cuc nhim cai thién
thai do khi mua hang (nhan td thai dd). Ngoai ra, qua viéc mua hang tryc tuyén cang
nhiéu lan, khach hang cang c6 nhiéu kinh nghiém hon, tir d6 su tu tin khi quyét dinh
mua hang sau ndy ciing dan nhiéu hon (nhin t6 cam nhén hiéu qua). Tuy nhién, ddi
v6i trai nghiém mua hang khong dugc t6t khi gip nhimng tinh hudng ngoai tim kiém
soat (qua trinh giao nhan, thanh todn, bao mat v.v.) cling c6 thé khién khach hang trd
nén lo ling va than trong hon trong viéc mua hang truc tuyén (nhan t6 cam nhan rui
ro). Cubi ciing, trai nghiém mua hang cua nhirng nguoi than can ciing khong kém phéan
quan trong. Diéu nay co thé khién ting hodc giam Y dinh mua hang truc tuyén cia
khach hang vi nhitng trai nghiém tot hay khong tt cua nhitng nguoi than can. Trai
nghiém mua hang cua nhitng ngudi ma khach hang cho 1a quan trong ciing tdc dong
khong nho téi Y dinh mua hang truc tuyén ciia khach hang.
5.  Kétluan - P& nghi

Sau khi thyc hién nghién ctru dinh luong, dua trén két qua kiém dinh gia thuyét,
nhom tac gid c6 mot s6 khuyén nghi cu thé khi sir dung eWOM lam cong cy thic day

Y dinh mua hang truc tuyén cua gi6i tré tai Thanh phd Da Nang nhu sau:

5.1. Ting Sw chdp nhén théong tin ciia doi twong ngwoi tiéu diing la ngwoi tré.

M&i quan hé tich cuc cta sb luong thong tin, chat luong théng tin véi Su hitu ich
thong tin va Sy hitu ich thong tin voi Su chip nhan théng tin eWOM da duoc chip
nhan két qua tai chwong 4. Vay nén nhom tac gia kién nghi sir dung cac giai phap lam
tang tinh truyén tai thong tin ma doanh nghiép mudn giri dén khach hang thong qua hai
yéu t6 vé mit sb luong va chét luong:

Pau tién, s6 lugng ngudi tré st dung mang xa hoi tai Pa Nang va trén toan thé
gidi ngay cang ting, tao ra mot co hdi 16n cho cac doanh nghiép trén nén tang thuong
mai dién tir. Do d0, cac doanh nghiép can thiét ké va ap dung cac chuong trinh wu dai
dac bi¢t cho khach hang cii da trai nghiém san phﬁm va dich vu cua hg. Cac chuong
trinh vu dai nay co thé bao gém viéc tang voucher hoac diém wu dai trén cac san
thuong mai dién tir cho cac phan hdi ¢6 gia tri, chan thuc va khéach quan. Pé dam bao
tinh chinh xac va khach quan ctia cac phan hoi, viéc ap dung doi ngii kiém tra bﬁng tri
tué nhan tao (AI) dé xac thuc va loai bo cac phan hoi khong lién quan, khong chinh

xéac 12 mot bién phap can thiét.
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Ngoai ra, viéc t chirc cac chuong trinh dung thtr san phdm méu va check-in
nhan qua, giveaway, hoic binh chon danh gia xut sic 1a nhiing giai phap hiru ich khac
dé khuyén khich khach hang chia sé danh gid va trai nghiém cua ho. Nhiing chuong
trinh nay khong chi thu thap dugc luong phan hoi 16n va chat luong tryuc tiép tir khach
hang ma con tang d¢ nhéan dién cho thuong hi€u. Ching tao ra mot cdm giac tham gia
va tuong tac tich cuc tir phia khach hang, ddng thoi cing ¢d mdi quan hé giita doanh
nghiép va khach hang.

Toém lai, viéc &p dung cac chuong trinh vu dai dac biét va td chirc cac hoat dong
twong tac khac trén mang x3 hoi 13 nhimg budc quan trong dé ting chat luong va sb
luong thong tin tich cuc tac dong dén sy hiru ich cua thong tin, tir 46 ning cao Su chip
nhan thong tin eWOM cuia doanh nghiép.

Thtr hai, nén tao dung va phat trién cac trang mang xa hoi ciia doanh nghiép, két
hop voi1 viée tham gia cac sy kién truc tuyén va truc tiép tuong tac, thu hut ddi tuong
khach hang muc tiéu 13 nguoi tré. Doanh nghiép c6 thé xdy dung va phat trién céac
kénh mang xa hoi trén cac nén tang nhu Facebook, Instagram, TikTok, YouTube, v.v,
dua trén tinh dic thu cua mdi nén tang dé tao ra ndi dung phu hop va hiéu qua. Viéc
dang tai thuong xuyén cac ndi dung sang tao, hiru ich va thu hat s€ gitp thu hut sy cht
¥ ctia khach hang va khuyén khich ho twong tac.

Thém vao d6, viéc tao ra cac video review chat lugng cung véi cac TVC quang
céo ciing 12 mot phuong tién hiéu qua dé ting cuong su chu ¥ va twong tac tir khach
hang trén mang xa hdi va cac kénh truyén thong khac. Viéc két hop noi dung hap dan
vo1 hinh anh va video s€ thu hat sy cht ¥ cua nguoi ti€u dung mot cach nhanh chéng
va hi¢u qua.

Hon nira, viéc tham gia cac hoi cho, trién 1dm truc tuyén hodc t6 chirc hoi théo,
workshop ciing 1a cach hiéu qua dé gip gd va tuong tic truc tiép véi khach hang tré
tudi, thu thap phan hdi va xay dung méi quan hé. Su giao luu va gip gb truc tiép s& tao
ra mot trai nghiém dic biét va gép phan cing cd mbi lién két giita doanh nghiép va

khach hang.
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5.2. Gia tiang nhén t6 chudn muwc chii quan, cdm nhén hiéu qua dén Y dinh mua
héng trwe tuyén

Pé c6 thé thiic day Y dinh mua hang truc tuyén ctia d6i tuong nguoi tré thi doanh
nghiép nén c6 nhiing giai phap ting hiéu qua cam nhan va chuan myc chi quan. Giai
phép cu thé ma nhém nghién ciru dé xuét nhu sau:

V& hiéu qua cam nhan, theo Vermeir va Verbeke (2006) khang dinh rang hiéu
qua cam nhan c6 mdi twong quan tich cuc véi ¥ dinh mua hang. Hiéu qua cam nhan
duoc dinh nghia 13 mic d6 ma khach hang tin tuong rang san pham/dich vu c6 thé dap
tng nhu cau va mong mudn. C6 thé 16i kéo khach hang mua san pham cia minh vi
muc dich lién quan nhu 13 hoat dong cong ddéng, bao vé mdi truong va thé hién cam
két dao dtrc ciia ho. Doanh nghiép c6 thé ap dung cung cap thong tin ddy du va chinh
xac vé san pham/dich vu qua nhiéu kénh thong tin khac nhau nhu website, brochure,
tai liéu hudng dan. Dam bao thong tin duoc cip nhat, d& hiéu va hap dan d6i voi khach
hang bang cach st dung da dang dinh dang thong tin nhu vin ban, hinh anh, video dé
thu hit sy chil y va ting tinh twong tac. Co thé chia sé cac giai thuong, chimg nhan uy
tin ma doanh nghi¢p da dat duoc va chia sé céac bai viét, nghién ctru khoa hoc lién
quan dé thé hién kién thirc chuyén mén. Tiép dén, tao dung 10ng tin ciia khach hang
bing cach cung cip chinh sach bao hanh, d6i tra rd rang va dam bao dich vu khach
hang chuyén nghiép, hd tro nhanh chong va hiéu qua. Va dic biét cac giai phap dé
tang su chdp nhan eWOM ciing dong thoi ting hiéu qua cam nhan cho khach hang.

Bang cach 4p dung cic giai phap nay, doanh nghiép co thé tao ra mot moi trudng
tich cuc va tdng hi€u qua cam nhan ctia khach hang ddi vé6i san phém/dich vu, tur do
thic day Y dinh mua hang truc tuyén va ning cao doanh sé ban hang.

Vé chuan myc chi quan, nhém tac gia kién nghi doanh nghiép nén hop tac véi
nhimg nguoi c6 anh hudng (Influencer/ KOLs) trong linh vuc lién quan dé quang ba
san pham/dich vu va tiép cin khach hang tiém ning. Str dung ndi dung do KOLs tao ra
dé quang ba san pham/dich vu trén cac kénh mang xa hoi va website, ngoai ra c6 thé
tim kiém nguoi ndi tiéng sir dung san pham ctia doanh nghiép, nd c6 thé thu hat sy chua
y cta ngudi hdm md ho va nhitng nguoi theo doi ho trén mang xa hoi. Xu hudng fan
ham m bt chudc than twong trong moi khia canh tir phong cach thoi trang, kiéu toc,
16i sdng dén nhitng thoi quen thudng ngdy ngay cang phd bién.. Va véi viéc ngudi ndi

tiéng st dung san phém c6 thé dugc xem nhu 1 sy chtirng thyc cho chat luong va hi¢u
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qua ctia san pham. Diéu nay co6 thé gitip doanh nghiép xay dung long tin voi khach
hang tiém ning va khuyén khich ho mua hang va n6 ¢6 thé tao ra xu hudng va khién

moi ngudi muodn mua san pham do.

5.3. Gidam thiéu nhdn té anh hwéng tiéu cwe dén Y dinh mua hang truc tuyén

Ngoai viéc ddy manh cic yéu td c6 thé thuc diy thong tin eWOM cua doanh
nghiép mot cach tich cuc, doanh nghiép ciing nén co giai phap han ché nhitng nhan t6
gy nhidu dén y dinh mua san pham, dich vu ctia khach hang.

Doanh nghiép hiy lang nghe cac ¥ kién phan hoi cuia khach hang, ca tich cuc 1an
tiéu cuc va phan hdi mot cach nhanh chong va chuyén nghiép cho nhimg ¥ kién tiéu
cuc. Ngoai ra, hiy thé hién su ton trong ddi voi khach hang va giai quyét van dé cua
ho mgt cach hiéu qua. Tur do, cach doanh nghi¢p xay dung hé théng quan ly céac thong
tin eWOM thu thap tir khach hang dé c6 thé dua dén san pham, dich vu dép Gmg nhu
cau va mong doi cua khach hang. Cai tién san phém, dich vu lién tuc dua trén phan hdi
ctia khach hang va cung cap dich vu khach hang tot nhat c6 thé. Phuong an trén s&
gitip cho doanh nghiép tao dung danh tiéng truc tuyén tot dep cho thwong hiéu dong
thoi khuyén khich khach hang hai 1ong chia sé danh gid tich cuc vé san pham, dich vu
tang chat lugng thong tin eWOM ciia doanh nghiép, dé dang xir Iy cac danh gia tiéu
cuc mot cach hi€u qua.

Thém nira, doanh nghi€p nén cdp nhat cac xu hudng vé danh gia, nhan xét cua
khach hang tai dia phuong, trang bi kién thirc vé hanh vi ctia ngudi tiéu dung trong
mdi trudng tryc tuyén dé cé thé diéu chinh cac chién lugc lién quan. Viée gidam thiéu
cac yéu td gy tiéu cuc s& gitp kinh nghiém mua hang cta khach hang dic biét 1a d6i
turong giGi tré, nhimg nhimg thudng xuyén mua hang ¢ tac dong tich cuc 1én cac mdi
quan hé lién quan dén Y dinh mua hang truc tuyén tir d6 ting Y dinh mua hang truc
tuyén ciia khach hang hon.Péng gop ctia nghién ciru
5.4. Khuyén nghi cho nha nuéc

Céc thong tin truyén miéng dién tir tiéu cuc va thong tin khong chinh xac dong
gbp vao vi¢c tao ra mGt moi truong mang xa hoi tieu cuc va khong thé kiém soat hoan
toan. Nhing thong tin nay c6 thé lan truyén nhanh chéng va gay ra nhiing hau qua tiéu
cuc ddi voi cong déng, tir viéc lan truyén tin don, thong tin sai 1éch dén viéc xuyén tac

su that va gy hon loan xa hoi.
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Vi vay, nha nudc can phai dua ra cach thirc han ché va xir phat néu c6 vi pham
tiéu chuan dao duc va phap lut trén khong gian mang. Viéc giam sat chit ché cac
ngudn phat thong tin truyén miéng dién tir 1a can thiét, cing vé6i viée thiét 1ap bo quy
tac kiém duyét va kiém soat gt gao cac thong tin dugc lan truyén trén mang. Diéu nay
gitip ngan chin sy lan truyén cua tin don va thong tin khong chinh xac, tir d6 bao vé
ngudi dan khoi nhitng thong tin doc hai va tiém an nguy co dén an ninh quéc gia.

Ngoai ra, viéc that chat cac quy dinh vé tu do ngodn ludn cling 1a mot cach dé dam
bao chét luong thong tin trén mang. Bang cach nay, khong chi tao diéu kién cho méi
truong mang tré nén an toan hon ma con nang cao tinh minh bach va trung thuc cua
thong tin, ddng thoi ting cuong uy tin vé an ninh mang cua Nha nudc.

Han ché ctia nghién ctru va huéng nghién ciru tiép theo

Bai nghién ctru trén cta nhom tac gia chi duoc thuc hién va khao sat d6i tugng
gidi tré trén dja ban thanh phd Pa Néng diéu nay co6 thé din dén su giam sy da dang
clia cac mau. Viéc han ché khi thuc hién trén pham vi hep 1a do thiéu hut nhan lyuc tuy
nhién két qua thu dugc van c6 tinh dai dién cho céc khu vuc lan cén hodc c6 dic diém
tuong déng vé mit kinh té, xa hoi, van hoa,...Dé khic phuc diéu nay va hudng dén bai
nghién ctru tiép theo, tic gia dé nghi md rong pham vi dia 1y nghién ciru 1én toan quéc,
mién Trung hoic Nam Trung B vdi cac ddi twong 16n hon nhu genZ, genY, ngudi
trung nién,...

Tiép theo 13 han ché vé mat dir liéu cat ngang, nhom tac gia da thu thap va xu Iy
dit cac mau dit lidu trong mot thoi diém nhat dinh 1a nim 2024. Day 1a han ché phé
bién trong cac bai nghién ctru khoa hoc khi ma dit liéu cit ngang chi cho biét gia tri
clia cac bién tai mot thoi diém nhat dinh, do d6 rat kho dé xac dinh mdi quan hé nhan
qua giita cac bién. Ngoai ra, két qua nghién ctru c¢6 thé bi anh hudng boi cac yéu td
nhiéu, dan dén két qua nghién ctru khong chinh xac sau mot thoi gian. Dir lidu cat
ngang chi cung cap cho ta thong tin vé tinh trang ctia mot hién tuong tai mot thoi diém
nhat dinh, do d6 khong thé cung cip thong tin vé xu hudng thay doi cia hién twong d6
theo thoi gian.

Ngoai ra, bai nghién ctru trén chi dua ra cac nhan to tac dong truc tiép ma chua
khai thac thém dugc cac nhan td trung gian khac nhu cam nhan dé sir dung, kiém soat
hanh vi, su phu hop thong tin, nhu cau thong tin, kién thirc va nhén thtc cua khach

hang,..v...v...Diéu nay c6 thé gy ra viéc nhitng yéu td trung gian dong vai trd quan

86



trong trong mdi quan hé giita cac bién, nhung lai chua dugc nghién ctiru do nha nghién
ctru chi tap trung vao cac nhan t tic dong truc tiép. Viée bo sot cac yéu td trung gian
nay cé thé dan dén viéc thiéu chinh xac trong két qua nghién ciru va lam giam tinh
tong quat ciia nghién ctru. Nhém tac gia cling mong mudn rang nghién ciru tiép theo co
thé bd sung cac 1y thuyét khac nhu TAM hay UTAUT vao khung nghién ctru, giup
hoan thién bai mé hinh nghién ctru hon.

Tom lai, bai nghién ctru da hoan thanh cac muc tiéu ban dau dé ra. V&i nhimg két
qua da dat duoc, nghién ctru mot mit cung cap bang ching khoa hoc vé truyén miéng
dién tir, mat khac ciing gop phan giai thich nhimg thyuc tién trong mdi quan hé cac
nhan t6 tic dong dén Y dinh mua hang tryc tuyén ctia nguoi tré Pa Néng. Truyén
miéng dién tr 1a mdt cong cu hiru ich can dugc quan tam hon nira nham thac déy Y
dinh mua hang tryc tuyén cia nhém nguoi tré Pa Nang. V§i nghién ctru nay, nhom tac
gia hy vong cac doanh nghiép, nha quan 1y, nha ban hang s& chu trong hon nira vé viéc
khuyén khich ting cudng truyén miéng dién tir vé mua hang trén Internet vi ddy 13 mot
phuong thie khong tén qua nhiéu ngudn luc, chi phi lai thap ma hiéu qua lai rat cao

5.5. Han ché ciia nghién ciru va hwéng nghién ciru tiép theo

Bai nghién ctru trén cia nhoém tac gid chi dugc thyc hi¢n va khao sat dbi tuong
gidi tré trén dia ban thanh phd Da Néng didu nay co thé din dén sy giam sy da dang
clia cac mau. Viéc han ché khi thyc hién trén pham vi hep 1a do thiéu hut nhan lyc tuy
nhién két qua thu duoc van c6 tinh dai dién cho cac khu vuc 1an can hoidc c6 dic diém
tuong déng vé mat kinh té, x4 hoi, van hoa,... Dé khic phuc diéu nay va hudng dén bai
nghién ctru tiép theo, tac gia dé nghi mé rong pham vi dia Iy nghién ctru 1én toan qudc,
mién Trung hoic Nam Trung B vdi cac ddi twong 16n hon nhu genZ, genY, ngudi
trung nién,...

Tiép theo 14 han ché vé mit dir liéu cat ngang, nhom tac gia da thu thap va xir ly
dir cac mau dit liéu trong mot thoi diém nhét dinh 1a nim 2024. bay Ia han ché phé
bién trong cac bai nghién ctru khoa hoc khi ma dit liéu cit ngang chi cho biét gia tri
clia cac bién tai mot thoi diém nhat dinh, do d6 rat kho dé xac dinh mdi quan hé nhan
qua gifta cac bién. Ngoai ra, két qua nghién ctru cé thé bi anh hudéng boi cac yéu td
nhidu, dan dén két qua nghién ctu khong chinh xac sau mot thoi gian. Dir lidu cat

ngang chi cung cap cho ta thong tin vé tinh trang cia mot hién twong tai mot thoi diém
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nhat dinh, do d6 khong thé cung cip thong tin vé xu hudng thay doi cua hién twong d6
theo thoi gian.

Ngoai ra, bai nghién ctru trén chi dua ra cac nhan to tic dong truc tiép ma chua
khai thac thém dugc cic nhan t6 trung gian khac nhu cdm nhan dé sir dung, kiém soat
hanh vi, sy phu hop thong tin, nhu cau thong tin, kién thirc va nhan thirc cta khach
hang,..v...v...Diéu nay c6 thé gy ra viéc nhitng yéu td trung gian dong vai trd quan
trong trong mdi quan hé gitta cac bién, nhung lai chua dugc nghién ctiru do nha nghién
ctru chi tap trung vao cac nhan td tic dong truc tiép. Viéc bo sot cac yéu td trung gian
nay c6 thé dan dén viéc thiéu chinh xac trong két qua nghién ctru va lam giam tinh
tdng quat ctia nghién ctru. Nhom tac gia cling mong mudn rang nghién ciru tiép theo co
thé bd sung cac 1y thuyét khac nhw TAM hay UTAUT vao khung nghién ctru, gitp
hoan thi¢n bai mé hinh nghién ctru hon.

Tom lai, bai nghién ctru dd hoan thanh cac muc tiéu ban dau dé ra. Vi nhitng két
qua di dat duoc, nghién ctru mot mit cung cap bang ching khoa hoc vé truyén miéng
dién tir, mat khac ciing gop phan giai thich nhimng thyc tién trong mdi quan hé cac
nhan t6 tac dong dén Y dinh mua hang truc tuyén ciia ngudi tré Pa Nang. Truyén
miéng di¢n tr 1a mot cong cu hitu ich can dugc quan tam hon nita nham thic déy Y
dinh mua hang tryc tuyén cia nhém ngudi tré Pa Ning. Vi nghién ctru ndy, nhom tac
gia hy vong cac doanh nghiép, nha quéan 1y, nha ban hang s& chu trong hon nita vé viéc
khuyén khich ting cudng truyén miéng dién tr vé mua hang trén Internet vi day 1a mot
phuong thurc khong tén qua nhiéu nguén luc, chi phi lai thép ma hi¢u qua lai rat cao
6. Tai liéu tham khao, phu luc

Phu luc 1: Tong hop két qua

(];:1?111 Crobach’s [ ppy | cra Outer AVE | CR
Sat Alpha Loading
Chét luong thong tin — IQL
IQL1 0.73 | 1.186 0.828
IQL2 0.87 0.71 | 1.169 0.85 0.69 0.87
IQL3 0.56 | 1.081 0.82
Do tin cdy cua ngudn — SC
SCl1 0.64 | 1.108 0.825
SC2 092 0.76 | 1.229 0.864 0.74 1 0521
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SC3 0.82 | 1.235 0.894
SC4 0.75 | 1.241 0.858
S6 lugng thong tin — IQT
IQT1 0.71 1.121 0.795
IQT2 0.87 0.71 | 1.182 0.858 0.68 0.86
IQT3 0.72 | 1.164 0.824
Su hitu ich cta thong tin- [U
U1 0.89 | 1.187 0.862
U2 0.88 0.86 | 1.165 0.87 0.72 0.89
1U3 0.79 | 1.108 0.813
Su chap nhan thong tin -IA
IA1 0.85 | 1.148 0.851
1A2 0.89 | 1.116 0.876
IA3 09 0.8 1.055 0.799 07 0906
1A4 0.81 1.126 0.829
Théi do - ATI
ATI1 0.86 | 1.215 0.827
ATI2 0.86 0.82 | 1.141 0.845 0.68 0.86
ATI3 0.8 1.148 0.803
Cam nhan hiéu qua — PCE
PCE1 0.78 | 1.136 0.773
PCE2 075 0.78 | 1.113 0.784 0.6 076
Cam nhan rai ro — PR
PR1 0.78 1.17 0.813
PR2 0.8 1.196 0.82
PR3 0.83 | 1.189 0.825
PR4 09 0.81 1.142 0.775 0.6 09
PR5 0.64 | 1.016 0.63
PR6 0.78 | 1.144 0.776
Chuan chi quan — SB
SB1 0.79 1.23 0.839
SB2 0.87 0.9 1.183 0.842 0.69 0.87
SB3 0.81 | 1.162 0.815
Kinh nghi¢m mua hang — EOP
EOPI 0.84 | 1.191 0.835
EOP2 0.94 0.82 1.14 0.822 0.71 0.94
EOP3 0.86 | 1.185 0.861
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EOP4 0.87 | 1.193 0.865
EOP5 0.86 | 1.228 0.855
EOP6 0.81 | 1.159 0.823
Y dinh mua hang truc tuyén — PI
PI1 0.84 | 1.219 0.847
PI2 0.82 | 1.096 0.842
PI3 089 0.82 | 1.153 0.798 0.68 089
PI4 0.82 | 1.234 0.811
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Phu luc 2: Két qua kiém dinh Cronbach’s Alpha trén phan mém Rstudio
- Két qua lan 1 ciia bién Thai do

ReliabiTlity analysis
call: alpha(x = ATI)

raw_alpha std.alpha G6(smc) average_r S/N ase mean sd median_r
0.84 0.85 0.85 0.52 5.5 0.013 4.9 1.2 0.52

95% confidence boundaries
Tower alpha upper
Feldt 0.82 0.84 0.87
Duhachek 0.82 0.84 0.87

ReliabiTlity if an item is dropped:
raw_alpha std.alpha G6(smc) average_r S/N alpha se var.r med.r

ATI1 0.81 0.81 0.80 0.52 4.3 0.016 0.018 0.52
ATI2 0.81 0.81 0.81 0.52 4.3 0.016 0.021 0.50
ATI3 0.79 0.79 0.80 0.48 3.7 0.018 0.027 0.44
ATI4 0.80 0.81 0.79 0.52 4.3 0.017 0.033 0.54
ATI5 0.85 0.85 0.83 0.58 5.6 0.013 0.014 0.61

Item statistics
n raw.r std.r r.cor r.drop mean sd
ATI1 405 0.79 0.80 0.75 0.65 5.1 1.5
ATI2 405 0.78 0.80 0.75 0.66 5.0 1.4

ATI3 405 0.84 0.85 0.81 0.74 5.0 1.4
ATI4 405 0.80 0.79 0.73 0.67 4.7 1.5
ATI5 405 0.72 0.70 0.60 0.53 4.4 1.6

Non missing response frequency for each item

1 2 3 4 5 6 7 miss
ATI1 0.03 0.01 0.06 0.28 0.19 0.22 0.20
ATI2 0.02 0.01 0.06 0.27 0.25 0.22 0.16
ATI3 0.02 0.02 0.06 0.26 0.20 0.25 0.18
ATI4 0.04 0.04 0.09 0.29 0.23 0.19 0.13
ATI5 0.07 0.08 0.08 0.31 0.17 0.18 0.10

o O O © O

- Két qui lan 2 cta bién Thai do

ReliabiTlity analysis
call: alpha(x = ATI)
raw_alpha std.alpha G6(smc) average_r S/N ase mean sd median_r
0.85 0.85 0.83 0.58 5.6 0.013 51.2 0.61
95% confidence boundaries
Tower alpha upper
Feldt 0.82 0.85 0.87
buhachek 0.82 0.85 0.87
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ReliabiTlity if an item is dropped:

raw_alpha std.alpha G6(smc) average_r S/N alpha se
0.56
0.56
0.53
0.68

ATI1 0.79 0.79 0.73
ATI2 0.79 0.79 0.74
ATI3 0.77 0.77 0.72
ATI4 0.86 0.87 0.81

Item statistics
n raw.r std.r r.cor r.drop mean

sd

ATI1 405 0.85 0.85 0.79 0.71 5.1 1.5
ATI2 405 0.85 0.85 0.79 0.72 5.0 1.4
ATI3 405 0.88 0.88 0.83 0.77 5.0 1.4
ATI4 405 0.75 0.74 0.60 0.55 4.7 1.5
Non missing response frequency for each item
7 miss

1 2 3 4 5 6
ATI1 0.03 0.01 0.06 0.28 0.19 0.22 0.2
ATI2 0.02 0.01 0.06 0.27 0.25 0.22 0.1
ATI3 0.02 0.02 0.06 0.26 0.20 0.25 0.1
ATI4 0.04 0.04 0.09 0.29 0.23 0.19 0.1

- Két qua chay lan 1 ciia bién Kinh nghiém mua hang

ReliabiTlity analysis
call: alpha(x = EOP)

raw_alpha std.alpha G6(smc) average_r S/N
0.67 14 0.005

0.93 0.93 0.93

95% confidence boundaries
Tower alpha upper
Feldt 0.92 0.93 0.9
Duhachek 0.92 0.93 0.94

ReliabiTlity if an item is dropped:

0
6
8
3

3
3
3
6

0
0
0
0

.9
.8
.4
.4

0.018
0.018
0.020
0.012

ase mean
4.9 1.

raw_alpha std.alpha G6(smc) average_r S/N alpha se
0.
.67
.66
.65
.66
.67
.71

EOP1 0.92 0.92 0.92
EOP2 0.92 0.92 0.92
EOP3 0.92 0.92 0.92
EOP4 0.92 0.92 0.91
EOP5 0.92 0.92 0.91
EOP6 0.92 0.92 0.92
EOP7 0.94 0.94 0.93

Item statistics
n raw.r std.r r.cor r.drop mean

EOP1 405 0.85 0.85 0.82 0.79 4.8
EOP2 405 0.84 0.85 0.82 0.79 4.9
EOP3 405 0.87 0.87 0.85 0.82 4.9
EOP4 405 0.89 0.89 0.88 0.85 4.9
EOP5 405 0.88 0.88 0.86 0.83 4.8
EOP6 405 0.85 0.85 0.82 0.79 5.0
EOP7 405 0.74 0.74 0.68 0.65 4.9

o O O O O o

R R R R R R

67

sd

>~ A D SA D

.4

Non missing response frequency for each item

92

12
12
12
11
12
12
15

0.

o O O O O o

0059
.0059
.0061
.0063
.0062
.0059
.0049

var.r med.r

0.00870
0.01748
0.02300
0.00063

0.57
0.57
0.47
0.69

sd median_r
2 0.69

var.r med.r

.0058
.0066
.0066
.0068
.0068
.0083
.0014

O O O O O o o

0.

o O O O O o

69
.69
.67
.69
.67
.69
.72



1 2 3 4 5 6 7 miss

EOP1 0.02 0.01 0.09 0.35 0.18 0.18 0.17 0
EOP2 0.02 0.02 0.07 0.29 0.23 0.22 0.14 0
EOP3 0.02 0.01 0.09 0.30 0.21 0.22 0.14 0
EOP4 0.03 0.01 0.08 0.30 0.24 0.21 0.14 0
EOP5 0.03 0.03 0.08 0.32 0.22 0.19 0.14 0
EOP6 0.02 0.02 0.08 0.27 0.22 0.23 0.16 0
EOP7 0.02 0.02 0.09 0.27 0.24 0.20 0.16 0

- Két qua cudi cung ciia kiém dinh Cronbach’s Alpha

call: alpha(x = 1IQL)
raw_alpha std.alpha G6(smc) average_r S/N ase mean sd median_r
0.87 0.87 0.82 0.69 6.7 0.011 4.8 1.2 0.67
95% confidence boundaries
Tower alpha upper
Feldt 0.85 0.87 0.89
Duhachek 0.85 0.87 0.89
ReliabiTlity if an item is dropped:
raw_alpha std.alpha G6(smc) average_r S/N alpha se var.r med.r

IQLl 0.80 0.80 0.67 0.67 4.0 0.020 NA 0.67
IQL2 0.80 0.80 0.67 0.67 4.1 0.020 NA 0.67
IQL3 0.85 0.85 0.73 0.73 5.5 0.015 NA 0.73

Item statistics
n raw.r std.r r.cor r.drop mean sd
IQL1l 405 0.90 0.90 0.83 0.77 4.8 1.4
IQL2 405 0.90 0.90 0.83 0.77 4.8 1.4
IQL3 405 0.87 0.88 0.77 0.72 4.7 1.3
Non missing response frequency for each item
1 2 3 4 5 6 7 miss
IQLl 0.03 0.02 0.07 0.37 0.19 0.17 0.16 0
IQL2 0.03 0.01 0.06 0.32 0.24 0.21 0.12 0
IQL3 0.02 0.02 0.08 0.36 0.23 0.19 0.09 0
call: alpha(x = sC)
raw_alpha std.alpha G6(smc) average_r S/N ase mean sd median_r
0.92 0.92 0.9 0.74 11 0.0066 4.7 1.3 0.73
95% confidence boundaries
Tower alpha upper
Feldt 0.90 0.92 0.93
Duhachek 0.91 0.92 0.93
ReliabiTlity if an item is dropped:
raw_alpha std.alpha G6(smc) average_r S/N alpha se var.r med.r

SC1 0.91 0.91 0.87 0.77 9.9 0.0079 0.00088 0.78
SC2 0.89 0.89 0.85 0.73 8.1 0.0094 0.00313 0.72
SC3 0.88 0.88 0.83 0.71 7.4 0.0102 0.00075 0.72
SC4 0.89 0.89 0.85 0.74 8.5 0.0091 0.00116 0.72

Item statistics
n raw.r std.r r.cor r.drop mean sd
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SC1
SC2
SC3
Sc4
Non

SC1
SC2
SC3

405
405
405
405

0.87
0.90
0.92
0.90

0.87
0.90
0.92
0.90

0.80
0.86
0.89
0.85

0.77
0.82
0.85
0.81

4.7 1.3
4.6 1.4
4.8 1.4
4.7 1.4

missing response

1 2
0.02 0.02
0.03 0.04
0.02 0.03

3
.09 0.
.10 0.

frequency for each item
4 5 6 7 miss
32 0.25 0.19 0.11 0
33 0.20 0.20 0.10

o O O O

0
.10 0.29 0.24 0.19 0.12 0
SCc4 0.03 0.04 0.10 0.28 0.21 0.23 0.10 0
call: alpha(x = 1IQT)
raw_alpha std.alpha G6(smc) average_r S/N ase mean sd median_r
0.87 0.87 0.81 0.68 6.4 0.012 4.9 1.2 0.68
95% confidence boundaries
Tower alpha upper
Feldt 0.84 0.87 0.89
Duhachek 0.84 0.87 0.89
ReliabiTlity if an item is dropped:
raw_alpha std.alpha G6(smc) average_r S/N alpha se var.r med.r
0.82 0.82 0.70 0.70 4.7 0.017 NA 0.70
IQT2 0.79 0.79 0.66 0.66 3.9 0.020 NA 0.66
IQT3 0.81 0.81 0.68 0.68 4.3 0.019 NA 0.68
Item statistics
n raw.r std.r r.cor r.drop mean sd
IQTl 405 0.88 0.88 0.78 0.73 4.9 1.4
IQT2 405 0.89 0.90 0.82 0.76 4.9 1.4
IQT3 405 0.89 0.89 0.80 0.74 5.01.4
Non missing response frequency for each item
1 2 3 4 5 6 7 miss
IQT1 0.02 0.02 0.06 0.30 0.23 0.20 0.16 0
IQT2 0.02 0.03 0.06 0.27 0.25 0.25 0.12 0
IQT3 0.03 0.02 0.06 0.27 0.24 0.22 0.15 0

IQTl

ReliabiTlity analysis
call: alpha(x = 1U)
raw_alpha std.alpha G6(smc) average_r S/N ase mean
0.88 0.88 0.84 0.72 7.6 0.01
95% confidence boundaries
Tower alpha upper
Feldt 0.86 0.88 0.9
Duhachek 0.86 0.88 0.9
ReliabiTlity if an item is dropped:
raw_alpha std.alpha G6(smc) average_r S/N alpha se var.r med.r

sd median_r
51.2 0.7

Iul 0.81 0.81 0.68 0.68 4.2 0.019 NA 0.68
TU2 0.82 0.82 0.70 0.70 4.7 0.017 NA 0.70
Iu3 0.87 0.87 0.77 0.77 6.7 0.013 NA 0.77

Item statistics
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n raw.r std.r r.cor r.drop mean sd
IUl 405 0.92 0.91 0.86 0.80 4.9 1.4
IU2 405 0.91 0.91 0.84 0.79 4.9 1.3
IU3 405 0.88 0.88 0.78 0.73 5.11.4
Non missing response frequency for each item

1 2 3 4 5 6 7 miss
Iul 0.02 0.01 0.06 0.33 0.22 0.20 0.16 0
IU2 0.02 0.01 0.08 0.28 0.25 0.23 0.13 0
Tu3 0.02 0.01 0.06 0.28 0.20 0.27 0.16 0

ReliabiTlity analysis
call: alpha(x = IA)
raw_alpha std.alpha G6(smc) average_r S/N ase mean sd median_r
0.9 0.9 0.88 0.7 9.4 0.0079 5.1 1.2 0.7
95% confidence boundaries
Tower alpha upper
Feldt 0.89 0.9 0.92
Duhachek 0.89 0.9 0.92
Reliability if an item is dropped:
raw_alpha std.alpha G6(smc) average_r S/N alpha se var.r med.r

IAl 0.87 0.87 0.82 0.69 6.8 0.0112 0.00077 0.71
IA2 0.86 0.86 0.80 0.67 6.2 0.0120 0.00017 0.67
IA3 0.89 0.89 0.84 0.72 7.8 0.0099 0.00192 0.71
IA4 0.88 0.88 0.84 0.72 7.6 0.0102 0.00260 0.71

Item statistics

n raw.r std.r r.cor r.drop mean sd
IAl 405 0.89 0.89 0.84 0.79 5.11.4
IA2 405 0.90 0.91 0.87 0.83 5.0 1.3
IA3 405 0.8 0.86 0.79 0.75 5.1 1.3
IA4 405 0.87 0.87 0.80 0.76 5.1 1.4
Non missing response frequency for each item

1 2 3 4 5 6 7 miss
IA1 0.02 0.01 0.05 0.28 0.22 0.26 0.16 0
IA2 0.02 0.01 0.05 0.26 0.27 0.26 0.12 0
IA3 0.02 0.01 0.05 0.27 0.25 0.26 0.15 0
IA4 0.02 0.01 0.06 0.27 0.20 0.29 0.14 0

ReliabiTlity analysis
call: alpha(x = ATI)
raw_alpha std.alpha G6(smc) average_r S/N ase mean sd median_r
0.86 0.87 0.81 0.68 6.4 0.012 51.3 0.69
95% confidence boundaries

Tower alpha upper

Feldt 0.84 0.86 0.89

Duhachek 0.84 0.86 0.89

ReliabiTlity if an item is dropped:
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raw_alpha std.alpha G6(smc) average_r S/N alpha se var.r med.r

ATI1 0.79 0.79 0.65 0.65 3.8 0.021 NA 0.65
ATI2 0.81 0.81 0.69 0.69 4.4 0.019 NA 0.69
ATI3 0.82 0.83 0.70 0.70 4.8 0.017 NA 0.70

Item statistics
n raw.r std.r r.cor r.drop mean sd
ATI1 405 0.90 0.90 0.82 0.76 5.1 1.5
ATI2 405 0.88 0.89 0.80 0.74 5.0 1.4
ATI3 405 0.88 0.88 0.78 0.73 5.0 1.4
Non missing response frequency for each item
1 2 3 4 5 6 7 miss
ATI1 0.03 0.01 0.06 0.28 0.19 0.22 0.20 0
ATI2 0.02 0.01 0.06 0.27 0.25 0.22 0.16 0
ATI3 0.02 0.02 0.06 0.26 0.20 0.25 0.18 0

ReliabiTlity analysis
call: alpha(x = PCE)
raw_alpha std.alpha G6(smc) average_r S/N ase mean sd median_r
0.75 0.75 0.61 0.61 3.1 0.024 4.9 1.3 0.61
95% confidence boundaries
Tower alpha upper
Feldt 0.70 0.75 0.8
bDuhachek 0.71 0.75 0.8
ReliabiTlity if an item is dropped:
raw_alpha std.alpha G6(smc) average_r S/N alpha se var.r med.r
PCE1l 0.63 0.61 0.37 0.61 1.5 NA 0 0.61
PCE2 0.59 0.61 0.37 0.61 1.5 NA 0 0.61
Item statistics
n raw.r std.r r.cor r.drop mean sd
PCEL1 405 0.90 0.9 0.7 0.61 4.7 1.5
PCE2 405 0.89 0.9 0.7 0.61 5.0 1.4
Non missing response frequency for each item
1 2 3 4 5 6 7 miss
PCEL1 0.03 0.05 0.07 0.33 0.22 0.17 0.14 0
PCE2 0.02 0.01 0.08 0.27 0.23 0.20 0.19 0

ReliabiTlity analysis
call: alpha(x = PR)
raw_alpha std.alpha G6(smc) average_r S/N ase mean sd median_r
0.9 0.9 0.9 0.6 9 0.008 4.9 1.2 0.61
95% confidence boundaries
Tower alpha upper
Feldt 0.88 0.9 0.91
Duhachek 0.88 0.9 0.91
ReliabiTlity if an item is dropped:
raw_alpha std.alpha G6(smc) average_r S/N alpha se var.r med.r
PR1 0.88 0.88 0.87 0.60 7.5 0.0095 0.0053 0.61
PR2 0.88 0.88 0.86 0.59 7.3 0.0097 0.0063 0.60
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PR3 0.87 0.87 0.87 0.58 6.9 0.0104 0.0122 0.60

PR4 0.87 0.88 0.87 0.59 7.1 0.0102 0.0125 0.61
PR5 0.90 0.90 0.89 0.64 9.0 0.0080 0.0030 0.64
PR6 0.88 0.88 0.88 0.60 7.4 0.0099 0.0131 0.62

Item statistics
n raw.r std.r r.cor r.drop mean sd

PR1 405 0.81 0.81 0.78 0.72 5.0 1.4
PR2 405 0.83 0.83 0.80 0.74 5.0 1.5
PR3 405 0.85 0.8 0.82 0.78 4.9 1.4
PR4 405 0.84 0.84 0.80 0.77 4.8 1.5
PR5 405 0.74 0.73 0.65 0.61 4.6 1.6
PR6 405 0.82 0.82 0.77 0.74 5.0 1.5

Non missing response frequency for each item
1 2 3 4 5 6 7 miss

PR1 0.02 0.01 0.07 0.32 0.17 0.21 0.19 0
PR2 0.03 0.01 0.09 0.27 0.19 0.25 0.17 0
PR3 0.03 0.02 0.08 0.28 0.22 0.22 0.15 0
PR4 0.03 0.02 0.10 0.28 0.20 0.22 0.15 0
PR5 0.06 0.06 0.07 0.28 0.21 0.20 0.12 0
PR6 0.03 0.01 0.08 0.27 0.21 0.22 0.17 0

ReliabiTlity analysis
call: alpha(x = SB)
raw_alpha std.alpha G6(smc) average_r S/N ase mean sd median_r
0.87 0.87 0.82 0.69 6.7 0.011 51.3 0.71
95% confidence boundaries
Tower alpha upper
Feldt 0.85 0.87 0.89
Duhachek 0.85 0.87 0.89
ReliabiTlity if an item is dropped:
raw_alpha std.alpha G6(smc) average_r S/N alpha se var.r med.r

SB1 0.84 0.84 0.73 0.73 5.3 0.016 NA 0.73
SB2 0.78 0.78 0.64 0.64 3.5 0.022 NA 0.64
SB3 0.83 0.83 0.71 0.71 4.9 0.017 NA 0.71

Item statistics

n raw.r std.r r.cor r.drop mean sd
SB1 405 0.88 0.88 0.78 0.73 5.1 1.5
SB2 405 0.91 0.91 0.85 0.79 5.0 1.4
SB3 405 0.88 0.88 0.79 0.74 5.01.4
Non missing response frequency for each item

1 2 3 4 5 6 7 miss
SsBl1 0.02 0.03 0.06 0.26 0.18 0.26 0.19 0
SB2 0.03 0.02 0.07 0.25 0.23 0.26 0.14 0
SB3 0.02 0.03 0.06 0.27 0.21 0.26 0.15 0

Reliability analysis
call: alpha(x = EOP)
raw_alpha std.alpha G6(smc) average_r S/N ase mean sd median_r
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0.94 0.94 0.93

95% confidence boundaries
Tower alpha upper
Feldt 0.93 0.94 0.95
Duhachek 0.93 0.94 0.95

ReliabiTlity if an item is dropped:

raw_alpha std.alpha G6(smc) average_r S/N alpha se

EOP1 0.93 0.93 0.91 0.71
EOP2 0.93 0.93 0.91 0.72
EOP3 0.92 0.92 0.91 0.71
EOP4 0.92 0.92 0.91 0.70
EOP5 0.92 0.92 0.91 0.71
EOP6 0.93 0.93 0.92 0.72

Item statistics
n raw.r std.r r.cor r.drop mean sd

EOP1 405 0.87 0.87 0.84 0.81 4.8 1.4
EOP2 405 0.86 0.86 0.82 0.80 4.9 1.4
EOP3 405 0.88 0.88 0.85 0.83 4.9 1.4
EOP4 405 0.89 0.89 0.86 0.83 4.9 1.4
EOP5 405 0.88 0.88 0.86 0.83 4.8 1.4
EOP6 405 0.85 0.85 0.80 0.78 5.0 1.4

Non missing response frequency for each it
1 2 3 4 5 6 7 mi

EOP1 0.02 0.01 0.09 0.35 0.18 0.18 0.17
EOP2 0.02 0.02 0.07 0.29 0.23 0.22 0.14
EOP3 0.02 0.01 0.09 0.30 0.21 0.22 0.14
EOP4 0.03 0.01 0.08 0.30 0.24 0.21 0.14
EOP5 0.03 0.03 0.08 0.32 0.22 0.19 0.14
EOP6 0.02 0.02 0.08 0.27 0.22 0.23 0.16

ReliabiTlity analysis
call: alpha(x = PI)
raw_alpha std.alpha G6(smc) average_r S/
0.89 0.9 0.87
95% confidence boundaries
Tower alpha upper
Feldt 0.88 0.89 0.91
Duhachek 0.88 0.89 0.91
ReliabiTlity if an item is dropped:
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12
12
12
13
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0.
.0058
.0061
.0062
.0061
.0056

o O O © O

0059

ase mean
0.68 8.6 0.0085

raw_alpha std.alpha G6(smc) average_r S/N alpha se
0.012 0.00112

PI1 0.86 0.86 0.80 0.67
PI2 0.87 0.87 0.82 0.69
PI3 0.87 0.87 0.82 0.69
PI4 0.86 0.87 0.81 0.68

Item statistics

n raw.r std.r r.cor r.drop mean sd
PI1 405 0.88 0.88 0.83 0.78 4.9 1.4
PI2 405 0.86 0.87 0.81 0.76 5.0 1.3
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PI3 405 0.87 0.87 0.80 0.76 4.8 1.4
PI4 405 0.88 0.87 0.81 0.77 4.8 1.5
Non missing response frequency for each item
1 2 3 4 5 6 7 miss
PI1 0.02 0.03 0.07 0.28 0.22 0.22 0.15 0
PI2 0.02 0.01 0.07 0.28 0.25 0.24 0.13 0
PI3 0.04 0.01 0.08 0.28 0.23 0.23 0.12 0
PI4 0.04 0.03 0.10 0.27 0.18 0.24 0.14 0
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Phu luc 3: Két qua phdn tich nhan t6 kham phda EFA

1. Bién déc lap

Factor Analysis using method = minres

call: fa(r = EFA_IDV, nfactors = 3, rotate = "varimax")

Standardized loadings (pattern matrix) based upon correlation matrix
MR1 MR2 MR3 h2 u2 com

IQLl 0.38 0.26 0.73 0.74 0.26 1.8
IQL2 0.31 0.35 0.71 0.73 0.27 1.9
IQL3 0.51 0.30 0.56 0.66 0.34 2.5
SC1 0.64 0.33 0.40 0.68 0.32 2.2
sc2 0.77 0.23 0.34 0.76 0.24 1.6
SC3 0.82 0.30 0.26 0.83 0.17 1.5
sc4 0.75 0.32 0.26 0.73 0.27 1.6
IQT1l 0.29 0.69 0.27 0.64 0.36 1.7
IQT2 0.40 0.71 0.27 0.74 0.26 1.9
IQT3 0.28 0.72 0.30 0.68 0.32 1.7
SC3

SC2

SC4

SC1

QT3

QT2

QT

IQL1

QL2

IQL3

2. Bién Su hiru ich théng tin

Factor Analysis using method = minres

call: fa(r = EFA_IU, nfactors = 1, rotate = "varimax")

Standardized loadings (pattern matrix) based upon correlation matrix
MR1 h2 u2 com

IUl 0.89 0.79 0.21 1

100



Iu2 0.86 0.75 0.25 1
Iu3 0.79 0.62 0.38 1

Ul e— 9\\\
U2 WURD
usl—"9 8”////

3. Bién Su chip nhan théng tin

Factor Analysis using method = minres

call: fa(r = EFA_IA, nfactors = 1, rotate = "varimax")

Standardized loadings (pattern matrix) based upon correlation matrix
MR1  h2 u2 com

IA1l 0.85 0.73 0.27 1

IA2 0.89 0.79 0.21 1

IA3 0.80 0.64 0.36 1

IA4 0.81 0.65 0.35 1

IA2 6\“{)
IA1 ﬁ_____‘flgi:::::::::::::::::::::?qﬂil'

A4 é———’OW
9.

IA3

4. Bién Thai dd

Factor Analysis using method = minres

call: fa(r = EFA_ATI, nfactors = 1, rotate = "varimax'")

Standardized loadings (pattern matrix) based upon correlation matrix
MR1 h2 u2 com

ATI1 0.86 0.74 0.26 1

ATI2 0.82 0.67 0.33 1

ATI3 0.80 0.64 0.36 1

R‘G\
é;_,;e/

5. Bien Cam nhan hiéu qua

ATI

ATIZ

ATIS

Factor Analysis using method = minres
call: fa(r = EFA_PCE, nfactors = 1, rotate = "varimax")
Standardized loadings (pattern matrix) based upon correlation matrix
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MR1 h2 u2 com
PCE1 0.78 0.61 0.39 1
PCE2 0.78 0.61 0.39 1

PCE1

é“——ﬂ_a\\
PCE2 %—f’{’ﬁ’/—f

6. Bién Cam nhan riii ro

Factor Analysis using method = minres

call: fa(r = EFA_PR, nfactors = 1, n.obs = rotate)

Standardized loadings (pattern matrix) based upon correlation matrix

MR1 h2 u2 com
PR1 0.78 0.60 0.40 1
PR2 0.80 0.64 0.36 1
PR3 0.83 0.70 0.30 1
PR4 0.81 0.66 0.34 1
PR5 0.64 0.41 0.59 1
PR6 0.78 0.61 0.39 1
PRS\
PRA4 \D
PR2RE— ¢
pref— 9
PR1 /
PR5 /

7. Bién chuin muec chii quan

Factor Analysis using method = minres

call: fa(r = EFA_SB, nfactors = 1, rotate = "varimax")

Standardized loadings (pattern matrix) based upon correlation matrix
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MR1 h2 u2 com
SBl1 0.79 0.62 0.38 1
SB2 0.90 0.81 0.19 1
SB3 0.81 0.65 0.35 1

sB2

‘é\-o\

sB3

SB1

8. Bién Y dinh mua hang

Factor Analysis using method =
call: fa(r = EFA_PI, nfactors = 1, rotate =

M/

minres

"varimax')

Standardized loadings (pattern matrix) based upon correlation matrix

MR1 h2 u2 com
PI1 0.84 0.71 0.29 1
PI2 0.82 0.67 0.33 1
PI3 0.82 0.67 0.33 1
PI4 0.83 0.68 0.32 1

P12 "

PI1 e\_ﬂ\
PUE—pg

PI3 é———ﬂ?//—”f

Phu luc 4: Phdn tich nhén té khcfng dinh CFA

Model Test User Model:

Test statistic
Degrees of freedom
P-value (Chi-square)

Robust Comparative Fit Index (CFI)
Robust Tucker-Lewis Index (TLI)

Robust RMSEA

Latent Vvariables:

Estimate
IQL =~
IQL1l 1.186
IQL2 1.169
IQL3 1.081
IQT =~
IQT1 1.121

Std.Err z

0.060
0.057
0.055
0.060
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-value
19.790
20.606
19.525

18.641

1771.401

724
.000
.928
.919
.060

o O O O

P(>1z])
0.000
0.000
0.000

0.000

std.lv
1.186
1.169
1.081

1.121

std.all
0.828
0.850
0.820

0.795



IQT2 1
1QT3 1
SC =~
SC1 1
SC2 1
sc3 1
sc4 1
IU =~
TUl 1
U2 1
IU3 1
IA =~
IAl 1
IA2 1
IA3 1
IA4 1
ATI =~
ATI1 1
ATI2 1
ATI3 1.
PCE =~
PCE1 1
PCE2 1
PR =~
PR1 1
PR2 1
PR3 1
PR4 1
PR5 1
PR6 1
SB =~
SB1 1
SB2 1
SB3 1
EOP =~
EOP1 1
EOP2 1
EOP3 1
EOP4 1
EOP5 1
EOP6 1
PI =~
PI1 1
PI2 1
PI3 1
PI4 1
compRelSEM(fita)

IQL IQT SC IU

.182
.164

.108
.229
.253
.241

.187
.165
.108

.148
.116
.055
.126

.215
.141

148

.136
.113

.170
.196
.189
.142
.016
.144

.230
.183
.162

.191
.140
.185
.193
.228
.159

.219
.096
.153
.234

o

.057
.059

o

.056
.057
.055
.058

o O O O

o

.056
.054
.057

o O

.055
.051
.055
.056

o O O o

o

.061
.056
0.060

o

o

.065
.062

o

.060
.061
.060
.063
.075
.063

o O O ©O © O

o

.061
.059
.060

o O

.058
.057
.055
.055
.058
.058

O O O O © O

.059
.054
.061
.064

o O O O

IA ATI

20.
19.

19.
21.
22.
21.

21.
21.
19.

20.
21.
19.
20.

19.
20.
18.

17.
17.

19.
19.
19.
18.
13.
18.

20.
20.
19.

20.
19.
21.
21.
21.
20.

20.
20.
18.
19.

PCE
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674

922
499
693
240

249
582
387

998
995
057
155

816
529
988

527
849

348
634
893
054
578
135

077
163
224

482
986
488
654
236
020

664
458
854
306
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.000
.000
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.000
.000
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.000
.000
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.000
.000
.000
.000

.000
.000
.000

.000
.000

.000
.000
.000
.000
.000
.000

.000
.000
.000

.000
.000
.000
.000
.000
.000

.000
.000
.000
.000
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el el =

R R R

R R R R R = o R R R R

R R R

R R R R R R

e el el

EOP

.182
.164

.108
.229
.253
.241

.187
.165
.108

.148
.116
.055
.126

.215
.141
.148

.136
.113

.170
.196
.189
.142
.016
.144

.230
.183
.162

.191
.140
.185
.193
.228
.159

.219
.096
.153
.234

PI

o o

o o O O O

o o

o O O ©o

o o

o O

O O O O © o

o O O

O O O O © O
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.858
.824

.825
.864
.894
.858

.862
.870
.813

.851
.876
.799
.829

.827
. 845
.803

.773
.784

.813
.820
.825
.775
.630
.776

.839
.842
.815

.835
.822
.861
.865
.855
.823

. 847
.842
.798
.811



0.871 0.864 0.921 0.887 0.906 0.864 0.755 0.895 0.872 0.937 0.891
> AVE(fita, obs.var FALSE)

IQL IQT SC TU IA ATI PCE PR SB EOP PI
0.694 0.681 0.742 0.720 0.703 0.680 0.606 0.595 0.692 0.712 0.678

Phu luc 5: Két qud phdn tich mé hinh cdu triic SEM

Regressions:
Estimate Std.Err z-value P(G|z]) std.lv std.all
IUT ~
IQLT 0.440 0.073 6.055 0.000 0.457 0.457
SCT -0.086 0.069 -1.255 0.210 -0.084 -0.084
IQT 0.605 0.068 8.891 0.000 0.592 0.592
TAT ~
IUT 0.931 0.049 18.953 0.000 0.953 0.953
ATIT ~
IAT 1.005 0.055 18.182 0.000 0.928 0.928
PCET ~
IAT 0.926 0.057 16.219 0.000 0.927 0.927
PRT ~
IAT 0.878 0.054 16.112 0.000 0.838 0.838
SBT ~
IAT 0.930 0.056 16.608 0.000 0.853 0.853
PIT ~
IAT -0.168 0.363 -0.462 0.644  -0.155 -0.155
PCET 1.011 0.299 3.385 0.001 0.933 0.933
PRT 0.112 0.075 1.496 0.135 0.108 0.108
SBT 0.294 0.082 3.590 0.000 0.296 0.296
ATIT -0.263 0.144 -1.828 0.068 -0.263 -0.263
Regressions:
Estimate Std.Err z-value P(|z]) std.lv std.all
PIT ~
EOPT (ATIT) 0.815 0.052 15.669 0.000 0.795 0.795
PIT ~
EOPT (PCET) 0.826 0.054 15.396 0.000 0.807 0.807
PIT ~
EOPT (PRT) 0.817 0.051 15.873 0.000 0.798 0.798
PIT ~
EOPT (sBT) 0.821 0.050 16.289 0.000 0.801 0.801
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DANH MUC TU VIET TAT

Chir viét

¢4t Tiéng Anh Tiéng Viét

ANOVA | Analysis of Variance Phan tich phuong sai

AVE Average variance extracted Phuong sai trich

CFA Confirmatory Factor Analysis Phan tich nhan t6 khang dinh

CR Composite Reliability Do tin cay tong hop

EFA Exploratory factor analysis Phan tich nhan t6 kham pha

ELM Elaboration Likehood Model M6 hinh kha ndng dénh gia

ky ludng

eWOM Word of Mouth Truyén miéng dién tir

HTMT Heterotrait-Monotrait Ratio of chi s6 tuong quan
Correlations Heterotrait-Monotrait

IAM Information Adoption Model Mo hinh chap nhan thong tin

OECD Organization for Economic T(X)q chirc Hop tac va Phat
Cooperation and Development trién Kinh té

SEM Structural Equation Modeling Mo hinh ciu trac tuyén tinh

SEM-PLS | Partial least squares structural Mo hinh ciu trac binh
equation modeling phuong nho nhat ting phan

TAM Technology Adoption Model MBS hinh chap nhan cong

ngh¢

TRA Theory of Reasoned Action Ly thuyét hanh dong hop 1y

TPB Theory of Planned Behavior Ly thuyét hanh vi dy dinh

UTAUT | Unified Theory of Acceptance Ly thuyét Chap nhan va sir
and Use of Technology dung cong nghé

WOM Word of Mouth Truyén miéng

WTO World Trade Organization T6 chirc Thuong mai Thé

gioi
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	2.4.1. Mô hình chấp nhận thông tin (Information Adoption Model - IAM)
	2.4.2. Lý thuyết Hành vi dự định (TPB)

	2.5. Mô hình nước ngoài
	2.5.1. “The influence of social media eWOM information on purchase intention” của Choi-Meng Leong, Alexa Min-Wei Loi và Steve Woon (2021)
	2.5.2. “Purchase intention: Implementation theory of planned behavior (Study on reusable shopping bags in Solo City, Indonesia)” của V. M Arifani và H. Haryanto (2018)
	2.5.3. “Consumers’ Motivational Involvement in eWOM for Information Adoption: The Mediating Role of Organizational Motives” của Safdar Hussain, Xi Song và Ben Niu (2020)
	2.5.4. "The Impact of the COVID-19 Pandemic on Online Consumer Behavior: Applying the Theory of Planned Behavior” của Anastasia Theodorou, Leonidas Hatzithomas, Thomas Fotiadis, Anastasios Diamantidis và Antonios Gasteratos (2023)
	2.5.5. "Application of Structural Equation Modeling (SEM) to Explain Online Purchasing Intention - An Extension of Theory of Planed Behaviour (TPB) ” của Saeed Behjati, Srota Pandya, Dileep Kumar. M. (2012)

	2.6. Mô hình trong nước
	2.6.1. “Tác động của truyền miệng điện tử (eWOM) đến Ý định mua hàng trực tuyến của thế hệ Z tại Đà Nẵng” của Lê Văn Dũng, Vũ Huỳnh Mai Vi, Hà Anh Phương (2023).
	2.6.2. “Tác động của truyền miệng điện tử (eWOM) đến Ý định mua hàng trực tuyến tại TP.HCM” của Trần Thanh Tú (2022).
	2.6.3. "Tác động của truyền miệng điện tử tới ý định lựa chọn điểm đến trong nước của du khách thế hệ thiên niên kỷ” của Phạm Long Châu (2023)
	2.6.4. “Nghiên cứu nhân tố ảnh hưởng tới mức độ Sự chấp nhận thông tin truyền miệng điện tử trên các nên tảng Marketing trực tuyến” của Nguyễn Thị Thúy Hà và Phạm Thị Tuyết (2022).
	2.6.5. “Những nhân tố tác động đến ý định mua túi vải mua sắm của khách hàng” của Trịnh Thị Hồng Anh (2021)

	2.7. Mô hình đề xuất

	3. Mục tiêu - Phương pháp
	3.1. Mục tiêu nghiên cứu
	3.2. Phương pháp nghiên cứu
	3.2.1. Thiết kế nghiên cứu
	3.2.2. Quy trình nghiên cứu
	3.2.3. Nghiên cứu sơ bộ
	3.2.4. Nghiên cứu chính thức

	3.3. Xây dựng thang đo
	3.3.1. Thang đo Chất lượng thông tin
	3.3.2. Thang đo Độ tin cậy của nguồn
	3.3.3. Thang đo Số lượng thông tin
	3.3.4. Thang đo Sự hữu ích thông tin
	3.3.5. Thang đo Sự chấp nhận thông tin EWOM
	3.3.6. Thang đo Thái độ
	3.3.7. Thang đo Cảm nhận hiệu quả
	3.3.8. Thang đo Cảm nhận rủi ro
	3.3.9. Thang đo Chuẩn chủ quan
	3.3.10. Thang đo Kinh nghiệm mua hàng
	3.3.11. Thang đo Ý định mua hàng


	4. Kết quả - Thảo luận
	4.1. Thống kê mô tả
	4.1.1. Mô tả mẫu
	4.1.2. Thống kê mô tả các biến nghiên cứu

	4.2. Kiểm định độ tin cậy thang đo
	4.2.1. Thang đo các nhân tố
	4.2.2. Thang đo Ý định mua hàng trực tuyến

	4.3. Phân tích nhân tố khám phá (EFA)
	4.3.1. Thang đo biến độc lập
	4.3.2. Thang đo biến trung gian
	4.3.3. Thang đo biến điều tiết
	4.3.4. Thang đo biến phụ thuộc

	4.4. Phân tích nhân tố khẳng định (CFA)
	4.4.1. Kiểm định sự phù hợp của mô hình
	4.4.2. Đánh giá độ tin cậy của thang đo (bằng chỉ số CR)
	4.4.3. Đánh giá tính hội tụ của thang đo (bằng chỉ số AVE)
	4.4.4. Đánh giá tính phân biệt của thang đo (bằng chỉ số HTMT)

	4.5. Kết quả mô hình cấu trúc
	4.6. Chỉ số R bình phương
	4.7.  Kiểm định giả thiết
	4.8. Phân tích khác biệt trung bình
	4.8.1. Phân tích khác biệt trung bình biến giới tính
	4.8.2. Phân tích khác biệt trung bình biến thu nhập

	4.9. Thảo luận kết quả nghiên cứu
	4.9.1. Mối quan hệ giữa các nhân tố truyền miệng điện tử và sự hữu ích của thông tin eWOM
	4.9.2. Mối quan hệ giữa sự hữu ích của thông tin eWOM và Sự chấp nhận thông tin eWOM
	4.9.3. Mối quan hệ giữa Sự chấp nhận thông tin eWOM và các nhân tố trong mô hình hành vi dự định
	4.9.4. Mối quan hệ giữa các nhân tố trong mô hình hành vi dự định và Ý định mua hàng trực tuyến
	4.9.5. Vai trò của nhân tố điều tiết kinh nghiệm mua hàng đối với mối quan hệ giữa các nhân tố trong mô hình hành vi dự định và Ý định mua hàng trực tuyến


	5. Kết luận - Đề nghị
	5.1. Tăng Sự chấp nhận thông tin của đối tượng người tiêu dùng là người trẻ.
	5.2. Gia tăng nhân tố chuẩn mực chủ quan, cảm nhận hiệu quả đến Ý định mua hàng trực tuyến
	5.3. Giảm thiểu nhân tố ảnh hưởng tiêu cực đến Ý định mua hàng trực tuyến
	5.4. Khuyến nghị cho nhà nước
	5.5. Hạn chế của nghiên cứu và hướng nghiên cứu tiếp theo

	6. Tài liệu tham khảo, phụ lục
	Phụ lục 1: Tổng hợp kết quả
	Phụ lục 2: Kết quả kiểm định Cronbach’s Alpha trên phần mềm Rstudio
	Phụ lục 3: Kết quả phân tích nhân tố khám phá EFA
	Phụ lục 4: Phân tích nhân tố khẳng định CFA
	Phụ lục 5: Kết quả phân tích mô hình cấu trúc SEM



  n =  Z 2 ×   p × ( 1 − p )   e 2


  p × ( 1 − p )

