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Tac dong ciia truyén miéng dién tir (eWOM) trén mang xa hdi Facebook

dén § dinh mua hang ciia khach hang tai cong ty TNHH Moc Truly Hue's

The Impact of Electronic Word-of-Mouth (eWOM) on Facehook on
Customers’ Purchase Intentions at Mdc Truly Hue’s Co., Lid.
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TOM TAT

Nghién ctru xem xét sy anh hudng cua truyén miéng dién tir &én ¥ dinh mua hang tai Cong ty TNHH Moc Truly
Hue’s thong qua khao sat tryc tiép khach hang. Dé tai nay ap dung phuong phap nghién ciru dinh luong, xtr 1y bang
phan mém SPSS va SmartPLS véi cac ky thuat thong ké mé ta, kiém dinh do tin cdy cia thang do, phan tich nhan
t6 kham pha, kiém dinh mo hinh cau tric tuyén tinh SEM. Két qua cho thiy yéu té chét lugng, tinh tinh cdy va nhu
cdu cua thong tin tac dong tich cuc dén s nhap nhan thong tin. Tir d6, yéu t su chip nhan thong tin ¢ tac dong
tich ctrc dén y dinh mua hang ctia khach hang. Duya trén két qua nay, tac gia dwa ra mot s6 ban luan va ham y quan
tri cho cac nha nghién ctru cling nhu céac cong ty trong viéc nang cao y dinh mua hang cta khach hang.

Tir khéa: truyén miéng dién tir, ¥ dinh mua hang.

ABSTRACT

This study examines the influence of electronic word-of-mouth (eWOM) on customers’ purchase intentions at
Moc Truly Hue's Co., Ltd. through a direct survey of customers. The study adopts a quantitative research approach,
with data analyzed using SPSS and SmartPLS. The analytical techniques include descriptive statistics, measurement
scale reliability testing, exploratory factor analysis (EFA), and structural equation modeling (SEM). The findings
indicate that information quality, information credibility, and information needs have positive effects on information
acceptance. Furthermore, information acceptance positively influences customers’ purchase intentions. Based on
these findings, the study provides discussions and managerial implications for researchers and businesses seeking
to enhance customers’purchase intentions.

Keywords: word-of-mouth (eWOM), customers’ purchase intentions FPT.

1. Giéi thiéu

Trong bbi canh cudc Cach mang cong nghiép lan thi
tu (CMCN 4.0), su phat trién manh mé& cua Internet va
mang xa hoi (MXH) di lam thay d6i sau sic phuong thirc
tiép can thong tin cling nhu hanh vi tiéu ding ctia khach
hang, dac biét 1a y dinh mua hang.

Theo Bo Khoa hoc va Cong nghé, téng sb luong tai
khoan ngudi Viét Nam sir dung MXH trong nude khoang

110 tridu(tinh dén 30/6/2024). Tong sb tai khoan ngudi
Viét Nam st dung MXH nudc ngoai khoang 203 tri¢u,
trong d6: Facebook: 72 tri¢u, YouTube: 63 tri€u va Tiktok:
67 triéu (Son Minh, 2024). Theo bao céo ctia Double Verify,
chi ra ring c6 gan 70% nguoi tiéu dung tai khu vuc Dong
Nam A danh nhiéu thoi gian hon mdi ngay dé xem céc
noi dung true tuyén. Pang chu y, tai Viét Nam, co toi 59%
ngudi tidu dung tin tuong vao MXH dé nghién ctru thong
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tin v& san pham trudc khi dua ra quyét dinh mua hang
(Nguyén Vén, 2024). Trong bbi canh dé, truyén miéng
dién tor (eWOM) dac biét la mang xa hdi Facebook da tro
thanh mot trong nhimg yéu t6 c6 anh huong dang ké dén
y dinh mua hang cta khach hang. Cong ty TNHH Mdc
Truly Hue’s la doanh nghiép hoat dong trong linh vuc kinh
doanh c4c san phim dic san, cung cp dich vu trai nghiém
va qua ting mang ddm ban sic vian hoa Hué. Pé tiép cin
hiéu qua nhom khach hang muc tiéu, dic biét la gidi tré
va khach du lich, viéc déy manh hoat dong marketing trén
Facebook 13 vo cling can thiét.

Xuét phat tir nhitng van dé trén tac gia quyét dinh chon
dé tai: “Tac dong ctia truyén miéng dién tir (e WOM) trén
mang xi hoi Facebook dén y dinh mua hang cua khach
hang tai Cong ty TNHH Mdc Truly Hue’s”.

2. Co s& 1y thuyét

2.1. Truyén miéng dién tir

C6 nhiéu cach dinh nghia khac nhau vé truyén miéng
dién tir. Hennig-Thurau va cong sy (2004) cho ring
truyén miéng dién tir 1a bat ky phat biéu tich cuc hay
tiéu cuc nao duoc thuc hién boi khach hang tiém ning,
khach hang thuc té hodc khach hang cii vé mot san phim
hodc mot cong ty, duoc cung cép cho mét sd lugong 16n
ngudi va cac td chirc théng qua Internet. Trong khi do,
Theo Goldsmith va Horowitz (2006), eWOM cho phép
ngudi dung an danh va c6 thé tim kiém thong tin tir
nhitng nguoi la trén toan thé giGi thay vi chi giéi han
trong nhom nguoi quen biét. Litvin va cong su (2008)
nhin manh ring eWOM mang tinh luu trit 1au dai (dudi
dang van ban, hinh anh trén mang xa hoi nhu Facebook),
gitip nguoi tiéu ding co thé doc lai va dbi chiéu thong tin
bét ctr lac ndo, diéu ma WOM truyén théng khong thé
thue hién duogc.

2.2. M6 hinh nghién ciru 1y thuyét

Céc nghién ctru trudc day da chi ra nhiéu yéu t6 anh
huong cua truyén miéng dién tir ¢én y dinh mua hang.
Tuy nhién, do su khac biét trong md hinh va ddi tuong
khéo sat, két qua nghién ctru cling c6 sy khac biét vé muc
do tac dong cua ting yéu t6. Didu nay cho thiy khong co
mo hinh chung cho tit ca cac doanh nghiép. Dua trén cac
Iy thuyét cia Sussman va Siegal (2003), cting v&i nghién
ctru trong nudc (Bui Anh Tuén va cong su, 2025 ; Tran
Thanh Tung, 2025; Lé Van Diing va cong su, 2023) va
ngoai nudc (Al-Haddad va cong su, 2025; Nilesh Arora’s
va cong su, 2025; Sabakun Naher Shetu 2020), nghién

ctru nay diéu chinh cic mé hinh tham khao sao cho phu
hop voi thuc té tai cong ty. Mac du té€n goi c6 su thay ddi,
nhung cac yéu t6 van duoc ké thira va phat trién. Do do,
mo hinh nghién ctru dugc diéu chinh dé phi hop véi thuc
té tai cong ty Cong ty TNHH Moc Truly Hue’s.
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2.2. Phwong phap nghién cirn

2.2. Phwong phap nghién ciru

Xéc dinh cac bién do luong: nghién ciru so bd nham
xac dinh cac yéu té va cac thudc tinh do luong. Nghién
ctru str dung phuong phép thu thap thong tin thir cap, két
hop véi k¥ thuat phong van cac cac lanh dao, quan 1y cta
cong ty dé xac dinh cac yéu t trong mé hinh nghién ciru.
Cudi cung, dé hiéu chinh thang do va hoan chinh bang
cau hoi chinh thtrc cho budc sau, nghién ctru da khao sat
thong qua chon mau ngau nhién 162 khach hang

Thu thap va phan tich dir liéu: Nghién ciru tién hanh
thu thap sb liéu va phan tich s liéu bing phin mém
SPSS 20.0, tién hanh kiém dinh thang do thong qua cac
budc: hé sd tin cdy Cronbach’s Alpha, phan tich nhén t6
kham pha EFA, danh gia mé hinh do ludng qua phuong
phap PLS-SEM (phan mém SmartPLS) va cac kiém dinh
lién quan.
3. Két qua nghién ciru va thao luin

3.1. Pic diém ciia miu nghién ciru

Bing 1: Pac diém clia miu nghién citu

Dic diém mau nghién ciru Tén s6 (Nguoi) | T 18 (%)
ol Nam 83 51,20
Giéi tinh Nir 79 48.80
Du6i 18 tubi 3 1,90
Tir 18 - 22 tudi 31 19,10
Db tudi Tir 23 - 30 tudi 56 34,60
Tir 30 - 40 tudi 51 31,50
Trén 40 tudi 21 13,00
Hoc sinh/sinh vién 31 19,10
Nhan vién van phong 63 38,90
Nghé nghiép Kinh doanh 31 19,10
Tu do 24 14,80
Noi trg 13 8,00
Duéi 3 triéu 19 11,70
Tir 3 - 5 triéu 28 17,30
Thu nhip Tir 5 - 10 triéu 44 27,20
Tir 10 - 15 triéu 40 24,70
Trén 15 triéu 31 19,10

(Nguén: S6 liéu diéu tra nim 2026)
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Qua phén tich diéu tra, vé dbi twong tham gia tra 1oi
phong van cho nghién ctru 1a: phan 16n khach hang c6
thu nhap vira phai va c6 do tudi tvong dbi tré.

3.2. Kiém dinh dd tin ciy ciia cAc bién s6 phén tich

Nghién cuu tién hanh kiém dinh hé s6 tin cay
Cronbach’s Alpha véi cac thanh phan thudc 6 thang do.
Két qua kiém dinh cho thdy (bang 2): tit ca cac thanh
phan trong cac thang do déu c6 hé sd twong quan bién
téng 16n hon 0,3 nén duoc chép nhan. Ngoai ra cac hé
s6 Cronbach Alpha déu 16n hon 0,7 nén cac thanh phan
trong cac thang do déu c6 dd tin ciy cao, 13 nhiing thang
do ludng tot.

Béng 2: Két qua kiém dinh dé tin ciy ciia thang do

Hé s6 twéng quan bién
Mi | S6 bién quan tong Cronbach's
Thang do héa sét o o Alpha
Lénnhat | Nho nhat
Chat luong thong tin | CL 5 0,813 0,685 0,902
S6 luong thong tin | SL 5 0,724 0,648 0,865
Do tin cay thong tin TC S 0,689 0,666 0,862
Nhu cau théng tin NC 5 0,780 0,658 0,891
Chip nhan thong tin | CN 5 0,753 0,635 0,872
Y dinh mua hang YD 4 0,738 0,664 0,859

(Nguén: S6 ligu diéu tra nim 2026)

3.3. Két qua phan tich nhin t6 kham pha EFA

Két qua EFA ddi véi thang do cac bién doc lap: c6 hé
s6 KMO 12 0,922, va kiém dinh Bartlett c6 y nghia thng
ké (sig.=0,000 < 0,05) va phuong sai rtt trich 1a 69,179%
(>50%) dat yéu cau (Hair et al, 1998). Qua do, co6 thé két
ludn dir lidu dung dé phan tich nhan té 1 hoan toan thich
hop (Bang 3).

Bing 3: Két qua phan tich nhan t6 kham pha ciia bién doc 1ap
Nhin t6

1 2 3 4
0,824
0,789
0,729
0,652
0,603

Bién doc lap

NC2
NC3
NCs
NC4
NC1
CL2
CL5
CL4

0,809
0,777
0,732
CL1 0,695
CL3 0,544
SL1 0,754
SL2 0,716
SL4 0,701
SL3 0,656
SL5 0,630
TC1
TC5
TC3
TC2
TC4

0,769
0,717
0,672
0,620
0,511
(Nguon: So liéu diéu tra nam 2026)
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Két qua EFA ddi véi bién trung gian “sy chap nhan
thong tin”: kiém dinh KMO va Bartlett’s Test trong phan
tich nhan t6 c6 hé s6 KMO phu hop (bang 0,858 va 16n
hon 0,5) va kiém dinh Bartlett c6 ¥ nghia thong ké (sig.
= 0,000 < 0,05) cho thay phan tich nhan té EFA dbi véi
thang do nay la phu hop (Hair et al, 1998).

Két qua EFA d6i voi bién phu thudc “y dinh mua
hang”: kiém dinh KMO va Bartlett’s Test trong phan tich
nhan t6 c6 hé sé KMO phu hop (bang 0,768 va 16n hon
0,5) va kiém dinh Bartlett c6 ¥ nghia théng ké (sig. =
0,000 < 0,05) cho thay phan tich nhan t5 EFA d6i véi
thang do nay 1a phu hop (Hair et al, 1998).

3.4. Panh gia m6 hinh do luong

Két qua phén tich cho thiy tit ca cac bién quan sat
trong mo hinh déu c6 Outer Loading > 0,7, dao dong
trong khoang 0,767 dén 0,888. Diéu nay cho thay cac
bién quan sat déu c6 muc do twong quan cao v6i bién
tiém an ma ching dai dién, dong thoi ching té thang do
duoc st dung trong nghién ctru ¢c6 mirc do hoi ty tt. Dé
danh gia sau hon vé vai tro cia timg bién quan sét trong
viéc hinh thanh nén cac nhén t6 an, tac gia thyc hién phan
tich trong s6 ngoai (Outer Weights) thong qua k§ thuét
Bootstrapping. Két qua trong s6 ngoai cho thay tit ca cac
trong sb déu mang gia tri dwong va dat ¥ nghia théng ké
o muc 1% (gia tri p=0.000 < 0.01).

Viéc tit ca cac bién quan sat déu co trong sé dang ké
khang dinh rang cac thang do khong chi c6 tinh hoi tu
cao (qua Outer Loadings) ma mdi cau hoi khao sat déu
dong gop mot gia tri riéng va quan trong vao viéc do
luong sy chap nhan cta khach hang d6i véi eWOM cua
Moc Truly Hue’s.

Sau khi thyc hi¢n danh gid Composite Reliability
(CR), Average Variance Extracted (AVE), gia tri phan
biét ctia cac thang do (théng qua tiéu chuin Fornell-
Larcker, chi s6 HTML, c6 thé két luan réng mo hinh do
ludng trong nghién ctru da dat yéu cu vé do tin cdy, gia
tri hoi tu va gia tri phan biét. Do d6, mé hinh do luong
dugc xem 1a phu hop va cé thé tiép tuc sir dung dé dénh
gi4d md hinh céu trac trong cac budc phén tich tiép theo.

3.5 Panh gia mé hinh ciu tric

Sau khi m6 hinh do luong duoc xac nhan dat yéu cAu,
tac gia danh gia mo hinh ciu trac (Structural Model)
nham kiém dinh cac mdi quan h¢ giita cac bién tiém an
trong mod hinh nghién ctru. Sau khi loai bién “sé luong
thong tin”, két qua mo hinh hiéu chinh cho thiy & hinh
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2 (bén dudi). Bén canh do, két qua kiém tra sy da cong
tuyén cho thdy cac gia tri VIF dao dong tir 1,000 dén
2,496, déu nho hon ngudng 5 theo dé xuit cuia Hair va
cong su (2017), chung té khong ton tai hién tuong da
cong tuyén gitra cac bién doc 14p trong mé hinh.

Két qua cho théy gia tri R? cua bién CN dat 0,776,
diéu nay cho thiy cac bién CL, TC va NC giai thich duoc
77,70% su bién thién cta bién CN. Dbi véi bién YD, gia
tri R dat 0,536, cho thay bién trung gian CN giai thich
dugc 53,60% sy bién thién cta y dinh mua hang (YD).
Theo tiéu chuan danh gia, day la mic giai thich trung
binh, cho thidy mé hinh nghién ctru c6 kha nang giai thich
kha t6t dbi voi bién phu thudc.

Két qua nay cho thdy nhu cau théng tin va chét luong
thong tin c¢6 anh hudng dang ké dén chip nhan thong tin
ctia khach hang vé eWOM, trong khi sb lugng thong tin
c¢6 murc tac dong kha thap. Pdng thoi, CN c6 tac dong rat
manh d&én YD (B = 0,734).
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Hinh 1: So' @ Mé hinh cdu fric céia nghién ciru sau hiu chinh
(Nguén: Xir Iy s6 liéu diéu tra va tinh todn ciia tic gia, 2026)

4. Két luan

Nghién ctru cting da xac dinh dugc ba nhan td doc
1ap nhu cau, chét luong va d6 tin cay thong tin tdc dong
su chip nhan thong tin. Trong khi d6, nhan t6 s luong
thong tin khong ¢ y nghia thong ké trong mo hinh sau
hiéu chinh nén bi loai bo. D6i véi moi quan h¢ gitra bién
trung gian va bién phu thudc, két qua phan tich cho thay
chap nhan thong tin c6 anh huong tich cuc va rat manh
dén y dinh mua hang. Diéu nay cho thay khi khach hang
cam thiy cac ndi dung eWOM trén Facebook 1a hitu ich,
dang tin va pht hop v6i nhu ciu cta ho, kha ning hinh

thanh y dinh mua san pham ctia Moc Truly Hue’s s& tang
1én dang ké. Noi cach khac, eWOM chi that su phat huy
hiéu qua khi né duge khach hang tiép nhén, tin tuong va
chap nhan nhu mot ngudn thong tin c6 gia tri cho quyét
dinh mua sim. . Do d6 ban ldnh dao cong ty cdn quan tim
hon nita dén cac yéu t6 nay.
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