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TOM TAT:

Bai nghién citu ndy mo td mitc dd 4nh huéng clia truyén miéng dién t& (EWOM) dén y dinh
mua hiang may mic trén san thuong mai dién tf (TMPT) nhim hd tr¢ ngudi ban hang hi€u hon vé
nhu ciu ngudi mua hang va phat trién chién luge phit hgp. P& x4dc dinh 4nh hudng cia EWOM,
nhém tdc gid da thuc hién phdng van vao cudi nim 2023. V6i phuong phap nghién cttu dinh tinh,
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k&t qua cho thiy nhitng bi€n nhu “chit lugng thong tin”, “dd tin ciy thong tin”, “nhu cau thong
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”

tin”, “su chéfp nhén thong tin”, “thdi do vdi hanh vi”, “chuén muc chi quan”, “nhan thic kiém sodt

hanh vi” vA “rdiro cdm nhan”. Dya vao k&t qua tim ki€m dudc, nghién cttu dua ra mot s6 dé xuit

cho ngudi ban hang va ngudi mua tin dung sttc manh cia EWOM d€ hiéu nhu cdu ngudi mua trén

cac san TMDT va chia sé thong tin mua hang hitu ich.
Tu khéa: truyén miéng dién tf (EWOM), ¥ dinh mua hang, thuong mai dién tit (TMDT), hang

may mac.

1. Dat van dé

Khi ngudi tiéu ding muén mua mot sadn phim
hoic dich vu méi, ho s& c6 xu hudng tim dén céc
thanh vién trong gia dinh, ban bé dé c6 dugc thong
tin htu ich. Va nhitng cAu tr 15i mang tinh cht gidi
thiéu va thic ddy viéc mua hang nay dugc goi la
truyén miéng (WOM). Paydudc coi 1a mdt trong
nhitng hinh thic giao ti€p c6 dnh hudng trén thi
truong(GILDIN, 2003). Sau nay, Internet d2 mang
dén mot hinh thic giao ti€p mdi, dudc goi 1a truyén
miéng dién t¢ (EWOM) (Chatterjee, 2001).
Pedersen va cdng su (2014) 1ap luan ring EWOM
1a sy phat trién clia giao ti€p truyén miéng tin dung

264 S6 1 -Thang 1/2023

sttc manh thuyé&t phuc ky thuat s§ tr ngudi tiéu
diing vé mdt sin pham.

Trong boi canh clia truyén thong va si phd bién
cia EWOM tai Viét Nam, khi ngudi tiéu ding mua
sdm trén cdc san thuong mai dién tf (TMPT) nhiéu
hon thi vai trd clia danh gid, nhan xét tir cong ddng
mang d6i v6i san phdm may mic di ting 1én ddng
ké. Cdc nhin hang va ctfa hang truc tuy&n dit sy
chi trong cao vao quan ly thong tin, tao ra 4n tugng
tich cyc va thic ddy y dinh mua hing clia ngudi tiéu
diing. Hi€u dugc tAim quan trong, nghién cifu nay sé&
chi ra nhitng tic dong cia EWOM dén cédc khia
canh kh4c nhau nhu nhitng nhan t& nao cia EWOM
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dnh hudng dén ¥ dinh mua hang may mic trén san
TMDT, miic dd 4nh hudng clia nhitng nhan t6 d6
dén y dinh mua hang va dua ra dé xuit hitu ich ti
cdc doanh nghiép chuyén dé6 may mic nhim phat
trién chién ludc ti€p thi khach hang hiéu qua.

2. Téng quan nghién ciu

2.1. WOM

Truyén miéng (WOM) c6 thé dugc dinh nghia
12 mot hinh thifc giao ti€p giita ngudi tiéu dung vé
san phdm hoic dich vu sau khi ho di c6 trai
nghiém (GILDIN, 2003). WOM nhu mot hinh thic
thic ddy thi€t y&u, 12 mot phuong tién hop 1& va
manh mé d€ tic dong d&€n ngudi mua sdn ph?fm,
ddp Gng cd nhu ciu cda doanh nghiép va ngudi
tiéu dung (Porter, 2017). Khong chi quan trong vé
mit khdi niém, WOM con c6 tdc dong 16n vé miit
quan ly, theo nhu cdc ghi chép rd rang vé viéc
truyén miéng gitta ngudi tiéu ding vdi ngudi tiéu
dung vé viéc ra quyét dinh mua hang trén thi
trudng theo (Katz, 1957).

2.2.EWOM

Theo Hennig - Thurau va cdng su (2004), truyén
miéng dién tif 12 nhitng tuyén bo tich cuc va tiéu
cuc cta khach hang vé mot sin phim hoic mot
cong ty trén Internet. Theo d6, EWOM khong bi
gi6i han bdi ranh gidi dia 1§ va khong bi€n mat
cung theo thoi gian. Litvin va cOng sy (2018)
nghién cttu ring EWOM 12 tt ca cic giao ti€p qua
Internet gitta nhitng khiach hang da tung trai
nghiém san phim, dic di€m clia sdn phdm, dich vu
hay vé ngudi cung cip hang héa, dich vu. Khi chi
phi tim ki€m gidm, bing EWOM ngudi tiéu dung
c6 thé danh gia sidn phim trudc khi mua dé dang
hon va tuong tu, 4p luc gid doi véi ngudi ban ting
1&n (Okazaki, 2009).

2.3. Y dinh mua hang ciia khdch hang

Ngay khi khach hang xdc dinh dugc bdn than
¢6 nhu cAu mua mot sin phim hay st dung mot
loai dich vu, ho sé& ti€n hanh tim ki€m cédc thong
tin can thi€t lién quan d€n nhan hang rdi mdi hinh
thanh y dinh mua va cudi cing quyét dinh mua
san phdm hoic st dung dich vu cho nhdn hang
ma ho cdm thdy yéu thich nhit, (theo Kotler va
Keller, 2015). EWOM dudc coi 1a ngudn thong
tin ddng tin cdy va chinh xdc hinh thanh nén ky
vong vé mong mudn cla ngudi tiéu diing va dnh

hudng d&€n quyét dinh mua hang va sau mua hing
(Luo & Zhong, 2015). Do d6, EWOM c6 tdc dong
dén y dinh mua hang cla ngudi tiéu dung theo
huéng tich cuc hodc tiéu cuc bing cdch tdc dong
dén quy€t dinh mua hang hoic khong mua hang
cua ho.

2.4. Khodng trong nghién ciiu

Bén canh nhitng d6ng gép 16n vé mit nghién
cttu, nhitng nghién cttu truSc van con tdn tai mot s
han ch&. Trudc tién, mot vai nghién citu c6 s6 ludng
mau rong, khiach thé nghién citu c¢6 nhiéu nhém
tudi nén khé c6 thé tap trung dugc dic trung cho
mot nhom tudi cu thé. V& chii dé nghién ctu, khong
c6 nhiéu nghién cifu tap trung vio ngudi mua trén
sain TMDT va mot nganh hang cu thé, mic dii trong
thdi gian gan day, lugng ngudi tiéu ding c6 xu
huéng mua sim thong qua nhitng san ban hang truc
tuy€n dang ting manh.

2.5. Gid thuyét nghién ctiu

Thuyét chdp nhdn thong tin

M6 hinh chidp nhin thong tin (Information
Adoption Model - TAM) la mdt mé hinh giai thich
qud trinh chap nhan va st dung thong tin trong cic
t6 chiic hoic cong ddng. Trong nghién ciu trudc,
Erkan (2016) dd c6 cung huéng ti€p can khi 4p
dung TAM d€ nghién citu vé y dinh mua hang cia
ngudi tiéu dung thong qua dnh hudng cia EWOM
trén mang xa hoi.

Su chdp nhén thong tin

Sy chdp nhan thong tin thudng dugc hi€u 1a qua
trinh hodic hanh dong ctia viéc nhan biét, tin tudng,
hoic ddng y vdi mot thdng tin cu thé.

Chdt luong thong tin

Y dinh mua hang ctia ngudi tiéu ding bi dnh
huéng truc ti€p bdi tdc dong cla chit lugng thong
tin tru'c tuy€én, theo nghién cttu ctia Park va cdng su
(2007).

Gi4 thuyét H1: Chat lugng thong tin chia EWOM
c6 tac dong tich cuc d€nsy chAp nhain EWOM.

Do tin cdy thong tin

Theo nghién cttu cia Ko va cdng su (2005),
thong tin cang hitu ich ciing nhu tao diéu kién dé
chap nhin va 4p dung thdng tin tot hon thi do tin
cy ctia thdng tin cang cao.

Gi4 thuy€&t H2: Po tin cay ciia thong tin EWOM
¢6 tdc dong tich cuc d&n sy chdp nhan EWOM.
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Nhu cdu théng tin

Nghién cttu ctia Park va cong sy (2007) va
Erkan (2016) da chi ra ringcdc ddnh gia truc tuyén
4nh hudng rat tich cuc d&€n nhu ciu thong tin vé dy
dinh mua hang.

Gia thuy&t H3: Nhu cau thong tin ctia EWOM c6
tdc dong tich cyc d&n sy chAp nhan EWOM.

Thuyét hanh vi cé ké hoach

Thuyé&t hanh vi c6 k& hoach (The Theory of
Planned Behaviour - TPB) dugc phat trién tir 1y
thuy€t hanh vi hgp ly (Ajzen va Fishbein, 1975)
giai thich cach hinh thanh y dinh va thyc hi€n hanh
vi clia 1 ngudi, duge quyét dinh bdi 3 yéu td chinh:
thai do, quan diém chung va kiém sodt hanh vi.
Ngudi ¢6 khd ning thuc hién hanh vi cao hon néu
ngudi do c¢6 ¥ dinh rd rang thyc hién 1 hanh vi va cé
dd kha ning ki€m soat hanh vi ctia minh.

Thdi do voi hanh vi

Trong nghién ciu cta Chatterjee (2001),
EWOM dugc cho la vai trd quan trong trong viéc
anh hudng va hinh thanh thdi d6 cta ngudi tiéu
dung, cuing cdc y dinh hanh vi cla ho.

Gié thuy€t H4: Sy chap nhan thong tin c6 tdc
dong tich cuc dén th4i do ddi v6i hanh vi clia ngudi
tiéu dung.

Gia thuyét H8: Thai do ddi véi hanh vi cla
ngudi tieu diung c6 tic dong tich cuc dén y dinh
mua hang clia ngudi tiéu dung.

Chudn myc chii quan

Chuidn myc chi quan tir ban be, gia dinh va
ddng nghiép dudc chitng minh ¢6 4nh hudng tich
cuc dén viéc mua hang tryc tuyén (Nor & Pearson,
2009).

Gié thuy€t H5: Sy chap nhan thong tin c6 tdc
dong tich cuc d&n chudn muc chd quan clia ngudi
tiéu dung

Gia thuy€&t H9: Chudn muc chii quan clia ngudi
tiéu diing c6 tdc dong tich cyc dé€n ¥ dinh mua hang
cla ngudi tiéu dung

Nhén thifc kiém sodt hanh vi

Palka va cdng su (2009) trong nghién ctu cta
ho vé EWOM di phdt hién ra ring EWOM ciing
4nh hudng dén sy kiém sodt hanh vi nhan thifc clia
khach hang.

Gia thuyé&t H6:Sy chap nhan thong tin ¢6 tdc
dong tich cuc d&n chudn muc chd quan clia ngudi
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tiéu diing nhan thic ki€ém sodt hanh vi clia ngudi
tiéu dung

Gia thuy&t H10: Nhan thic kiém soat hanh vi
clia ngudi tieu ding c6 tic dong tich cuc d€n § dinh
mua hang cia ngudi tiéu dung

Riii ro cdm nhdn

Nghién citu ctia Tran Thanh Td (2022) cho thdy
rii ro cAm nhén c6 4nh huéng tiéu cyc dén ¥ dinh
mua tryc tuyé&n clia ngudi tiéu ding.

Gié thuy€t H7: Su chap nhan thong tin c6 téc
dong ngugc chiéu dén thai do ddi véi hanh vi clia
ngudi tiéu dung

Gi4 thuyé&t H11: Cam nhan do rdi ro khi mua
sim tric tuyén tic dong ngugc chiéu dén y dinh
mua hang tryc tuyén clia ngudi tiéu dung. ( Hinh 1)

3. Phuong phap nghién ctiru

Véi nghién citu dinh tinh, tic gid dp dung
phuong phéap phdng van siu v6i ngudi tiéu dung tai
Ha Noi Ia doi tugng chinh. T4c gid lwa chon dua
trén phdn dodn vé nhém ddi tugng thudng mua sim
cdc san phim may mic trén sain TMPT tai Ha Noi
va ti€n hanh phdng van v6i 10 ngudi tieu ding
trong do tudi tir 20 dén 25 tudi.

Béang cAu hdi phdng van:

1. Cau hdi vé dic diém thong tin - “Nhitng
thong tin dugc chia sé qua EWOM ma ban tim ki€m
s& c6 dic diém gi?”

2. Cau héi vé chit lugng va nhu cau thong tin -
“Ban thudng tim ki€m nhitng thong tin truc tuyén
nhu thé nao khi ¢6 ¥ dinh mua sin phdm may mic?
Va thong tin nao la quan trong.”

3. Cau héi vé do tin cay thong tin - “Lam thé&
nao ban dinh gia tinh minh bach va ding tin ciy
ciaeWOM?”

4. Cau hdi vé thdi d6 véi hanh vi - “Y dinh mua
hang clia ban thay d6i nhu th€ nao sau khi doc
thong tin ddnh gid tich cuc/tiéu cyc/trung lap vé
mot sdn phim qua EWOM?”

5. Cau hdi vé chuin myc chi quan - “N&u mot
san phim nhin dudc ddnh gi4 tich cuc tir da phan
cic kénh EWOM, trong khi ngudi than/ban
bé/ddng nghiép ddnh gid tiéu cuc vé san phim thi
y dinh mua sdn phdm cda ban thay d6i nhu th&
nao?”

6. Cau hoi vé nhdn thic ki€ém sodt hanh vi -
“Theo ban, miic d6 hi€u bi€t vé sdn pham (thuong
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Hinh 1: Mé hinh tac gid dé xudt

Thai d6 doi
Chat lurong voi hanh vi HS (+)
thong tin H1 (+) H4 (4)
s (+) | Chuan muc % .
DJ tin cay Su chép /HD()' chu quan \'&‘ Y dinh
ciathong [ H2O| L mua hang
tin thc“mf; dini H6 (+) - - cua nguol
\ Nhin thirc yw” tiéu dung
kiém soat trén san
Nhu cau hanh Vi AR
thong tin H3 () H7(
Rui ro cam HI1()
nhan

hiéu nao, ki€u dang kich ¢d,...) c6 tic dong th& nao
ddi v6i y dinh mua sim hang may mic trén san
T™DT?”

7. Cau héi vé rii ro - “Ban nhén thdy ¢6 nhitng
rdi ro gi sau khi dya trén nhitng thong tin qua
EWOM d€ mua hang may mic trén sin TMPT?”

8. Cau héi phu - “Ban ¢6 biét nhitng chién ludgc
cu thé nao clia c4c thuong hiéu dé tin dung stic nh
hudng cia eWOM?”

4. K&t qua va thdo luan

4.1. Ddc diém ciia thong tin EWOM

HAu nhu cdc ddp vién déu cho ring tinh tin ciy
clia thong tin 12 diéu ho mudn c6 & thong tin
EWOM ho ti€p xtic. Ngoai ra, chat lugng thong tin
va thong tin d4p ng dudc nhu ciu tim ki€m ciing 12
tht ngudi tiéu dung muén tim ki€m khi ¢6 y dinh
mua san phdm may mic. Tinh tin cdy dugc ddnh
gid cao hon vi ¢6 thé d& dang ddnh gia ngudn gdc
thong tin, sy uy tin cla tac gid, su nhit quin vdi cac
thong tin.

Chat lugng va nhu ciu thong tin EWOM ma
ngudi tieu dung tim ki€m khi ¢6 ¥ dinh mua san
phim may mic.

C6 nhiéu y&u t& ma ngudi mua quan tim, da
phan déu niim & chat lugng san pham (kich ¢, ki€u
ddng, mau sic, chit liéu,...). Nhiéu ngudi tiéu dung

mong muén dudc cung cAp hinh dnh sin phim.
Ngoai ra, dd ndi ti€ng clia nhin hang ciing 1a yéu t&
mi ngudi mua quan tim.Nhiéu kénh truc tuyén
ngay nay dudgc ngudi mua tuong tic va chia sé
thong tin. Mot s6 kénh phd bién ma nhitng dap vién
thuong dua ra nhu mang x3 hoi (Facebook,
Instagram, Tiktok) va san TMDPT (Shopee,
Lazada).

4.2. Do tin cdy ctia thong tin EWOM

Theo k&t qua, da phin cdc dip vién déu cho
ring ho c6 xu huéng lya chon ngudn cung cip
thong tin ddng tin ciy 12 ngudi thAn va ban beé nhat.
Ho c6 m&i quan hé than thi€t nén sé& c6 nhiéu thong
tin d& dua ra 15i khuyén mua sim mot cach chinh
xdc va khdch quan nhat. Ngoai ra, ho tin vao
EWOM tir ngudi ¢6 tim 4nh hudng (influencer), s&
ngudi danh gid va sy chi ti€t clia thong tin EWOM
hay Tiktok truéc khi cé y dinh mua sdn phAm may
mdc nao do.

4.3. Thdi do nguoi mua thay doi khi doc ddanh
gid

Céc ddp vién déu nhan dinh sé& c6 nhiéu y dinh
mua hang hon truGc nhitng danh gid tich cuc va
gidm ¥ dinh mua hang ddi véi hang c6 nhiéu ddnh
gid tiéu cuc. N&u san phadm khong c6 quéd nhiéu
danh gia tiéu cuc vé& sin phdm van sé dudc cin
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nhic thém. Con trong trudng hop c6 nhiéu y ki€n
trung 14p, ngudi mua sé& lya chon tiép tuc tim ki€m
thong tin, hoic tlly theo nhu ciu riéng dé c6 y dinh
mua san pham.

4.4. Chudn muc chii quan ciia nguoi tiéu ding
khi co y dinh mua

Trong trudng hgp sdn pham cé lugt danh gid tich
cuc trén mang nhung lai nhan lai y ki€n trai chiéu
tif phia ngudi thin va ban beé, da phin cdc ddp vién
lya chon nghe 151 nguGi thin va ban be. Tuy nhién,
ciing c6 s0 it suy nghi than trong hon va coi ¥ kién
ngudi than va ban bé nhu 12 mdt ngudn tham khio,
quy&t dinh cudi cling s& dua vao ban than.

4.5. Nhdn thiic kiém sodt hanh vi ciia nguvi
tieu dung khi cé y dinh mua

Ngudi mua s& dé dang quyét dinh c6 nén mua
mot sidn phim hon khi c6 nhiéu hiéu biét vé sin
phim. Nhitng hi€u bi€t d6 c6 thé vé thuong hiéu,
chat vai, ki€u ddng, hay cach thiic mua hang. Khi
c6 nhiéu thong tin vé sdn phdm, ho s& biét san
phdm d6 c6 phit hgp v6i ban than khong, gidm
thiéu rtii ro &€ mua san phdm phit hop.

4.6. Ruii ro sau khi tiép nhan thong tin EWOM
dé c6 ¥ dinh mua hang

C6 nhiéu rii ro ma ngudi mua cé thé phai trai
qua khi ¢6 y dinh mua sau khi ti€p nhan thong tin
EWOM nhu rii ro vé sdn phdm, rdi ro vé sy thi€u
trung thyc cia EWOM, riii ro vé thanh todn ciing
nhu d6i trd hang. Néu ngudi mua nhan thdy cé
qud nhiéu rdi ro, khd ning ho sé khong cé y dinh
mua hang.

4.7. Chién lugc cdc thuong hi¢u tgn dung siic
dnh hudng clia EWOM ma ngui mua biét

Hién nay, ngudi tiéu dung tré déu nhay bén
trudc cdc chi€én lugc tAn dung sitc manh cia
EWOM cia cédc thuong hiéu thdi trang, viéc nay sé
gdy ra nhitng tdc dong khic nhau. Mot s6 chién
lugc tiéu biéu nhu cdc thuong hiéu dwa vao ngudn
EWOM tur cic KOLs (Key Opinion Leader) -
nhitng ngudi ¢6 stic anh hudng trong mot linh vuc
thudng dudc cdc ban tré tin tudng tham khio y ki€n
vé san phim. Tuy nhién, viéc ti€p xic v6i qud
nhiéu chi€n dich marketing c6 thé din dén viéc
gidm § dinh mua hang vi ngudi tiéu ding cim thiy
hoai nghi.
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Nhu vay, ngudi tiéu dung khd quan tAm dén cdc
thong tin EWOM. Ching gitdp cho ngudi tiéu dung
hi€u rd hon vé mit hing ho ¢6 y dinh mua trén san
TMDT. Khi d6i chi€u véi cdc nghién cttu da dudc
cong b nhu Erkan (2016) hay Trin Thanh Td
(2022), c6 thé thay cdc nhan t6 nghién cifu di dugc
k& thira va 4p dung phit hgp véi boi cinh phdng
van. Qua day, nhitng doanh nghiép may mic va
nha ban hang cé thé tham khio va tan dung stc
manh cia EWOM dé khuyén khich khich hang
mua trén san TMDT.

5.Ké&tluan

Trong khudn khd nghién cttu nay, EWOM da
dugc chitng minh khong chi 13 phdn md diu cho
quyét dinh mua sim ma déng vai trd quan trong
dnh huéng manh mé dén ngudi tieu dung. C4c bién
trong mo hinh nghién cttu nhu “chat lugng thong
tin”, “nhu cau thong tin”, “dd tin ciy”, “su chip
nhan thong tin”, “thdi d6 d6i v6i hanh vi”, “nhan
thiic ki€m sodt hanh vi”, “ri ro cdm nhin” dudc
x4c nhan c¢6 mdi lién hé, c6 4nh hudng dén y dinh
mua sim hang may mic clia ngudi tiéu dung.

Nghién ctu ciing chi ra, EWOM c6 1gi cho ca
ngudi tiéu dung va doanh nghiép. V& phia ngudi
tiéu ding, EWOM cung cAp ngudn thong tin ddng
tin cdy, gitp ho c6 cd s§ dé dua ra nhitng quyét dinh
mua hang thong minh hon, it ri ro hon va ting sy tu
tin trong qua trinh mua sim. D61 v6i doanh nghiép,
EWOM la mdt cdng cu quéng bé ddc luc gitp ning
cao uy tin thuong hiéu, mg rong tim 4nh hudng va
thiic ¢4y doanh s6 ban hang.

Dua trén nhitng phat hi€én, ngudi ti€éu dung nén
phan tich thong tin EWOM tir nhiéu ngudn, d4nh
gid cin than thong tin va dua ra nhitng phan hoi
trung thuc va chi ti€t trén nén tdng truc tuyé&n, nhim
gitip nhitng ngudi mua khic gidm thi€u rdi ro va
dua ra quy€t dinh mua bdn thong minh. Ngudi ban
hang va cdc doanh nghiép c6 thé tin dung EWOM
dé gia ting doanh thu khi ban cdc sin phAm may
mic trén cdc nén tdng thuong mai dién tl nhu ting
dd tin cdy va chat lugng cda thong tin dugc lan
truyén qua EWOM, t5i vu héa thong tin chi tiét dé
ddp ng moi nhu cAu clia ngudi mua va tin dung
cdc chuin muc chi quan cd nhian héa cic trai
nghiém mua sim ctia khach hang
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ABSTRACT:

This study described the impact of electronic word of mouth (EWOM) on the intention of
consumers to purchase clothing on e-commerce platforms. This study is expected to assist sellers
in better understanding buyers' needs and developing a targeted, suitable approach to reach
potential consumer groups. To ascertain the effects of EWOM on clothing purchase intention on
e-commerce platforms, interviews were conducted at the end of 2023. By employing the
qualitative method, the results revealed that the following determinants are the primary
elements influencing consumers: information quality, credibility, information needs, information
adoption, attitude to behavior, subjective norms, perceived behavioral control, and perceived
risk. Based on the study’s findings, several recommendations were proposed for clothing firms
and consumers to have a better understanding of their needs in the context of e-commerce.

Keywords: electronic word of mouth (EWOM), purchase intention, e-commerce, clothing.
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