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TOM TAT:

Nghién cttu nhim muc dich khdm ph4 tic dong clia ddnh gi4 truc tuyén dén quyét dinh Ivra
chon khéch san ctia khach du lich khi d&€n Thanh phd H6 Chi Minh (TP. HCM). Nghién citu st
dung phuong phap nghién cttu hdn hgp két hdp dinh tinh va dinh lugng. C6 4 khdi niém chat
lugng thdng tin, chuyén mon, ndi dung ddnh gid truc tuyé&n, thuong hiéu quen thudc gidi thich
68,8% su tin tudng vao cdc bai danh gi truc tuyé&n. Tir két qua dat dugc, nghién citu dé xuit mot
s6 khuyé&n nghi nhiim gitip doanh nghiép kinh doanh khach san cii thién d4dnh gia truc tuyén,

ddng thdi chi trong, nang cao va cdi thién cdc hoat dong chim séc, cung cAp thong tin, ddp ting

va hd trg du khach khi d&n TP. HCM.

Tw khéa: Pdnh gi4 tryc tuyén, quyét dinh lya chon khach san.

1. Dit van dé

Tai TP. HCM, nganh Du lich gép phan khodng
25% téng GDP du lich qudc gia. Lugng khich
trong va ngoai nudc d€n TP HCM ngay cang gia
ting dd kéo theo nhu cAu st dung khéch san ting
theo. Pic biét, sau mot thdi gian dai bi anh hudng
bdi dich bénh, du lich TP. HCM da khdi sic. S&
lugng khéach du lich ndi dia dé€n TPHCM tir 0 lugt
trong quy 3/2021 - thdi di€m gidn cdch nghiém
ngit, ting 1én gin 3 triéu lugt khich trong quy
4/2021, tong thu tir du lich dat hon 2.570 ty dong
(Trang tin dién t¢ Pang bd TP. HCM). Nhu ciu
tim ki€m cdc thong tin du lich trén mang tai Viét
Nam ciing ting I&n rdt nhanh.

Tru6c mdi chuyé&n di, khach du lich thudng c6 xu
huéng tim hiéu trén cic trang web nhu Agoda,
Booking, Traveloka, TripAdviso.. d& tim ki€m
diém dén, tour, khach san va cdc dich vu lién quan.
Du khéch ciing chii dong ding binh luin, ddnh gid
vé khdch san, tour, chit lugng dich vu trong hanh
trinh. Panh gi4d nay dudc ngudi di sau tin cdy hon
thong tin tif cdc hang chuyén khdo sit, x€p hang,
danh gia du lich chuyén nghi€p. Trong nghién cttu
do Stride Travel ti€n hanh trong nim 2017, ¢6 95%
khach du lich tin tudng vao ddnh gid trén trang ctia
bén thtt ba, khich du lich ¢c6 mifc do tin tudng ting
1én 8 1an ddi v6i nhitng d4nh gid thuc khi ho t6i tir
trang clia mot bén tht 3. P&n cudi nim 2021,
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Tripadvisor s& hitu hon 1 ty ddnh gid va y kién
doéng gép tir cong ddng.

2. Co'sé 1y thuyét va cac nghién ciu thuc t&

Quyét dinh lya chon ctia ngudi tiéu dung trong
thoi dai 4.0

Trong thdi dai 4.0 ngudi ti€u ding ngay cang
k&t n6i va ho cé nhiéu thdi gian hon dé xem xét va
d4nh gid cdc thuong hiéu, vi thé, doanh nghiép cin
tAn dung stic manh ctia kha ning k&t ndi va ting ho
tf ngudi tiéu dung. Theo Philip Kotler, quyét dinh
lua chon clia ngudi tiéu dung trong thdi ky két noi
dudc dua trén nhitng gi ngudi ti€u dung rit ra dugc
tr viéc thdo luan vGi ngudi khic. Ong da dua ramo
hinh 5A (Customer Jouney 5A) dé phan dnh hanh
vi mua ctia ngudi ti€u dung trong giai doan 4.0, bao
gdm céc giai doan:

(1) Giai doan nhén biét: O giai doan nhan biét,
ngudi tieu dung d6i mit véi mot danh séch dai cdc
thuong hiéu tir hoat dong truyén thong hoic tir sy
gidi thiéu cia ngudi tiéu dung khic. M6t ngudi
tiéu dung c¢6 nhitng trdi nghiém thuong hiéu trudc
day sé c6 thé d& dang nhé lai va nhan ra thuong
hiéu d6. Hoat dong quing cdo clia cdc doanh
nghiép va nhitng 15i truyén miéng dén tir ngudi
tiéu dung ciing chinh 13 ngudn tao nén sy nhin
biét thuong hiéu.

(2) Giai doan thu hit: Ngudi ti€u dung sé€ xa 1y
nhitng thong diép ma ho ti€p xic, ho s& nhd lai
nhitng y&u t6 4n tugng vé thuong hiéu. Mot s
ngudi tiéu diing phdn dng t8t vdi sic hit clia thuong
hiéu hon nhitng ngudi tieéu dung khac.

(3) Giai doan tim hié¢u: Ngudi tiéu diing thudng
tim hiéu nhiéu thong tin vé thuong hiéu da thu hit
ho v tra cifu tit c4 thong tin ma ho cin dé danh

2

gid.

(4) Giai doan hanh dong: Pugc cling c6 v6i
nhiéu thong tin hon, ngudi tiéu diing quyét dinh Iya
chon mot thuong hiéu cu thé va tuong tic siu hon
thong qua qué trinh Iya chon. 0 giai doan nay,
ngudi tiéu diing s& tuong tic nhiéu hon.

(5) Giai doan uing hy: Theo thdi gian, ngudi ti€u
diing s& dan phat trién y thiic gin b trung thanh
vGi thuong hi€u, dugc phdn dnh & viéc duy tri sit
dung, ti€p tuc mua hang va gidi thiéu cho ngudi
tieéu dung khac. Nhitng ngudi Ging ho tich cuc sé

238 S6 26 - Thang 12/2022

gidi thiéu thuong hiéu ma ho yéu thich mot cich
ngiu nhién cho dit khong dugc yéu ciu.

Bdnh gid truc tuyén

Mot s6 khdi niém vé ddnh gid truc tuyén trong
d6 Hennig-Thurau va cdng su (2004) da dinh nghia
“Panh gi4 truc tuy&n 1a bat ky tuyén bo tich cuc
hay tiéu cuc do ngudi tiéu dung tiém ning da st
dung truéc san pham hoic dich vu ctia mot cong ty,
t6 chiic va ddnh gid cong khai thong qua mang
Internet”.

Trong khi d6, Wei & Lu (2013) dinh nghia:
“Mot loai thdng tin va ddnh gid sin pham do ngudi
dung tao ra trén cd sG trdi nghiém cta chinh ho,
thong tin ddnh gid dudc ding trén trang web cla
céc clra hang truc tuyé&n hodc trén trang web clia
bén thit 3 d6 1a ddnh gia tryc tuyén”

Tdc dong ciia ddnh gid truc tuyén dén quyét dinh
lua chon

Theo Philip Kotler, quy&t dinh clia ngudi tiéu
dung trong md hinh 5A thudng bi tdc ddng bdi su
k&t hgp tir sw 4nh hudng clia bdn than (own), clia
ngudi khiac (other) va tir bén ngoai (outer). Anh
hudng tir moéi trudng bén ngoai ngudi ti€u dung
dugc bt ngudén mot cich cé chd dich bdi cic
thuong hiéu thong qua quing cdo va hoat dong
truyén thong marketing, hoic cidc ngudn truyén
miéng tr mang ludi ban be va gia dinh, dic biét la
tor mang xa hoi. Katia Laura Sidali, Hoger Schulze
and Achim Spiller (2009) trong nghién cttu “Tac
dong clia d4dnh gid tryc tuy&n ddi vé6i viéc lya chon
chd & cho ky nghi” da chi ra cdc y€u t6 nhu chuyén
mon, thuong hiéu quen thudc, do tin cAy clia nén
tdng dién tif gidi thich nhiéu hon 60% su tin tudng
vao cdc bai danh gid truc tuyén, din dén tic dong
vao quyét dinh Iva chon chd & clia khach du lich.
Yayli va cong sy (2012) vGi nghién cttu “Anh
huéng cla viéc ngudi tiéu dung ddnh gid truc tuyén
dé&n quyét dinh mua hang truc tuy&én” cho thiy ¢
mot mdi lién hé giita cic yé&u t6 clia ddnh gid truc
tuyén va quyét dinh ctia ngudi tiéu dung. K&t qua
nghién citu ctia cac hoc gid nay cho thiy céc yé&u to
lién quan dén ddnh gid tryc tuyén bao gdm: (1)
thong tin, (2) tinh hitu ich, (3) trang web, (4) do tin
cdy 1a nhitng y&u t& cin ban c6 tic ddng dén quyét
dinh lya chon ctia ngudi ti€u dung.
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3. Cac gia thuy&t nghién citu

Céc gia thuy€&t nghién cttu dugc dé xudt nhu sau:

- Chat lugng thong tin danh gid truc tuyén:
Thong tin chat lugng tir ddnh gié truc tuyén la mic
dd ma ngudi tieu dung tin ring cdc ddnh gid truc
tuy€n sé& tao diéu kién thuin 1gi cho qué trinh ra
quyé&tdinh Iya chon clia ho (Park & Lee, 2009).

Gid thuyét HI - Chdt lugng thong tin trong ddnh
gid truc tuyén cé tdc dong ciing chiéu va tric tiép
dén tin tudng ddnh gid tryc tuyén

- Thuong hi€u quen thudc: Sy quen thudc vdi
thuong hiéu tuong ting véi s6 lugng trdi nghiém lién
quan dén thuong hiéu. Khi ngudi tiéu diing c6 ki€n
thitc vé bat ky thuong hiéu nao, di¢u nay c6 nghia
12 ho da c6 thai do va an tugng nhat dinh d6i véi
thuong hi¢u dé.

Gid thuyét H2: Thuong hiéu cé tdc dong cing
chiéu dén tin tuéng ddnh gid truc tuyén

- b6 tin cdy cta trang web: Hennig-Thurau
(2004) kh?mg dinh d4nh gia tryc tuy€n dugc ngudi
tieéu dung coi la thong tin dang tin cdy. Khach du
lich c6 xu huéng tham khao cdc danh gid trén cac
trang web dang tin cay.

Gid thuyét H3: P¢ tin cdy clia trang web cung
cdp ddnh gid tric tuyén cé tdc dong cing chiéu dén
tin tuéng ddnh gid truc tuyén.

- Chuyén mdn ddnh gi4 tryc tuy&én: Chuyén modn
clia ngudi danh gid 1a sy am hi€u cta ho vé thong
tin clia khach san va cung cip, chia sé mot cdch
chinh x4c cho moi ngudi biét, tao sy tin tudng cho
ngudi tieu dung. Vi th€, nhitng ngudi ddnh gid c6
khd nidng cung cip thong tin chinh xdc va c6
chuyén mon sé& tao su thuyét phuc cho ngudi tiéu
dung hon.

Gid thuyét H4: Chuyén moén ddnh gid truc tuyén
tac dong cung chiéu dén tin tudng ddnh gid truc
tuyén

- Pic diém cla ngudi dinh gid: Thong tin vé
ngudi ddnh gid dong mdt vai trd quan trong, ¢6 kha
ning thuy&t phuc ngudi xem.

Gid thuyét HS: Pdc diém ciia nguoi ddnh gid tdc
dong ciing chiéu dén tin tuéng danh gid tryc tuyén

- Noi dung ddnh gié truc tuyén: Noi dung dédnh
gid tryc tuy€n thudng tp trung vao cac khia canh
chinh ctia sdn pham/dich vu (Liu & Park, 2015).

Céc loai ndi dung khic nhau s€ c6 tic dong hodc
anh hudng khic nhau, ndéi dung c6 tic dong 16n
thudng 14 ndi dung chi ti€t va cung cAp nhiéu bing
chitng vé thyc t€.

Gid thuyét H6: Noi dung ddnh gid truc tuyén tdc
dong ciing chiéu dén tin tudng danh gid truc tuyén

- Tin twéng ddnh gid truc tuyén (bi€n trung
gian): Trong tinh huéng thong tin khong cin xtng,
niém tin dudc coi 1a co ch€ quan trong dé duy tri
trang thdi cAn bing, vi n6 lam gidm nhan thic i ro
va chi phi giao dich.

Gid thuyét H7: Tin tudng ddnh gid truc tuyén tdc
doéng ciing chiéu dén quyét dinh lya chon khdch san
ciia khdch du lich

- Quyét dinh lya chon (Bi€n phu thudc): Qua
trinh ra quyé&t dinh lya chon khéch san khi di du lich
clia ngudi tiéu diing c6 thé gidi thich biing cach ti€p
can x{t 1y thong tin, ngudi tiéu dung tim thdy nhitng
thong tin, ddnh gia n6 va quyét dinh lya chon.

4. Phuong phap nghién citu

Péi tugng khdo sdt: Nghién ctu nay tip trung
khdo st khach du lich trong nuéc tir do tudi 18
tudi trd 1én da tirng du lich tai TP.HCM hoic
khéch du lich dang tim ki€m khéch san luu trd tai
TP.HCM. Kich thuéc miu lya chon cho nghién
ctru nay la 205 khach hang. Dt li€u dugc thu thap
theo phuong phdp thuin tién ngiu nhién thong
qua bdng ciu hdi dugc thi€t k& trén Google Form
va khéo sdt truc tuyén.

Thang do: Thang do dung cho nghi€n ctru dugc
xay dung dya trén cdc nghién cdu truGec day, co
diéu chinh va bd sung sau khi thuc hién phdng van
nhom va khéo sat thir.

Thang do chinh thifc ¢6 32 miu dugc dua vao
nghién citu, 1an lugt nhu sau:

- Chat lugng thong tin (CL): CL1 - Thong tin
trong danh gid truc tuyén lién quan dén nhu ciu,
CL2 - Thong tin trong ddnh gid truc tuyén phit hop
v6inhu cau, CL3 - Thong tin d4nh gia truc tuyén dé
doc va dé hi€u, CL4 - Thong tin trong ddnh gia truc
tuy€n thudng chinh xac, CL5 - Thong tin trong ddnh
gid tryc tuyé&n rit dé so sdnh, doi chi€u, CL6- S&
lugng clia danh gid tryc tuyé&n lién quan dén khach
san khé nhiéu.

- Thuong hiéu khach san quen thudc (TH): TH1-
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Khéch san c¢6 x€p hang cao, TH2 - Néu mot khach
san c¢6 uy tin thi dinh gid ca nhitng ngudi khéc
khong quan trong 1dm, TH3 - N&u mot khich san
dugc nhiu ngudi biét d&n, d4dnh gid cla nhitng
ngudi khac khong quan trong lim.

- b0 tin cdy cda trang Web (DTC): DTCI1 - B0
nhan biét clia cdc trang web cao, DTC2 - Trang
web phd bi&n ddi véi khach du lich, DTC3 - Cic
trang web c6 lién két d&€n khach san ma du khéach
mudn tim hiéu, DTC4 - Trang web bido mat thong
tin cao.

- Chuyén mon (CM): CM1 - S& lugng bai ddnh
gi truc tuyén dugc ding rat quan trong doi véi toi,
CM2 - Toi thudng tim cdc bai danh gid truc tuyén
dugc vi€t bdi nhitng ngudi di du lich nhiéu, CM3 -
DPanh gi4 truc tuyén cang chi ti€t thi Tdi cang tin
tudng, CM4 - Toi thudng lya chon cdc bai dinh gid
truc tuy€n da nhan dugce x&p hang cao.

- Pic diém ngudi danh gid truc tuyén (DD):
DD1 - Tén that hodc nick name cta ngudi danh gid
cong khai rd rang, DD2 - Tan suat cung cip cic
d4nh gi4 truc tuyé&n thudng xuyén, DD3 - Pia di€ém
luu trd clia ngudi ddnh gid cong khai 16 rang.

- Noi dung ddnh gid truc tuyén (ND): ND1 - Toi
luén tham khdo cdc bai ddnh gid truc tuyén dugc
ding bdi nhitng ngudi c6 nhu ciu gidng t6i, ND2 -
Cic d4nh gid tryc tuyé€n cung cap day dd thong tin
vé gid cd, ND3 - ND4 - C4c danh gi4 trurc tuyén mo
ta 0 rang, cu thé vé san pham, dich vu ctia khach
san, ND5 - Céc ddnh gia truc tuy&n c6 x€p hang chi
ti€t vé khach san.

- Tin tudéng ddnh gid truc tuyén (TT): TT1 - So
vdi An phdm quéng cdo, tdi tin tudng danh gid truc
tuy&n hon, TT2 - T6i nghi riing cdc bai dinh gia
truc tuyén la ddng tin cay, TT3 - Néu mot khich
san dugc du khach gi6i thiéu truc tuyén, tdi sin
sang dit phong hon, TT4 - D6i véi toi, cdc danh gid
truc tuyén tich cuc 1a rit quan trong.

- Quyét dinh lua chon khdch san (QD): QDI -
Toi s& dat phong khach san khi di du lich TP HCM
dya trén tham khdo dénh gid truc tuyén, QD2 -
TruGc khi dit phong khich san, t6i da doc trai
nghiém clia nhitng ngudi dung khic, QD3 - Pdnh
gi4 truc tuyé&n gidp tdi dua ra quyét dinh ding din,
QD4 - Toi sé chia sé kinh nghiém/trdi nghiém du
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lich ctia toi thong qua cic trang web c¢6 phan ddnh
gid truc tuyé&n cho nhitng ngudi di du lich sau tdi.

5. Phan tich két qua nghién ciiu va thao luan

Kiém dinh thang do

Nhém téc gid ti€n hanh d4dnh gid do tin ciy cla
thang do bing hé s Cronbach’s Alpha. Phan tich,
két qua ki€m dinh Cronbach’s Alpha v&i nhém chat
lugng thong tin cho thdy, bi€n quan sat CL4 c6 hé
sO tuong quan bién tdng 1a 0,270 < 0,3 nén nhém
tdc gid loai bi€én CL va chay lai Cronbachs Alpha
lan 2 va két quéa Cronbach’s Alpha = 0,872 > 0,6
dat yéu cau vé dd tin cdy. K&t qud Cronbach’s
Alpha clia 7 thang do con lai déu 16n hon 0,70.
Trong d6 thap nhat la y&u t6 thuong hiéu quen
thudc véi hé s6 0,731 va cao nhat 1a khdi niém yé&u
t0 chat lugng thdng tin v6i hé s6 0,872. K&t qua
ki€m dinh cdc thang do hop 1é sau khi phan tich
Cronbach’s Alpha dudc dua vao ddnh gid ti€p theo
bing phuong phdp phan tich nhan t6 khdm ph4
EFA. K&t qua xoay EFA c6 8 nhan t6 (6 bi€n doc
1ap, 1 bié€n trung gian va 1 bi€n phu thudc) dugc
trich ra, ki€m dinh Barlett Sig = 0,000<0,5, hé s&
KMO = 0,849, gi4 tri eigenvalues clia cic nhan t0
déu >1, cdc bi€n quan st c6 hé s6 ti nhan t6 >0,5
datyéu cau.

Phan tich nhin t6 khing dinh CFA nhim xdc
dinh sy phii hgp clia s6 liéu nghién cifu v6i md hinh
ly thuyé&t va khing dinh do tin cAy clia thang do
bing kh4i niém d9 tin cay tdng hop.

Phan tich mo hinh cdu triic tuyén tinh (SEM)

Sau khi duwa mo hinh vao phan tich ciu tric
tuy&n tinh mo hinh dat dugc cic chi s6 tuong doi tot
Chi-square/df = 1,383, TLI = 0,932, CFI = 0,940,
RMSEA= 0,043, chi ¢6 chi s6 GFI = 0,854 chua
thda min. Bén canh d6, K&t qua wdc lugng (chuin
héa) clia cdc tham s& chinh cho thdy, thang do dd
tin cAy va thang do dic diém khong c6 y nghia
thong ké& & do tin cay 90% vi P-value>0,1, do vay
s€ bi loai ra khoi md hinh. P-value cta céc thang do
nhém chat lugng thdng tin, chuyén mon, ndi dung
danh gi4 tryc tuyén, thuong hiéu quen thudc va tin
tuéng danh gid truc tuyén déu <0,05. Nén cdc bién
nay déu thuc sy 4nh hudng dén tin tudng va quyét
dinh lya chon.

Phan tich SEM 1an 2, xét mdi tudng quan giita
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sai s0 bién quan sit cho thd'y mo hinh Chi-square/df
1,284 <3, TLI=0,962>0,9, CFI=0,967>0,9 va
RMSEA=0,037<0,08 déu dat yéu cau, chi s6 GFI =
893 xap xi0,9. (Hinh 1)

Mit khic, cdc trong s6 chuin héa déu duong,
nén cdc bié€n Chat lugng thdng tin, Chuyén mon,
Noi dung danh gid tryc tuyén, Thuong hiéu quen
thuoc anh hudng thuin chiéu d&n Tin tuéng ddnh
gi4 truc tuyé&n, va Tin tudng danh gia truc tuy&n dnh
huéng thuan chiéu d€n Quyét dinh lya chon. Vi
vay, cdc gid thuy&t nghién cttu lién quan dén céc
nhén t§ trén déu dugc chip nhan. (Bang 1)

Hinh 1: Mé hinh c@u trac tuyén tinh SEM (Ién 2)

6. K&t luan va khuyén nghi

K&t qua phan tich cho thdy, cdc nhin t6 chat
lugng thong tin, chuyén mon danh gid, thuong hiéu
quen thudc, ndi dung dinh gia tryc tuyén cé tic
dong dén tin tudng ddnh gid truc tuy&n va tac dong
dén quyét dinh lua chon khéch san cta khich du
lich khi d&n TP.HCM, cdc ham ¥ quan tri bao gdm:

Mot la, ndng cao chdt lugng thong tin.

Chat lugng thong tin dénh gid c6 tri tuyét doi cta
trong sO chudn héa 12 0,228 thap nhit trong cic nhan
t6. Piéu nay c6 nghia tic dong ctia chit lugng thong
tin dén tin twdng ddnh gia tryc tuyén 1a thap nhat

A7 1 Chi-square=306.801 ; df=239 ; P=.002;
e )ps CL5 45 Chi-square/df=1.284 ;
o .-,' 28 GFI=.893 ; TLI=.962 ; CFI=.967 ;
N O ' :o S RMSEA=.037
Edro CL3 \ 3
O— \ 7 ; 27
2 D) 96 | QD1 | 1 @’
2 e [QD3 ] (E2p1
Do : @ ©
— \ s
21
23 1
1 %w
L | ND4 | 1.00 30 8 1
L . _ 5 6307
€15 : @ o 1 oo
€100 . ND3 1 774 ] ! €23
&1 | ND1 | 10
15 3
1
€2 . 1.00 36
o ©
£2) TH1
Bdng 1. K&t qud ki€m dinh cdc gid thuyét nghién ciu
M&i quan hé Estimate SE CR P-value Két luan
TT <--- CL 0.249 0.071 3.485 0.000 Chap nhan
TT <--- CM 0.269 0.079 3.396 0.000 Ch&p nhan
TT <--- ND 0.377 0.089 4.254 0.000 Ch&p nhan
TT <--- DTC 0.092 0.066 1.395 0.163 Bacbd
TT <--- DD 0.061 0.096 635 0.526 Bac bo
TT <--- TH 0.268 0.084 3.185 0.001 Ch&p nhan
QD <--- T 0.399 0.076 5.222 0.000 Ch&p nhan
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trong 4 nhan t6. Doanh nghiép kinh doanh khich
san can cung cAp diy di trén trang web chinh thitc
cia khich san sao cho dé doc, dé tra ctfu, so sdnh va
doi chi€u. Pdng bo céc thong tin clia khich san &
cac trang web khac nhu Agoda, Booking, Google,...
d€ tranh trudng hdp qua nhiéu thong tin khic biét
khi€n du khéch lo ling, mAt niém tin.

Hai la, da dang ndi dung ddnh gid truc tuyén.

Doanh nghiép cin chid ¥ hon cdc ndi dung dénh
gi4 truc tuyén. Can c6 phdn hdi ndi dung ddnh gid
truc tuyén tich cuc bing nhitng 13i cdm on chan
thanh hodc phan hdi mang tinh chim séc ddi véi
cdc ndi dung ddnh gid truc tuyén cé tinh tiéu cuc.
Bén canh d6, nha quan 1y cAn tip trung vao noi
dung phan hdi céc ddnh gid truc tuyén c6 thé bd
sung thém c4c thong tin vé gid ca, chinh sdch vu dii
mdi cap nhat,... dé€ khach du lich dang c6 nhu cau
lua chon khach san dé dang ti€p can va ting do tin
tudng, ting x&p hang dich vu ctia khdch san hon.

Ba la, ddy manh cdc ddnh gid chuyén mon.

Can lién két véi cdc trang danh gid truc tuyén
chit lugng va uy tin, c6 nhiéu ngudi thudng xuyén
danh gid, ddc biét [a c¢6 chinh sdch thu hidt cdc du
khéach thudng xuyén di du lich ¢6 dinh gid cho
khach san ctia minh. Chii y dén cdc d4nh gid chi tié€t
va ¢6 tinh chuyén moén d€ cé phan hdi thich hgp,
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nang cao dudc uy tin khich san, cAn nhic lya chon
KOLs (Key Opinion Leaders), 1 nhitng ngudi ndi
ti€ng, c6 kinh nghiém du lich va nhiéu trdi nghiém
trong Iinh vuc nay. Luu y vai tro ctia Hiép hoi va
cdc chuyén gia trong cdc nd luc tuyén truyén va
danh gid mang tinh chuyén mon.

Bén la, tao uy tin va ting su nhan biét thuong
hiéu.

T4c dong clia thuong hiéu quen thudc dén su tin
tudng danh gid tryc tuyén la tuong ddi cao, do d6
cdc doanh nghiép trong nganh cin duy tri va uu tién
hon trong hoat ddng truyén thdng, quing b4 thuong
hiéu, k&t hdp tham gia va ddy manh truyén thong
trong cac su kién du lich va c4c cudc thi tim hiéu vé
thuong hi€u, ting cudng cdc chinh sich vu dai, hau
mii cho nhitng kh4ch du lich than thi€t véi khach
san nhu gidm gia, chi€t khau, ting keém dich vu,..
d€ thu hit khach du lich, kich thich du khéich lua
chon khé4ch san, ting th€ manh canh tranh. K&t qua
nghién citu cho thdy, du khach chd y nhiéu vao do
phd bién dugc nhidu ngudi bi€t d&€n cia cdc khach
san, vi th& can khuy&n khich du khéch ting tuong
tdc trén mang xa hoi, k&t hop ting cudng ddnh gia
truc tuy€n trén cic trang web danh gia dé tao dung
uy tin thuong hiéu ting x&€p hang trong danh sich
cackhidchsan TP.HCM m
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ABSTRACT:

This study explores the impact of online reviews on the decision of tourists to choose hotels
when they travel to Ho Chi Minh City. The mixed research method combining qualitative and
quantitative methods are used to conduct this study. Four factors including Information quality,
Expertise, Online review content, and Familiar brand explain 68.8% of the tourist’s trust in
online reviews. Based on the study’s findings, some recommendations are made to help hotels
get good online reviews, and better support tourists visiting Ho Chi Minh City.

Keywords: online review, decision to choose a hotel.
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