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TOMTAT:

Bainghién cttu phin tich tdc dong clia ddnh gid tru'c tuyé&n d6i v4i hinh dnh thuong hiéu trong
bdi canh tai Viét Nam d6i v6i nhém hang héa my phdm. K&t qua cho thdy chat lugng, ngudn,
tinh nh4't qudn va ngudi nhin c6 tdc dong tich cuc d&€n do tin cAy clia ddnh gid truc tuyén. Pong
thdi, do tin cdy cia cdc ddnh gid truc tuyén cé tdc dong tich cuc va ddng k€ d&€n hinh 4nh thuong
hiéu. Dya trén k&t qua phan tich, mot s6 ham y quan tri dugc dé xui't nhiim gitip doanh nghiép
chi trong ki€m so4t va khai thac cdc ddnh gid truc tuy€n nhw mot cong cu marketing nhim ning
cao hinh dnh ctia thuong hi€u trong tAm tri ngudi ti€u dung.

T khéa: danh gid truc tuyé&n, hinh 4nh thuong hiéu, hinh 4nh thuong hiéu chic ning, hinh

anh thuong hiéu cdm nhén.

1.Pat van dé

Ngay nay, su phat trién manh mé cla Internet
dd din dén khii niém truyén miéng dién t¥
(eWOM). eWOM la mdt budc ti€n so vdi phuong
thitc truyén miéng (WOM), cho thiy siic manh
thuyét phuc ctia ngudi tiéu ding vé mot sin phdm
nao d6 thdong qua cic phuong tién k§ thuat s6, 1a
kénh giao ti€p khong chinh thitc ¢6 4nh hudng dén
ngudi tieu dung, doanh nghiép va cdng déng néi
chung (Huete-Alcocer, 2017). Trong d6, danh gia
tric tuy&n 12 mot hinh thic truyén miéng dién t
phd bi&n hién nay (Chakraborty & Bhat, 2018). Khi
ngudi tiéu dung xem céc d4nh gid truc tuy&n khic
nhau vé mot thuong hiéu, ho c6 ging tao ra nhian
thitc vé thuong hi€u do, cling nhu hinh thanh nén
hinh dnh thuong hiéu trong tAm tri ho. N6i cdch
khac, ddnh gi4 truc tuy&n ¢6 4nh hudng dé&n thai do,
cdm nhan clia ngudi tiéu dung d6i véi thuong hiéu
(Lin & Xu, 2017).
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Céc nghién citu gan day thudng tap trung vao
céc yé&u t6 khac nhau 4nh hudng dé€n viéc chia sé
trdi nghiém s dung sin phim hoic nghién ctu
mdi quan hé gifta ddnh gid tryc tuyén va y dinh
mua hang clia ngudi tiéu dung. C6 rat it nghién
cttu ghi nhan tdc dong clia danh gid truc tuyén dén
hinh dnh thuong hiéu (Kostyra et al., 2016). Trong
khi d6, hinh dnh thuong hiéu déng vai trd6 quan
trong trong viéc tao ddu 4n cling nhu xay dung
long tin ciia ngudi ti€u dung. Do vay, nghién cdu
hién tai huéng d&€n muc tiéu ki€m dinh sy tdc
dong cta danh gid tryc tuyén d€n hinh 4nh thuong
hiéu trong bdi cdnh tai Viét Nam ddi véi nhém
hang h6a my pham.

2. Mo hinh va gia thuyét nghién ctfu

Duya vao cidc nghién cttu trudec diay va muc tiéu
nghién citu, bai vi€t @& xuat mo hinh nghién citu
nhu Hinh 1.

Cic gia thuy€t nghién cttu dé xut nhu sau:
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Hinh 1: Mé hinh nghién clu dé xuét

[ Nguon
i [ Chatluong N D6 tin
cay cla
[ Tinh nhét quan ]—‘—> danh gia
i truc
i [Tinh khach quan [ tuyén

__________________________

[ Ngudi nhan

Ngudn: Nghién citu téng hop va dé xudt, 2023

H1. Ngudn c6 tic dong tich cuc d&€n do tin ciy
clia danh gid truc tuyén.

H2a. Chat lugng c6 tac dong tich cuc dén do tin
cy clia ddnh gia tryc tuyén.

H2b. Tinh nhit quén c6 tic dong tich cuc dén do
tin cay clia ddnh gid truc tuyén.

H2c. Tinh khé4ch quan c6 tdc dong tich cuc dén
dd tin cay clia danh gid truc tuyén.

H3. Ngudi nhin c6 tdc dong tich cuc dén dd tin
cay clia danh gia truc tuyé&n.

H4a. D0 tin cdy clia ddnh gid truc tuyé&n c6 tic
dong tich cyc d&€n hinh dnh thuong hiéu chifc ning.

H4b. P9 tin ciy clia ddnh gid truc tuyén c6 tic
dong tich cyc d&€n hinh 4nh thuong hiéu cAm nhan.

3. Phuong phap nghién ctiru

3.1. Xdc dinh nhom san phdm dp dung cho
nghién ciiu

Nhém san pham 12 mot trong nhitng y&u td quan
trong d€ danh gid do tin cay ctia ddnh gi4 truc tuyén
(Chakraborty & Bhat, 2018). P& x4c dinh nhém sin
phiam dugc lwa chon dua vao nghién cifu chinh thic,
thuc hién phong van thdong qua bang cau héi khio
st tryc tuyé&n. V6i 124 phan hdi hgp 1€, ¢6 95.16%
ngudi tham gia khdo sdt c6 mua sdm tryc tuyén va
94.92% ngudi trong s6 nay c6 xem cdc dinh gid
truc tuyén, chi ti€t nhém hang dugc Iwa chon xem
dénh gid, d6 1a: My phim (32.14%); Giay dép,
quan 4o (22.32%); Thiét bi dién t& (17.86%); Nha
hang, khich san (13.39%); Thuc phim (10.71%);
D6 gia dung (3.57%). Ngodi ra, theo bdo cdo
“Pong Nam A, ngdi nha cho sy chuyén ddi ky thuat
s0” ca Facebook va Brain & Company, ty 1€ ngudi
tiéu ding mua sim truc tuyén d6i vdi cdc sdn phim

Hinh &nh

thuong hiéu
chuc nang

Hinh anh

thuong hiéu
cam nhan

lam dep 1én dén 65%, thudéc nhém nhitng
sdn phim c6 ty 1&é mua sim tryc tuyén cao
nhi't § khu viic Pong Nam A. Tir nhitng cin
ctt trén, nhém hang héa my phadm dudc lva
chon dp dung cho nghién ctu nay.

3.2. Thang do

Thang do 4p dung cho cic bién thanh
phin trong md hinh nghién cttu dudc x4c
dinh dya vao két qua clia cdc nghién ctu
trudc. Thyc hién phuong phap thio luin
nhém vé6i 10 cd nhan thudc pham vi ddi
tuong khio sit vdi do tudi, gidi tinh, nghé
nghiép, trinh d6 hoc van khac nhau d€ diéu
chinh ciing nhu dién gidi lai tif ngit cho phi hdp véi
doi tugng khio sat. K&t qua thu dude thang do 4p
dung cho cdc bi€n trong md hinh nghién cttu gom:

- D0 tin cidy cla ngudi danh gid truc tuyén
(SRC) v6i 3 bi€n quan sat: SRC1, SRC2, SRC3.

- Chat lugng cta ndi dung danh gid (QUA) véi 4
bi€n quan sat: QUA1, QUA2, QUA3 va QUA4.

- Tinh khich quan cla ddnh gid truc tuyé&n
(SIDE) véi 3 bién quan sat: SIDE1, SIDE2, SIDE3.

- Tinh nhdt quan clia ndi dung ddnh gid (CON)
vdi 3 bién quan sat: CON1, CON2, CON3.

- Ngudi nhan thong tin ddnh gid truc tuyé&n
(RCV) v6i 3 bién quan sat: RCV1, RCV2, RCV3.

- D0 tin cAy clia danh gia tryc tuyén (CRE) véi 4
bi€n quan sat: CRE1, CRE2, CRE3, CRE4.

- Hinh &nh thuong hiéu chiic ning (FUN) véi 3
bi&n quan sat: FUN1, FUN2, FUN3.

- Hinh anh thuong hiéu cdm nhan (HED) véi 3
bién quan sat: HED1, HED2, HED3.

TAt cd cdc bi€n quan sit duge do ludng thong
qua thang do Likert 5 di€m, trong d6 1 = hoan toan
khong ddng y va 5 =hoan toan dong y.

3.3. Nghién citu so bo

Thang do clia cdc bi€n trong mo hinh nghién
cttu dugc ki€m dinh sd bd biing phudng phép dinh
lugng truée khi thuc hién nghi€n cttu chinh thirc.
Viéc ki€m dinh nay dugc thyc hién thong qua
phuong phdp danh gid do tin cdy Cronbachs Alpha
va phan tich nhan t6 khdm phd EFA véi 135 bdng
khéo sdt. K&t qué cho tha'y khong c6 bi€n quan sit
nao bi loai, thang do dudc giit nguyén, ti€p tuc
dugc st dung cho nghién ciu chinh thic & giai
doan ti€p theo.
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3.4. Nghién citu chinh thiic

Phuong phdp thu thdp dit liéu: Bang cau hoi
dugc thuc hién dudi dang Google Forms dé gt
cho ddi tugng khao st thong qua hdp tin nhin clia
céc tng dung mang xa hoi. Poi tugng khdo sdt 1a
nhitng ngudi mua sim truc tuyén va c6 xem cic
d4nh gi4 truc tuyén ca nhém hiang héa my phim
ti€p can dudc tr cdc trang mang xa hoi chinh thic
clia cdc thuong hiéu my phidm phd bién tai Viét
Nam (Inc, 2022).

Kich cd mdu: Nghién cdu tuan theo cong thic
clia Slovin dé€ x4c dinh ¢ miu cda nghién ctu, k
=P/(1+Pxe2),trong d6 k = cd miu, P = tong thé
va e = bién dd sai s6. Nghién citu xdc dinh ¢d miu
véi do tin cay 1a 95% va sai s6 5%. Theo so liéu
thong ké ctia B Thong tin va Truyén thong va Bo
Cong Thuong, tinh d&én thdng 9/2022, s& lugng
ngudi dung Internet tai Viét Nam vao khodng 70
tri€éu ngudi, trong d6 ty 1€ ngudi diung Internet
tham gia mua sim tryc tuyén 12 74.8%, nhu vay
udc tinh s6 ngudi tham gia mua sim tryc tuyén tai
Viét Nam dén nim 2022 dat khodng 52.36 triéu
ngudi. Do d6, xem xét tdng thé cho nghién citu
nay v6i P =52.36 triéu, khi d6 k = 52.36 triéu/(1 +
52.36 triéu x 0,052) = 400. C3 miu 400 la da dép
ung cho nghién ctru.

Phuong phdp phan tich dit li¢u: Dt 1i€u thu thap
dugc sau khi gan loc nhitng bang khong hop 1€ sé
dugc dua vao xtt ly d€ danh gid do tin cay clia thang
do thong qua hé s6 Cronbachs Alpha, phan tich
nhén t6 khdm ph4 (EFA), phan tich nhan t& khing
dinh (CFA) va kiém dinh cdc gia thuy&t nghién ctru
thong qua phuong phdp phan tich mé hinh phuong
trinh cAu triic tuyé&n tinh (SEM).

4. K&t qua nghién cifu va thio luan

4.1. Mdu

Béng ciu héi dugc giii trong hdp tin nhin cia
1.267 ngudi dugc chon ngiu nhién, s6 bing thu vé
la 412 bang. Sau khi gan loc loai bd 12 bang khong
hop 1&, s& bang cau hdi dugc dua vao nghién ciu
chinh thitc 12 400. Trong s6 400 phin hdi nay, c6
90.7% 1a nit, con lai 1a nam (9.3%); xét vé dd tudi:
18-25 (80.3%); 26-35 (12.5%); 36-45 (7.2%).
Thuong hiéu my phadm dugc ddp vién lya chon xem
ddnh gi4 truc tuyén, bao gdm: La Roche Posay
(31.5%); Innisfree (13%); 3CE (9.3%); MAC
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(6.5%); LOreal (5.8%); Maybeline (5.5%); The
Face Shop (5.3%); Ohui (4.3%); Nivea (4.3%);
Shiseido (3.5%); Lancome (3.5%); Biore (3%);
Olay (2%); Vichy (1.5%); Ponds (1.3%).

4.2. Kiém dinh thang do

K&t qua danh gia do tin cdy clia thang do thong
qua hé s6 Cronbachs Alpha cho thdy Cronbachs
Alpha tdng clia cac bi€n thanh phan déu 16n hon
0.8; hé s6 tuong quan bién tdng clia cac bi€n quan
sat déu 16n hon 0.4; hé s& Cronbachs Alpha néu
loai bi€n quan st nhd hon hé s& Cronbachs Alpha
tong clia titng nhém nhén t3.

Phan tich nhian t§ khdm ph4 (EFA) st dung
phuong phdp trich Principal Axis Factoring véi
phép quay Promax cho tat cd cdc bi€n quan sat.
K&t qud phan tich nhan t6 kham phd EFA cho
tha’y ki€m dinh KMO = 0.830, thod min diéu kién
0.5 KMO 1, phan tich nhan t6 khdm pha pht hgp
véi dit liéu thuc t€. Kiém dinh Bartlett c¢6 Sig. =
0.000 0.01 cho thdy cdc bi€n quan sdt c6 tudng
quan tuyén tinh v6i nhin t& dai dién. Piém dirng
khi trich cdc y€u t6 tai nhdn t§ thd 8 véi
Eigenvalue 12 1.319 (dat yéu ciu 1). Téng
phuong sai trich ctia 8 nhan 6 dudc trich ra dat
69.038 (dat yéu cau 50%). Cdc bi€n quan sit c6
hé s6 tdi nhin td (factor loading) dat yéu cau 0.5.
DPong thdi, xét vé diéu kién khéc biét clia cdc hé
s0 tdi nhan t6 (factor loading) 0.3, cdc bién ciing
thda diéu kién nay.

K&t qua kiém dinh md hinh biing phuong phap
CFA cho thay tinh twong ddi ctia bac tu do Chi-
square/df = 2.532 < 3; chi s6 CFI =0.932 > 0.9, TLI
=0.918 >0.9; RMSEA =0.062 < 0.08, tit c& cdc chi
s6 déu trong mic dugc chiap nhan (Hair et al.,
2009). Do d6 ké&t ludn mo hinh phi hgp véi dit ligu
thi trudng.

K&t qud phan tich trong Bing 1 cho thay,
phuong sai trung binh dudgc trich xuit (AVE) clia
tAt ca cdc bi€n tiém 4n déu 16n hon 0.5 va dd tin
ciy cdu tric (CR) clia tit cd cdc bi€n tiém 4n déu
16n hon 0.7, ta k€&t ludn thang do ctia cdc bi€n quan
sdt dat gid tri hoi tu. Ngoai ra, cdn bac hai cia
phuong sai trung binh dugc trich (AVE) cta cédc
bi€n thanh phin 16n hon tit cd mdi twong quan
gifta cdc bi€n trong mo hinh (Bang 2), dong thdi
phuong sai trung binh dugc trich (AVE) cta cédc
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bi€n cao hon phuong sai riéng 16n nhat (MSV)
(Bing 1), do d6 thang do dat yéu ciu vé tinh phian
biét (Hair et al., 2009).

4.3. Kiém dinh gid thuyét

Mb hinh cau tric tuyén tinh (SEM) dudc van
dung d€ kiém dinh cic gia thuy&t nghién ctu. Két
qua cia mo hinh cau tric tuyén tinh SEM phu hop
v6i dit liéu thi trudng, cu thé cdc chi sd: Chi-
square/df = 2.701 < 3; CFI = 0.921 > 0.9; TLI =
0.909 > 0.9; RMSEA = 0.065 < 0.08 déu dugc chap
nhan (Hair et al., 2009).

K&t quéd phan tich dit liéu cho thdy céc yéu to:
Ngudn (hé s6 hdi quy = 0.293 > 0, p < 0.001); Chat
lugng nodi dung (hé s& hdi quy = 0.301 > 0, p <
0.001); Tinh nhat quén (hé s& hdi quy =0.139> 0, p
<0.001); Ngudi nhan (hé s6 hdi quy =0.25>0, p <
0.001) ¢6 tdc dong tich curc d€n do tin ciy clia dinh
gia truc tuyé&n, nghia l1a chap nhan cdc gid thuyét
H1, H2a, H2b va H3. Tinh khich quan (hé s& hoi
quy = 0.006, p = 0.995 > 0.01) khong c6 tic dong
dé&n do tin cAy clia ddnh gia truc tuyé&n, bac bd gia
thuy&t H2c.

DPong thdi, két qui nghién cifu ciing cho thdy
ring do tin cdy clia ddnh gi4 truc tuyé&n c6 tdc ddong
tich cuc dang ké dén hinh 4nh thuong hiéu chic
ning (hé sd hdi quy = 0.403 > 0 va p < 0,001) va
hinh 4nh thuong hiéu cAm nhin (hé s6 hodi quy =
0.378 > 0 va p < 0,001), chap nhan gid thuyé&t H4a
va H4b. (Béng 3)

Bdng 1. BPanh gia tinh héi tu clia cac bién trong
thang do bdng phuong phép CFA

L p v Phuong sai Phuong sai
K)t:ig::u czjot:::;?;) trung bintg1 dugc| riéng Ié1rslJ nhét
trich (AVE) (MSV)
CRE 0.886 0.660 0.243
FUN 0.870 0.692 0.192
HED 0.877 0.703 0.116
SRC 0.877 0.704 0.243
QUA 0.873 0.633 0.209
SIDE 0.899 0.749 0.139
CON 0.840 0.638 0.192
RCV 0.836 0.631 0.160

Nguén: S6'liéu khdo st thuc t&(N=400), 2023

5. Théo luan

K&t qud nghién citu phit hdp véi nhitng nghién
citu truSc ddy. Nghién citu hién tai cho tha'y chat
lugng ndi dung, ngudn, tinh nhit quin va ngudi
nhan c6 tdc dong tich cuc ding ké vé mit thong
ké doi v6i do tin ciy cla ddnh gid truc tuyén.
Riéng doi véi tinh khdch quan, khong c6 tdc dong
dé&n d6 tin cAy clia danh gid tryc tuyén, diéu nay
phu hgp v6i két qué nghién ciu clia Luo et al.,
(2015) va Chakraborty & Bhat (2018). K&t qua
ciing cho thiy cdc ddnh gid tryc tuyén ddng tin
cly c¢6 tdc dong tich cuc d&€n hinh dnh thuong hiéu,

Bdng 2. Danh gid tinh phén biét clia céc bién frong thang do bdng phucng phdp CFA

CRE CON QUA SRC RCV FUN SIDE
CRE 0.813
CON 0.317 0.798
QUA 0.457 0.199 0.795
HED 0.340 0.322 0.173 0.839
SRC 0.493 0.227 0.402 0.089 0.839
RCV 0.400 0.148 0.385 0.142 0.294 0.795
FUN 0.412 0.438 0.291 0.294 0.364 0.170 0.832
SIDE 0.203 0.218 0.373 0.144 0.059 0.316 0.089 0.866

Nguén: S6'liéu khdo sdt thuc t& (N=400), 2023
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Bdng 3. K&t qud ki€m dinh gid thuyét nghién céu bdng mé hinh SEM

Hé s6 hai quy CR P Gia thuyét Kétqua
CRE<---SRC 0.293 5.393 f H1 Chap nhan
CRE<---QUA 0.301 3.791 e H2a Chap nhan
CRE<---CON 0.139 3.903 bl H2b Chap nhan
CRE<---SIDE 0.000 0.006 0.995 H2c Khong chdp nhan
CRE<---RCV 0.250 3.490 b H3 Chap nhan
FUN<---CRE 0.403 7.664 e H4a Chap nhan
HED<---CRE 0.378 6.282 i H4b Ch&p nhan

trong d6, tdc dong dén hinh dnh thuong hiéu chic
nidng cao hon so vGi hinh dnh thuong hiéu cadm
nhin. B&i 1€, ddnh gi4 truc tuyé&n gitip ngudi ticu
diing suy ra chat Iugng va tinh ning ctia sdn phim
(Hu et al., 2017). Ngudi tiéu dung thudng tim
ki€m nhitng d4nh gid truc tuyén c6 thé€ cung cip
cho ho nhitng nhian xét chuyén nghiép vé cic chiic
ning clia sidn phdm trudc khi ra quyé&t dinh mua
hang (Lackermair et al., 2013).

6. K&t luan

6.1. Y nghia ly thuyét

Nghién cttu nhiim kiém tra tic dong do tin cdy
ctia danh gid tryc tuy€n dé€n hinh dnh thuong hiéu
trong boi cdnh tai Viét Nam ddi v6i nhém hang
héa my pham. K&t qui cho thdy do tin ciy cia
ddnh gid tryc tuy&n tdc dong tich cuc d€n hinh 4nh
thuong hiéu chic ning nhiéu hon so v6i hinh 4nh
thuong hiéu cdm nhan. Piéu nay c6 su khic biét
so v6i két qud nghién cifu clia Chakraborty &

TAILIEU THAM KHAO:

Nguén: S6'licu khdo sdt thuc t&¢ (N=400), 2023

Bhat (2018) khi cho ring do tin cdy ctia danh gia
truc tuyé&n tdc dong dén hinh 4nh thuong hiéu cim
nhan nhiéu hon so véi hinh 4nh thuong hiéq chic
ning doi véi san phim dién tir gia dung tai An Do.
Trong tuong lai, m6 hinh nghién citu nén dugc thi
nghiém & nhiéu nhém sin phim khic nhau, tai
cdc quoc gia khdc nhau.

6.2. Ham y quan tri

K&t qui nghién ctu gitip khiing dinh vai trd clia
dadnh gid tryc tuyén trong viéc xay dung hinh dnh
thuong hi¢u trong tdm tri ngudi ti€éu dung. Do dé,
cdc doanh nghiép cin chii trong khai thiac ddnh gid
truc tuyén nhu mot cong cu marketing hiéu qua,
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nhitng trdi nghiém ctia ban than vé san phiam, dich
vu trén cic nén tang truc tuyén, mang lai nhitng tic
dong tich curc d&€n hinh &nh thuong hiéu, gia ting lgi
th€ canh tranh trén thi trudng
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IMPACTS OF ONLINE REVIEWS ON BRAND IMAGES:
A CASE STUDY IN VIETNAM
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ABSTRACT:

This study analyzes the impact of online reviews on brand images of cosmetic products in
Vietnam. The study’s results show that the factors of quality, source, consistency, and recipient
have positive impacts on the credibility of online reviews. In addition, the credibility of online
reviews has a positive and significant impact on the brand image of the reviewed products. Based
on the study’s findings, some management implications are proposed to help businesses focus on
controlling and exploiting online reviews as a marketing tool to enhance their brand images.

Keywords: online reviews, brand image, functional brand image, perceived brand image

$6 21 - Thang 10/2023 321



