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TONG QUAN CAC NEN TANG
PANH GIA TRUC TUYEN PHO BIEN
ANH HUGNG TGI QUYET PINH MUA HANG
CUA KHACH HANG TREN INTERNET
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TOM TAT:

Mua sim triic tuy€n hién nay da trd thinh mot théi quen clia rat nhiéu ngudi tiéu duing, dic biét

1a trong thdi ky cong nghé phat trién va hd trd t6i da mua sim tryc tuyé&n. Tuy nhién, viéc mua sim

truc tuy€n van gip nhitng rii ro nhat dinh. Mot trong nhitng cach khdch hang dang 4p dung hién

nay d€ gidm thi€u rii ro cho chinh ban thin minh, d6 13 tham khio cdc danh gid truc tuyén trudc

khi ra quy€t dinh mua hang. Bai viét 1am rd khdi niém d4nh gid truc tuy€n, cic nén ting ddnh gia

truc tuyé€n phd bi€n hién nay cé tic dong tdi quy€t dinh mua hang clia ngudi tiéu diing truc tuyén

va mot sd van dé vuéng mic cdc nén tdng gip phai. Tir d6, nhdm tic giad dua ra khuyén nghi cho

cdc nha ban hang truc tuy&n van dung tot ddnh gia truc tuyén dé phat trién kinh doanh.

Tt khéa: mua sim truc tuyén, danh gia truc tuyén, nén ting.

1. Dit van dé

Khédo sdt ctia Zhong-Gang et al (2015) cho
thay, gan 60% ngudi tiéu diing doc cdc bai ddnh
gid sdn pham truc tuyé&n it nhat mot 1an mot tudn
va 93% trong s6 ho tin ring nhitng bai ddnh gid
truc tuy€n nay gidp ho c6 cdc quyét dinh mua
hang chinh x4c, gidm rdi ro mat m4t va 4nh hudng
dén cdc Iya chon mua sim cda ho [8]. C6 thé thdy,
ddnh gid truc tuy€n dang c6 dnh hudng rat 16n t6i
quyét dinh mua hang cla khiach hang trén
internet. Hién nay, c6 kh4 nhiéu nén ting ddnh
gid tryc tuyén dugc phat trién theo sy thay ddi clia
cong nghé, vira giip ngudi ti€u dung c6 nhitng can
nhic vé sdn pham trudc khi dua ra quy&t dinh mua

sim, vira gitip cdc doanh nghiép thic ddy bdn
hang néu biét phat huy nhitng di€m tich cuc clia
ddnh gi4 truc tuyé&n.

2. Phuong phap nghién ciu

Thong qua viéc tap hdp cidc nghién ciu trude do6
vé ddnh gi4 truc tuyén va mot s6 nén ting danh gid
trc tuyén phd bién tai Viét Nam ciing nhu trén thé
giGi, nhom tac gia da lam ro khai niém dénh gia
truc tuy€n, cdc nén tdng dinh gia truc tuyén phd
bién hién nay c6 tdc dong t6i quyét dinh mua hang
clia ngudi tiéu diing tru'c tuy€n va mot s6 van dé ma
cdc nén ting gip phdi.. Phuong phdp nghién ctu
chii y&u dugce van dung 1a phuong phip tong hap,
thong ké va phan tich noi dung.
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3. K&t qua va thao luan

3.1. Khdi ni¢m ddnh gid truc tuyén

DPanh gia truc tuyén dé cap d&€n nhin xét cla
ngudi tiéu dung trén nén tdng vé trdi nghiém st
dung, gid c4, chit lugng va céc khia canh khic clia
hang héa di mua sau khi mua hang trén internet dé
ngudi mua khac tham khéo.

Céc bai ddnh gid truc tuyén cé thé dudc chia
thanh cdc bai danh gia tich cyc va ti€u cyc. noéi
chung, cdc bai ddnh gi4 tiéu cuc cung cip co s& tot
hon cho hoat dong mua sdm ctia ngudi tiéu dung va
céi thién hoat dong kinh doanh so vdi cdc bai danh
gid tich cuc. Zhao Shanyan, Cheng Yue va Zhang
Yancai (2022) phat hién ra s6 lugng danh gid cang
cao thi doanh s6 ban sdn phAm cang t8t va s8 lugng
ddnh gid tiéu cuc cang nhiéu s& khong khuyé&n
khich hanh vi cia ngudi tiéu dung [7].

3.2. Cdc nén tang ddnh gid truc tuyén pho bién

3.2.1. Trang web bdn [é

Nén tdng ban 18 14 cdc trang web clia mot cita
hang ban 1é tip trung vao viéc ban hang hda va
dich vu thdong qua internet (Investopedia). Do do,
ndi dung chinh trén nén tdng d€n tir cdc nha ti€p thi
clia cdc clra hang ban 1é. Muc dich chinh clia nén
tdng 1a ban cdc sdn phim dudc cung cAp trong cifa
hang bin 1&. Pdng thdi, cic nén tdng cho phép
khéch hang ¢4 mua sidn phim dé lai cdc d4nh gid
truc tuy&€n nhim ting sy hai long clia khach hang
va chat lugng dich vu. Tir d6, ngudi tiéu diing trong
tuong lai ¢6 thé ra quyét dinh mua hang biing cach
xem qua cic ddnh gid d€ xdc dinh xem san phim
c6 phtt hgp v6i mong dgi ctia ho hay khong [4].

Noi dung ddnh gia trén cdc trang web ban 1& c6
thé & dang tong hop, x&p hang sao bing s& va
nhan xét m§ ctia khach hang vé sdn pham & dinh
dang vin ban [6]. Chitc ning d4nh gid sidn phim
bao gdm mot hé thong tinh di€m cho phép bd
phi€u vé mitic dd hitu ich clia ddnh gid va dit
nhirng di€m dugc binh chon nhiéu nhit mot cich
dé thay. Ngudi tiéu dung cé thé chon giita tiy
chon sip x&p theo mitc dd hitu ich hoic ngay
thang, déng gép gan day nhat hoic sip x&p theo
tém tit x&p hang tdng hop [3].
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3.2.2. Nén tang ddnh gid nguoi tiéu diing doc lap

Ngoai cdc nén tdng ban 1é, cic nén tdng d4nh
gid ngudi tiéu diing doc 1ap hién thi cic bai ddnh
gid trén trang web clia ho [1]. Nén ting nay dugc
goi 1a doc 1ap vi cdc trang web khdng dudc két nbi
véi clta hang ctia nha ban 1&, do d6 khdng cung cap
sdn ph§m hodc dich vu trén trang web. Trén tai
khodn d6, muc dich clia trang web chi 13 hién thi
cédc sdn ph?fm hoic dich vu khac nhau va cac danh
gid dé tao didu kién so sanh.

Giong nhu trén céc trang web bén 1€, ndi dung
d4nh gi c6 thé § dang tong hdp, x&p hang sao biing
s6 va nhan xét m& ctia khdch hiang vé san phim &
dinh dang vin ban. Mot s6 nén ting cung cAp cho
ngudi tiéu diing chic ning bd sung dé ti anh 1én
nhim hd tr¢ ddnh giad cla ngudi tiéu dung. Hon
nifa, cdc tinh ning nhu cd ché& hitu ich va cdc tuy
chon sip x&p khic dugc cung cAp trén cic nén ting
ddnh gid doc 1ap. So v6i hd s clia tic gid danh gid
trén mot trang web ban 1&, hd so trén cic nén tdng
doc lap co thé dudgc coi 1a thong tin sdu hon cla
ngudi viét va ciing c6 thé chita thong tin cd nhan vé
ngudidung [1].

3.3.3. Blog cd nhdn

Cac trang blog, dic biét la nhitng trang thudng
xuyén viét vé trai nghiém tiéu diing sdn phdm hoic
dich vu, gin diy da trd nén phd bién. Cac bai ddnh
gid cua cdc blogger chida kinh nghiém cta céc
blogger va thdng tin sdn phdm, theo d6, quyén s
hitu dudc x€p vao loai tw nhan. Cac blogger thudng
coi minh 12 chuyén gia clia mot s6 danh muc san
pham nhét dinh va chuyén vé nhitng sdn phdm nay
trong cdc blog ddnh gia cia ho. Muc dich cua céc
blog riéng tu 13 chia sé kinh nghiém mua hang vé
mot s6 danh muc sdn phdm nhit dinh va dua ra
khuyé&n nghi cho nhitng ngudi khéc.

Noi dung ddnh gi4 chii y&u dugc hién thi thong
qua cic vin bin m& do khiach hang viét, dudc hd
trg bdi cdc phuong tién nhu dnh hodc video. Noi
dung phan 16n chi ti€t hon dang k& so vdi trén cic
trang web dénh gid ban 18 hoic doc 1ap va bao gdbm
nhiéu suy nghi c4 nhan va su boc 1d ban thin hon
[5]. Mic dii vay, trén mdi sin pham, chi c6 mot bai
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dénh gia cia mot tac gid dugc hién thi va do d6
ngudi tiéu ding chi dwa vao mot ¥ ki€n duy nhat.

3.3.4. Nén ting chia sé video

Cic nén tang chia sé video cho phép ding video
c6 thé bao gdm video cd nhan, quing c4o san pham,
thong diép chinh tri hodc nhitng thit khic. Cac trang
web chia sé video truc tuyén ciing dugc ngudi tieu
diing st dung dé tai 1én cac bai danh gid san phim &
dinh dang video. Do d6, muc dich clia nén tdng la
cung cAp cho ngudi diing mot nén ting d€ tu do tai
1én va chia sé bat ky loai video nao c6 ndi dung
riéng tu theo sd thich ctia ho, cac diéu khodn va diéu
kién chung ctia trang web. Sy tham gia va tudng tac
giifa cic thanh vién dudi hinh thic trao d8i video va
binh luan bing vin ban dugc khuyén khich. Hién
nay, cdc cong ty diy manh k&t hop nén tdng chia sé
video vao hoat dong kinh doanh hang ngay bing
cich sir dung nén tang chia sé video dé chia sé trai
nghiém sidn phdm ngay lap tic va ciing khuyé&n
khich khach hang ctia ho lam nhu vay [4].

YouTube 12 nén ting chia sé video thanh cong
nhat th€ gi6i [2]. Noi dung ddnh gid dudc thé hién
du6i dang video, keém theo tiéu dé dudi dang vin
ban, chii y&u néu ndi dung video 13 danh gid vé mot
san phdm nao d6. Ngoai ra con c6 mdt doan vin
ban ngdn bén dudi video, do tdc gid sdng tdc, md ta
ddnh gi4d. Khach hang c6 thé tim thdy cdc bai didnh
gia video trén cdc nén ting chia sé video biing cach
nhap cdc cum tir tim ki€m trén nén tdng, theo do,
tht ty thdi gian c6 thé dugc chon theo phd bién
nhit/dudc thdo luan nhiéu nhit/cé lién quan nhit,
dudc x€p hang cao nhit hodic ngay tailén.

Hién nay, Tiktok va Facebook reels ciling la
nhitng kénh mang xa hoi dugc ngudi dung st dung
rit nhiéu d€ tim ki€m nhitng ndi dung vé sdn pham
hodc dich vu ho dang quan tAm. Viéc tao ra nhitng
video trén cdc nén tdng nay déu rat dé dang va dé
ti€p can tdi ngudi dung.

3.3. Mot s6 van dé gdp phdi ciia cdc nén ting
ddnh gid truc tuyén

Nhin chung, céc nghién cttu trudc diy déu chi ra
d4nh gid truc tuy&n néi chung 4nh hudng dé&n sy lua
chon sdn phim cta ngudi tiéu dung. Tuy nhién,

ddnh gia truc tuyé&n chi 4nh hudng d&€n quyé&t dinh
mua hang clia ngudi tiéu dung khi mdc do tin ciy
clia ngudi tiéu diing vao danh gid truc tuyén dd cao.
Do d6, cic nén tdng ddnh gid tryc tuy&n van thudng
gip phdi mot s& van dé nhu sau:

3.3.1. Niém tin ciia nguoi tiéu ding vao cdc nén
tdng ddnh gid tryc tuyén

Viéc xay dung cdc chién dich truyén thong,
quang ba sin phim theo hudng review vé sin
phiam thdng qua c4c bai viét, hinh 4nh, video tir cdc
KOC, KOL ndi ti€ng trén mang xa hoi cling 1a mot
xu huéng ma cdc nha ban hang hién nay dang ap
dung, diéu nay khi€n cho khich hang dan din
khong phan biét dugc danh gid d6 c6 thuc su chinh
x4c hay khong va nén tdng ma ho dang ti€p cin c6
thuc sy tin cay khong.

3.3.2. R6i logn thong tin ddnh gid gifta cdc
nén tang

Khi khach hang chon mua mot sin phdm, ho ¢6
thé tim hiéu tir nhiéu nén tdng danh gia khac nhau.
C6 nhitng nén tdng, nhitng dénh gid 1a chinh xac tir
nhitng khach hang da trai nghiém truéc d6, nhung
ciing c6 nhitng nén ting ddnh gi4 13 bai quing cdo
ma nha ban hang tu tao ra hodc thué nhirng ngudi
c6 tim 4nh hudng trén mang xi hoi review tot vé
san phim ctia minh. Piéu nay khi€n cho khich
hang khdng biét tin vao ddnh gid nao va thdng tin
nao la chinh xéc.

3.3.3. Cdc nén téng & thé bi dong trudc ddanh gid
ctia khdach hang

Panh gi4 truc tuyén ra ddi d€ bio vé quyén loi
clia ngudi tiéu dung, chinh vi th€ cdc ddnh gid cla
khach hang vé sdn phdm trén bat ky nén ting nio
déu 12 khich quan. C4c nha ban hang st dung cic
nén tdng ddnh gid truc tuy&n thudng & thé bi dong
tru6e phan hdi clia khdch hang. Panh gia truc tuyén
vira ¢ tac dong tich cuc vira c6 tdc dong ti€u cuc tGi
nha b4n hang. Néu khong c6 chién lugc khic phuc
nhitng danh gid tryc tuyén tiéu cuc, nha ban hang
s€ rat d& gip phdi khiing hodng.

3.34. Cdc nén ting danh gid thuong xuyén
cdp nhat

Su phat trién ctia cong nghé gitp cho cic nén
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tdng ddnh gid thudng xuyén dugc cip nhat, cic
doanh nghiép rat dé mic sai 1am n&u khdng kip cap
nhat. Thoi diém trudc nim 2018, ngudi tiéu diung
méi chi bi€t d&€n Youtube hay Facebook nhu mot
nén ting chia sé video thong dung. Tuy nhién, t6i
ndm 2023, kénh mang x4 hoi TikTok da khi€n cd
th& gi6i c6 cdi nhin khdc vé tinh ning chia sé video
nhanh chéng va hiéu qua.

4. K&t luan va khuyé&n nghi giai phap

Céc nén tdng ddnh gid truc tuy€n hién nay
dang thyc hién tot vai trd gitp khdach hang dua ra
quyét dinh chinh x4dc hon khi Iya chon mua sim,
ddng thdi ciling gitip cdc nha bdn hang c6 hi¢u qua
ban hang cao hon khi phét huy t6i da nhitng ddnh
gid tich cuc va han ché& nhitng d4dnh gid tiéu cuc.
Tuy nhién, cdc nén ting ddnh gia tryc tuyén vin
gip phdi nhitng van dé nhat dinh khi trién khai,
chinh vi th&, nhém tdc gid xin dua ra mot s ki€n
nghi nhiim gitp cdc nén tdng ddnh gia tryc tuyé&n
gidi quy€t cdc ton tai nhu sau:

Thit nhét, doanh nghiép cin thiét k&€ céc nén
tdng ddnh gid truc tuyén tao cho khdch hang niém
tin vao nhitng dénh gi4 bing cdch phan loai rd cdc
ddnh gid thuc t€ tr khdch hang da trdi nghiém sin
phim véi nhitng ddnh gid doanh nghiép tao ra dé
gidi thiéu sin phadm. Thém vao d6, cich xit 1y clia

TAILIEU THAM KHAO:

doanh nghiép d6i v6i nhitng ddnh gid x4u cling 1a
mot cach khi€n khach hiang c6 niém tin vio doanh
nghiép hon.

Thit hai, cdc nén tdng danh gia tryc tuyén can
thong nhit v6i nhau vé ndi dung, mdi nén ting vira
c6 nhitng danh gia tryc ti€p tir khach hang vira c6
nhitng danh gia doanh nghiép tao ra dé khach hang
¢6 dugc cdi nhin khach quan nhat vé sin phim.

Thit ba, doanh nghiép ludn c6 chién lugc rd rang
ddi v6i nhitng dénh gia truc tuyén clia khdch hang,
ddc biét 1a chién luge xtt Iy khiing hodng vdi nhitng
ddnh gid xau.

Thit tu, viéc cap nhat cong nghé trén cic nén
tang 1 cuc k¥ can thiét, bt kip xu huéng ciia xa hoi
s& khi&n doanh nghiép c6 dugc su phat trién tot hon
va khong bi bé lai phia sau trong thdi k¥ chuyén d6i
s0 clia thé gidi.

Nghién cifu nay c¢6 nhitng han ché& nhit dinh do
chi méi dirng lai § mic do tong hgp tir cic nghién
cttu tru6e d6 va phan tich mot s van dé cic nén
tdng danh gid tryc tuy€n gip phdi khi trién khai. D&
c6 thé c6 nhitng hiéu bi€t cu thé hon, c6 thé tién
hanh cdc nghién ctu dinh lugng v46i sy tham gia clia
céc ddi tugng chuyén gia, gidng vién, sinh vién
nganh marketing, thuong mai dién t&... trong cdc cg
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ABSTRACT:

Online shopping has now become a habit for many Internet users, especially when
technological advances support it fully. However, online shopping still poses certain risks. Many
consumers are consulting online reviews before making online purchase decisions to reduce their
own risks. This paper clarifies the concept of online reviews, examines how popular online review
platforms impact the purchasing decisions of consumers, and points out the problems facing these
platforms. Based on the study’s findings, some recommendations are made to online sellers to help
them better take advantage of online reviews to improve their business performance.
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