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TOM TAT:

Nghién cttu xay dung md hinh dva trén sy k&t hgp gitta 1y thuy€t chap nhan thdng tin (IAM) va
ly thuy&t hanh dong hdp 1y (TRA) nhim dua ra cic nhin t clia truyén miéng dién tir (eWOM) tic
dong dén ¥ dinh di du lich clia gidi tré tai TP. Hu&. Vi 130 phan hdi hgp 1€ tir phi€u diéu tra gi6i
tré tai TP. Hué nam 2023, nhitng ngudi thudng xuyén diing mang xa hoi trong do tudi 15-35 tudi,
k&t qua nghién ctu da chi ra tac dong chia eWOM anh hudng dén ¥ dinh di du lich thong qua céc
y&u t6 vé chit lugng clia thong tin, do tin ciy clia thong tin, ddng co sit dung eWOM, chuin chii

quan dbi vdi thong tin, tinh hitu ich clia thong tin. Nhitng yéu t6 nay déu c6 tic dong duong cling

chiéu d&n y dinh di du lich ctia gidi tré tai Hu€, dic biét 1a y&u t& chuin cht quan va dd tin ciy clia

thong tin tic dong 16n hon so vdi cdc y&u td con lai. Nghién citu cling dé cip mot s gidi phap
trong thdi gian t&i, nhim d4y manh cic chi€n lugc marketing truc tuyén trong du lich nhim khoi
phuc nhanh chéng nganh Du lich sau 4nh hudng ctia dai dich Covid-19.

Tu khéa: mang xa hoi, eWOM, y dinh di du lich,tic dong clia truyén miéng dién ti¥, gidi tré,

TP. Hué.

1. Dit van dé

Du lich gin day di tré thanh mot xu huéng &
mot s6 quoc gia, trong d6 ¢6 Viet Nam. VSi hiu hét
tt cd cdc hoat dong lién quan dén cong nghé va
internet, tAm quan trong clia truyén thdng va cong
nghé trong nganh du lich di ting ding ké
(Hurriyati, R, 2020). Mot sd tai liéu da xdc dinh,
eWOM 4nh hudng ding ké dé€n y dinh mua hang, y
dinh st dung dich vu (Abubakar &cdng su, 2016;
Erkan, I. & EvaNS, C, 2016; Farzin, M. & Fattahi,
2018) ctia ngudi dung mang xa hoi, so v4i phuong
tién truyén thong truyén thong, phuong tién truyén
thong x4 hdi khong chi cung cip cho ngudi ding
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khd ning xem va truy cdp thong tin ma con cho
phép chia sé, tham gia va tao ndi dung da phudng
thic riéng tu, ban riéng tu va phat hanh cong khai
thong qua mang ludi ban be, ngudi theo ddi va
ngudi dung. Thong qua cdc ddnh gia truc tuyén trén
cdc nén tdng mang xa hoi, khach du lich nhanh
chéng tim dugc nhitng thong tin cAn thiét vé di€ém
dén trude khi dua ra sy lwa chon ciing nhu 1én k&
hoach cho chuyé&n di ctia minh. Nhiéu nghién citu
da chi ra ring internet 12 mdt ngudn thong tin chinh
du khach st dung d€ truy cap thong tin lién quan
dé&n du lich. Theo k&t qui nghién citu clia Park,
2020, tur lau, eWOM da dugc danh gid 1a mdt cong
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cu ti€p thi ¢6 siic dnh hudng 16n dé€n y dinh mua
hang clia ngudi dung mang xa hoi. Viéc st dung
eWOM nhu mot kénh thong tin ti€p thi sdn phadm
va né cang dugc dianh gid cao cling nhu st dung
nhiéu hon trong nganh Du lich Viét Nam va trén
th€ gidi. Do d6, khich du lich s& trd thanh ngudi
ciing truyén thong (co-makerters), ciing thiét 1ap
(co-designers), cling san xuit (coproducers), cling
tiéu dung (co-coNSumers) cdc trai nghiém du lich.
Nghién ctfu nay c6 thé dugc xem la mdt trong
nhitng nd lyc nghién citu du tién tai Hu€, ky vong
déng gép nhitng diém mdi vao su hiéu bi&t chung
vé mdi quan hé giita eWOM va y dinh di du lich
clia gi6i tré. Pong thdi, k&t qui nghién cttu dua ra
mot s gidi phdp nang cao hiéu qua tic dong clia
eWOM dén cic chién lugc quing cdo cla cic
doanh nghié&p du lich, thu hiit nhiéu ngudi lwa chon
dia diém va st dung dich vu du lich clia gidi tré.

2. Khung Iy thuy&t nghién citu

eWOM la mot hinh thitc dédnh gid truc tuyé&n
déng vai trd nhu mot phuong tién d€ trg gitp nhitng
ngudi tiéu dung khic giip ngudi di du lich dua ra
quyét dinh ding din (Bronner & Hoog, 2011).
Nghién cttu ctia Pao, T. T. H. (2017) st dung thuyé&t
hanh vi dy dinh (TPB) d€ do ludng anh hudng cla
eWOM dén y dinh Iya chon diém d&n thanh phd Pa
Néng ctia khach du lich, nghién ctu da giéi thich
dudc su 4nh hudng cia eWOM dén viéc lwa chon
diém dén du lich thanh phd Pa Ning - Pay 1a mot
di€ém dén nhan dudc rat nhiu danh gia tich cuc
trong thdi gian gin diy, khing dinh thong qua cic
nhén t6 “Thdi d0”, “Chuén chi quan”, “Nhan thic
ki€m sodt hianh vi”, eWOM di c6 tic dong tich cuc
dé&n y dinh du lich tai thanh phd. Mot nghién citu
khédc da chi ra cdc phuong tién dp dung cong nghé
th€ gidi 4o @€ khuyén khich sy tuong tic va tham
gia gifta cdc khach san va ngudi tiéu dung, véi muc
dich tao ra mot lugng 16n hon cdc eWOM tich cuc
(Kim & Hardin, 2010). Nhiéu nha nghién citu da
thdo luan vé anh hudng cla gid tri eWOM ddi véi
thdi @6 ctia khach san dua trén nhan thitc vé khiach
san va chuyén mon cta nhitng ngudi dianh gid
(Vermeulen & Seegers, 2009). Cac nha nghién ctu
da phan tich &nh hudng cia eWOM dén y dinh dit
phong dua trén kién thiic vé sdn phadm va gidi tinh
clia doc gid (Kim & cong su, 2011). Mot s6 tai lieu
da chi ra ring trong c4c bdi cdnh khic nhau cda trdi

nghiém tiéu dung, dong co hoic yé&u to kich thich
dé vi€t eWOM s& khdc nhau (Jeong & Jang, 2011).
Vi vay, khich hang tiém ning c6 xu huéng tham
khdo cac ddnh gid, nhan xét va kinh nghiém dugc
chia sé truc tuyén bdi nhitng ngudi tiéu dung khac
tru6e khi ho ¢6 ¥ dinh dét tour du lich (Yang, 2017).
Ngoai ra, nganh Du lich dang bi 4nh hudng 16n bdi
eWOM, diéu nay da 4nh hudng 16n dén ¥ dinh di du
lich, gidi tré sit dung eWOM nhu mdt cong cu d€ ho
can nhic, tham khdo trudc khi dua ra y dinh di du
lich. Dua trén co s& k€ thira va phat trién cac két
qud nghién ciu truSc, nhém tdc gid dé xudt mo
hinh nghién ctru nhu Hinh 1.

Hinh 1: Mé hinh nghién ciu dé xudt
cla nhém tac gia

Do tin cay ngudn thong tin ]7

Tinh hiiu ich ctia thong tin

Y dinh
didulich
clia gidi
tré tai

Hué

.,

Chat lugng n6i dung e WOM du lich

[ Chuan chi quan clia théng tin
[ DPoéng co stidung e WOM du lich

3. Phuong phap nghién ciu

D06i v6i nghién citu nay, nhém tac gid sit dung
phuong phép nghién citu két hop giita nghién ctu
dinh tinh va nghién cu dinh lugng.

Nghién citu dinh tinh: Muc tiéu cla nghién ciu
dinh tinh 13 ki€m tra, sang loc va x4dc dinh m&i quan
hé giita cdc bi€n s6 trong md hinh Iy thuyét, trén cd
s6 d6 dé xuat mo hinh nghién citu phit hgp vé6i doi
tugng va dia ban nghién ciu. Nhém tac gia da thuc
hién 15 cudc phdng van siau theo phuong phip
phéng van ban ciu tric véi nhitng ngudi da dung
eWOM, c6 kinh nghiém st dung va tuong tac, tim
ki€m cdc thong tin trén mang xa hoi, tai Hué. Diéu
nay la cd sd cho tac gid xay dung va thi€t k& khung
bang hdi nghién ciu.

Nghién citu dinh lugng: Phi€u diéu tra dudc xay
dung dva vio tdng quan nghién citu va dugc diéu
chinh cho phit hgp véi bdi cdnh nghién cttu & Hué.
Céc bién dudc do ludng bing thang do Likert tir 1
dén 5. Trudc khi ti€n hanh diéu tra trén dién rong,
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phi€u diéu tra dudc g tdi mot sd ngudi dung dé
ki€m dinh thir (20 ngudi). Nhitng ngudi tra 15i dudc
uu tién c6 kinh nghiém trong viéc st dung eWOM,
do d6 nhitng ngudi tra 16i thich hgp 1a nhitng ngudi
danh thdi gian cho Internet va tham gia vao céc
hoat dong du lich, k&t qua thu dugc 130 phiéu tr 15i
hgp 1€. Céng cu Cronbachs Alpha dudc s dung dé
kiém tra do tin cdy cdc thang do, gid tri hoi ty va
phén biét ctia thang do dudc ki€m tra qua cic budc
phan tich nhan t& EFA, phan tich hdi quy, dugc sit
dung dua vao cong cu SPSS 26.0. Sau khi sang loc
cac bi€n khong hop 1&, bo dit liéu dua trén 24 bién
quan sat v4i 6 nhan t& di dua ra mot sd két qua
nghién cttu.

4. K&t qua nghién cifu

K&t qua vé co cAu mau diéu tra, ty 1& nit chi€m
ty trong cao hon 52.3%, nam 47.7%. D3&i véi y&u t&
vé d0 tudi, cu thé vé do tudi 15-22 chi€m ty 1¢& cao
nhat chi€m 53% trong tdng s6 lugng dbi tugng diéu
tra. Pa s6 gidi tré tham gia khdo sat 1a nhitng ngudi

dang trong d6 tudi hoc sinh va sinh vién rit nhiét
huyé€t, ning dong vdi tin sut truy cip eWOM 16n
¢6 nhu cau cao vé du lich. Theo mau diéu tra thu
dugc, dé dang nhan ra phan 16n gi6i tré tham gia
khéo st ¢c6 mifc thu nhap tir 5 t6i 6 tri¢u dong, vi
phan 16n 1a hoc sinh sinh vién. Trong d6, ¢6 ty trong
cao nhat 1a dudi 5 triéu dong v6i 76 ngudi tra 19,
tuong tng 58.5%. Muc tiéu ho tham gia eWOM
nhim tim ki€m nhitng phuong thic, dia di€m,
chuyén di du lich ti€t kiém chi phi nhung van dép
ting k¥ vong clia ho. Ngoai ra ddi vdi chi tiéu “s6
1an di du lich thong qua eWOM du lich” vé6i ciu trd
15i 12 1-3 14n, 4-5 1an chi€m ty 1& kh4 cao, 1an lugt
chi€m 33.08% va 32.20%. Diéu nay cho thdy gi6i
tré ciing bi 4nh hudng nhiéu tir cdc thong tin tir
eWOM ddi véi y dinh di du lich cia minh. TAn sut
di du lich trong nim chii y&u Ia 1 I1in chi€m ty 1&
47%, vi ddi tugng chl y&u 1a hoc sinh, sinh vién véi
nguodn thu nhap con han ché, do vay tan suat di du
lich con it trong nhém ddi tugng diéu tra.

BAng 1. K&t qud ki€m dinh cla cdc bién quan st

Bién quan sat | Hé s&tuong quan bién téng | Hé s& Cronbach’s Alpha néu loaibién | Hé s tai cac nhan t6 thanh phan
Chét Iuong ndi dung eWOM du lich (CLND): Cronbach’s Alpha= 0.723
CLND1 0.559 0.702 0.718
CLND2 0.592 0.704 0.783
CLND3 0.602 0.712 0.637
CLND4 0.703 0.719 0.746
D6 tin cdy ngudn thong tin (TCTT): Cronbach’s Alpha = 0.798
TCTT1 0.559 0.702 0.878
TCTT2 0.592 0.704 0.769
TCTT3 0.602 0.712 0.743
TCTT4 0.703 0.819 0.714
Déng co st dung Ewom (BCSD): Cronbach’s Alpha= 0.719
BCSD1 0.589 0.702 0.841
bCSD2 0.693 0.604 0.764
bCSD3 0.742 0.712 0.749
bCSD4 0.762 0.719 0.761
Tinh hiu ich cta théng tin (HITT): Cronbach’s Alpha = 0.721
HITT1 0.689 0.762 0.812
HITT2 0.693 0.793 0.724
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Bién quan st | Hé s6'tuong quan bién téng | Hé s6 Cronbach’s Alpha néu loaibién | Hé s&'tai cac nhan & thanh phan
Tinh hiu ich cta théng tin (HITT): Cronbach’s Alpha = 0.721
HITT3 0.592 0.613 0.711
HITT4 0.601 0.727 0.716
Chuan chd quan déi véi théng tin (CCQ): Cronbach’s Alpha = 0.797.
CccQ1 0.641 0.771 0.861
CcCQ2 0.684 0.734 0.876
CccaQ3 0.662 0.742 0.829
CCQ4 0.717 0.721 0.814
Y dinh di du lich ctia gii tré (YPDL): Cronbach’s Alpha = 0.729
YDDLA1 0.520 0.719 0.729
YDDL2 0.618 0.716 0.844
YBDL3 0.691 0.721 0.812
YbDL4 0.672 0.709 0.792
He s6 KMO = 0.742"* (bi&n doc lap) sig. =0.000
Hé s6 KMO = 0.672 *** (bién phu thudc) sig. =0.000

Dua vao két qua phan tich § Bing 1, ta thiy tat
ci cac bién déu thda man diéu kién da dua ra, tic
gid ti€n hanh phan tich EFA. Sau khi tién hanh
phan tich nhan t6 khdm phd EFA, s6 bi€n quan sat
van la 24, dugc rat trich lai con 5 nhan t6. Khong c6
bi€n quan st ndo c6 hé s6 tdi nhan t& (Factor
Loading) bé hon 0,5 nén khdng loai bd bién, tac gia
ti€p tuc ti€n hanh c4c budc phan tich hdi quy va thu
dugc k&t qua & Bang 2.

Thong qua cic hé s6 hdi quy chudn héa (B) clia
mo hinh ta c6 thé biét dugc mic d6 quan trong ciia
c4c bién tham gia vao phuong trinh hdi quy. Cu thé,
yéu té “ CCQ” (B =0.492) c6 tac dong 16n nhat dé€n
y dinh di du lich cta giGi tré (YPDL) trén dia ban
tinh Hué. Piéu nay cho thiy gi6i tré thudng bi tdc
dong bdi cic y&u & xung quanh, nhitng phan hdi,
nhitng ¥ ki€n danh gia tir bén ngoai, ngudi thin sé
tdc ddong manh d&n qu4 trinh ra y dinh di du lich cla

BAng 2. K&t qud mé hinh héi quy va ki€ém dinh gid thuyét

M@i quan hé clia cac bién B Std.E B t-Value p-Value VIF
Hang s6 0.381 0.243 1.109 0.270
CLND — YBDL 0.372 0.021 0.396*** 4.982 0.000 1.047
TCTT— YBDL 0.366 0.049 0.343* 4.297 0.000 1.084
HITT — YBDL 0.204 0.032 0.422** 5.370 0.001 1.073
CCQ — YbDL 0.271 0.032 0.492*** 4.942 0.000 1.082
DCSD — YBDL 0.315 0.037 0.448** 5.858 0.003 1.266
R R? Adjusted R? Std. Error Durbin-Watson
0.789° 0.742(0.703) 0.606 (0.601) 0.330(0.310) 1.908(1.903)
Notes: ***p< 0.001,**p< 0.005,**p< 0.01
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ho. Piéu nay phit hgp khi mang x3 hoi dang phat
tri€n tifng ngay va cé sic anh hudng rit 16n dén
hanh vi clia gi6i tré. Cdc y&u t& con lai, 1an lugt
theo thit ty gidm dan tir quan trong dén it quan trong
bao gébm cédc y&u td “PCSD” (B = 0.448), y€u t&
nay ciing tic dong 16n thit hai d€n “YPDL” clia
giGi tré. Pong cd st dung eWOM gidng nhu ban
dap, thiic diy y dinh ctia ho, khi ho tin vao nhitng gi
eWOM mang lai cang thoi thic ddong cd di du lich
clia ho, v6i p-Value = 0.003, c4c yé&u to khic nhu
“HITT” tdc dong dén “YDDL” thong qua hé s6 B =
0.422 véi p.value =0.001. Khi gi6i tré ti€p xtic véi
nhitng thong tin hitu ich thi kha ning cdAm nhéan va
chip nhan thong tin clia ho s& nhiéu hon, diéu nay
s& tic dong cuing chiéu d&n “YPDL”. K&t qua nay
pht hgp v6i nghién ctu ciia Erkan & Evan (2016).
Ngoaira, “CLND” va “TCTT” cling dugc ddnh gia
tdc dong duong cling chiéu vé6i hé so 1an lugt 1a =
0.396 véi p.value =0.000 va 3 = 0.343 véi p.value
=0.000. V&i nhitng k&t qud thu dugc, nghién cdu da
chi ra ring da s6 gi6i tré ddnh gi4d cao tim quan
trong cia eWOM dua trén cdc nén ting mang xa
hdi va diéu nay 4nh hudng kha 16n dé€n YPDL clia
giGi tré.

5.Ké&tluan va ham y chinh sach

TAm quan trong clia cdc thong tin trén eWOM

TAILIEU THAM KHA O:

dnh huéng 16n d&€n hanh vi, y dinh clia ngudi dung
mang x3 hoi, diéu nay di dudc nhiéu nha nghién
cltu dé cap dén, két qud nghién citu ciing chi ra
dugc diéu nay d6i vdi trudng hdp gidi tré & Hué.
Bai nghién ctu nay nhim dua ra mot sd gidi phap
mang ham ¥ chinh sich nhim diy manh cic chién
lugc marketing truc tuyén trong du lich d6i véi cic
doanh nghiép du lich.

Thit nhdt: Poi v6i cic trang mang xa hdi, cin c6
st chit loc ndi dung thong tin, truyén dat dudc cic
thong diép mot cach rd rang, ngén gon, bai ding
cAn ddm bao chat lugng ciing nhu do tin cdy cla
ngudn thong tin.

Thit hai: Cac nha quan tri trong viéc lya chon
kénh truyén tdi thong diép dugc ting cudng hiéu
qua hon, tao wu thé€ cho bat k¥ chién lugc tiép thi,
thong diép dudc dua ra thi trudng cia cdc doanh
nghiép du lich. eWOM thuc t&€ s& 12 mot cdng cu
hiéu qué khi dugc dp dung cung v4i cdc cong cu
ti€p thi khic nhu: ti€p thi du kich, ti€p thi tin don
nhung chua dugc nhiéu doanh nghiép Viét Nam
thuc hién hodc thuc hién nhung chua cé cin ct
khoa hoc bé trg. Vi nghién ctiu nay, hy vong cic
chi&n thuat vé eWOM trong tuong lai s& dudc 4p
dung nhiéu hon nita, dic biét 1a trong cong dong
doanh nghiép du lich Viét Nam B
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ON THE TRAVEL INTENTION OF THE YOUTH IN HUE CITY

©® TRAN THI BINH MINH'
® PhD. DO THI THAO?
® PhD. NGUYEN THI NHU HOA 2

1Student, School of Hospitality and Tourism, Hue University
2Lecturer, School of Hospitality and Tourism, Hue University

ABSTRACT:

Based on the combination of information acceptance theory (IAM) and the theory of reasoned
action (TRA), this study develops a research model that presents the factors of electronic word-of-
mouth (eWOM) affecting the travel intentions of the youth in Hue City. In this study, there are 130
valid responses from those who are in the age group of 15-35 years old and regularly use social
networks. The study finds that eWOM affects the travel intentions of youth through the following
factors: information quality, information reliability, motivation to use eWOM, and subjective norms
for information and the usefulness of information. These factors have a positive impact on the
travel intentions of young people in Hue City. In which, the factors of subjective norm and
information reliability have greater impacts than the remaining factors. The study also proposes
some solutions to promote online tourism marketing strategies to support the tourism industry’s
recovery after the COVID-19 pandemic.

Keywords: social networks, eWOM, travel intention, eWOM’s impact, the youth, Hue City.
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