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Tac dong cua “bad review”
doi vaéi hinh anh thuong hiéu

Duaong Bao Trung?

Tom tit:

Dudi tac dong cta truyén thong da phuong tién, cac thuong hiéu mong muén dugc ngudi tiéu
dung biét dén cang nhiéu thong qua tuong tac truc tuyén. Tuy nhién, ho cling phai d6i mat véi
nhimg rdi lién quan t6i nhimg binh luan xdu “bad review” c6 thé anh hudng tiéu cuc t6i hinh
anh thuong hiéu. Tac gia st dung ly thuyét Marketing truyén migng (WOMM) va Truyén thong
miéng truc tuyén (eWOM) cho co sé ly luan. Muc dich ctia nghién ctru nay 1a dua ra dugc mo
hinh nghién ctu dya trén nhiing co sd Iy thuyét hay cac nghién ctu sdn do, tir d6 tim ra dugc
muic do anh hudng ctia “bad review” téi hinh anh thuong hiéu. Bﬁng viéc thyc hién phong van
khao sat bang bang héi duoc thiét k& sdn véi sy tham gia khao sat ctia 230 d6i tuong, nhitng
nguoi sinh sdng tai cac tinh thanh ¢ 3 mién cua Viét Nam. Céc yéu t6 cta “bad review” anh
hudng dén hinh dnh thuong hiéu (HATH) duoc phan tich thong qua phan mém SPSS, kiém
dinh d6 tin cay Cronbach Alpha, phan tich nhan t6 kham phé (EFA), va héi quy tuyén tinh.
Két qua cho thay c6 hai yéu t6 cua “bad review” anh huong téi hinh anh thuong hiéu, dé la
nodi dung cua danh gia va thai do cia nguoi danh gia. Nghién ctru cting dua ra mot s6 khuyén
nghi va giai phép cho cac doanh nghiép, dé xuat dinh huéng quan tri rui ro thuong hiéu trén
nén tang mang xa hoi.

T Khoéa: hinh anh thuong hiéu, truyéh thong miéng, thuong mai dién tir, “bad review”, hanh vi
tieu dung
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The Effects of “Bad Review” on Brand Image

Duong Bao Trung?

Abstract:

According to the effect of multimedia, brands want to be recognized by consumers more
through online interactions. However, they also face the risks associated with negative com-
ments “bad review” that can negatively affect brand image. The author uses the theory of
Word of mouth Marketing (WOMM) and Electronic Word of Mouth (eWOM) for the rationale,
thereby discovering the impact of “bad review” on brand image. The purpose of this study is to
provide a research model based on theoretical foundations or previous studies to figure out the
impact of “bad review” on brand image. By conducting survey interviews using pre-designed
questionnaires with the participation of 300 samples, who live in provinces in 3 regions of Viet-
nam. The factors of “bad review” affecting Brand Image were analyzed through SPSS software,
Cronbach’s Alpha reliability test, exploratory factor analysis (EFA), and linear regression. The
results show that there are two factors of “bad review” affecting the brand image, that is, the
content of the review and the attitude of the reviewer. The study also provides some recom-
mendations and solutions for businesses, proposing commercial risk management orientations
on social networking platforms.
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Gioi thiéu

Ciing v6i su phét trién ctia cong nghiép 4.0, su phét trién ctia thuong mai dién tr la
khong thé phd nhan dugc va né dang lan rong khip noi trén thé gi6i va ca Viét Nam. Viec
nguoi diing chuyén huéng tir mua hang truc tiép qua mua hang truc tuyén da khong con
moi doi voi cdc nha Marketing. Nghién ctru thi truong ghi nhan mot su chuyén dich tu
hanh vi tiéu dung cta khach hang truyén théng qua khach hang trén mang xa hoi cua cac
nhan hang. Theo béo cdo vé chi s6 thuong mai dién ti Viét Nam (VETICA, 2018), mo6 hinh
ban 1é truc tuyén nhing ndm gan day da c6 xu hudng tang cao voi ty 1 35 % vao ndm 2018.
Ngoai ra, c6 hon 49 triéu nguoi Viet Nam dang tham gia mua sdm trén cac nén tang truc
tuyén (Thanh nién Viét Nam, 2020), va trd thanh qudc gia c6 ty 1é nguoi tham gia mua sdm
truc tuyén hang dau trong khu vuc Pong Nam A. Bén canh d6, mtc do st dung Internet
clia nguoi tham gia mua sdm truc tuyén ciing ting tir 77 % 1én 88 % chi trong vong mot ndm
tir 2019 t6i 2020. Hién nay, dudi sy da dang cta hang héa va dich vu cung v6i muac dd canh
tranh gay git ctia cac nhan hang, nguoi dung bi dan dét va 16i kéo vao viéc mua hang ma
khong biét toi chat lugng ctia sdn pham. Do d6, khach hang c6 xu huéng doc danh gia cia
san pham trudc khi quyét dinh mua sdm.

Theo khao sat caa The Power of Review (2022): Nhitng anh hudng ctia danh gia (Review)
lén hanh vi mua hang. Ngay nay, hau hét khach hang sé doc danh gia ctia sdn pham trudc
khi mua sdm ké ca truc tuyén va truc tiép, trong d6 c6 hon 60 % ngudi dung ludn luon
st dung “review” nhu moét kénh tham khao chinh va hon 1/3 doc binh luén vé san phé{m
thuong xuyén. Déi voi cdc cac sdn phdm mua tai ctra hang (In-store Shop), ¥ kién nguoi
dugc khao sét cting cho thdy 6 t6i 57 % doc cac “review” trudc khi quyét dinh mua san
pham. Céc tin d6 mua sdm ngay cang trd nén lya chon cac kénh danh gia binh luan san
phdm nhu la mot kénh tham khéo vira dé giai tri va dé ra quyét dinh truéc khi mua hang.
Ngay nay, nhiéu khéch hang da c6 xu hudng tri hoan viéc mua hang néu chua doc danh
gia vé san pham, s6 liéu cho thay c6 t6i 86 % khach hang sé chua mua hang online néu chua
biét gi vé phan hdi ctia nguoi tiéu dung, va 51 % sé khong mua tai ctra hang.

Trong review luon c6 hai chiéu huéng la danh gia tich cuc “good review” va danh gia
tiéu cuc “bad review”. Nhiéu nghién ctru cho thdy moi nguoi dé dang bi thu hat bdi nhimg
thong tin tiéu cuc hon so véi tich cuc vi né c6 nhiéu cht dé dé binh luan, nhan xét va c6
tich chat lan téa nhanh hon, gitp moi ngudi tiép can nhanh va dé dang. C6 thé thay duoc
rang c6 nhiéu van dé can phai nghién ctru va md rong dé tai nghién ctru ctia nhém vé dnh
hudng ctia “bad review” dén cac thuong hiéu trong thoi dai ma cong nghé s6 va xu huéng
mua sadm lam dep cho ban than ctia mdi ngudi dang rat thinh hanh. Thong qua sy tim hiéu
cling nhu xem xét trén nhiéu nghién ctru khac, tac gid nhan thay rdng khach hang hién nay
dang cht ¥ nhiéu hon vé danh gia cua sdn pham hon la tinh ndng cta san phadm. Céac nén
tdng mang hién nay da mo rong tuong tac cho moi doi tuong nguodi dung trén Internet, moi
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danh gia va binh luan déu c6 thé viét ra va dé lai cho nhitng nguoi ding khéc doc. Ciing
chinh vi diéu d6 da tao ra moét diéu tiéu cuc da lam anh hudng dén hinh anh thuong hiéu.

Trén co so do, tac gia da lya chon van dé nghién ctu “bad review” dé c6 thé dua ra
duoc phuong phap quan trj rui ro vé thuong hiéu cho cac nha kinh doanh, md rong nghién
ctru va tim ra giadi phap dé khic phuc. Muc tiéu nghién ctru la nhdm kham pha nhimg yéu
t6 cua “bad review” anh hudng dén cac hinh anh thuong hiéu tai Viét Nam. D6i tuong
hudng t6i la hang hoa va dich vu c6 tuong tac trén nén tang mang xa hoi hodc truc ti€p bén
ngoai doi song, duoc nguoi tieu diing sdn pham danh gia va nhan xét vé nhing trai nghiém
bao gom cac nhom vé noi dung, do tin cay, thai do va su lan tda ctia “bad review”. Qua do,
két luan nhiing yéu t6 c6 ty 1é anh hudng cao d6i voi thuong hiéu. Ngoai ra, dé xudt céc
gidi phap cho cac doanh nghiép, nguoi kinh doanh nho 1é hay ca nhan cac mdt hang nhting
cach khic phuc, chién luge giap ho tranh dugc nhing rai ro va vugt qua nhiing thach thac
tir bén ngoai va ndm bét duoc nhu cAu ctia khach hang dé nang cao hiéu qua kinh doanh,
lam ting trdi nghiém st dung san pham cho khach hang.

Co s6 ly thuyét
Marketing truyén miéng (WOMM)

WOM la hinh thtc giao ti€p truyén thong gitta con nguoi véi nhau thong qua hinh
thtc giao ti€p truc tiép, dién thoai, thu tin ma noi dung lién da dang va phong pha. Trong
kinh doanh, WOM la phuong thac Marketing htru hiéu khi ma khach hang giao tiép truyén
théng v6i nhau va danh gia vé san phdm ma khong c6 sy can thiép ctia nha san xuét hay
thuong hiéu (Anderson, 1988). Pay la mot phuong thic quang ba hinh anh don gian, nhung
lai rat hiéu qua, va duoc ddy manh thanh phuong thitic Marketing truyén migng (WOMM).
Nho phuong thtc giao tiép tu nhién nay ma céc san phé{m, dich vu dugc gi6i thiéu mot
cach ty nhién va tir d6 muc do lan téa ctia n6 1a cuc nhanh va hiéu qua. Vé mit ly thuyét,
WOMM la cong cu quang cao mién phi cho cac thuong hiéu va nhan hang, duoc tao thanh
thong diép va truyén di bdi su chia sé cia khach hang va néu no tich cuc thi chat luong cta
san phém sé dugc cam nhéan vuot xa mong dgi ciia nha san xuat (Anderson, 1988).

Theo bao cao cta Nielsen (2012), Marketing truyén miéng 1a mot phuong thitc quang
cdo c6 muc do hiéu qua cdo nhat khi ma c6 t6i 92 % khach hang st dung tin tudng vao su
goi ¥ cta ban be, nguoi than va gia dinh hon 1a nhiing gi ho thét trén quang céo. Bén canh
do, c6 t6i 88 % khach hang tin tuong dé xuét ctia ban be trén cac phuong tién truyén thong.
Céac thuong hiéu ddy manh WOMM marketing truyén miéng thong qua cac hoat dong truc
tiép va cong khai, hodc tao ra cac co hoi khich 1é giao tiép gitta nhimg khach hang hodc gitra
nguoi tiéu dung voi thi truong (Nielsen, 2012). Marketing truyén miéng bao gdm nhiéu
hinh thtc, trong d6 c6 thé ké dén buzz marketing, marketing lan truyén, blog va marketing
mang xa hoi.
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Truyén migng thong qua Internet (e-WOM)

Ciing v6i su phét trién ctia internet, truyén thong miéng trudc day da dinh hinh 1én
mot hinh thttc méi, d6 1a truyén thong miéng dién tir (e-WOM - electronic word of mouth).
Su ra doi cta hinh thitc méi nay dugce xem 1a mét trong nhiing d6t pha cua nganh truyén
thong dién t va eWOM la moét trong nhiing cong cu truyén thong phi chinh thic c6 anh
hudng nhat d6i voi nguoi tiéu dung va doanh nghiép, cing nhu nhitng nguoi ding mang
noéi chung (Hennig - Thurau, 2004). e-WOM la mot luc lugng thi truong manh mé, béi vi
nguoi tiéu dung nhan thay day 1a mot nguén thong tin san phdm khong thién vi va dang
tin cay. Diém manh cta truyén thong miéng dién t chinh la sy tién 1oi cta viéc tiép nhan
thong tin khi ma nguoi doc va nguoi xem c6 thé ti€p can moi lac moi noi néu st dung
internet (Chen va Xie, 2008). e-WOM duoc xac dinh nhu la mot phuong tién dung dé chia
sé va trong doi thong tin gitta nguoi dung voi nhau vé mot dich vy hodc san phadm cta cac
thuong hiéu thong qua internet, thiét bi di dong va mang xa hoi. e-WOM da dugc cong
nhan la dan dén y dinh truyén lai cao vi nguoi tiéu dung dé dang tao ra cac cudc tro chuyén
tryc tuyén. Tuy nhién, e-WOM c6 nhiéu han ché trong viéc xéac thyc ngudn goc cua thong
tin, nguoi tiéu dung rat dé bi danh lac huéng boi nhimg thong tin kém chat luong va thiét
do tin cay (Chatterjee, 2001). Nhung nhin chung, truyén miéng dién t c6 thé gitip cdc nhan
hang tic dong nguoi tiéu dung tao anh hudng dén nhing ngudi mua khac thong qua y
kién vé cac san pham hodc dich vu dugc st dung (Chu, 2009; Chu & Kim, 2011; Kozinets &
cong su, 2010). Do tac dong cua e-WOM doi v6i hanh vi cua nguoi tiéu dung, nghién cau
hoc thuat vé e-WOM da dugc ghi nhan trong céc linh vuc nhu quang cdo, tiép thi, truyén
thong, quan ly va thuong mai dién ta.

Gid tri cdm nhdn Perceived Value

Gia tri cdm nhan dugc st dung trong marketing dé biéu hién danh gia cua khach
hang vé gid tri ctia san phéim va dich vu vé viéc so sanh gitta mong dgi va trai nghiém caa
ho, ddc biét la cac sdn phdm ctia cac cong ty ciing nganh. Gid tri cdm nhan kha 1a phtc tap
dé khai niém bdi n6 bao gdm nhiéu trdi nghiém da chiéu truéc khi mua hang, trong khi
mua hang, khi sit dung, va sau khi trai nghiém san phém. Theo Zeithaml (1988), “Gid tri
cam nhdn la sy dinh gid t67ng thé ciia nguoi tiéu dung vé tién ich ciia mot san phzfm hay dich vy dya
vdo nhin thitc ciia ho vé nhitng gi nhin dugc va nhitng ¢i phdi bé ra”. Khach hang dua ra su so
sanh gitta nhitng loi ich ma ho c6 dugc tir san phé{m va dich vu v6i chi phi ma ho da bé ra
dé danh ddi. Gia tri cdm nhan doi khi duge danh gia cao d6i véi hang hoa c6 muc gia thap
hon gia trj truong, trong khi d6 mot s6 ngudi lai cho rang gia tri 1a khi chat luong di lién
vOi gia ca (Zeithaml, 1988). Nhu vay, su cam nhén vé gia tri d6i khi la nhing su so sanh
gitta cai “nhdn duoc” va “bo ra” cta san phé{m va dich vu. Bén canh d6, gia tri cAm nhan con
khac nhau béi nguoi tiéu diung khac nhau. Doi khi, méi quan hé cdm xtic vé san phdm cua
khéch hang d6i voi nha san xudt hay don vi phan phéi sau khi khéach hang da st dung mot
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san pham cta ho chinh 1a gia tri cdm nhéan (Butz va Goodstein, 1990). Néu cdm nhan dau
tién t6t, nguoi tiéu dung sé c6 xu huéng danh gia t6t cho cac san pham tiép theo hodc 1an str
dung ti€p theo. Monroe (1990) da cung c6 thém vé khai niém cda gia tri cAm nhan khi ma
khach hang mo ta su chénh léch gita chat luong san phém hodc 1oi ich ma ho nhéan duogc ti
s&n pham va cai giad ma ho phai bd ra cho sdn phadm d6. Theo Woodruff (1997), “gid tri cim
nhin cua khich hang 1a sy yéu thich, cam nhdn va danh gid cia khdch hang vé cic dic tinh ciia san
phtfm, sur thé hién cua dic tinh va nhitng két qud dat dugc tir viéc sir dung dé dat dwoc mot cich dé
dang (hodc gay tro ngai) y dinh va muyc tiéu cua khach hang trong cic trieong hop sur dung” . Gia tri
clia sdn pham xudt phat tir nhan thuc, sy yéu thich, tin chtt quan ctia nguoi dung ma khong
chi xuat phét tir gia tri noi tai cia sdn pham hay nha san xuat. Su két hop chit ché gitta ky
vong va cdm nhan ctia khach hang chinh la gia tri cdm nhan cta san pham. N6 cfing lién
két sdn phadm v6i cac truong hop st dung va hiéu qua dat dugc qua qua trinh st dung béi
cac khach hang.
Dé lai “review” 1a biéu hién cta hanh vi tiéu diung

Truyén miéng truc tuyén (eWOM) tao diéu kién cho nguoi dung dugc ti€p cén, chia
sé va loc ra nhiing thong tin mot cach hiéu qua ké ca khi c6 nhiing khé khin vé mit khong
gian 1an thoi gian. Trong khong gian mang xa hoi, con nguoi c6 thé lan tdéa nhitng y kién
ctia ho thong qua nhimng binh luan, dé lai thai do yéu thich qua nhitng hinh anh hay video.
Bén canh d6, bang cach chia sé nhimg bai viét, mang xa hoi cho phép nguoi dung tan
truyén thong tin mot cach nhanh chong bédi su két ndi chéo 1an nhau trén cong dong mang
(Chu and Kim, 2011). Khi khach hang c6 xu huéng mua hang hoédc c6é hanh vi tiéu dung san
pham thi ho méi c6 hanh dong dé lai review tuong tac v6i san pham d6 trén nén tang truc
tuyén. Bang cach tao diéu kién cho nguoi dung cé thé tuong tac véi nhau thong qua mang
xa hoi hién c6, moi nguoi coé thé hoi thoai véi nhau chia sé kinh nghiém va tro chuyén vé
san pham dich vu véi tat cA moi ngudi ma khong can phai c6 moi quan hé nao ca. Vi thé,
mot su that hién nhién dé 1a nhiéu nguoi dang c6 xu huéng st dung mang xa héi nhu moét
kénh tham khdo chinh dé thu thap thong tin, tim hiéu san pham va chia sé quan diém trudc
khi mua hang (Barreda et al., 2015). Tuy nhién, hién tugng nay cting anh hudng it nhiéu
dén céc nha ban 1é truc tuyén vi thong tin truc tuyén dé tiép can nay nhu cac danh gia tir
khéch hang c6 thé anh hudng 16n dén quyét dinh tieu dung (Cheung, 2014).

Cdc nghién citu trong nuéc trudc diy

Nghién ctru cia Ha Ngoc Thdng va Nguyén Thanh D¢ (2021) vé cac yéu t6 anh hudng
t6i y dinh mua sam truc tuyén ctia nguoi tiéu dung Viét Nam. Theo nghién ctru nay tac gia
da tim ra céc yéu t6 c6 anh hudng toi y dinh mua truc tuyén cua nguoi tiéu dung, bao gom:
thai do, y kién nhom tham khao, nhan thtc kiém soat hanh vi, va rtai ro cdm nhan. Nghién
ctu thao luan céc yéu t6 anh hudng dén y dinh mua tryc tuyén cta nguoi tiéu dung Viét
Nam dua trén ly thuyét hanh vi c6 hoach dinh. Két qua nghién cttu cho thdy y kién cua
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nhom tham khéo c6 dnh hudng thuén chiéu doi véi danh tiéng thuong hiéu hay danh gia
cta khach hang trudc cang tot thi niém tin déi voi thuong hiéu cang cao, néu thuong hiéu
nhéan duoc cac danh gié tiéu cuc tir y kién cda nhom tham khéo thi sé lam giam y dinh mua
sam san pham ctia thuwong hiéu dé tir khach hang,.

Mot nghién cttu khéc ctia Marilia (2021) cting cho thdy dugc nhiing tac dong cua
danh gié (review) truc tuyén ctia khach hang anh hudng dang ké t¢i y dinh mua sdm cting
nhiig nguoi khac. Theo d6, thong tin 4n chtta trong cac danh gia c6 anh hudng dang ké
dén nhan thtc ctia khach hang. Muc do hitu ich cia déanh gid duoc cdm nhén c6 tac dong
tich cuc t6i quyét dinh mua sdm. Diéu d6 cho thay, mic do hitu ich ctia danh gia cdm nhan
cang cao thi ngudi mua cang c6 y dinh mua sdm san pham d6. Déi véi yéu t6 vé do dai
clia danh gi4, két qua nay chi ra rang trong truong hgp san pham tiéu dung nhanh, cac bai
danh gia dai hon khong lam cho chiing httu ich hon va nguoc lai, cé nghia la trong danh
muc nay, do dai ctia bai danh gia c6 thé khong anh hudng dén sy hitu ich cta review hodc
y dinh mua hang. Hau hét cac nghién cau trudc day déu chi dimng lai & nghién ctu chung
vé &nh hudng ctia danh gia t6i hinh dnh thuong hiéu hodc quyét dinh mua sdm cda khach
hang, ma chua phéan tich sdu hon vé “bad review” - nhiing dénh gia té. Vay nén, tac gia da
quyét dinh thuc hién nghién ctu nay dé dua ra phan tich sau sac hon vé nhan xét qua goc
do tiéu cuc.

M6 hinh nghién citu

Dua trén nghién ctru tdng quan qua cac tai liéu va co sé ly thuyét nén, mo hinh nghién
ctru trude day, moi gia thuyét co cac bién doc 1ap va bién phu thudc, céc bién nay tuong
ung vai ting pham vi, linh vuc va céc diéu kién nghién ctru thuc té. Trong nghién cttu nay,
tac gia tién hanh tim hiéu cdc nhan t6 anh hudng Hinh 4nh thuong hiéu tai Viét Nam. Ba
nhan t6 duoc dua ra bao gdm: N§i dung, Thdi dj, va Miic dj lan toa. TAt cd nhiing nhan t6 nay
déu duoc xay dung dua trén “bad review”, la nhiing binh lun tiéu cuc.

NOI DUNG \

THAI DO N

MUCDOLANTOA//////

Hinh 1. M6 hinh dé€ xuat cac yéu t6 cua “bad review”

anh huodng t6i hinh anh thuong hiéu

Nguon: Tic gid
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Gié thuyét nghién cttu bao gom:

H1: Ngi dung cua “bad review” ¢6 anh hudng tich cuc tdi hinh anh thuong hiéu

Noi dung cta “bad review” la nhiing thong tin ctia nguoi danh gia nhan xét cac san

pham ma ho da trdi nghiém thong qua phan danh gia cia muc mua hang hay truyén miéng

cho nguoi khac.

H2: Thai d cua “bad review” c6 anh hudng tich cuc t6i hinh anh huong hiéu

Thai do cta “bad review” la cam xtc caa reviewer khi thuc hién danh gia, viéc lam

nay c6 thé 1am chi ph6i cdm nhan riéng cta ho khi nhan xét san pham.

H3: Bg lan toa cua “bad review” c6 tac dong tich cuc t6i hinh anh thuong hiéu.

Do lan tda cta “bad review” la sy thu hut cta né c6 yéu t6 lan rong 6 nhitng pham vi

nh4t dinh ciing nhu gay ra hiéu tng 1 sao hay tdy chay nhan hang.

Bang 1. Bién doc lap, bién phu thudc, va quan sat cua thang do

Bién doc lap | Ky hiéu Bién quan sat
ND1 Ban thuong tim kiém cac “bad review” ¢6 tinh chat so sénh
gifta cac san pham tuong ting v6i nhau
ND2 Ban chu y dén céc “bad review” ¢6 ndi dung ré rang va mo ta
No6i dung cua hinh anh
“bad review” o
ND3 | Thoi gian cap nhat cua “bad review” 1a yéu t6 ban cha trong
NDA4 Ban khong tin tuong cac “bad review” chi c6 ddnh gid mic do
ma khong c6 mo ta chi tiét vé sdn pham
D1 Ban sé luya chon doc cac danh gid mang tinh mot chiéu cta
Thai do cua “bad review”
“bad review” TD2 | Ban thich doc cac “bad review” c¢6 tinh giai tri cao
TD3 | Ban thich doc cac “bad review” c¢6 cam xuc tic gian
LT1 Ban quyét dinh khong lua chon thuong hiéu vi né c6 nhiéu
. S, “bad review”
D6 lan tda cta
“bad review” LT2 | Ban cht trong doc “bad review” hon do tinh thu hat cua né
LT3 Ban doc “bad review” tir nhiéu ngudn khac nhau (Facebook,

Instagram, Shopee, Tiktok,...)
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Biénphy | .. Big "
iéu ién quan sa
thudc y e 1
Ban tiép tuc ung ho thuong hiéu thoi trang sau khi doc “bad
HATH1 .,
review
Ban trung thanh véi thuong hiéu thoi trang méc du c6 nhiéu
HATH2 |, =
Hinh anh bad review
thuong hiéu HATH3 Ban sé gi6i thiéu ban bé nguoi than mua san pham cta
thuong hiéu c6 “bad review”
Ban van quyét dinh mua sdn phdm cta thuong hiéu c6 “bad
HATH4 .,
review

Nguon: Tdc gid

Dua trén mo hinh nghién cau dé xuat, tac gia da xdy dung nén thang do bao gom 14
bién quan sat cho bién doc lap va bién phu thudc. Trong nghién ctru nay mau duge chon
theo phuong phap 14y mau thuan tién vi khong mat nhiéu thoi gian, chi phi va dé thuc
hién. Sau khi thiét ké bang cau hdi khao sat cho dé tai nay va sé duoc gui cho céc d6i tuong
can dugc khao sat theo phuong phap 1dy mau thuan tién. Déi tuong khao sat la sinh vién &
cac truong dai hoc. Ngoai ra, d6i tuong khao sat con la nhimg nguoi di lam tir 26 - 35 tudi
va mot s6 d6i tuong trén 35 tudi & nhitng viing mién khac (Mién Trung va Mién Béc) dé
cac duge dit liéu mau da dang trong khéo sat. Khao sat 1dy mau trén co sé tiéu chuan 5:1
ctia Bollen (1989) va Hair & cong su (2014), ttc 1a dé dam bao phan tich dit liéu (phan tich
nhan t6 kham pha EFA) t6t thi can it nhat ndm quan sat cho 1 bién do ludng va s6 quan sat
khong nén dudi 100. Theo Green (1991) thi kich thudc t6i thiéu dé ddm bao phan tich héi
quy theo cong thicc N = 8m + 50 Bang cau héi khao sat nhém minh trich dan c6 tong cong
14 bién quan sat (cac cau hoi st dung thang do Likert). Tir d6 nghién ctu da tién hanh khao
sat trén 230 mau.

Két qua nghién ctru
Kiém dinh d¢ tin cdy

Pau tién, tir két qua dur liéu so cdp thu thap duoc, tac gia tién hanh phan tich
Cronbach’s alpha dé kiém dinh d6 tin cdy cua thang do, ttr d6 lam co s6 cho céc phan tich
sau hon (Bang 2).
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Bang 2. Kiém dinh d6 tin cay cho thang do

Heé sé'. t}m’n,g Cror}bach’s e.ll’pha Cronba.cl,l’s a:lpha DPanh gia
quan bién tong néu x6a bién ctia bién tong
ND1 0,611 0,753 Chép nhéan
ND2 0,613 0,752 Chép nhéan
ND3 0,621 0,749 0801 Chap nhan
ND4 0,619 0,749 Chép nhan
TD1 0,416 0,517 Chép nhan
TD2 0,398 0,541 0,611 Chép nhén
TD3 0,445 0,473 Chép nhéan
LT1 0,460 0,456 Chap nhan
LT2 0,408 0,538 0,613 Chép nhan
LT3 0,402 0,543 Chép nhéan
HATHI1 0,699 0,844 Chap nhan
HATH?2 0,724 0,833 Chap nhan
HATH3 0,727 0,833 V870 Chép nhan
HATH 4 0,744 0,825 Chép nhan

Nguon: Tdc gid

Dua vao ly thuyét vé kiém dinh d¢ tin cay cronbach’s alpha, Hé s6 tuong quan bién
tong > = 0,3; Cronbach’s alpha néu x6a bién = < Cronbach alpha bién tong; va Cronbach’s
alpha bién tong > 0,6 1a c6 thé chdp nhan. Phan tich nay da gitt lai 10 quan sét cho bién doc
lap va bén quan sat cho bién phu thudc. Thang do du do tin cay dé tiép tuc tién hanh phan
tich nhan t6 kham pha EFA.

Phan tich nhin t6 khdam pha EFA

Tac gia tién hanh phan tich nhan t6 kham pha EFA cho bién doc lap va bién phu
thudc riéng biét. Két qua KMO and Bartlett’s Test ctia bién doc 1ap 1a 0,786 va Sig. = 0,000 (<
0,005), diéu nay hoan toan phit hop dé tién hanh cac budc tiép theo. Két qua Téng phuong
sai trich cho thay c6 ba nhan t6 dugc trich dua vao tiéu chi Eigenvalue = 1,048 > 1, nhu vay
ba nhan t& nay tém tit thong tin ctia 10 bién quan sat dua vao EFA mot cach tot nhat. Tong
phuong sai ma ba nhén t6 nay trich dugc 1a 59,971 % > 50 % cho thay m6 hinh EFA nay la



40

phtt hop. Nhu vay ba nhan t6 dugc trich, giai thich dugc 59.971 % bién thién d liéu ctaa 10
bién quan sat tham gia vao EFA. Két qua phan tich EFA duoc thé hién & Bang 3.

Béng 3. K&t qua phan tich nhan t6 kham pha EFA

Ma tran xoay nhan t6 bién doc lap

Nhan t6
1 2 3

ND2 0,816

ND4 0,772

ND3 0,760

ND1 0,758

LT3 0,775

LT1 0,697

LT2 0,681

TD1 0,817
TD3 0,765
TD2 0,537

Ma trdn nhan t6 bién phu thudc

1
HATH1 0,864
HATH2 0,853
HATH3 0,848
HATH4 0,831

Nguon: Tic gid

Hoi quy tuyén tinh
Sau khi c¢6 dugce céc bién dai dién doc 1ap va phu thudc & phan phan tich nhan t6 EFA,
ching ta sé tién hanh phan tich tuong quan Pearson dé kiém tra m&i quan hé tuyén tinh

nay.
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HATH ND TD LT
Pearson Correlation 1 -0,076 0,200™ 0,087
HATH Sig. (2-tailed) 0,253 0,002 0,191
N 230 230 230 230
Pearson Correlation -0,076 1 0,238" 0,355™
ND Sig. (2-tailed) 0,253 0,000 0,000
N 230 230 230 230
Pearson Correlation 0,200™ 0,238™ 1 0,383™
D Sig. (2-tailed) 0,002 0,000 0,000
N 230 230 230 230
Pearson Correlation 0,087 0,355™ 0,383" 1
LT Sig. (2-tailed) 0,191 0,000 0,000
N 230 230 230 230

**. Correlation is significant at the 0,01 level (2-tailed).

Nguon: Tic gid

Gié tri R square hiéu chinh bang 0,059 cho thay bién doc lap dua vao chay héi quy anh
hudéng 5,9 % su thay déi ctia bién phu thudc, con lai 94,1 % 1a do cac bién ngoai mé hinh va
sai léch s6 ngau nhién. Hé s6 Durbin-Watson = 1,584, nam trong khoang 1,5 dén 2,5 (thda
yéu cau) nén khong co6 hién tuong tuong tu tuong quan chudi bac nhat xay ra. V6i bang
ANOVA ta c6 Sig kiém dinh F bang 0,003 < 0,05, nhu vady mo hinh hdi quy tuyén tinh bo
pht hop véi tap dit liéu va c6 thé sit dung duoc.
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Bang 5. Hé s6 tuong quan hoi quy ctia m6 hinh

Hé s6
Hé s6 chua Hé so Thong ké
Mod hinh chuén hoéa chuin héa Sig. cong tuyén
t
B Std. Tolerance
Beta VIF
Error
(Constant) 1,722 0,479 3,593 0,000
No6i dung
-0,190 0,090 -0,147 -2,111 0,036 0,862 | 1,161
(ND)
1
Thai d6 (TD) | 0,332 0,109 0,214 3,036 0,003 0,841 | 1,189
Do tan tdéa
(LT) 0,083 0,106 0,057 0,778 0,437 0,779 | 1,283

a. Dependent Variable: Hinh dnh thuong hiéu (HATH)

Nguon: Tic gid

Két qua thu duoc tir bang Coefficients cho thy hé s6 Beta chuén hoa ctia nhan t& Noi
dung = -0,147 nghia la bién nay c6 tac dong nghich chiéu 1én bién phu thudc. Bién thai do
va bién d¢ lan toa c6 hé s6 duong tac tac dong cung chiéu voi bién phu thudc. Hé s6 Sig
cta d¢ lan toa 0,437 > 0,05 do d6 bién nay khong c6 y nghia trong mo hinh héi quy, hay noi
cach khac bién nay khong c6 su tac dong lén bién phu thuoc HATH. Con hé s6 Sig ctia ND
va TD 1an lugt 1a 0,036 va 0,003 < 0,05 nén hai bién nay c6 y nghia trong mo6 hinh héi quy.
Heé s6 phong dai phuong sai (VIF) cua cac bién déu nho hon 2 nén khong c6 xay ra hién
tuong da cong tuyén.

Phuong trinh hoi quy:
Hinh anh thuong hiéu = 0,214 x Thai d¢ -0,147 x Noi dung

Néu yéu t6 Thdi dj ting 1 don vi ma ma yéu t6 Ngi dung van gitt nguyén khong doi,
gia tri trung binh cuia HATH sé tdng 0,214 don vi. Néu yéu t6 Nji dung ting 1 don vi ma yéu
t6 Thdi dp van gitt nguyén khong doi gia tri trung binh ctia bién AH sé gidm 0,147 don vi.
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Két luan va giai phap
Két lugn

Nhin chung, két qua nghién ctu da dat dugc muc tiéu dé ra la xac dinh duoc cac yéu
t0 ctia “bad review” anh hudng dén hinh anh thuong hiéu ctia cac nhan hang tai Viét Nam.
C6 ba nhan t6 dugc nhom lua chon la anh hudng cua “bad review” téi cac téi hinh anh
thuong hiéu va sau qua trinh phan tich di liéu va héi quy con hai nhén t6 cta “bad review”
c6 anh hudng dén hinh anh thuong hiéu, d6 1a Thdi dj: nhan t6 c6 muc tic dong 16n nhat
va tiép dén la Noi dung. Thdi dj c6 tac dong cung chiéu v6i hinh dnh thuong hiéu, va Ngi
dung c6 tac dong ngugce chiéu v6i hinh anh thuong hiéu. Két qua d6 cho thay Thdi do thé
hién cam xuc cta nguoi review c6 su tac dong anh hudng lon dén nguodi nghe hay nguoi
doc trong qué trinh quyét dinh lya chon san phé{m dé mua sdm.
bé xudt gidi phdp

Qua phan tich két qua khao sat vé sy anh hudng cua “bad review” t6i hinh anh
thuong hiéu & Viét Nam, chiing ta c6 thé thdy dugc tim quan trong tir noi dung dén la thai
d6 cua “bad review” d6i voi cac thuong hiéu tai Viét Nam. Nhu vay, anh hudng cta truyén
thong miéng da phuong tién dong vai tro rat 1on trong viéc tao dung hinh anh thuong hiéu
tir trén cOng dong mang t6i nguoi tiéu dung tryc ti€p. Noi dung ctia danh gia duoc nguoi
dung quan tdm, nhung ndi dung cta “bad review” lai cang dugc quan tdm hon bdi dé 1a
gia tri cdm nhan thuc t€ ma sau khi nguoi dung trai nghiém. Thai do cta “bad review” anh
hudng t6i chat lugng cta review do, bdi né c6 thé thé hién qua 10i van va y nghia ctia doan
nhan xét. Néu thai do ciia mot “bad review” t6t thi hiéu tng ctia n6 c6 thé manh hon so véi
thai do khong t6t khi danh gia sdn pham truc tuyén.

Vi vay, tac gia da dé xuat mot so giai phap dua vao két qua nghién cttu nhu sau:
Deé xuat gidi phdp cho doanh nghiép

Mot la, xay dung, t6 chtic, ting cudong cac hoat dong tuyén truyén va quang ba san
pham mot cach bai ban va chuyén sau trén cac mit tran phuong tién truyén thong dai
chiing néi chung va cac trang mang xa hoi (nhu Facebook, Instagram...) néi riéng, nham
tdng tinh tuong tac v6i nhom d6i tugng khach hang tiém nang, yéu thich mua sdm va
cong nghe.

Hai la, xay dung d6i ngti chdm so6c khach truc tuyén, ddc biét 1a cac kénh mang xa hoi
dé c6 thé ndm bdt nhu cdu va nhimg phan hdi kip thoi cda khach hang, tir d6 tranh nhimg
“bad review” khong dang co.

Ba la, phat trién chuong trinh chdm s6c khach hang, quan tri méi quan hé khach hang
CRM hiéu qua hon. Doanh nghiép ting cuong chdm séc khach hang sé lam giam dang ké
cac danh gia tiéu cuc va tang tinh thoa man cho khach hang hon.
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Bon la, cac thuong hiéu tai Viet Nam can xay dung va phét trién truyén thong dé c6
thé tiép can dén nhiéu doi tugng khach hang tiém nang va trung thanh trén dia ban khp ca
nudc. S&n sang tiép nhan 18ng nghe ¥ kién, phan héi tir khach hang, hoan thién va sta déi.
Ngoai ra, gitp cac doanh nghiép xt ly duoc cac truong hop anh hudng téi tam ly khach
hang va anh hudng xau t6i hinh anh thuong hiéu.

Nam la, xay dung d6i ngti quan tri thuong hiéu trén nén tang xa hoi hodc cac kénh ban
online ma thuong hiéu huéng t6i.

Sdu la, xay dung d6i ngti chdm séc khach hang dé tuong tac va chdm séc khach hang
kip thoi dé 1ang nghe ¥ kién phan héi ctia khach trudce khi ho dé lai “bad review”.
Dé xuadt gidi phdp cho nguoi tiéu ding

V6i thi truong hang héa va dich vu hién nay, nguoi tiéu dung sé rat dé dang lya chon
cac mit hang ma ban than mong muén. Nhung d6 lan téa cta “bad review” ngay cang
rong 16n, xéac suat nguoi mua dé bi lay dong boi nhimng thong tin khong c6 tinh xéc thyc
cao. Do do, tac gid dé xuat mot s6 giai phap nhu sau:

Mot la, nguoi mua nén chon doc nhitng review c6 nhiéu lugt phan hoi t6t cua céc
khach hang trudc quyét dinh lya chon mua san phé{m.

Hai la, nguoi tiéu dung nén lya chon nhitng thuong hiéu uy tin thay vi doc nhiing
“bad review” dé c6 dugc trai nghiém dich vu t6t nhat va san phdm chat lugng ma thuong
hiéu dem lai cho cac do6i tuong khach hang tiém nang.

Ba Ia, lya chon kénh danh gia review nhu mot tiéu chuan cudi cung trudce khi di dén
quyét dinh mua sdm san pham.

Gi6i han va dinh hwéng nghién citu

Phuong phap nghién cttu trong kinh doanh la mét qué trinh thu thap dit liéu cting
nhu cac thong tin lién quan dén dé tai. Pai vé6i s6 liéu thu thap thuc hién véi thoi gian ngdn
va stt dung nhiing phuong phap khéo sat gian tiép qua Google Form trén nén tang mang
xa hoi, nén s6 liéu chua thuc sy ddm bao do tin cay.

Trong nghién ctru nay, tac gia mai chi danh gia mac do anh huong cta cac “bad
review” da thuc hién c6 anh hudng t6i hinh anh thuong hiéu. Mot s6 méi quan hé tuong
quan van chua duge nghién ctu nhu: (1) Dong co ndo tic dong dén viéc khich hang viét review
ctia khdch hang; (2) Muc dich ciia “bad review” khi khdch hang mudn dé lai trén thuong higu la gi?;
(3) Mikc dg anh huéng ciia “bad review” tdi doi thii canh tranh.

Van con nhiéu van dé lién quan t6i cac binh luan tiéu cuc ma cac nha khoa hoc van
chua kham pha, c6 thé noi day 1a mot van dé xdy ra lien quan dén ri ro thuong hié¢u. Néu
cac nha quan tri c6 thé tan dung duoc ngudn thong tin trai chiéu nay dé thu hut luot quan
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tam cta khach hang mot cach hiéu qua, day c6 thé 1a mot cach marketing méi cho nhitng
nhan hang maéi hoac dang bi quén lang.
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