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TOM TAT:

Tham khéo cdc ddnh gid truc tuyé&n trudc khi mua sim trén cdc nén tdng thuong mai dién tir da

trg thanh mot hoat dong khong thé thi€u clia ngudi tiéu ding trén internet bdi tinh hitu ich ctia né.

Nhan thdy tim quan trong ctia ddnh gi tryc tuyén, khong it c4 nhan va 8 chifc da thuc hién nhitng
d4nh gid gid mao, phdn 4nh sai su that vé sidn pham, dich vu. Chinh vi th&, ngudi tiéu diing hién
nay dang mat din niém tin vao ddnh gia tryc tuy&n hoic phai diu tu nhidu thdi gian hon d€ phan
tich cac d4nh gia nay. Tl nhitng bai bdo, bdo cdo thu thap dugc, nhém téc gid da hé thong hda va
lam rd kh4i niém, thyc trang va nhitng 4nh hudng clia ddnh gia truc tuy€n gid mao doi v6i hoat
dong thuong mai dién tir. Tir d6, nhém tdc gid ciing néu ra mot vai khuyé&n nghi cho ngudi ding
truc tuyén vé viéc nhan bi€t va phat hién nhitng ddnh gia gid mao d€ bao vé ban than trong qua

trinh mua sim trén cic nén ting thuong mai dién t.

T khéa: mua sim truc tuyé&n, ddnh gia tryc tuyén, danh gid truc tuyén gid mao.

1.Datvandé

Tai Hoa Ky, hon 80% ngudi tiéu ding cho biét
ho st dung cédc dénh gid truc tuyén trudc khi mua
sdm sin phffm (Anderson va Smith, 2016). Chinh vi
ddnh gid tryc tuyén 1a y&u 8 dnh hudng I6n t6i
quyét dinh mua hang cda khdch hang nén c6 rat
nhiéu nha ban hang bi cim db thué nhitng ngudi c6
tam 4nh hudng v6i cong ddng dé ddnh gid St vé
san phim hoic st dung cdc phuong phap tw dong
dé€ tao ra cic danh gia gid nhim ning cao tinh hap
din ctia sin pham va dich vu ctia ho hoic lam suy
gidm danh ti€ng ctia d6i tha canh tranh.

Tir d6 6 thé thd'y ngudi tiéu diing cAn nhan bit
dugc nhitng danh gid truc tuyén gid mao va 4nh
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hudng xau clia né6 d€ c6 thé mua sim nhitng sin
phiam chat lugng nhu mong mudn, ddng thdi ngin
chiin nhitng d4nh gi4 gid mao gép phin tao nén mot
mdi trudng mua sim lanh manh trén mang internet.
Vi su hi€u biét vé cdc danh gid truc tuyén gid mao
clia ngudi tiéu dung con han ché va cdc tién dé
ciing nhu hiu qué clia ching cin dugc khdm ph4
mot cach toan dién nén nhém tac gia da nghién ciu
va tong hdp lai nhitng nét tiéu bi€u nhit vé dinh
gid tryc tuyé&n gid mao dé ngudi tieu diing c¢6 duge
cdi nhin tong quan nhat.

2. Phuong phap nghién ciu

Thong qua viéc tap hdp cac nghién cttu true do
vé ddnh gid tryc tuyé&n gid mao, phat hién danh gid



KINH DOANH

truc tuyé&n gid mao trén thé gidi, tic gid mudn mang
t6i mot géc nhin thyc t€ hon vé danh gid truc tuyén
gid mao va xu huéng thé gi6i dang chuyén minh véi
n6é. Phuong phap nghién cttu chi y&u duge van
dung 13 phuong phdp tong hdp, thdng ké va phan
tich ndi dung.

3. K&t qua va thao luan

3.1. Khdi ni¢m ddnh gid truc tuyén gid mao

DPanh gid gid mao 1a d4nh gia dugc viét hoic tao
ra ma khdng c6 batky trai nghiém thuc t&€ nao vé sin
phiam hoic dich vu dudc danh gi4 (Lee va cong su,
2016). B&i vi n6 dugc “viét”, hoic “dudc tao” nén c6
thé tao ra d4nh gi4 gid mao mot cich thii cong bési
con ngudi hodc ty dong bdi modt chuong trinh may
tinh. Nhu vay, ti€n bd cong nghé 1a nguyén nhan
chinh tao ra cdc ddnh gid gid mao, vi né tao ra ca co
hoi va dong co d€ thao tiing quyét dinh clia ngudi
tieéu dung (Hammad va cong su, 2013).

Mot mit, nhitng phat trién clia cong nghé mang
lai co hoi d€ tao ra cdc danh gid gia mao trén quy
mod 16n - cong nghé c6 thé dat tSi dinh cao, khién
con ngudi gin nhu khdng thé phat hién mot doan
vin ban cu thé c6 dugc viét bdi mot ngudi thuc hay
khong. Mit khdc, nén tdng truc tuyén cung cAp mot
kénh phan phdi c6 quy md 16n phd bién cic dinh
gia gid mao thanh cdc danh gid truc tuyé&n gid mao.
Vi hang triéu ngudi tiéu dung cé thé doc céc bai
d4nh gid truc tuyén gid mao tai bat ky thdi di€m
nao va ra quyé&t dinh mua hang, nén con ngudi c6
dong cd d€ khai thac diéu niy & quy mo 16n (Floridi
va cOng sy, 2020).

Pdnh gid tryc tuyé&n gid mao dudc viét mdt phan
hoic hoan toan dua trén cdc khuyén khich tai chinh
chtt khong phai thyc sy thich hay khdng thich san
pham. Mot khia canh quan trong cin nhan manh 13
tdc ddng mong mudn ctia ddnh gia gid mao cé thé
nhim nang cao hoic 1am t8n hai d&n uy tin clia t§
chiic danh ti€ng va ngudn clia cdc ddnh gid gid mao
c6 thé 1a chinh t§ chiic d6 hoidc cdc bén thd ba,
chfmg han nhu déi thii canh tranh hodc khdch hang
thtt han (Shivagangadhar va cong su, 2015).

3.2. Thuc trang ddanh gid gid mao trén internet

Céc nghién citu truGc diy da dé xuat so licu
mo td ty 1& ddnh gid tryc tuy&n gid mao trong
thuong mai dién t& tr cdc linh vuc khdc nhau,
ching han nhu ddnh gid vé nha hang trén Yelp,
danh gid khdch san trén TripAdvisor va danh gia
sdch trén Amazon. Ty 1€ nay dao dong tor 16%
(Luca et al. 2016), 20% (Schuckert va cdng su
2016), 25% (Roberts 2013; Munzel 2016), dén
33,3% (Salehi-Esfahani et al. 2018). Ngay tif nim
2012, khodng 10,3% sin pham tryc tuyén da dugc
xem xét thao ting (Hu va cong sy 2012). Hon niva,
ty 1& ddnh gid truc tuyé&n gid mao ti€p tuc gia ting
hiéntai (Hunt 2015).

Mot s8 trudng hop ndi ti€ng ciing cho thdy mitc
d6 nghiém trong cua viéc danh gid gia mao truc
tuyén trong thuong mai dién t&r. Vi du: vao nim
2012, Co quan Tiéu chuin Quing cdo & Anh da
phdt hién TripAdvisor c6 lién quan d&n cdc danh
gid gid mao vi khodng 50 triéu danh gid truc tuyén
trén trang web nay khong thé dudc dnh gia, dudc
x4dc minh la ding tin cdy. Nam 2013, Samsung bi
budc phai trd mot khoén tién Uy ban Thuong mai
Lién bang bBai Loan phat 340.000 USD vi ding cac
ddnh gid gid mao tiéu cuc 1én dbi thi canh tranh
ctia n6, HTC. Nam 2015, Amazon kién 1.114 ngudi
khong rd danh tinh vi ding bai danh gia lira ddo.
Nim 2018, Mafengwo.com, mdt nén tang du lich
ndi ti€ng & Trung Qudc, c6 lién quan d&n gian 1an
dit liéu, ching han nhu sao chép cic dinh gia truc
tuy&n tir d6i thi canh tranh va nén tdng sau d6 da
thira nhan van d& ddnh gi4 gid mao.

Moi thanh phan trong xd hoi déu tdn nhiéu
cong stic trong viéc phat hién va trirng phat nhitng
ddnh gid gid mao tryc tuy&n nhiim han ché sy phd
bi&n clia ching. Céc chinh phd lién tuc hoan thién
hé thdng phdp luat va thuc hién t6t nd lyc gidm
sat ngudi ban hang va nén ting tryc tuyén. Nim
2013, Bo trudng Tu phap bang clia New York din
ddu “Chi&n dich Clean Turf”, 12 mot chi€n dich bi

mat kéo dai mot nim cudc diéu tra nhiim x4c dinh
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va vach trin cdc cong ty tao ra cic danh gid truc
tuyén gid mao (Schneiderman 2013). Nim 2018,
Trung Qudc ban hanh Luiat Thuong mai dién tir
diu tién va quy dinh ring ngudi ban khong dugc
thuc hién cdc chuong trinh khuy&én mai thuong
mai sai léch hoic gdy nhim Iin dé lira gat hodc
ddnh lira ngudi tiéu dung bing cdc giao dich hu
cau, bia dit cdc ddnh gid truc tuy&n hoic bat ky
phuong tién nao khic (CIRS 2018). Hon nira,
nhiéu hoc vién va hoc gid di lién tuc phat trién
cdc thuat toan dé phat hién cdc ddnh gid tryc
tuy€n gid mao va khing dinh thuét toan ctia ho da
dat ty 1& cao vé d6 chinh xdc. Yelp, mot trong
nhitng cong ty hang diu trong nganh nén ting
d4nh gid, cling da phat trién cdc thuat todn riéng
ctia minh dé phat hi€n cdc ddnh gid va bo loc truc
tuy€n gid mao tit ching di.

Tuy nhién, hiéu qua gidm thi€u didnh gid gia
mao la khong rd rang khi chi c6 nd luc tir bén ngoai.
Viéc phiat trién c4c thuat todn mdy tinh d€ x4c dinh
cdc danh gi4 gid mao chi dit trong tAm cao vé viéc
diéu tri triéu ching tir géc dd phuong phap luin,
thay vi triét d€ hi€u rd nguyén nhan gdc ré clia cdc
ddnh gid truc tuyén gid mao. Nhiéu dinh gid gia
van tOn tai tryc tuy&n bat ké thuit todn nao cé ty 1&
phét hién cao vi cdc nha ban hanh thong minh
thudng xuyén ding cdc dianh gid gia mao mdi c6
céc tinh ning mdi gidp tranh bi phdt hién bdi bd
loc. Hién tugng ddnh gid gia truc tuyén ngdy cang
phiic tap. Pudc thic diy bdi nhiéu dong co thim
kin, cdc bén quan tim c6 lién quan, ching han nhu
nha cung cip, nha ban 1& va nén ting, c6 thé bi 4nh
hudng rdi vao bay thao ting cdc ddnh gia truc tuyé&n
(Hu va cong sy 2011; G#ssling va cong sy 2018;
Lee va cong su. 2018). Ngudi ban hang truc tuyén
6 thé c6 xu huéng dua ra nhitng ddnh gia tich cuc
gid mao vé san phdm cia chinh ho, hoic tiéu cuc
d4nh gia gid mao vé sian phdm clia ddi thd canh
tranh d€ thu 1di tai chinh (Wang va cong su 2018).
Nén ting c6 thé c6 xu huéng chip nhin nhitng thao
ting nay va tich cuc thém cic danh gia gid mao dé
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tang luu lugng truy cdp va sy tham gia ctia ngudi
ti€u dung (Lee va cong su 2018). Cac cd nhan c6
thé ding cdc ddnh gid truc tuyé&n gid mao cho nhiéu
ly do khic nhau, ching han nhu tim ki€m co hoi
(Salehi-Esfahani va cong sy 2018). Tuy nhién, hau
hé&t cac nghién cdu chi ra cdc danh gid truc tuyén
gid mao dudc dang bdi nhitng ngudi ban hang truc
tuy€n nhim muc dich t8i da héa 1gi nhuan ctia ho.

3.3. Anh hudng ctia danh gid truc tuyén gid mao

DPénh gia truc tuyén gid mao c¢6 dnh hudng rat
16n ddi vé6i cac linh vic marketing va thuong mai
dién tr.

Pdnh gid truc tuyén gid mao cé thé lam xéi mon
long tin ctia nguoi tiéu ding

Ngudi tiéu diing s& dan mat di niém tin ddi véi
cdc ddnh gid tryc tuyén noéi chung, diéu nay bdo
hiéu sy suy gidm I6n cda thi trudng. Ngudi ti€u
diing thudng viét ddnh gid d€ chia sé trdi nghiém
cia ho, bao gdm ca nhitng danh gia tich cuc va
nhitng danh gia tiéu cuc. Do do6, tinh chinh xac va
trung thuc clia cdc danh gid 1a y&u t6 rat c6 gid tri vi
thong tin trong d6 cung cAp nhitng d4nh gid vé chit
lugng cho ngudi tiéu dung khidc (Munzel va cong
su, 2014). Nhitng bai danh gia truc tuyén ciing
mang lai 1di ich cho c4c cong ty vi ho c6 thé nhan
dugc phan hdi xdc thuc tir khach hang d€ c6 thé
dugc phan tich, cai thién sin pham va dich vu. N&u
nhitng ddnh gid gid mao tran vao thi trudng & quy
mo 16n, diéu ndy sé c6 nguy cd lam suy gidm ngudn
d tin cay clia cdc danh gid tryc tuy€n néi chung va
doanh nghiép khé c6 thé diéu chinh sin phdm, dich
vu cta minh (Ismagilova va cdng sy, 2020). Céc
hau qua cé thé 12 sy lva chon bat 1i, mot qué trinh
trong d6 ngudi tiéu diing khong thé phan biét duge
nhitng ddnh gi4 tot va nhitng danh gid x&4u (Akerlof
& George, 1970).

DPdnh gid tric tuyén gid mao cé thé dnh hudng
tich cuc hodic tiéu cuc téi thit hang ciia san phdm

Céc danh gia truc tuyén gid mao c6 thé anh
hudng tich cuc dén thi hang cla sin phim (khi
ddnh gid gid mao Ia tich cuc) hodc tiéu cuc (khi
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d4nh gid gid mao Ia tiéu cuc). Piéu nay 1a do thuat
todn clia thi trudng truc tuy€n st dung cac bai dinh
gid nhu mot tin hiéu d€ xac dinh thi hang ctia sin
phiam trong s cdc sidn phim khac trong ciing loai
(Gobi, va Rathinavelu, 2019). Vi vay, danh gia gia
mao c6 thé din d&n canh tranh khong lanh manh
khi thit hang clia sdn pham bi gid mao d4nh ting
cao hon hodc giam sit di (He va cong su, 2021).
Diéu nay c6 nghia cdc danh gid truc tuy€n gid mao
c6 thé dugc vii khi héa - mot cong ty phi dao diic c¢6
thé tao ra mot ludng phan tGng tiéu cuc danh gia vé
doi thii cia né. Viéc tran ngap thi trudng véi nhitng
danh gia nhu vay c6 thé gay ra thut toan x&p hang
clia cdc nén ting truc tuyén (vi du: Google,
Facebook, Twitter, Yelp, TripAdvisor, Amazon) dé
gidm kha ning hién thi clia cong ty bi tin cong.
Diéu cin thi€t 12 phai phat hién va ngin chin
nhitng tdc dong d6 nham bao vé doanh nghiép khoi
su canh tranh khong lanh manh.

DPdnh gid truc tuyén gid mao lam dnh hudng dén
tai chinh doanh nghiép

Pdnh gid truc tuyén gid mao khong chi dnh
hudng d&€n khdch hang ctia doanh nghiép, dnh
hudng d&€n danh ti€ng clia doanh nghiép ma né
con tryc ti€p dnh hudng dén tai chinh. Vi du, udc
tinh viéc gidm mot sao trong x€p hang Yelp cla
cong ty sé dan dén doanh thu gidm 9% (Luca &
Michael, 2011). Vi th€ cdc ddnh gid gid mao c6
nguy cd giy ra nhitng tdc dong ti€u cuc nghiém
trong dé&n 1¢i nhudn ctia doanh nghiép c6 kha
ning tdc dong 16n dén thi trudng tryc tuyén do sy
ndibat chung ctia cac ddnh gia (Crawford va cong
sut, 2015). Céc doanh nghiép van thudng dua vao
cdc danh gid tryc tuyén dé danh gid phan hdi cla
kh4ch hang vé sdn phim, dich vu clia minh d€ kip
thdi ¢6 nhitng diéu chinh hoic ddy manh chim séc
khdch hang. Panh gid tryc tuyén gid mao c6 thé
khi&€n doanh nghiép dua ra cdc chién lugc khong
chinh x4ac hodc 1&ch huéng.

4. K&t luan va khuy&n nghi giai phap

Viéc phat hién danh gid truc tuy&€n gid mao

dugc trién khai bing nhiéu cich khac nhau va dem
lai nhitng tdc dung nhit dinh cho ngudi dung va
doanh nghiép, tuy nhién viéc phdt hién bang nhitng
céch trén vin con mot sd ton tai va thach thic nhat
dinh. Vi vy, nhém tdc gi4 xin dua ra mot s& ki€n
nghi, nhim gidp viéc phdt hién ddnh gia truc tuy&n
gid mao dat dugc hiéu qué cao hon:

Thit nhdt, mdi ngudi tiéu diing cAn trang bi mot
khd niing ty dianh gid chat lugng phdn hdi cida
ngudi khic dya trén nhitng quy chuin tir nhitng
nghién cdu trudc d6. Tuy nhién, khong nén qua
phu thudc vao cdc quy chudn, hiy biét cich tdng
hop thong tin dé phan tich thiu ddo, nhan biét
nhitng cdu tr, hinh dnh chua dugc chin thyc.
Khong phdi ngudi dung nao cling bi€t cdch st
dung ngdn ngit 1ap trinh tu duy dé phat hién danh
gid gid mao hoic c6 thé 1a khong di diéu kién dé
trién khai, chinh vi th€ viéc phat hién bing cich
thd cong van 1a d€ 4p dung nhat.

Thit hai, cic doanh nghiép néu bi cac ddi thi dé
lai nhiéu ddnh gid gid mao xau thi cn c6 chinh xac
hd tr¢ khdch hang nhan biét nhitng danh gid khong
chinh x4c, cAn c6 nhitng thong bdo chinh thitc dé
khédch hang c¢6 dugc sy nhin nhdn va danh gid ding
din vé sdn phdm, dich vu clia doanh nghiép.

Thit ba, du 1a ngudi dung hay doanh nghiép cling
nén xem xét k§ cdc danh gid truc tuyén trudc khi
dua ra quyét dinh, c6 thé tham khio danh gid trén
nhiéu nén tang khic nhau, tir nhiéu ngudn khic
nhau d€ c6 cdi nhin ding din nhit. Quan trong la
sau khi chiing ta trdi nghiém mdi sin phim, dich
vu, déu chti dong dé lai nhitng d4nh gi chinh xac.

Nghién ciu ndy c¢6 nhitng han ch€ nhat dinh do
chi méi dirng lai & mitc d6 tdng hop tir cic nghién
citu trude d6 va phan tich mot s6 cac phat hién danh
gid tryc tuyén gid mao. P& c6 thé c6 nhitng hi€u
bi€t cu thé hon, c6 thé ti€n hanh cic nghién citu
dinh lugng v6i sy tham gia cla cic d6i tudng
chuyén gia, giang vién, sinh vién nganh Marketing,
Thuong mai dién ti... trong cac cd sG gido duc - dao
tao tai Viét Nam B
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ABSTRACT:

Consulting online reviews before shopping on e-commerce platforms has become an essential
activity for consumers on the Internet due to its usefulness. Recognizing the importance of online
reviews, many individuals and organizations have engaged in fake reviews that misrepresent
products and services. As a result, consumers are gradually losing trust in online reviews or have
to invest more time analyzing these reviews. Based on collected articles and reports, this study
systematized and clarified the concepts, current status, and impacts of fake online reviews on
e-commerce activities. The study also proposes several recommendations for online users on how
to recognize and detect fake reviews to protect themselves during their shopping experiences on
e-commerce platforms.

Keyword: online shopping, online reviews, fake online reviews.
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