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Tém tit

Nghién ctru ndy nham téng hop va hé thong hoa cc cong trinh hoc thuat lién quan dén
hién twong qua tai thong tin trong bbi canh mua sim truc tuyén. Nghién ctru duoc thuc hién
theo phuong phap téng quan tai liéu c6 hé thong dua trén quy trinh cia Tranfield va cong sy
(2003) va huéng dan cia Xiao va Watson (2019). Thong qua qua trinh sang loc va phén tich
céc tai liéu hoc thuét, nghién ctru tip trung 1am rd ba ndi dung chinh gdm: cac ngudn giy qua
tai thong tin, cac phan ung nhan thirc cua nguoi ti€u dung va cac h¢ qua hanh vi trong moi
truong thuong mai dién tir. Két qua tong hop cho thdy qua tai thong tin chu yéu xuat phat tir
su phong phu thong tin trén mang xa hoi, khéi luong 16n danh gia va thong tin thudc tinh san
pham trén céc nén tang thuong mai dién tir, ndi dung trong cac budi livestream ban hang va
hoat dong tiép thi ctia ngudi co strc anh huong. Khi khéi lugng théng tin vuot qua kha ning
xtr 1y clia ca nhan, nguoi tiéu ding co thé xuat hién cac phan (mg nhan thirc nhu qua tai nhan
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thirc, nhim 14n thong tin, lo 4u thong tin va mét moi trong qua trinh ra quyét dinh. Nhitng
phan mg nay c6 thé dan dén nhiéu két qua hanh vi khac nhau nhu giam ¥y dinh mua hang, né
tranh mua sim hodc gia ting hanh vi mua sam bbc dong. Két qua nghién ciru gbp phan lam 6
co ché hinh thanh va tic dong cta qué tai thong tin trong méi trudng thwong mai dién ti,
dong thoi goi ¥ rang viée to chic va quan 1y thong tin hiéu qua co thé gitip giam bot ganh
nang nhan thirc ctia ngudi tiéu dung va hd trg qua trinh ra quyét dinh mua sam truc tuyén.

Tir khéa: qua tai thong tin, thwong mai dién tir, hanh vi ngudi tiéu ding, mua sdm tric tuyén
AN OVERVIEW ON INFORMATION OVERLOAD IN ONLINE SHOPPING

Abstract

This study aims to synthesize and systematize existing academic research on the
phenomenon of information overload in the context of online shopping. The study employs a
systematic literature review approach based on the framework proposed by Tranfield et al.
(2003) and the guidelines of Xiao and Watson (2019). Through the process of screening and
analyzing relevant academic publications, the study focuses on three main aspects: sources of
information overload, consumers’ cognitive responses, and behavioral outcomes in the
e-commerce environment. The findings indicate that information overload mainly arises from
the abundance of information on social media, the large volume of product reviews and
product attribute information on e-commerce platforms, content presented in livestream
shopping sessions, and marketing activities conducted by social media influencers. When the
amount of information exceeds an individual’s processing capacity, consumers may
experience cognitive responses such as cognitive overload, information confusion,
information anxiety, and decision-making fatigue. These reactions can lead to various
behavioral outcomes, including reduced purchase intention, shopping avoidance, or increased
impulsive buying behavior. The findings contribute to a better understanding of the
mechanisms and impacts of information overload in the e-commerce environment. They also
suggest that effective information organization and management may help reduce consumers’
cognitive burden and support more efficient online purchasing decisions.

Keywords: information overload, e-commerce, consumer behavior, online shopping

1. Mé diu

Trong béi canh chuyén doi so dién ra manh mg&, lugng thong tin ma nguoi dung phai
tlep nhan trong mdi trudng truc tuyén ngay cang gia ting nhanh chong. Su phat trién cua cac
nén tang thuong mai dién tir, mang xa hoi va cac cong cu tim kiém da gitp nguoi tiéu dung dé
dang t1ep can thong tin vé san pham, dich vu cling nhu cac danh gia tir cong déng. Tuy nhién,
khi khdi lugng thong tin vugt qua kha ning xir Iy ciia con ngudi, hién tuong qua tai thong tin
c6 thé xay ra. Khi d6, ca nhan gip kho khan trong viéc tiép nhan, xir Iy va sir dung thong tin
dé dua ra quyét dinh hi¢u qua. Trong bdi canh thuong mai dién ti, van dé nay tré nén dac biét
quan trong khi nguoi tiéu dung thudng phai doi mit v6i s6 lugng 16n lua chon san pham,
danh gia ctia nguoi dung, thong tin quang cdo va ndi dung tiép thi tir nhidu ngudn khac nhau.

Céc nghién ciru trude diy da tiép can hién tuong qua tai thong tin tir nhicu goc do
khéc nhau. Mgt hudng nghién clru tap trung vao qua trinh xtr ly nhan thirc va cam xuc, cho
rang con ngudi cd gidi han vé kha ning xir 1y thong tin, do d6 khi lwong thong tin vuot qua
ngudng nay s& dan dén cac phan (mg nhu qua tai nhan thirc, nhdm 14n hoic lo au thong tin.
Mot hudng tiép can khac tip trung vao hanh vi ctia ngudi tiéu ding, trong d6 qua tai thong tin
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duoc xem 1 yéu t6 c6 thé anh huong dén qua trinh ra quyét dinh, lam gia ting sy cham tré
trong luya chon, gidam chat luong quyét dinh hogc dan dén cac hanh vi mua hang khac la.

Ngoai ra, mot s6 nghién ctru xem x¢t qua tai thong tin trong bdi canh quan trji va moi
truong ra quyet dinh,déc biét trong céc td chirc hodc hé thong thuong mai dién tir, noi ma viéc
thiét ké va trinh bay thong tin c6 thé anh hudng dén cach ngudi dung tiép nhan va xir 1y thong
tin.

Mic du sé luong nghién cliru Ve qua tai thong tin d gia tang dang ké trong nhimg ndm
gan ddy, cic cong trinh hién tai van ton tai mot sé han ché nhét dinh. Thir nhat, nhiéu ‘nghién
ciru tap trung vao cac bdi canh cu thé riéng 1¢ nhu mang xa hoi, danh gia truc tuyen hoac
thuong mai dién tir, dan dén sy phan manh trong viéc tong hop kién thirc vé hién tuong nay.
Thir hai, cac nghién ctru thuong xem xet qua tai thong tin dudi tung khia canh riéng biét,
chang han nhu nhan thirc hodc hanh vi, trong khi moi lién hé tong thé gifta qua trinh nhan
thirc, phan (mg hanh vi va cac yéu té quan tri van chua duoc hé théng hoa mot cach day du.

Xudt phat tir nhitng han ché trén, bai tong quan tai liéu nay nham tong hop va hé théng
hoa cac nghién ctru lién quan dén qua tai thong tin trong bdi canh thuong mai dién tir, véi
trong tam 14 ba khia canh chinh: cac ngudn giy qua tai thong tin, cac phan ing nhén thure cua
nguoi tiéu dung va nhirng hé qua hanh vi c6 thé phat sinh. Thong qua viéc téng hop cac, két
qua nghién ctu trude day, bai viét hudng dén viéc cung cAp mot cai nhin toan dién hon vé co
ché hinh thanh va tic dong cta qua tai thong tin trong méi trudng sb.

Bai nghién ctru dugc cdu trac nhu sau. Phan tiép theo trinh bay _phuong phap téng
quan tai liéu va cach thirc lya chon cac nghién ctru lién quan. Sau do, phan két qua tong hop
s& mo ta xu hudng cong bd va cac dic diém chinh ciia cac nghién ciru hién c6, dong thoi phan
tich cac ngudn gy qué tai thong tin ciing nhu cac phan tng nhéan thirc va hanh vi cia ngudi
tiéu ding. Cudi ciing, bai viét thao luan cac ham y nghién ctru va dinh huéng cho cc nghién
cuu trong tuong lai.

2. Phuong phap nghién ctru

Duya trén quy trinh nghién ctru tong quan hé théng cta Tranfield va cong sy (2003)
cung voi huong dan thuc hién nghién ctru tong quan cua Xiao va Watson (2019), nghién ctru
nay tién hanh danh gia va tong hop mot cach co hé thong cac tai liéu hoc thuat lién quan dén
qua tai thong tin trong bdi canh mua sim truc tuyén.

Nghién ciru bao gdm cac bai bao nghién ciru va thao luan béng tiéng Anh vé qua tai
thong tin, nguén gay, phan Gmg nhén thirc va hau qua hanh vi trong b6i canh thuwong mai dién
tir/mua sam truc tuyén trén thé gidi. Tai liéu duoc xuét ban trong 26 nam tir 2000 dén 2026,
lay tir cac co so dit liéu Scopus, Web of Science, Google Scholar va EBSCOhost. Céc tur khoa

dugc nhom st dung bao gom “information overload”, “e-commerce”, “online shopping”,
“digital marketing”, “consumer behavior

”, “perception”.

Sau qua trinh sang loc loai bo cac bai viét trung 1ap va khong phu hop voi cac ti€u chi
(khong lién quan tryc tiép dén thuong mai dién tu, xuat ban trudc nim 2000), nhém nghién
clru tong hop dugc 80 bai dé tién hanh phén tich thong ké mé ta va phan tich noi dung theo 4
chu dé chinh nham tra 10i cac cdu hoi nghién ciru sau:

Céu hoi nghién ciru 1: Hién nay, trong bbi canh mua sam tryc tuyén, qua tai thong tin
thuong xuat phat tir nhitng nguén nao?
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Cau hoi nghién cuu 2: Qué tai thong tin anh hudng nhu thé nao dén cac phan ng
nhén thure va cam xtc cua nguoi tiéu dung?

Cau hoi nghién ciru 3: Qua tai thong tin din dén nhimng két qua hanh vi nao ¢ nguoi
tiéu dung?

3. Két qua nghién ciru
3.1. Phén tich thong ké mé ti
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Biéu dd 1. S6 luong bai bao phan loai theo nam cong bd

Nguén: Nhom nghién civu

Nhin chung, sb luong nghién ctru vé qua tai thong tin trong bdi canh thuong mai dién
tr ¢6 xu huéng gia ting theo thdi gian, mic du van ton tai mot sé bién dong giita cac giai
doan. Trong giai doan 2000-2005, s6 luong nghién cru con kha han ché véi khoang 6 bai,
chu yéu tip trung vao cac nén tang 1y thuyét vé gii han xur 1y thong tin cta con nguoi va hién
tugng qué tai lya chon trong méi truong truc tuyén. Sang giai doan 2006-2010, sb luong bai
nghién ctru ting 1én 16 bai, khi thwong mai dién tir bat dau phat trién manh va cac nén tang
mua sam tryc tuyén cung cip ngiy cang nhiéu thong tin vé san pham, danh gia va so sanh gia.
Dén giai doan 20112015, s6 lugng cong bd tiép tuc tang 1én 22 bai, phan anh sy mé rong cua
nghién ctru sang cac bdi canh nhu danh gia truc tuyén, mang xa hoi va cac hé théng goi ¥ san
pham, nhitng yéu t6 lam gia ting dang ké luong thong tin ma ngudi tiéu ding phai xir Iy khi
ra quyét dinh mua sam. Trong giai doan 20162020, s6 lwong nghién ctru giam nhe xudng con
12 bai, tuy nhién cac nghién ctru trong giai doan nay cé xu hudng tap trung sau hon vao céc
co ché nhdn thirc va vai trd cua cac yéu t6 trung gian hodc diéu tiét trong mdi quan hé giita
information overload va hanh vi ngudi tiéu dung. Pang chu ¥, trong giai doan 2021-2026, sb
lugng nghién ctru dat mac cao nhét v6i 24 bai, c6 thé duge 1y giai boi sy phat trién nhanh
chong ciia cac hinh thirc thuong mai dién tir méi nhu ban hang qua nén tang livestream, tiép
thi théng qua nguoi co sitc anh hudng va ban hang qua cic nén tang mang xa hoi, von tao ra
mdi trudong thong tin ngay cang day dic va lam gia ting nguy co qua tai thong tin dbi voi
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ngudi tiéu ding. Xu huéng nay cho thiy qua tai thong tin dang tré thanh mot chu dé nghién
clru ngdy cang quan trong trong linh vy thuong mai dién tir va marketing s6.

Cac khu vuc
khac
25%

Béc My
29%

Nhidu qudc gia 7
4%

Chau Au i
18% Chau A
24%

Biéu dd 2: Phan loai cac bai nghién ctru theo khu vuc
Nguon: Nhéom téc gid

Béng 2 cho thiy su phan b cac nghién ctru vé qua tai thong tin trong boi canh thuong
mai dién ttr theo khu vuc dia ly. Két qua cho thdy Bic My chiém ty 18 cao nhit (29%), tiép
theo 14 Chau A (24%) va Chau Au (18%), phan anh mirc d6 quan tim dang ké cua gidi hoc
thuat tai cac khu vuc c6 thi truong thuong mai dién tir phat trién manh. Nhom cac khu vuc
khac chiém 25%, bao gdm nhiing nghién ciru c6 pham vi da qudc gia hodc toan cau, cho thiy
xu huéng tiép can van dé & quy mé rong hon. Trong khi dé, cac nghién ctru thuc hién trén
nhiéu qubc gia cling lac chi chiém 4%, cho thay phan 16n cac cong trinh van tap trung vao bdi
canh qudc gia hodc khu vyc cu thé. Nhin chung, két qua nay cho thay chii dé qua tai thong tin
trong thuong mai di€n tir nhan dugc sy quan tdm rong rai trén toan cau, dic biét tai cac khu
vuc ¢6 hé sinh thai s6 phat trién.

Bang 1: Phan loai cac bai nghién ctru theo s luot trich din

S6 lwot trich din SO nghién ciru

>2000 3
500 - 2000 6
100 - 500 12
<100 24

Nguén: Nhém tc gia
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Bang 1 phan 4nh mirc d6 anh huéng hoc thuét cia cic nghién ctru thong qua sb luot
trich dan. Két qua cho thdy phan 16n cac bai nghién ctru thuéc nhom dudi 100 trich dan (24
bai), cho thay nhiéu cong trinh con twong d6i méi hodc van dang trong giai doan tich lily anh
hudng trong cong dong hoc thuat. Nhém 100-500 trich ddn gém 12 bai, thé hién cac nghién
ctru da dat dugc muc do quan tam dang ké va thuong duoc st dung lam tai li¢u tham khao
trong cac nghién ctru tiép theo. Bén canh d6, 6 nghién ciru 6 tir 500 dén 2000 trich dan, cho
thdy vai trd quan trong trong viéc dinh hinh huéng nghién ctru vé qua tai thong tin. Dic biét,
3 nghién ctiru vuot mbe 2000 trich dan, phan anh day 13 nhitng cong trinh c6 anh hudng 16n va

thuong duoc xem 13 nén tang 1y thuyét cho cac nghién ciu sau nay trong linh vyuc nay. Phan
b trich dan nay cho thdy linh vuc nghién ctru vé qué tai thong tin trong thuong mai dién tr
vira c¢6 cc cong trinh nén tang c6 anh hudng cao, vira xuat hién ngay cang nhidu nghién ctru
méi mé rong cac bdi canh va phuong phap tiép can khac nhau.

3.2. Nguon gdy qud tdi thong tin
Bang 2. Ngudn gy qua tai thong tin trong thuong mai dién tir

Nguon giy qua Dinh nghia Nénting/ Cochégiyqua  Nghién ctru
tai thong tin Béi canh tai tiéu biéu
Su phong phi Khéi luong 16n Instagram, Nguoi dung lién  Eppler &
thong tin trén thong tin san phdm  Facebook, tuc tiép xtic véi  Mengis (2004);
mang xa hoi va quang cdo xuat  TikTok cac bai dang Al-Youzbaky &
hién trén cac nén quang ba va Hanna (2022)

Panh gia truc
tuyén va thugc
tinh san pham

Thong tin trong
livestream ban
hang

Thong tin tir
tiép thi nguoi
anh hudéng
(Influencer
marketing)

Da dang san
pham / qua tai
lwa chon

tang mang xa hoi

S6 lugng 16n danh
gia, xép hang va
thong sb ky thuat
san pham

Luong lon thong
tin san pham duoc
truyén tai trong
thoi gian ngén
trong cac budi
livestream

Noi dung quang ba
san pham tir nhiéu
nguoi anh hudng
khéc nhau

Séqlugnﬁg san
pham dé qua I6n

Céc nén tang
thuong mai
dién tir

Livestream
thuong mai

Cac nén tang
mang xa hoi

Cac san
thuong mai
dién tir

ludng thong tin
do thuat toan dé
Xuét

Nguoi tiéu dung
phai danh gia
nhiéu thuc tinh
san pham ciing
lac

Dong thong tin
nhanh két hop
véi ap luc thoi
gian

Céc khuyén
nghi san pham
1ap lai hodc mau
thuan

Qua nhiéu lya
chon lam tang
thém viéc xur ly
thong tin cta
nguoi tiu dung

Chen va cong
su (2009);
Tellis (2010)

Zhang va cong
su. (2024)

Agnihotri,
Chaturvedi va
Tripathi (2025)

Iyengar &
Lepper (2000)
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Nguon: Nhéom téc gid

Nhin chung, cic nghién ctru vé qué tai thong tin trong bdi canh thwong mai dién tir tap
trung chu yéu vao cac ngudn thong tin khac nhau ma ngudi tiéu dung phai tiép nhan trong
moi truong mua sam tryc tuyén. Trong sd cac yéu to duge dé cap, thong tin tir mang xa hoi,
danh gia truc tuyén va thudc tinh san phiam, ban hang qua hinh thuc livestream va tiép thi tir
ngudi cd strc anh hudng 1 nhitng ngudn gdy qua tai thong tin duoc nhic dén phd bién nhat
trong cic nghién ctru trude day. Bén canh d6, mot sé nghién ciru ciing dé cap dén su da dang
san ph'fim va s6 lugng lua chon qué 16n trén céc san thuwong mai dién tir nhu mot yéu td quan
trong dan dén qua tai thong tin trong qua trinh ra quyét dinh cta ngudi tiéu ding. Nhin chung,
cac nghién ctru cho thdy qua tai thong tin trong thuong mai dién tir cht yéu xuat phat tir bon
ngudn chinh, bao gdm: su phong phi thong tin trén mang xa hoi, khdi lwong 16n danh gia va
thong tin san pham trén cac nén tang thuong mai dién tir, ndi dung ban hang qua livestream
va thong tin quang ba tir nhirng nguoi ¢6 suc anh hudng.

Trong d6, sy phong phii thong tin trén mang xa hoi ngiy cang trd thanh mot ngudn
quan trong dan dén qua tai thong tin dbi v6i nguoi tiéu dung tryc tuyén. Vi su phat trién
manh mé& cua cic nén tang nhu Facebook, Instagram hay TikTok, nguoi ding thudong xuyén
tiép xtic v6i mot luong 16n ndi dung quang ba san pham, bai dang gidi thiéu san pham va cac
dé xuét duoc ca nhan hoa boi thuat toan. Viée tiép nhén lién tuc cic ludng thong tin nay c6 thé
vuot qua kha nang xur ly thong tin cia nguoi ti€u dung, tor d6 lam gia tang tinh trang qua tai
thong tin trong qua trinh tim kiém va danh gia san pham.

Bén canh d6, danh gia truc tuyén va thong tin thudc tinh san pham trén cac san thuong
mai dién tir cling 13 mot trong nhitng ngudn quan trong gy ra qua tai thong tin. Khi mua sim
tryc tuyén, ngudi tiéu dung thuong phai xem xét nhiéu loai thong tin khac nhau nhu danh gia
ciia ngudi dung trude, xép hang san pham, thong sé k¥ thudt va mo ta chi tiét san pham. S6
luong 16n thong tin nay c6 thé 1am ting ganh ning xtr Iy thong tin, khién ngudi tiéu dung gip
kho khin trong viéc so sanh va lya chon san phiam phu hop.

Ngoai ra, su phat trién cia livestream thwong mai ciing gop phan 1am gia ting qua tai
thong tin trong mdi truong mua sim truc tuyén. Trong cac budi livestream ban hang, nguoi
ban thudng cung cip nhiéu thong tin vé san pham trong mot khoang thoi gian ngan, dong thoi
két hop voi cac chuong trinh khuyén mai va 16i kéu goi mua hang ngay lap tic. Dong thong
tin nhanh cting véi ap luc thoi gian c6 thé khién nguoi tiéu dung kho xtr Iy ddy du thong tin,
tir 46 dan dén trang thai qua tai thong tin.

Cubi cung, thong tin tir hoat dong tiép thi ciia nguoi c6 stc anh hudng ciing duoc xem
1a mot ngudn quan trong gay qua tai thong tin trén cac nén tang mang x4 hoi. Khi nhiéu ngudi
ndi tiéng cung quang ba cic san phdm tuong tu, ngudi tiéu dung cé thé tiép nhan nhiéu
khuyén nghi khac nhau, thim chi déi khi mau thuin, khién qua trinh dénh gia thong tin va ra
quyét dinh tré nén phuc tap hon.
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3.3. Qua tdi thong tin va cdc phdn wng nhdn thire, cam xuc cua nguwoi tiéu dung
Bang 3: Cac phan g nhan thirc va cdm xtc cuia nguoi tiéu dung trudce tinh trang qua tai

thong tin
Phan trng nhan Pinh nghia Co ché Két qua Nghién ciiu tiéu
thire tam 1y hanh vi biéu
Qua tdi nhan thirve Kha nang xu ly Nguén lyc  Chét luong  Eppler & Mengis
(Cognitive thong tin cla nhan thic  quyétdinh  (2004); Chen va
overload) nguoi tiéu dung  ¢d han giam cong su (2009)
bi vuot qua gidi
han
Swnham l4n cia  Nguoitiéu dung Thongtin ~ Quyétdinh  Walsh & Mitchell
nguoi tiéu dung gap kho khan khong nhat  mua bj tri (2010); Agnihotri va
(Consumer trong viéc phan quan gita  hoan hodc  cong su (2025)
confusion) biét cac san phAm  céc san sai léch
vacac théng tin -~ pham
lién quan
Lo au thong tin Cang thang do Ap luc tir Tranh né Wurman (2001);
(Information phai tiép xtic v6i  luong hodc han Al-Youzbaky &
anxiety) luong thong tin thong tin ché tim Hanna (2022)
qua 16n nhan dugc  kiém thong
tin san
pham
Mét moi khi dua Su kiét strc tinh NGO luc ra Lwa chon Baumeister va cong
ra quyét dinh than khi phai xir  quyétdinh  bdc ddng  su (2008);
(Decision fatigue) 1y qua nhiéulya  lién tuc hoac don Scheibehenne va
chon gian hoa cong su. (2010)
quyét dinh

Nguon: Nhéom téc gid

Dua trén bang vé cac phan tng nhén thic cia ngudi tiéu ding trude tinh trang qua tai

thong tin, c6 thé phan tich sdu hon theo nhiéu khia canh tdm 1y va hanh vi nhu sau:
Trude hét, qua tai nhan thirc xay ra khi luong thong tin ma nguoi tiéu dung phai xir Iy vuot
qua kha ning xir 1y cta bo ndo. Trong méi truong sd hién nay, dic biét 1a trén cac nén tang
thwong mai dién tir va mang x hoi, nguoi tiéu dung thudng tiép xtc véi khoi lugng 16n thong
tin vé san pham nhu mo ta chi tiét, danh gia cuia khach hang, quang cdo va ndi dung tir nhidu
ngudn khac nhau. Khi tai nguyén nhén thirc ctia con ngudi co gidi han, viée phai xur Iy qua
nhiéu thong tin trong thoi gian ngan s& lam giam kha ning phan tich va danh gia hop ly. Hé
qua 1a chit luong quyét dinh mua sam c6 thé giam, nguoi tiéu diung dé bo qua cac thong tin
quan trong hodc dua ra liwa chon khong t6i wu. Chen va cong su (2009) cho riang hién tuong
nay dic biét phd bién trong moi trudng mua sim truc tuyén khi ngudi tiéu dung phai so sanh
nhiéu san pham cung luc.

Bén canh d6, su nham 14n cta ngudi tiéu ding ciing 14 mot phan ng phd bién trude
tinh trang du thira thong tin. Khi thong tin dén tir nhiéu ngudn khac nhau nhu ngudi ban,
ngudi ¢ strc anh hudng va ngudi tiéu dung khac, noi dung ddi khi khong nhat quan hodc
tham chi mau thuin. Piéu nay khién ngudi tiéu dung gip kho khin trong viéc phan biét cac

FTU Working Paper Series, Vol.1 No.4 (04/2026) 8



san pham hodc danh gid tinh chinh x4c cta théng tin. Agnihotri va cong su (2025) cho rang su
nham 1an nay co thé dan dén viéc tri hodn quyét dinh mua hodc lua chon sai san phém do
nguoi tidu dung khong thé xac dinh duoc thong tin nao 1a déng tin cay.

Ngoai ra, lo au thong tin 1a mot trang thai tdm ly phat sinh khi nguoi tiéu dung cam
thdy bi ap luc boi lugng thong tin qua 16n. Khi phai lién tyc tiép nhan cac quang céo, danh gia
san pham va ndi dung tiép thi trén mang x3 hoi, nguoi tiéu dung co thé cam thay cang thang
hodc qua tai. Al-Youzbaky va Hanna (2022) chi ra rang ap luc nay khién mot s6 nguoi tiéu
dung lira chon tranh né thong tin san pham, vi du nhu bo qua quang céo, khong doc danh gia
hodc giam thoi gian tim kiém thong tin trude khi mua hang. Piéu nay c6 thé anh hudng dén
muirc do hiéu biét cia nguoi tiéu dung vé san phdm va lam thay d6i hanh vi mua sim cua ho.

Cubi cing, mét moi trong qua trinh ra quyét dinh ciing 1a mot hé qua quan trong ctia
tinh trang qua tai thong tin. Khi nguoi tiéu ding phai lién tyc dwa ra nhiéu lya chon, ching
han nhu so sanh gia, danh gia chat luong va lya chon giira hang trim san pham tuong tu, ho
s& dan cam théy kiét sttc vé mit tinh than. Scheibehenne va cong sy (2010) cho réng su mét
moi nay khién ngudi tiéu dung c6 xu hudng don gian héa qua trinh ra quyét dinh, chang han
nhu chon san pham dau tién ho thay, chon san phim phd bién nhit hoic mua hang theo cam
tinh. Trong mot sé trudng hop, diéu ndy ciing ¢ thé din dén cac quyét dinh mua sim béc
dong.

Téng hop lai, bon phan tng nhan thirc trén cho thay rang qua tai thong tin khong chi
anh huong dén kha niang xir 1y thong tin ctia nguoi tidu ding ma con tac dong truc tiép dén
hanh vi mua sim va chit luong quyét dinh cia ho.

3.4 Qua tai thong tin va hanh vi cia ngwoi tiéu dung trong nganh thuwong mai dién tir
Bang 4: Cac h¢ qua hanh vi cia nguoi ti€u dung trudc tinh trang qua tai thong tin

Cac nhom hé qua hanh vi Nghién ciru tiéu biéu Pham vi khong gian
Y dinh mua hang Soto-Acosta va cong Tay Ban Nha
su, 2014
Né tranh mua hang Roosdhani va cong sy Malaysia, Trung Qudc,

(2026); Zhang va cong
su (2023), Fan va cong

su (2024)
Mua sim boc dong Nagar (2016); Zhang  An D9, Trung Quéc
va Ahmad (2023)
Hanh vi mua sim bat thwong Laato va cOng su Phan Lan, Trung Quéc,

(2020); Yuvacong sy My
(2021); Aljanabi

(2023); Catenazzo va

cong su 2025

Nguon: Nhom téc gid

Céc bai nghién ctlru di trudc da chi ra cac hanh vi khac nhau cua nguoi ti€u dung nhu
hé qua clia qua tai thong tin khi tham gia vao qua trinh mua sam trén cac san thwong mai dién
tr. Theo (Soto-Acosta va cong su, 2014), tic gia tiép can qua tai thong tin theo Ly thuyét sur
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phu hop nhan thirc (Vessey, 1994) va cho rang cach thong tin dugc trinh bay cho mét ca nhan
s€ anh hudng dén hiéu qua thuc hién nhi€ém vu va qua trinh ra quyét dinh cua ho. Trong bdi
canh tryc tuyén, quyét dinh cudi cing thudng lién quan dén viéc mua san pham hoic dich vu.
Tac gia (Li, Bui va Yan, 2023) nghién ciru qué tai thong tin trong bbi canh dich COVID-19
thong qua khung 1y thuyét S-O-R. Nghién ctru dé xuét rang thong tin vé dai dich thuong 1a
nhimg thong tin tiéu cuc nhu s6 lugng ca nhiém bénh, khong c6 vaccin phut hop, do d6 nham
tiép can niém vui va giam thiéu rui ro tir viée tiép xuc dong ngudi thi nguoi tiéu dung sé gia
tang y dinh hanh vi mua hang online.

Bén canh céc nghién ciru xem xét y dinh mua hang noi chung, mot sé nghién ctru khac
tap trung vao nhing tic dong tiéu cuc cia qua tai thong tin di v6i hanh vi mua sim cia
nguoi tiéu ding. Hién nay, cac két qua hanh vi tidu cuc chii yéu chia vao cic nhém chinh gom
mua hang boc phat, né tranh mua hang va cac hanh vi mua sim bat thudng xuét phat trong bbi
canh dai dich COVID 19. Pau tién, mét s6 lugng bai nghién ctru nhét dinh tap trung vao hanh
vi né tranh va tri hodn mua hang. Théng qua nghién ctru thyc nghiém tai bdi canh Trung
Qudc, Zhang va cong sy (2023) cho rang qua tai thong tin 1am suy giam qua trinh xir 1y thong
tin c6 hé thong cta ngudi tiéu dung. Pidu nay khién ho kho danh gia cac dic diém cdt 16i cua
san pham, tir d6 1am giam nhan thirc vé& chit lugng san pham va din dén xu huéng né tranh
mua hang. Fan va cong su (2024) ciing da chi ra mdi quan hé giita qua tai thong tin trén cac
nén tang thuong mai xa hoi va hanh vi thay d6i nén tang, mot hinh thirc cta né tranh. Bai
nghién ctu cua (Roosdhani va cong su, 2026) nghién clru qua tai thong tin tr ngudi anh
huong trén mang xa hoi (SMIIO) théng qua su bdi rdi va hoi ching cyberchondria giy nén
hanh vi né tranh mua hang do giam nhén thirc vé sy phu hop cia san pham. Bén canh do,
hanh vi mua hang boc phat xuat hién & mot vai nghién ctru trude day. Cu thé, trong bai nghién
ctru thuc nghiém ciia Nagar (2016), tac gia da chimg duoc mdi quan hé cing chiéu cua qua tai
lra chon va xu huéng mua hang bdc dong ctia ngudi tiéu ding An 9. Zhang va Ahmad
(2023) cho thiy trong bdi canh thwong mai x3 hoi, viéc sir dung nén tang véi cuong do cao co
thé din dén qua tai thong tin, tir d6 1am gia ting cing thiang cong nghé va anh hudng tiéu cuc
dén hanh vi mua sdm bdc déng truc tuyén. Cudi cung, dudi tac dong cua dai dich COVID-19,
mot nhom cac nghién ciru da xuat hién nhim xem xét vai trd ctia qua tai thong tin trong bdi
canh khung hoang toan cau va nhitng hé qua cua né ddi voi hanh vi mua sim cia ngudi tiéu
dung. Trong giai doan dai dich, su gia ting manh mé cua lugng tin tic, thong tin truc tuyén va
cac noi dung lién quan dén dich bénh da khién nguoi tiéu dung phai d6i mit v6i tinh trang qua
tai thong tin, tir 46 anh hudng dang ké dén qua trinh ra quyét dinh va hanh vi tiéu dung. Nhiéu
nghién ctru chi ra rang khi ngudi tiéu dung tiép xac voi khéi lugng thong tin qua 16n va kho
kiém soat, ho c¢6 xu huéng dua ra cic quyét dinh mua sim mang tinh cam tinh hodc bét
thudng, chang han nhuy mua sim hoang loan hoc tich trir hiang hoa nhim gidm bét cam giac
bat an trong bdi canh khung hoang (Laato va cong su., 2020). Qué tai thong tin ciing c6 thé
lam suy giam kha nang xir Iy va danh gia thong tin ciia ngudi tiéu dung, khién ho dwa nhiéu
hon vao cic phan tmg cam xtic hodc cac tin hiéu don gian trong qué trinh ra quyét dinh mua
sam. Bén canh d0, su bung nd cia céc tin tic lién quan dén bt on kinh té va chinh sach trong
thoi ky dai dich ciing lam gia tang lugng thong tin ma nguoi tiéu dung phai tiép nhan, tir d6
tac dong dén hanh vi tiéu dung va cac quyét dinh mua sdm trén thi truong (Yu va cong su.,
2021). Ngoai ra, cac nghién ctru khac ciing cho thiy méi trudng thong tin phic tap va qua tai
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trong giai doan COVID-19 ¢6 thé thiic ddy cac hanh vi mua sdm béc dong hodc khong theo ké
hoach, khi nguoi tiéu dung tim céch ddi pho voi su bat dinh va ap luc tam ly do khung hoang
giy ra (Catenazzo va cong su, 2025). Nhin chung, cac nghién ciru ndy cho thay qué tai thong
tin dong vai trd quan trong trong vi¢c dinh hinh cac phan trng hanh vi cia nguoi tiéu dung
trong boi canh khing hoang, dic biét 1a cac hanh vi mua sim mang tinh phong vé hodc phi
thong thuong.

3.5. Cdc gidi phdp giam thiéu qud tdi thong tin

Vé mit phan tng nhan thirc, cam xuc ciia nguoi tiéu dung, qua tai thong tin thuong
gdy ra cac phan ng cam xuc tiéu cuc nhu lo 4u thong tin va mét moi khi ra quyét dinh. Dé
giam thiéu nhimg tac dong nay, doanh nghiép can don gian hoa cach trinh bay thong tin va
giam sy 16n x6n trong mdi truong mua sam, tir d6 han ché cang thang tam 1y va tranh hanh vi
né tranh mua hang (Roosdhani va cong su, 2026). Bén canh do6, viéc phan khtc thi truong va
thiét ké thong diép phu hop véi timg nhom khach hang gitip dam bao ngudi tiéu dung chi tiép
nhan luong thong tin can thiét, phu hop véi kha nang xir Iy cua ho, qua d6 giam lo au va ap
lyc nhan thuc (Al-Youzbaky & Hanna, 2022). Ngoai ra, trong cac bdi canh nhiéu bat én hodc
thong tin day dic, ngudi tiéu dung nén duoc dinh hudng tiép can mot sé ngudn thong tin déng
tin cdy thay vi tiép xuc tran lan, nham han ché tinh trang lo 4u va qua tai nhan thic (Laato va
cong su, 2020).

Vé cac hé qud hanh vi tiéu cuc, qua tai thong tin c6 thé lam tang rii ro cdm nhin, dan
dén tri hodn hodc né tranh mua sam. Do d6, doanh nghiép can diéu chinh lugng thong tin phu
hop véi mue do kinh nghiém cia khach hang, vi chi nhitng nguoi ¢6 kinh nghiém cao mai co
thé xir 1y hiéu qua luong thong tin 16n (Soto-Acosta va cong su, 2014). Pong thoi, td chirc
thong tin 1& rang va c6 ciu tric ciing gitp giam rii ro cam nhéan va cai thién y dinh mua. Viéc
c4 nhan hoa thong tin va thong diép marketing dua trén hiéu biét san phim cta nguoi tiéu
dung ciing gitp giam tinh trang qua tai va han ché hanh vi né tranh (Agnihotri va cong su,
2023). Ngoai ra, doanh nghiép nén tich hop cac cong cu hd trg ra quyét dinh nhu hé théng goi
¥ san pham, gitp ngudi tiéu ding don gian hoa lya chon, nang cao chit luong quyét dinh va
duy tri hanh vi mua ngay cé trong diéu kién thong tin phirc tap (Baumeister va cong sy, 2008;
Scheibehenne va cong su, 2010).

Bén canh viéc tap trung vao nguyén nhan va hé qua, mot nhanh nghién ciru gan day
nhan manh céc chién luge quan Iy qua tai thong tin & ca cip do ca nhan va hé thong. Cu thé,
ngudi tiéu dung cé thé loc, wu tién thong tin va han ché tiép xtc v6i ngudn khong can thiét,
trong khi doanh nghiép c6 thé ap dung cic cong cu cong nghé nhu hé thong goi ¥, nén tang
tong hop thong tin va giao dién tryc quan dé hd trg xir Iy thong tin hi¢u qua hon (Kashlot,
Ruthven & Moshfeghi, 2025).

Nhin chung, cic nghién ctru cho thiy viéc giai quyét qua tai thong tin can c6 su két
hop giita ning luc ca nhan va thiét ké méi trudng thong tin.

4. Két luén
Duya trén két qua tong hop tir cac nghién ctru trude ddy, ¢6 thé thay rang chi dé qua tai
thong tin trong boi canh mua sim tryc tuyén da nhan duoc sy quan tim ngay cang 16n tir gidi
hoc thuat. Cac nghién ctru cho théy mdi truong thuong mai dién tir hién dai véi su phat trién
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manh mé ctia mang xa hoi, danh gia truc tuyén, livestream ban hang va tiép thi tor nguoi co
sttc anh hudng da 1am gia ting déang ké luong thong tin ma ngudi tiéu dung phai tiép nhan
trong qua trinh ra quyét dinh. Khi khdi lugng thong tin vuot qué kha ning xir Iy ctia c4 nhan,
hién twong qua tai thong tin ¢ thé xay ra, tir d6 dan dén cic phan ing nhan thirc nhu qua tai
nhén thtrc, nhdm 1an thong tin, lo au thong tin hodc mét moi trong qué trinh ra quyét dinh.
Nhitng phan tng nay tiép tuc anh hudng dén hanh vi mua sim ctia ngudi tiéu dung, chang han
nhu giam ¥ dinh mua hang, né tranh mua sam hodc dua ra cac quyét dinh mang tinh boc dong.

Nhin chung, cic nghién ctru trong linh vuc nay dd cung cdp nhiing dong gdp quan
trong ca vé mat 1y luan va thuc tién trong viéc giai thich co ché hinh thanh va tac dong cua
qua tai thong tin trong mai truong thuong mai dién tir. Trong thoi gian tdi, cac nghién curu co
thé tap trung nhiéu hon vao viéc kiém dinh thuc nghiém va do luong dinh lugng mic d6 anh
huong cta qua tai thong tin dén hanh vi ngudi tiéu dung trong cac bdi canh cu thé nhu thuong
mai x4 hoi, ban hang qua livestream hodc cac nén ting mua sam truc tuyén moi. Viée sir dung
dir liéu thuce té tir nguoi tidu dung hodc tir cac nén tang thuong mai dién tir s& gitip cung cip
bang chimg 13 rang hon vé vai trd cta qua tai thong tin trong qua trinh ra quyét dinh mua sim
truc tuyén.
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