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ABSTRACT

The objective of this study is to analyze the factors affecting the students’
satisfaction with e-learning services. Technology adoption model and
successful information system theory are applied to propose model and
test hypotheses. The data were collected from 267 students who studied
via e-learning platform at some universities in Ho Chi Minh City. The
results show that perceived ease of use, perceived usefulness, information
quality, system quality, instructor, support services, subjective norm, and
perceived behavior control positively affects learners' satisfaction. In
addition, implications were proposed for educational institutions to
enhance students’ satisfaction through enhancing the quality of e-
learning services.

TOM TAT

Muc tiéu cua nghién ciru ndy la phan tich nhitng nhdn 1 anh huong dén
sw hai long ciia nguweoi hoc doi véi dich vu hoc tdp triec tuyén (e-learning).

Nghién cviru van dung mé hinh chap nhan cong nghé va Iy thuyet hé théng
théng tin thanh céng lam co s6 dé xudt va kiém dinh gia thuyét. Dit liéu
phan tich dwoc thu thdp tir 267 sinh vién hién dang theo hoc tai mot s0
trueong dai hoc ¢ thanh phé Ho6 Chi Minh va da tung tham gia dich vu hoc
tdp truc tuyén. Két qud cho thcfy nhdn thirc dé sir dung, nhan thirc sy hitu
ich, chdt heong thong tin, chdt heong hé thong, giang vién huong dan,
dich vu hé tro, chuan chi quan va nhdn thirc kiém sodt hanh vi ¢6 anh
hwong tich cuc dén su hai long cua nguoi hoc doi véi hinh thire hoc tap
truc tuyén. Ngoai ra, mot $6 ham ¥y quan tri dwoc thao lugn va dé xuat
nham gitip cho cdc té chire gido duc gia tang sw hai long ciia ngwdi hoc
thong qua viéc nang cao chat lwong dich vu hoc tdp truc tuyéh.

1. GIOI THIEU

bén canh hinh thie hoc tap truyén théng, hinh thirc
hoc tap truc tuyen ra doi da mang lai nhiéu loi ich

Su phat trién manh mé cua cong ngh¢ thong tin
cung voi sy bung nd cla internet ¢ mang lai nhiéu
thay ddi déng ké trong hoat dong va quan ly & nhiéu
linh vyre khac nhau nhu: y té, gido duc — dao tao,
quéc phong — an ninh, cong nghiép, thuong mai,
dich vu. Pién hinh trong linh vuc gido duc — dio tao,
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cho ca ngudi day va ngudi hoc. Hoc truc tuyén (e-
learning) 1a hinh thirc hoc tép thong qua mot may vi
tinh, dién thoai thong minh c6 két n6i mang internet.
Tir d6, nguoi hoc c6 thé tiét kiém duoc thoi gian chi
phi vi hinh thiic hoc nay giup giai quyét rao can vé
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khoang cach thoi gian va dia ly. Viéc giao tiép giita
ngudi hoc va nguoi hudéng dan duoc thyc hién thong
qua cac chirc nang da phuong tién khac nhau. Hinh
thirc hoc tap nay ra doi cho phép giang vién c6 thé
cap nhat cac ndi dung dao tao thuong xuyén hon, cd
thé kiém soat dugc lugng kién thirc ma ngudi hoc
nhén dugc qua cac budi hoc b.'?mg hé théng tr danh
gia, tai liéu hoc tap dugc gui 6 cac dang tap tin khac
nhau so v6i hinh thirc gidng day truyén th()ng Hinh
thire nay dang dugc ap dung kha phd bién & nhiéu
nudc phét trién va  dang phat trién trén thé gi61 nhu
M§, Anh, Han Qudc, Trung Qubc, Nhat Ban, An Do
(Kentnor, 2015; Harasim, 2006; Innovation Center
Denmark Seoul, 2014). Dic biét trong bdi canh
phong chéng dich bénh viém duong ho hap cap
SARS-CoV-2 (COVID-19), cac nudc trén thé gidi
no6i chung va Viét Nam no6i riéng dang thyc hién cac
bién phap that chat nhu han ché tiép xuc truc tiép
gan giita ngudi v6i ngudi, tranh ty tap dong ngudi
tham chi 1a thyc hién gian cach, tam ngung mot s6
hoat dong hoac tam thoi dong ctra cac dich vu khong
thiét yéu,...nham ngan chan su lay lan cua dich bénh
thi hinh thirc hoc tap truc tuyen duoc xem la phuong
thirc hiru hiéu va can thiét de ngudi hoc c6 thé cap
nhat kién thirc ma khong can phai hoc tap tép trung
tai truong, tranh cham hodc tré chuong trinh dao tao
(B% Giao duc va Pao tao, 2020).

Tai Viét Nam, hinh thtrc hoc tryc tuyén ciing da
c6 su phat trién khd manh mé, nhiéu don vi dé tao ra
cac trang web hoc truc tuyén nhu Violet.vn,
Hocmai.vn, Topica thu hut dugc sy quan tam cua
nhiéu ngudi ding. Tinh dén nam 2015 tai Viét Nam
c6 hon 100 don vi da ap dyng va day hoc theo
phuong thirc gido dyc truc tuyén nay. Dong thoi, mo
hinh gido duc nay hién nay duoc tap trung nhiéu vao
gido duc dai hoc thong qua hé théng website ciia nha
truong. Theo Vii Hiru Ptrc (2020), trong dao tao tu
xa hoc tryc tuyén phat trién véi hinh thirc 1a chwong
trinh dao tao cép béng dai hoc, con trong dao tao
chinh quy hoc truc tuyén duoc sir dung 1a mot hinh
thirc hd trg hodc két hop song song véi hinh thirc
hoc truyén théng. Vi khoang 460.000 sinh vién
dang theo hoc tai cac truong véi cac hinh dao tao
khac nhau, Thanh phé H6 Chi Minh ciing 13 mot
trong nhitng trung tim gido duc 16n, trong d6 s6
lugng truong hoc dao tao chinh quy dai hoc 1a 60
truong, voi 46 trudng cong 1ap va 14 truong ngoai
cong lap (Tong cuc Théng ké, 2018). Vi vay, viée
quan tdm va 4p dung hinh thirc hoc tryc tuyén song
song v6&i phuong thire hoc truyén thong tai cac co sé
gido duc dai hoc tai thanh ph nay 1a can thiét khong
chi thé hién sy d6i méi trong ddo tao va con ¢ ¥
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nghia thuc tién trong bdi canh phong, chéng dich
bénh.

Vén dé datra 13, bén canh viéc trién khai ap dung
hinh thirc hoc tép truc tuyén thi can c6 sy quan tam
dén phan hdi, cam nhan danh gia va sy hai long cua
nguoi hoc ddi voi hinh thirc ndy véi myc tiéu nang
cao hon nira chét luong dich vu dao tao va khic phuc
nhimg han ché con ton tai neu ¢6. O khia canh nay,
mot s6 hoc gia cling da tién hanh nghién ctru cac
nhan t nao s& anh hudng dén su hai long cua nguoi
hoc ddi vé6i hinh thirc hoc truc tuyén. Dién hinh nhu
nghién ctru cua Chiu et al. (2005), Roca et al. (20006),
Sun et al. (2008), Wu et al. (2008), Tarhini et al.
(2013), Vii Thiy Hang va Nguyén Manh Tuan
(2013), Mohammadi (2015), Pham et al. (2019).
Céc nghién ctru nay dugc thuc hién hau hét 1a ¢ cac
nudc phét trién nhu Pai Loan, Hoa Ky, Han Qudc,
Trung Qudc, Tay Ban Nha,.... Cac Iy thuyét duge
cac tac gia van dung de glal thich trong mot s0
nghién ctru di trudc bao gdm: 1y thuyét vé phan biét
ky vong EDT (expectancy disconfirmation theory),
md hinh chip nhan céng nghé TAM (technology
acceptance model) va hé thong thong tin thanh cong
ISS (Information systems success). Trong khi do, tai
Viét Nam van con tuong dbi it nha nghién ctru tap
trung vao viéc ap dung két hgp mo hinh hé thong
thong tin thanh cong ISS va mo hinh chap nhan cong
nghé TAM dé xem xét su hai long ciia ngudi hoc
dya trén cam nhén cda ho tir viéc trai nghiém hinh
thirc hoc tap truc tuyén. Vi vay, bai nghién ciru nay
s& xem xét cac nhan t6 nao c6 anh huéng dén sy hai
long, mirc d¢ hai long cua sinh vién khi stir dung hinh
thire hoc tap true tuyén dua trén nén tang cua hai mo
hinh d4 d¢ cap. Ngoai ra, mot sO dé xuat cling dugc
dura ra nham gitip céc t6 chirc gido duc tai Viét Nam
n6i chung va Thanh phd H6 Chi Minh noéi riéng co
thé cai thién va nang cao chat lugng dich vu dao tao
cua loai hinh nay.

2. PHUONG PHAP NGHIEN CUU
2.1. Téng quan tai liéu vd mé hinh nghién
ciru

Mb hinh chép nhan céng nghé TAM cua Davis
(1989) va mo hinh hé thong théng tin thanh cong IS
cua DeLone and McLean (1992) dugc van dung lam
nén tang dé giai thich va bién luan mo hinh nghién
ciru. Theo d6, nhan thirc dé str dung va nhan thirc sy
hiru ich trong mo hinh TAM 14 hai nhan t6 quan
trong anh hudng dén viéc che‘ip nhén st dung hé¢
thdng thong tin dién tir. Hai yéu té nay ciing dugc
nhiéu hoc gia sir dung dé do luong su hai long cta
nguoi hoc dbi véi hinh thire hoc tryc tuyén nhu Chiu
et al. (2005), Roca et al. (2006), Sun et al. (2008),



Tap chi Khoa hoc Truong Pai hoc Can Tho

Wau et al. (2008), Tarhini et al. (2013), Mohammadi
(2015). Cung v6i d6, md hinh hé théng thong tin
thanh cong IS dugc DeLone and McLean phat trién
vao nam 1992 va mé rong hi€u chinh vao nam 2003
da thé hién quan diém khac nhau vé dénh gia hé
thong thong tin. Cu thé, sau yéu td trong mo hinh
ctia DeLone and McLean (2003) 1a: chat lugng hé
thong, chét luwong thong tin, chét lugng dich vy, y
dinh str dung va su dung hé thong, su hai long cua
nguoi su dung, tic dong thuan. Vi vy, khi xem xét
trong bbi canh trién khai hinh thirc hoc tap truc
tuyén tai Viét Nam cing vé6i viéc ké thira mot s6
nghién cuu di trude cia Roca et al. (2006), Sun et
al. (2008), Wu et al. (2008), Tarhini et al. (2013),
Pham et al. (2019), nghién ctru nay dé xuét cac gia
dinh co ban rang sy hai long ctia ngudi hoc s& bi tac
dong boi cac nhan t6 1a nhan thic dé sir dung, nhan
thirc sy hitu ich, chat luong thong tin, chat lugng hé
thong; giang vién hudéng dan; dich vu hd trg; chuan
cht quan va nhan thire kiém soat hanh vi (Hinh 1).

Nhan thire dé sir dung: 1a “mic d ma mot ca
nhan d6 tin ring viée sir dung mét hé thdng cu thé
nao d6 s& khong tén qua nhiéu cong sirc ciia ho”
(Davis,1989). Chiu et al. (2005), Roca et al. (2006),
Sun et al. (2008), Wu et al. (2008), Tarhini et al.
(2013) da nghién ciru va dé cap dén kha nang dé sur
dung ciia mot hé thong hoc tap truc tuyen doi voi
sinh vién théng qua cach sir dung hé thong, cach
diéu khién cic chtic ning hay céc thao tic trén hé
thong c6 sy tac dong tich cuc dén su hai long cia
sinh vién khi str dung hinh thirc hoc truc tuyén. Theo
Sun et al. (2008), “nhan thirc dé su dung trong méot
hé thong dich vy hoc truc tuyen (e- learnlng) la nhan
tthc clia ngudi hoc vé sy dé dang cho viée sur dung

. Vi vy, nhan thic dé sir dung duge xem 1a c6
énh huéng dén sy hai long cua sinh vién:

H1: Nhdn thirc dé sir dung cé anh hwong tich cuec
den sy hai long cua sinh vién khi sw dung hinh thirc
hoc truc tuyen.

Nhén thirc sw hiru ich: 1a viéc ma mdt ca nhan
tin réng st dung mot hé théng dac thu s€ nang cao
su hi¢u qué cua ho (Davis, 1989). Trong mot nghién
clru ciia Roca et al. (2006) da c6 dé cap dén nhan to
nhan thirc str hitu ich va két qua dat duoc qua nghién
ctru 14 tinh hiru dung c6 tac dong 16n nhat dén sy hai
long. Co su gia dinh rang tinh hitu ich ctia mét hé
thong cang cao vé phuong tién, trang web, chirc
nang thi thai d6 cta nguoi sir dung doi véi dich vu
cang tich cyc hon (Sun et al., 2008). Tarhini et al.
(2013) va Mohammadi (2015) ciing da dé cap dén
tinh hitu ich c6 sy anh hudng tich cuc dén y dinh
hanh vi st dung hé thong hoc tap dua trén web. Khi
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nguoi diing nhan thay hoc tap truc tuyén s& hitu ich
trong viéc dat duoc kién thirc va cac k§ ning mong
mubn, ho c¢6 nhidu kha ning s& st dung hé thong
(Cheok & Wong, 2015). Do d6, gia thuyét dugc dua
ra rang;

H2: Nhan thirc sy hitu ich co anh huong tich cuc
den sy hai long cua sinh vién khi sw dung hinh thirc
hoc truec tuyen.

Chit lwgng thong tin: 13 sy lién quan dén chat
luong déu ra ciia mot thyc thé, chét luong thong tin
thuong mang tich kip thoi, pham vi, mic d¢ lién
quan va muc d6 chinh xac cua thong tin dugc tao
boi mot hé thong thong tin (Delone & McLean,
1992). Roca et al. (2006) va Mohammadi (2015) cho
thay chét lugng thong tin c6 su tac dong tich cyc dén
sw hai long cua sinh vién d6i v6i hinh thic hoc truc
tuyén. Thém vao d6, Pham et al. (2019) cing da
timg dé cap dén chit lugng thong tin 14 yéu to dé
danh gia chét luong dich vu cia mot hé thong c6 anh
huéng dén sy hai long clia nguoi ding thong qua
chét lugng tai li¢u cia khoa hoc, tai liéu hoc tap phai
¢6 1y thuyét va thuc té, dam bao tinh cap nhat lién
tuc va lién quan dén chuong trinh dao tao. Riéng
trong nghién ctru cua Vi Thay Héng va Nguyén
Manh Tuén (2013) thi yéu t6 vé thiét ke ndi dung
can phai rd rang, thong tin dé lay va dé tiép can, cac
hinh thirc hoan thanh nhitng bai tap duoc giao c6 sy
da dang thé loai tir d6 tao cho sinh vién su thich thu
khi hoc va cam giac hai long. Chét lugng thong tin
s& danh gia dugc lugng kién thirc ma sinh vién ¢
dugc sau mdi khoéa hoc c6 phu hop, kip thoi, dap
ung ding véi muc dich cua sinh vién khong, do d6
¢6 su lién quan mat thiét va c6 ¥ nghia giira chat
luong thong tin véi sy hai long cua sinh vién (Chiu
et al., 2005; Sun et al., 2008).

H3: Chdt liwong théng tin c6 dnh hieong tich cuc
den su hai long cua sinh vién khi s dung hinh thirc
hoc truec tuyen.

Chit hrgng hé thong: c6 su lién quan dén viéc
¢6 “16i” trong hé thong hay khoéng, tinh nhét quan
cua giao dién nguoi dung, dé sir dung, ty 1¢ phan hoi
trong cac h¢ thong tuong tac, chat lugng tai liéu,
chat lugng va kha nang duy tri (Seddon, 1997). Roca
et al. (2006) va Mohammadi (2015) chi ra rang chat
luong hé théng c¢6 anh hudng tich cuc dén sy hai
long ctia ngudi st dung. Pham et al. (2019) cho rang
chét lugng h¢ thong hoc tép truc tuyén duoc thé hién
thong qua trang web hoc truc tuyén cia cac truong
dai hoc. Wu el al. (2008) ciing cho rang chic nang
hé thong 1a kha nang nhén thirc cia sinh vién vé hé
thong nhu viéc cung cip quyén truy cap linh hoat
vao céac chuong trinh dao tao va cho phép sinh vién
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truy cdp tai liéu, ndi dung khoa hoc, bai tap vé nha,
hoan thanh bai kiém tra mot cach dé& dang c6 anh
huéng tich cuc dén sy hai 1ong cua sinh vién thong
qua gia tri cam nhan khi st dung dich vu. Theo Vi
Thiy Hing va Nguyén Manh Tuan (2013), chat
luong hé thong 1a viéc nguoi hoc dé dang truy cap
vao ting chirc nang ndi dung bai ging tai bat ki thoi
diém va dia diém trong qua trinh hoc tap. Ngoai ra,
sinh vién ciing c6 su nhay cam véi cac cong cu cong
ngh¢ dugc st dung & hé théng trong qua trinh hoc,
sinh vién dua ra cam nhan vé sy phu hop cua nén
tang va thiét ké ciia no, bao gdm cac tinh nang nhu
truy cdp vao ndi dung, su rd rang trong cac ban trinh
bay, toc d9 tai xudng cua vin ban hogc hinh anh d6
hoa, video (Martin-Rodriguez et al., 2015).

H4: Chdt lwong hé thong cé sw anh hwéng tich
cwe dén sy hai long ciia sinh vién khi sir dung hinh
thirc hoc truc tuyén.

Giang vién huwéng din: gidng vién 1a nguoi
giang day, giao tiép véi cac hoc vién trong 16p hoc,
quan ly khoéa hoc va hoc vién trong 16p ciia minh;
bién soan bai giang, bai tdp (Huynh B¢ Thu, 2019).
Ngoai ra, ho 1a nguoi dinh huéng, ngudi hd trg sinh
vién trong qua trinh hoc tip qua dich vu (Bui Kién
Trung, 2016). Vi vdy, giang vién huéng din phai c6
ca kién thirc 1y thuyét va thyc tién, luén quan tim
dén s¢ thich cua sinh vién, va thic day sy twong tac
lién tyc ciia sinh vién (Pham et al., 2019). Ddng thoi,
giang vién dugc xem 1a ngudn nhan lyc quan trong
nhét trong viéc dé cung cap cho sinh vién mot chat
luong gido duc hoan toan méi (Cheok & Wong,
2015). Nghién ctru cua Roca et al. (2006) cling da
c6 dé cap dén giang vién huéng dan c6 su tic dong
dén sy hai long. Theo do, c6 3 khia canh dé do luong
chat lugng d6i ngii giang vién bao gdm: chuyén mon
clia giang vién, sy tuong tac cia giang vién déi véi
sinh vién va su hd tro kip thoi ciia giang vién c6 tac
dong tich cuc dén su hai long cua sinh vién.

HS5: Giang vién huéng dan cé sw anh huong tich
cue dén sw hai long cua sinh vién khi sir dung hinh
thire hoc truc tuyéh.

Dich vu hd trg: 1a mot phan trong chat lugng
dich vu, chét lugng dich vu khong tap trung hoan
toan vao danh gia qua trinh day va hoc ma con c6 su
danh gia vé cac dich vu hanh chinh va cac dich vu
bd sung khic (Martinez-Argiielles & Batalla-
Busquets, 2016 ). Theo nghién ctru cia Pham et al.
(2019), chét luwgng dich vu hoc tép truc tuyén duoc
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danh gia qua khia canh vé dich vu hd trg hodc dich
vu hanh chinh va xem xét né nhu mot nhén t6 c6 anh
huong tich cyc dén sy hai 10ng cta sinh vién khi st
dung dich vu. Vi¢c quan 1y cac khia canh cia cac
dich vu hd trg nay 1a khong thé thiéu dé dam bao su
trung thanh cua sinh vién (Martinez-Argiielles &
Batalla-Busquets, 2016).

H6: Dich vu hé tro ¢é sw anh hwong tich cuc dén
sw hai long cua sinh vién khi si dung hinh thirc hoc
triec tuyen.

Chuén chi quan: 1a nhan thuc cua mot nguoi
nao d6 cho rang hau hét nhirg ngudi quan trong dbi
v6i ho cho rang ho nén hay khong nén thyc hién mot
diéu gi d6 (Ajzen, 1991). Roca et al. (2006) da dua
nhan t6 chuan chii quan nay vao mo hinh dé giai
thich cho su anh hudng tr cac tac nhan bén ngoai tir
nguoi khac khi sir dung dich vu hoc tap truc tuyén
Thém vao do, Tarhini et al. (2013) ciing ¢6 deé cap
dén sy anh hudng tich cuc ctia chuan chu quan dén
su hai long.

H7: Chudn chii quan ¢é sw anh hwéng tich cuc
den sy hai long cua sinh vién khi sw dung hinh thirc
hoc truec tuyen.

Nhén thire kiém soat hanh vi: yéu té nay duoc
xem x¢&t & hai khia canh 1a sy hi€u qua ciia may tinh
va sy hi€u qua cia internet. D6 1a viéc ma médt ca
nhén tin ring minh c6 kha nang tu st dung va nhan
thay su dé sir dung ctia may tinh va internet s& c6 tac
dong tich cuc dén sy hai long khi st dung hinh thirc
hoc truc tuyén (Roca et al., 2006). Su hi¢u qua cua
may tinh dugc x4c nhan la yéu t6 quyét dinh sy chip
nhan va str dung dbi véi hé thong (Wu et al. ,2010).
Roca et al. (2006) da dé cap trong nghién ctru rang
su hiéu qué 1a niém tin ctia mgt ca nhan nghi rang
ban than c6 thé thuc hién mot viée lam gi d6 hay mot
hanh vi cu thé. Noi cach khéc, d6 1a nang lyc cia
ban than 1a sy d4nh gia ban than vé kha ning cua
minh d6i v6i mot khoa hoc cu thé (Isik, 2008). Wu
et al. (2010) x4c dinh tinh hi¢u qua ctia may tinh la
su tu tin vé& kha nang hoan thanh cac nhi¢m vy hoc
tap hodc cac bai tap bé“mg hé théng dich vu hoc truc
tuyén ctia mot nguoi.

HS: Nhdn thirc kiém sodt hanh vi c6 sw anh
hwong tich cuc den sy hai long cua sinh vién khi sv
dung hinh thirc hoc tryc tuyen.
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Su hai long ctia

. HS5+

Giang vién huéng dan He+
Dich vu hd tro H7+
H8+

Chuan chu quan

Nhan thire kiém soét hanh vi

nguoi hoc

Hinh 1. Mé hinh nghién ciru dé xuit

2.2. Thang do

Céc gia thuyét nghién ctru duoc kiém dinh thong
qua bo dit lidu so cap vai 267 quan sat hop 1€ duoc
thu thép bang phuong phap ldy mau phi x4c suét
theo kiéu thuan tién. Cac d6i ‘tuong duoc khao sat 1a
sinh vién khéi nganh kinh té tai mot sb truong dai

hoc ¢ thanh ph H6 Chi Minh (TP.HCM) da va dang
su dung hinh thire hoc tryc tuyén cho qua trinh hoc
tap va nghién ctru cua minh. B§ thang do chinh thirc
g6m 47 muc hoi duge ké thira va hiéu chinh tir cac
nghién cuu di trude co lién quan thong qua phong
van sau va liy y kién chuyén gia (Bang 1).

Bing 1. Xay dung thang do cho cic nhin t6 nghién ctru trong mé hinh

Bién quan sit ciia cic nhan to

Ma héa Nhan thire dé sir dung (Perceived Ease of Use) - PE Nguon
PEI Hoc céach st dung dich vu hoc truc tuyén doi voi t6i that dé dang Roca et al. (2006),
5 ) ) Wu et al. (2008)
PED To6i de dang thl_rc; hién nhiing gi t6i muon lam trén hé thong dich vu ~ Wu et al. (2008),
hoc tép tryc tuyén N Sun et al. (2008)
PE3 lei;kgl vu hoc truc tuyen gitp t6i dé dang tré nén thanh thao hon khi st Roca et al. (2006)
PE4 Su twong tac ciia t6i d6i voi dich vu hoc tryc tuyén thi rd rang va dé  Tarhini et al. (2013),
hiéu ) ) o Roca et al. (2006)
PES T6i thay hé thong hoc truc tuyén de st dung Tarhini et al. (2013),
) ) _Sun et al. (2008)
PE6 E;Iglg web cua khoa hoc truc tuyen cho phép t6i tim kiém thong tin de Pham et al. (2019)
Nhén thie sy hitu ich (Perceived Usefulness) - PU
PUI Str dung dich vu hoc truc tuyén c6 thé cai thién duoc higu suit hoc tap Roca et al. (2006),

cua toi

Tarhini et al. (2013)

PU2 St dung dich vu hoc truc tuyén s& ning cao hiéu qua hoc tip ciia toi  Roca et al. (2006)

PU3  Toi thy dich vu hoc truc tuyén hitu ich cho viée hoc cua toi Roca et al. (2006)

PU4 Str dung dich vu hoc tryc tuyén sé cho phép t6i hoan thanh vi¢c hoc Tarhini et al. (2013)
tap nhanh hon

PU5 Str dung dich vu hoc truc tuyen giup toi tlet kiém thoi gian Mohammadi (2015)

PU6 Su dung dich vu hoc trye tuyén gitp toi tiét kiém chi phi Mohammadi (2015)

Chat lugng thong tin (Information Quality) - IN
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Bién quan sit ciia cic nhan to

Ma héa Nhan thirc dé sir dung (Perceived Ease of Use) - PE Nguon

IN1 Dich vu hoc truc tuyén cung cap thong tin gay kho hiéu cho toi Roca et al. (2006)

N2 ;l"il;)?(;gi tin tr dich vu hoc tryc tuyén ludén dugc cap nhat cho muc dich Roca et al. (2006)

IN3 b0 tin c@y cua thong tin dau ra tir dich vu hoc trye tuyén cao Roca et al. (2006)

IN4 Dich vu hoc truc tuyen cung cép thong tin tdi can kip thoi Roca et al. (2006)

IN5 CDJ;};O\T hoc truc tuyén khong cung cép day du thong tin cho muc dich Roca et al. (2006)

NG gf;?rgl web cuia khoa hoc truc tuyen cung cap cho toi cac thong tin co Pham et al. (2019)
Chat iuo’ng hé thong (System Quality) -

Syl CDSS}E@ZU hoc tryc tuyen cho phép t6i ki€m soat cac hoat dong hoc tap Wu et al. (2008)

Sy2 Hf:} .thgng dich vu hoc tryc tuyen c6 sy phan héi nhanh chong trong Roca (2006)
thoi gian cao di€m i )

SY3 V1¢§: sap xép ‘thong tin hién thi trén giao dién cta hé thong hoc truc Roca (2006)
tuyen rat ro rang )

Sy4 CacA bugc df: hoan thgr}h viéc hoc tap cua toi trén hé thong hoc truc Roca et al. (2006)
tuyen 1a khong don gian )

Y5 To6i cam thay an tﬁoan khl cung cp cac t}long tin bdo mat cho trang Pham et al. (2019)
web hoc tryc tuyen tai truong dai hoc cuia toi
Giang vién huéng dan (Instructors dimension) - ID

D1 gléar?g vién hudng dan hoc truc tuyen cua tdi co kien thire chuyén Pham et al. (2019)

D2 ICl}alsng vién hudng dan hoc truc tuyen cua tdi cung cap cac bai giang Pham et al. (2019)
Giang vién huéng dan hoc truc tuyén ciia toi cung cdp mot moi

D3 truong hoc tap khuyen khich sy tham gia twong tac Pham et al. (2019)

D4 T6i nhan dugc cac danh gia vé bai tap hodc bai kiém tra cho khoa hoc Sun et al. (2008)
mdt cach kip thoi tir giang vién huong dan hoc truc tuyen cla toi
Gidng vién hudng dan hoc truc tuyén ciia toi c6 sy chuan bi tot va co

D5 t6 chirc phu hop ddi véi céc khoa hoc Roca et al. (2006)
Dich vu ho trg (Support Service) - SS

ss1 D;)l Va1 viée hoc trgc tuyén cua ‘501, ‘Eruo‘ng dai hoc cua t6i c6 dich vu Pham et al. (2019)
ho trg hoc truc tuyén ngay lan dau st dung
Déi véi viée hoc truc tuyén cua t01i, nhan vién tai truong dai hoc sé

582 cho tdi biét chinh xac céac yéu cau cua toi s& dugce thuc hién khi nao Pham et al. (2019)
béi véi viéc hoc truc tuyén cua t6i, nhan vién tai truong dai hoc cta

553 (6i cung cp cho t6i dich vu h tr nhanh chong Pham et al. (2019)

SS4 ]?91 Vf)’l Vl.fgc hoc '[I'L_l’(’: tuyén (iua 101, r;hafl Vlfn tai truong dai hoc cua Pham et al. (2019)
t61 ludn hi€u dugc cac nhu cau cu thé cua t6i 3

SS5 ]?01 \iql \fl@(.:‘hQC trL_r(i tuyén i:ua .tAOl, dich vu ho trg tai truong dai hoc Pham et al. (2019)
cua toi 6 gid hoat dong thuén tién
Chuan chu quan (Subjective Norm) - SN i

SN1 Ban be¢ t6i nghi t6i nén st dung dich vu hoc truc tuyén Roca et al. (2006),

i Tarhini et al. (2013)

SN2 T01Ada fchAcac bao cao t}n tirc rang vice su dung dich vu hoc tryc Roca et al. (2006)
tuyen 1a mot phuong phap hoc tot

SN3 Giao Viép hudng dan cua t6i nghi rang t6i nén st dung dich vu hoc  Roca et al. (2006),
trie tuy€n vao qua trinh hoc cia minh ) Tarhini et al. (2013)

SN4 Gia dinh t6i nghi rang t6i nén sir dung dich vu hoc truc tuyén Roca et al. (2006)

Nhan thirc kiém soét hanh vi (Perceived Behavior Control) - PB
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Bién quan sit ciia cic nhan to

Ma héa Nhén tht’}'c dé sir dung (Perceived Ease of Use) - PE i Nguon
T6i c6 thé hgén thénh cac hoat dong h~oc tap cua minh béng dich vu
PB1 hoc tryc tuyén néu toi chi c6 hudng dan st dung dich vu dé tham Roca et al. (2006)
khao
Tbi c6 thé hgén thénh cac hoat dong hoc tap cia minh béng dich vu
PB2 hoc truc tuy€n néu t6i chua bao gio sit dung mot dich vy nhu vay Roca et al. (2006)
trude day ) .
PR3 T91 c6 thc? sur dung dich vy hoc truc tuyén ma khong can sy gitip do Wu et al. (2008)
cua bat ky ai i
PB4 Tgl cam thazy tu :un khi trao dmﬁthong tin v&i ngudi khac trong cac Roca et al. (2006)
dién dan thgo luan hoc truc tuyén
T6i cam thay ty tin khi tai xuong cac tai liu tir dich vy hoc truc truc  Roca et al. (2006), Sun
PB5 1
tuyén ) ~etal. (2008)
PB6 To6i cam thay tu tin khi dinh kém tap tin trong dich vu hoc tryc tuyén Roca et al. (2006)
Su hai long (Satisfaction) - SAT
T6i hai long véi hi¢u suat dat duoc tir dich vu hoc truc tuyén Roca et al. (2006), Sun
SATI
) ) ) et al. (2008)
SAT2 Quye¢t dinh cua t6i khi str dung dich vy hoc truc tuyén la mét quyét  Roca et al. (2006), Sun
dinh khon ngoan ) et al. (2008)
T6i hai long véi trai nghiém st dung dich vu hoc truc tuyén Roca et al. (2006), Sun
SAT3
) ) et al. (2008)
SAT4  Téi rat hai long voi dich vu hoc tap truc tuyén Sun et al. (2008)

Nguon: tong hop tir nghién citu ciia Roca et al.,2006; Pham et al., 2019; Sun et al., 2008; Wu et al., 2008

2.3. Cé miu va cach thirc khao sat

Tién hanh lay mau véi kich thude mau téi thicu
dé sir dung cho phan tich nhan t6 khdm pha EFA
theo Hair et al. (1998) la n = 5*47 =235 dé dam bao
kich thudc miu tbi thiéu véi 47 blen quan sat. Theo
Green (1991), kich thuéc mau t6i thiéu cho phan
tich mo hinh héi quy véi 8 bién doc 1ap duoc tinh 1a
n =50 + 8*8 = 114. O su két hop nay, kich thudc
mau can thiét 1a 300 dé dé phong nhiing truong hop
phiéu tra 16i khong hop 1€ s& dugce loai bo sau khi
san loc. Phuong phap 1ay mau thuan tién va ldy mau
theo kiéu phat trién mam (qua bong tuyet) duoc ap
dung dé thu thap dir liéu so cap. Cac ddi tugng duoc
khao sat 1a nhitng nguoi da hodc dang tham gia khoa
hoc truc tuyén. Noi dung cdu hoi gan loc duoc dua
vao bang cau hoi khao sat nham xéac dinh duoc dung
d6i tugng can thu thap thong tin. D4i véi hinh thirc
khao sat truc tuyén, dudng link khao sat dwoc giri
qua email, zalo nh¢ vao sy ho tro va gioi thiéu cua
mot s6 giang vién — hién 1a ¢d van hoc tap cua sinh
vién ¢ tham gia hinh thirc hoc tap truc tuyén, sau
d6 nho gidi thidu nguoi duoc khao sat tiép theo
thong qua hinh thirc chia sé. Thém vao do, khao sat
truc tiép cling dugc thuc hién b.'?mg cach in bang cau
hoi ra va di dén cac trudng hoc. Cu thé, dit liéu dugc
thu thap tir cac ban sinh vién dang co6 cac hoat dong
tu hoc tai thu vién hodc tai cac khu vuc sanh cho
trong khudn vién truong thong qua sy hd tro cta
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ddng nghiép. Két qua thu vé nhan dugc nhiéu phan
héi tich cuc v6i 100 phiéu tra 16i truc tuyén va 200
phiéu tryc tiép, dir liéu sau khi thu thap dugc lam
sach thi c6 267 phiéu tra 10i hop 1¢ va 33 phiéu tra
161 khong hop 1€. Bén canh d6 phuong phap thu thap
thong tin thir czip dugc thuc hién thong qua céac bai
viét duoc xuat ban, cic bao cao nghién ciru trude
dugc cong bd trén cac trang web c6 uy tin tir cac to
chure trong va ngoai nude dé c6 duoc nhing o SO
1y thuyét tong quan vé hinh thiic hoc truc tuyén va
su hai long cua nguoi dung.

2.4. Phwong phap phan tich dir liéu

Sau khi san loc va ¢6 duogc cac dir liéu chinh thirc
tir cac phurong thirc thu thap, nhém tc gia tién hanh
théng ké mo ta dé tom tat dir liéu va mot sd thong
tin ctia mAu nhu: gidi tinh, chuyén nganh dang theo
hoc, truong theo hoc, ndm hoc. Trong téng 267 miu
¢6 114 ngudi la nam va 153 1a nit dang theo hoc tai
mot sb truong dai hoc da va dang trién khai hinh
thire hoc tap truc tuyén nhu: Pai hoc Kinh Té Thanh
phd HO Chi Minh TP.HCM (15%); Pai hoc Mo
TP.HCM (13,5%); Pai hoc Cong Nghiép TP.HCM
(19,5%); bai hoc Tai Chinh — Marketing (10,5%);
Dai hoc Cong Ngh¢ TP.HCM (11,6%); Pai hoc Vian
Lang (9,4%); Pai hoc Cong Nghié¢p Thyc Phim
TP.HCM (7,1%); Dai hoc Lao Pong — Xa Hoi Co
so 11 (7,5%) va Pai hoc Ton Dirc Thing (6%). Cac
chuyén nganh ma sinh vién dang theo hoc ghi nhan
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tor dir liéu la quan tri kinh doanh, marketing, tai
chinh ngén hang, ke toan, quan tri nguodn nhan luc,
kinh doanh quéc té, quan tri nha hang khach san va
mot s6 chuyén nganh khac. Ngoai ra, phan 16n cac
ddi tugng dugc khao sat 1a sinh vién nam hai va
nam ba.

Sau d6, mot s6 ki thuat phéan tich dugc nhom su
dung bao gom: kiém dinh do tin cdy thang do bang
hé s6 Cronbach’s Alpha, phan tich nhan t§ kham pha
EFA, phan tich hdi quy tuyén tinh dé biét dugc cac
bién doc 1ap c6 sy twong quan tuyén tinh véi bién
phu thudc hay khong, su turong quan do tich cuc hay
tidu cuc va nd c6 y nghia thong ké trong tong thé
hay khong.

Bing 2. Két qua kiém dinh d9 tin ciy thang do

Tdp 57, 86 4D (2021): 232-244

3. KET QUA VA THAO LUAN
3.1. Kiém dinh d9 tin ciy Cronbach’s Alpha

Ngoai trir cac muc hoi PUS, PU6 va IN6 c6 hé
s6 twong quan bién tong nho hon 0,3, két qua phan
tich cho thay cac muc hoi trong cung thang do déu
¢ cac hé s tuong quan téng 16n hon 0,3 dat duoc
diéu kién can thoa méan va hé sé Cronbach’s Alpha
tong déu 16n hon 0,7 (Bang 2). Vi vay, c6 thé két
luan ring thang do doc 1ap va phu thugc dugce sir
dung trong nghién ctru la phu hop va dang tin cdy,
céc bién quan sat nay déu duoc str dung trong phan
phan tich nhan t6 kham phéa EFA tiép theo.

Thang do S6 muc héi Hé s6 Cronbach’s Alpha
Nhan thuce sy hitu ich 5 0,869
Nhan thire dé st dung 4 0,890
Chat lugng thong tin 5 0,845
Chat lugng hé thong 5 0,878
Giang vién huéng dan 5 0,817
Dich vy hd tro 5 0,884
Chuén cha quan 4 0,894
Kiém soat nhan thirc hanh vi 6 0,891
Su hai long 4 0,908

Nguon: két qua xir 1y s6 ligu khdo sat ndam 2020
3.2. Phan tich nhén t6 kham pha EFA

Thyc hién phan tich nhan t6 kham phé cho thang
do cac bién doc lap, két qua o 1an phan tich cubi
cung thé hién cac tham s0 thong ké déu dat yéu cau
(Bang 3). Cu thé, hé s6 KMO = 0,892 > 0,5 ching
t6 phan tich c6 sy phu hop va c6 y nghia thong ke;
gié tri sig. trong kiém dinh Bartlett’s < 0, 05 thé hién
céac muyc hoi co twong quan voi nhau; hé sb tai nhan
t6 déu 16n hon 0,5 (ngoai trir PE6 da duoc loai bo).
Chi s6 Eigenvalue (dai dién cho phan bién thién
dugc giai thich boi mdi nhén td) bang 1,291 >1 nén
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8 nhan t6 dugc rit trich c6 ¥ nghia tom tit thong tin
t6t nhat. Pong thoi, tong phuong sai trich 68,393
cho biét 8 nhan t6 nay giai thich dugc 68,393% su
bién thién cua dir liéu. Cac nhém nhén t6 bao gom:
Nhan thirc kiém soat hanh vi (PB5, PB4, PB2, PBI1,
PB6, PB3); Dich vu hd tro (SS2, SS3, SS4, SS5,
SS1); Chét lwong hé thdng (SY3, SY2, SY4, SY1,
SY5); Chat luong thong tin (IN3, IN2, IN4, IN1,
IN5); Nhan thirc dé sir dung (PE2, PE3, PEI1, PE4,
PES); Chuén chu quan (SN2, SN3, SN1, SN4);
Nhan thac sy hitu ich (PU2, PU3, PU1, PU4); Giang
vién huéng dan (ID4, ID5, ID3, ID2, ID1).
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Bing 3. Két qua phan tich nhén t6 bién doc lap

Tdp 57, 86 4D (2021): 232-244

Nhén td

Chi tiéu X1

X2 X3 X4 X5 X6 X7 X8

PB5

PB4

PB2

PB1

PB6

PB3

SS2

SS3

SS4

SS5

SS1

SY3

SY2

SY4

SY1

SYS5

IN3

IN2

IN4

IN1

INS

PE2

PE3

PE1

PE4

PES

SN2

SN3

SN1

SN4

PU2

PU3

PU1

PU4

D4

ID5

ID3

D2

ID1

Hé s6 KMO
Hé sb Sig (Bartlett’s Test of Sphericity)
Gia tri Eigenvalues
Miic do giai thich ciia nhan t6 (%)
Muc d6 giai thich tich iy (%)

0,789
0,761
0,715
0,702
0,697
0,675

11,577
10,693
10,693

0,824
0,760
0,727
0,653
0,647
0,875
0,840
0,785
0,775
0,745
0,875
0,872
0,738
0,720
0,599
0,794
0,785
0,780
0,670
0,546
0,828
0,813
0,726
0,718
0,822
0,771
0,752
0,626
0,789
0,740
0,740
0,718
0,683
0,892
0,000
1.291
7,619

4,162 2.747
9,004 8,823

2.117
8,395

1.766 1.586 1.428
8,366 7,865 7,628

19,698 28,520 36,915 45,281 53,145 60,774 68,393

Nguon: két qua xir 1y s6 ligu khdo sat ndam 2020

Tuong tu, cic muc héi cua bién phu thudc sau
khi duoc kiém dinh d6 tin cdy thang do bang hé sd
Cronbach’s Alpha ciing dugc thyc hién phan tich
nhéan t6 vé6i két qua cho thay: Kiém dinh Barlett’s
v6i gia tri Sig. < 0,05 thé hién cac muc hoi trong
bién quan sat c6 su tuong quan voi nhau. Hé sd

KMO =0,819 > 0,5 chting t6 phan tich nhan t6 thich
hop véi dit liu nghién ctru. Gia tri phuong sai trich
= 78,487 va tat ca cac myc hoi déu cé hé s6 tai nhan
t6 16n hon 0,5 nén dat yéu cau. Nhu vdy thang do
“Su hai long” dat duoc gia tri hoi ty.
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Bing 4. Két qua phan tich nhén t6 bién phu thudc

Tdp 57, 86 4D (2021): 232-244

Tiéu chi Hé s6 tai nhan to
SAT2 0,898
SAT3 0,895
SATI1 0,891
SAT4 0,860
Hé s6 KMO 0,819
Hé s6 Sig (Bartlett’s Test of Sphericity) 0,000
Gia tri Eigenvalues 3,139
Mtrc d¢ giai thich (%) 78,487%

Nguon: két qua xir 1y s6 ligu khdo sat ndam 2020

3.3. Phan tich hdi quy

Trong Bang 5, tat ca 8 nhan té déu c6 gia tri mirc
y nghia Sig. < 0,05 nén c6 sy twong quan véi sy hai

long khi do tin cdy 1a 95%. R? hiéu chinh dat 0,667,
dicu nay noéi 1én cod 66,7% sy thay doi cua sy hai

long dugc giai thich boi 8 nhan t6 doc lap trong mo
hinh nghién cuu, 33,3% con lai 1a do céc tac dong
clia cac yéu t6 khac. Kiém dinh F sir dung trong phan
tich phuong sai (ANOVA) ciia phén tich hoi quy dat
gi tri Sig. < 0,05 diéu nay néi 1én y nghia mé hinh
1y thuyét phu hop véi dir ligu thyc té.

Bing 5. Két qua kiém dinh mé hinh ciia cc nhén t6 danh hwéng dén sy hai long

Nhén t6 Beta Sig. VIF
Nhan thirc kiém soat hanh vi 0,199 0,000 1,963
Dich vu hd trg 0,146 0,004 1,965
Chat lugng hé thong 0,096 0,012 1,158
Chat lugng thong tin 0,101 0,010 1,206
Nhan thirc dé sir dung 0,175 0,000 1,890
Chuan chu quan 0,165 0,001 1,797
Nhan thirc sy hiru ich 0,229 0,000 1,985
Giang vién huéng dan 0,084 0,034 1,236
R? 0,677
R? hi¢u chinh 0,667
Thong ké F (sig) 0,000

Nguon: két qua xir 1y s6 ligu khdo sat ndam 2020

Dua vao phuong trinh hoéi quy cho théy cac hé
so hdi quy déu c6 gid tri 16n hon 0 nén két ludn ring
tat ca cac nhan t6 doc lap duoc dua vao phan tich
déu co su tac dong thuan chiéu dén bién phu thudc.
Céc nhan t6 doc 1ap bao gf)m nhdn thirc dé sir dung,
nhdn thirc sw hitu ich, chdt lwong thong tin, chdt
lwong hé thong, gidng vién hwéng dan, dich vu ho
tro, chudn chii quan va nhdn thirc kiém soat hanh vi
déu co su tac dong tich cuc va dang ké dén bién phu
thudc 1a sw hai long.

Dua vao gia tri cia h¢ s6 beta (Bang 5), nhan tb
nhan thirc sy hitu ich c6 su anh hudng 16n nhat trong
8 nhan t6. Diéu nay phu hop véi nghién ctru trude
day cho thy rang nhan thic sy hiru ich c6 vai tro
quan trong hon nhan thirc dé sir dung khi xem xét
trong bdi canh hoc tap truc tuyén. Cu thé, nguoi
dung quan tim dén cach ma hé théng hoc tap truc
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tuyén cung,cép thong tin va loi ich hay hiéu qua ma
n6 mang dén (Roca et al., 2006; Sun et al., 2008).

Nhan t6 ¢6 mirc do anh huong 16n tht hai sau
nhan thic sy hiru ich 14 nhdn thirc kiém sodt hanh
vi. Két qua nay ciing ting hd véi cac nghién ciru
Roca et al. (2006), Sun et al. (2008), Wu et al.
(2008) khi ¢6 su tuong quan thuan doi voi sy hai
long. Trén thuc té khi mdt sinh vién st dung dich vu
hoc truc tuyén s& c6 nhitng su lo ling vé viéc tuong
tac, thao tac v&i may tinh va trang web hoc truc
tuyén. Su lo lang cang cao thi sinh vién cang khong
thé xir 1y tot cac thong tin hay yéu cau khi sir dung,
nén viéc sinh vién nhan thirc dugc kha nang hanh vi
cua minh hay sinh vién ty tin trao doi thong tin, thao
tac trén hé théng s€ tao cho sinh vién thai do tich cuc
hon d6i v6i hé théng hoc truc tuyén.
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Ké dén, nhdn thirc dé sir dung c6 su tac dong
dang ké va manh thir ba dén sy hai long. Tir géc nhin
thue té lién quan dén hoc tap truc tuyén, viéc sinh
vién dé dang tiép can, dé sir dung hé thong, dé tim
kiém thong tin s& kich thich va mang lai nhitng cam
xuc tich cuc tir d6 khuyén khich ngudi hoc hao himng
tham gia khéa hoc hon. Két qua nay ciing da kiém
chung trong nghién ctru cua Roca et al. (2006). Bac
biét, trong nghién ctru ctia Tarhini et al. (2013) thé
hién nhan thie d& su dung co6 sy anh hudéng manh
nhit d&én sy hai long. Viéc dé dang sir dung sé& gitp
ngudi dung tép trung vao cac thong tin hon tao nén
hiéu qué cao. Tuy nhién, két qua vé mi tvong quan
gilta nhan t& chudn chii quan va sy hai long lai
khong nhit quan so voi nghién ctru ciia Roca et al.
(2006). Theo do, su tac dong tir gia dinh, ban be,
nguoi than va nguoi hudng dan thyc sy c6 y nghia
dbi viéc cung cb niém tin dic biét 1a nhin nhan dugc
loi ich tir cong nghé dan dén viéc st dung hinh thirc
hoc tép truc tuyén khi trong bdi canh thuc hién
phong, chong dich phtc tap di va dang dién ra.

Thém vao d6, Nhan t6 dich vu hé tro cling dugc
danh gia c6 sy anh huéng tuong quan thuan dén sy
hai 1ong cta nguoi hoc. Trong qua trinh st dung hé
thong hoc truc tuyén, nhat dinh ngudi hoc s& gap
nhitng vin d& ma tu ban than ho khong thé giai quyét
dugc diéu nay can c6 sy hd trg kip thoi tir phia nha
truong hay nguoi quan ly. Dap tmg duge cac nhu
cau v¢ lya chon khoa hoc, sy bao mat, cach khic
phuc su ¢b hay cac thi tuc hanh chinh nhanh chong
s€ lam tang su hai long cua sinh vién vé hé thong
hoc tryc tuyén hon. Két qua nay mot 1an nira ing ho
quan diém ctia Pham et al. (2019). Mot khi sinh vién
dugc hd trg nhanh chéng, kip thoi trong qua trinh sir
dung s€ tao su tin tudng, su hai long khi nhitng loi
ich ciia sinh vién c6 déu duge nha truong quan tam.

Ngoai ra, chat lwong thong tin va chat lugng hé
thong 14 hai nhéan t6 quan trong va dang quan tam.
Ban than nguoi hoc khong chi cha y vao viéc hé
thong hoc tap ciing cap nhimg thong tin gi, nhimg
thong tin d6 co 16 rang, d& hiéu va phu hop hay
khong ma con dac biét quan tam dén kha nang phan
h01 nhanh chong trong thoi gian cao diém, viéc sip
xép thong tin hién thi va van dé bio mat thong tin.
Viéc hoc truc tuyen dua trén cac thiét bi, phuong
tién dién tir c6 su két ndi mang thi khong thé nao
thleu di tinh nang hé thong, hé thong dich vu 1a noi
dé ngudi hoc hoc tap, hoan thanh cac bai tap duoc
giao nén chat lugng hé thong 13 deu dang quan tdm
dén. Cong nghé thong tin phat trién manh mg, doi
hoi tir ngudi dung ngdy cang cao nén chat lugng hé
thong cang dugc quan tam dé cai thién phu hop véi
nhu cau ngudi ding. Didu nay hoan toan phi hop va
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cling d4 dugc ing ho trong mot s6 nghién ciru cua
cua Pham et al. (2019), Mohammadi (2015) va Roca
et al. (2006).

Va sau ciing, nhan t6 gidng vién huong dan dugce
danh gi4 1a c6 sy anh hudng d6i voi sy hai long cua
ngudi hoc. D6i véi hinh thirc hoc tap truyén thong
phan l6n sy tuong tac gilta nguoi day voi ngudi hoe
chu yéu 1a giao tiép trie tiép, trong khi dbi v6i hinh
thirc hoc tép truc tuyén thi sy giao tiép nay la gian
tiép thong qua moi truong khong gian “40” bang
cach str dung cac cong cy, trang thiét bi dién tr co
két ndi mang internet. Sy tuong tic ndy c¢6 phan han
ché néu nhu duong truyén khong on dinh hodc gip
nhitng van dé khong mong mubn khi két néi. Vi vay,
bén canh kién thirc chuyén mon tot thi giang vién
huéng dan dong vai trd quan trong trong viéc
khuyén khich sy tham gia twong tac va sy tich cuc
hoc tap ctia nguoi hoc théng qua phuong phap giang
day, cach thirc t6 chirc bai hoc, bai tap, bai kiém tra
(Pham et al., 2019; Sun et al., 2008).

4. KET LUAN VA HAM Y QUAN TRI
4.1. Kétluan

Két qua nghién ctru da lam rd dugc nhitng van
dé lién quan dén hinh thirc hoc tryc tuyén va sy hai
long cua ngudi hoc thong qua mé hinh nghién ctru
dugc dé Xuat va kiém dinh vé méi tuong quan giita
céc nhan t6 véi sy hai long ctia ngudi hoc. Theo d6,
¢6 mbi quan hé twong quan dwong giita nhan thirc
su hitu ich; nhan thirc dé st dung, chat luong thong
tin; chat lugng hé thong; giang vién hudéng dan; dich
vu hd trg; chuan chu quan; kiém soat nhan thirc hanh
vi voi sy hai long. Ket qua nay ciing cho thay co su
phi hop v6i thyc té va mot 1an nira ting ho két qua
cac nghién ctru trudc day cua Chiu et al. (2005),
Roca et al. (2006), Sun et al. (2008), Tarhini et al.
(2013), Vii Thiy Hang va Nguyén Manh Tuan
(2013), Mohammadi (2015), Pham et al. (2019). Sau
khi két hop giira 1y thuyét va két qua phén tich dir
lidu, nhom tac dd c6 nhing dé xuat ham ¥ quan tri
nham gitp cho céc co so giao duc dao tao di va dang
trién khai hinh thirc hoc tap tryc tuyén c6 thé nang
cao chét luong dich vu, sy hai 10ng cta nguoi hoc.

4.2. Ham y quén tri

Duya trén két qua phan tich, noi dung thao luén
truge do, nghién ctru dua ra mot s6 dé xuat ham y
quéan tri nham gitp hoan thién va nang cao sy hai
long cua sinh vién hon ddi v6i hinh thire hoc truc
tuyén (e-leaning):

Céc co s& dao tao can c6 nhirng tai lidu va video
huéng dan cach thirc truy cép, thao tac va cach thirc
su dung cac chirc nang trong hé¢ théng dich vu trudc
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khi nguoi ding bat dau khéa hoc. Ngoai ra, nha
truong can quan tim dén viée 1am giam di tinh phirc
tap ciia hé thong khi nguoi ding tuong tic nhu: can
sap xép thong tin hién thi hop 1y va dé hiéu, giam
b6t sy hién thi nhimng hinh anh khong can thiét trong
hé théng, don gian hoa thao tac ndp bai tap, tra cuu,
tim kiém thong tin. Cac thong tin dugc hién thi trén
hé thdng hoc tryc tuyén hay cac trang web can phai
chinh xéc, d& dang truy cap va tiép can.

Céc truong dai hoc can dép g kip thoi cac yéu
cau thong tin, Iya chon céc khoa hoc, cac van dé vé
16i hé théng, dang nhép, truy cap 16p hoc va cac tha
tuc hanh chinh khac trudce, trong va sau qua trinh
hoc tép qua hinh thirc hoc truc tuyén mot cach nhanh
chong, chinh xac va linh hoat. Ngoai ra, bén canh tai
liéu huéng dan chung va luu ¥ khic phuc sy cb
thuong gap thi cac don vi dao tao ciing can phai duy
tri viéc hd trg xuyén sudt dé tranh tinh trang sinh
vién gip van dé khé khin khong giai quyét duoc.

DPam bao thong tin nhanh chéng va chuan xac
thong qua tinh ning thong bao cia hé théng duoc
guri qua email va SMS cua nguoi hoc. Xay dung va
cap nhat thuong xuyén hé thong hoc liéu dién tir dé
dam bdo duoc tinh phu hgp véi bbi canh ciing nhur
su d6i méi. Pong thoi, diéu nay gitp ngudi hoc ¢o
thé tiép can moi lic moi noi ting tinh chi dong trong
qua trinh giang day va hoc tap.

Trong nhimg budi giang tryc tuyén, nén ghi 4m
lai bai giang dé sau budi hoc ngudi hoc co thé nghe
lai bang cach truy cap vao hé thong da cap quyén va
phén quyen trong truong hop ngudi hoc chua hoac
khong nam hét thong tin do van de toc do duong
truyen, tin hiéu 4m thanh va mot sd cac phat sinh
ngoai y mudn tir ngoai canh.

4.3. P& xuit hwéng nghién ctru tiép theo

Bén canh nhiing Kkét qua dat dugc, nghién ctiru
ciling con mot s6 han ché nhat dinh. Quy mé méu tuy
dat yéu cau vé mit théng ké tuy nhién ddi twong
khao sat chi mdi tap trung vao sinh vién nganh kinh
té tai khu vuc TP.HCM. Vi véy, huéng nghién clru
ké tiép nén c6 su mo rong v€ cac khdi nganh khac
hodc c6 sy mé rong vé quy mo khong gian dia ly.
Ngoai ra, két qua phéan tich ¢ nhitng nghién ciru sau
nén c6 sy doi sanh sy hai long cta ddi tuong ngudi
hoc xét theo nhiing déc tinh khac biét vé nganh hoc,
khong gian dia Iy hoac giita cac truong vdi nhau.
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