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TOM TAT:

Nghién ctru nay nham chi ra cac yéu t6 anh huong t6i quyét dinh str dung dich vu gido
duc tryc tuyén ctia khach hang ca nhan tai Ha Noi. Dit liéu khao sat 336 ngudi (khach hang
da trai nghiém dich vu va khach hang tiém nang) dugc sir dung cho phan tich dinh lugng,
bao gdm, phan tich nhan t6 kham pha (EFA) va h01 quy tuyén tinh. Két qua nghién ciru
xéac dinh duoc 6 yéu té anh hudng tich cuc den quyét dinh st dung dich vu gido duc truc
tuyén ctia khach hang ca nhan tai Ha Noi, bao gém: (1) Nang luc ctia nguoi day truc tuyén,
(2) Tinh hiru ich cta bai giang truc tuyén, (3) Hb tro trong hoc tap truc tuyén, (4) Co s
ha tang va cong nghé, (5) Anh huéng xa hoi, (6) Y thirc cong dong hoc tap. Dya trén két
qué nghién ctru, bai viét ciing dua ra mot s6 khuyén nghi danh cho cac doanh nghiép kinh

doanh dich vu giao duc truc tuyén.

Tw Khoa: quyét dinh, gido duc truc tuyén, khach hang ca nhan, Ha Noi.

1. Pit van dé

Nam 2010, khi gido duc truc tuyén (GDTT) tré
thanh xu thé toan cau, Viét Nam di nhanh chéng bit
nhip xu huéng nay véi sy xuat hién cta hang loat
cac nén tang hoc tap truc tuyén, nhu: Hocmai.vn,
Topica, Onluyen.vn, Violet.vn,... bén nay, GDTT
da tro thanh mo hinh hoc tap thu hut luong 16n nguoi
st dung, dic biét 1a tai cac thanh phé 16n nhu Ha Noi
va Thanh phd HO Chi Minh véi d phu ddi twong
kha rdng, tir hoc sinh cac cép, sinh vién t61 nguoi di
lam. Bén canh d9, tac dong ctia dai dich Covid-19
cling tr& thanh don bay cho thi truong kinh doanh
GDTT phat trién & Viét Nam.

166 88 15 - ThAng 6/2024

2. Tong quan vé gido duc trwe tuyén va ly
thuyét cac yéu t6 anh hwéng dén quyét dinh sir
dung dich vu gido duc truc tuyén

2.1. Cadc khdi ni¢m

2.1.1. Giao duc truc tuyén

Vé khai niém “gido duc truc tuyén”, c6 nhiéu
quan diém duoc dua ra. Theo dinh nghia cua OECD
nam 2016, “gido duc truc tuyén” duoc hiéu la bat ky
trai nghiém hoc tap nao co lién quan dén su twong
tac hodc dugc trung gian boi viée st dung cong nghé
k¥ thuat s6. Theo bao cdo ndm 2010 ctia Trung tim
Coéng nghé Gido duc (thuoc Bo Gido duc Hoa Ky),
hoc truc tuyén duoc quan niém 1a “hoc dién ra mot



QUAN TRI QUAN LY

phan hodc toan bd khoa hoc thong qua internet”.
Diém chung cua cic quan diém déu chi ra ddc tinh
cua “giao duc truc tuyén” la hoat dong day va hoc
thong qua moi truong sd, tmg dung cong nghé sé
Véi dic tinh d6, ngudi day va ngudi hoc linh hoat vé
thoi gian, khong gian va tiép can d& dang voi nhiéu
hoc liéu hdp dan, da dang, twrong thich véi trinh do,
nang luc cua ban than.

2.1.2. Dich vu gido duc truc tuyén

Dich vu GDTT duoc cung cip boi cac doanh
nghi¢p kinh doanh trong linh vuc gido duc. Khach
hang st dung dich vu nay phai tra phi. Doanh nghiép
cung cip dich vu cho khach hang thong qua 2 loai
hinh chinh: mét 14, loai hinh khéng tuong tac, trong
d6 khach hang sé tra tién dé co quyén tiép can cac
tai liéu hoc tap do doanh nghiép cung cip (vi du:
bai giang dugc ghi hinh trudc, sach,...) va khong
c6 twong tac tryc tiép gilta ngudi hoc va gido vién.
Khach hang cha ddng nghién ctru hoc liu; hai la,
loai hinh tuong tac, trong do6 ng0a1 quyen tiép can tai
liéu hoc tap, khach hang sé tra tién dé tham du cac
16p hoc truc tuyén va tuong tac voi ngudi hoc thong
qua nén tang so.

2.2. Ly thuyét cdc yéu té anh hwong dén quyét
dinh sir dung dich vu gido duc trwc tuyén

Céac md hinh phd bién dugc cin cir 1am co s6 1y
thuyét cho nghién ctru nay c6 thé noi dén gdbm: Mo
hinh chip nhan cong nghé TAM (Fred Davis & cong
sw, 1986); Ly thuyét hanh vi du dinh TPB (Ajzen,
1985); Ly thuyét hop nhét vé chip nhan va sir dung
cong nghé UTAUT (Viswanath Venkatesh va cong
su, 2003).

Dya trén co s& cac md hinh/Iy thuyét va cac
nghién ctru thuc chimg cing viée thao luan, 13y ¥
kién chuyén gia, mo hinh nghién ciru dugc dé xuét
bao gém 6 nhan té va cac bién kiém soat thudc vé
dic diém khach hang c4 nhan nhu trong Hinh 1.

Nhu vy, md hinh nghién ctru c6 mot bién phu
thuoc 12 Quyét dinh st dung dich vu GDTT cua
khach hang c4 nhan & Ha Noi va 6 gia thuyét dwa
ra déu c¢6 quan hé dong bién véi quyét dinh sir dung
dich vu GDTT cua khach hang ca nhan ¢ Ha Noi.

3. Phwong phap nghién ciru

3.1. Phwong phdp nghién civu dinh tinh
Phan tong quan 1y thuyét 1a nén tang cho viéc de
xuat thang do cia mé hinh nghién ctru, bao gom 32

Hinh 1: Mé hinh nghién ciu duoc dé xudt

N
Nang luc cua nguon day truc H1+
tuyén (NL)

.

Tinh httu ich cta bai giang H2+
truc tuyén (HI)
' T H3+
Ho tro trong hoc tap truc tuyén
(HT)
y
. ™y
Co s0 ha tang va cong nghé

(CS) H4+

. A

r N
Anh huéng xa hoi (AH) H5+

"y

Y thirc cong déng hoc tip

(YT) H6+

y

e N\
QUYET PINH SU DUNG
DICH VU GIAO DUC

4 TRUC TUYEN CUA
KHACH HANG CA NHAN

TAI HA NOI (QD)
(N /

Gid6i tinh
D6 tudi
Trinh dé

Nguon: Tdc gid dé xudt

$6 15 - Thang 6/2024 167



TAP CHi CONG THUGNG

bién quan sat. Sau d6, viéc thao luan voi 12 chuyén
gia dugc tién hanh dé hiéu chinh thang do, phuc vu
cho viéc xay dung bang hoi cdu trac dé tién hanh khao
sat, thu thap di liéu phuc vu cho phan tich dinh lugng.

3.2. Phwong phdp nghién ciru dinh lwong

Nghién ctu sir dung phuong phap nghién ctu
dinh lugng, khdo sat khach hang thong qua bang
hoi va xtr Iy s6 liéu bang phan mém SPSS 20.0. Bi
tuong khao sat 1a khach hang da trai nghiém dich vy
GDTT hoic khach hang tiém nang cho dich vy nay.
Déi voi phan tich nhan t6 kham pha (EFA), quy dinh
vé s6 mau 1a ty 1¢ mau trén bién quan sat phai dam
bao t6i thiéu theo cong thirc n > 5*X (Hair & cong
su, 2006) trong d6, n 1a ¢& mau va X 1a tong bién
quan sat. Bang cau hoi khao sat trong nghién cuu
nay bao gdm 32 bién quan sat, do 6 s6 mau tbi thiéu
la: n > 5*32 = 160 mau. Sau khi tién hanh loai b6
nhiing phiéu tra 161 khéng phu hop, tac gia thu dugc
336 phiéu tra 11 hop 18, dap tng cac tiéu chi sir dung
cho nghién cuu.

4. Két qua nghién ctru

4.1. Théng ké mé ti doi twong diéu tra

Trong 336 phiéu hop 1¢, thong ké mé ta vé mau
nghién ctru nhu sau: V& gi6i tinh: Nam chiém ty 1&
46,7%, Nit chiém ty 18 53,3%. V& d6 tudi: Cac dbi
tuogng tra 10i chil yéu & d6 tudi tir 15-24 tudi, chiém
ty 16 54,8%. Ké dén 1a d6 tudi tir 25-34, chiém ty 1¢

19,0%; d6 tudi < 15 chiém 15.2%; do tudi tir 35-44
chiém ty 18 10,7%, trong khi d6 d6 tudi > 45 chi
chiém 0,5%. Vé trinh d6: THPT va Trung c4p chiém
ty 18 19,3%; Dai hoc va Cao ding chiém ty 18 63,4%,
Sau Pai hoc chiém ty 1€ 16,1%; ngoai ra, ¢ trinh do
khac chi chiém ty 18 1,2%.

Nhan thdy, khach hang ca nhan & Ha Noi da timg
trai nghiém dich vu GDTT hodc ¢é quan tam toi
dich vu nay, chu yéu tap trung & do tudi 15-24. O do
tudi nay, phan 16n khach hang 1a cic ban hoc sinh
THPT va sinh vién. Theo két qua khao sat, phan 16n
khach hang str dung va c¢6 quan tam toi dich vu 1a do
nhu ciu néng cao trinh do tiéng Anh, k¥ ning mém,
k¥ nang lap trinh... Piéu nay ciing phan 4nh rd thi
truong kinh doanh GDTT chu yéu 1a sy gop mit cua
c4c trung tAm anh ngit, dao tao k§ ning mém, dao
tao cong ngh¢ thong tin...

4.2. Két qud kiém dinh sw tin cdy thang do cdc
yéu to

Dé danh gia su tin ciy cua cac thang do do ludng
céc yéu t6 trong md hinh nghién ctru, tac gia st dung
hé sb twong quan bién téng véi cac tidu chuin 16n
hon 0.6 (Hair & cdng su, 2006) cho cac nghién ctru
kiém dinh va hé s6 trong quan bién tdng cua cac bién
quan sat 16n hon 0.3. Két qua cac hé sé Cronbach’s
Alpha duogc thé hién tai Bang 1.

Béng 1 cho théy, hé sb Cronbach’s Alpha cua cac

Bdng 1. K&t qua kiém dinh Cronbach’s Alpha

STT Bién Sobién | Cronbach’s " sﬁi:‘;‘:’gggquan
quan sat Alpha nhé nhat
1 Nang lwc ctia ngwdi day trie tuyén (NL) 5 0.821 0.632
2 Tinh hiru ich cla bai gidng trwc tuyén (HI) 5 0.702 0.531
3 Hb tro trong hoc tap trwe tuyén (HT) 5 0.736 0.470
4 | Co s& hatang va cong nghé (CS) 4 0.771 0.522
5 | Anh hwéng xa hoi (AH) 5 0.892 0.553
6 | Y thirc cong ddng hoc tap (YT) 4 0.797 0.057
)Gt werTids e oms
Téng 32
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Nguon: Két qua xir Iy s6 liéu, 2024
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nhan t6 NL, HI, HT, CS, AH, YT déu 16n hon 0,6 va
hé s6 twong quan bién téng cuia cac bién quan sat 16n
hon 0.3, do d6 dat yéu cau. Riéng nhan t6 YT véi
bién quan sat YH3 (0.057) c6 bién tong nho hon 0.3
nén bi loai. Sau khi loai bién thi hé sé Cronbach’s
alpha ctia nhan t nay 16n 0.6 nén dat yéu cau.

Sau khi hiéu chinh lugc bo bién quan sat YH3,
cac thang do cua cic yéu td va thang do Quyét
dinh st dung dich vu GDTT cua khach hang ca
nhan tai Ha Noi déu dat tinh tin cay va phu hop.
Tir d6, tac gia tiép tuc thuc hién phan tich nhan t6
kham pha EFA.

4.3. Phén tich nhén té khdam phd

4.3.1. Két qua phan tich kham phd nhin t6 voi
cdc bién déc lap

Sau khi kiém dinh d9 tin cay cac thang do cua cac
yéu td, phan tich nhan t6 kham pha dugc tién hanh
ddi véi cac bién doc 1ap va thu dugc két qua nhu sau:
Hé s6 KMO = 0.812 (thudc doan tir 0.5 dén 1).

Kiém dinh Barlett c6 ¥ nghia thong ké p-value =
0.000 (nh6 hon 0.05). Cac hé sb factor loading > 0.5.
Gia tri Eigenvalue > 1. Téng phuong sai gidi thich
= 71.266% (16n hon 50%). Tir 27 bién quan sat rit
trich vé& duoc 6 nhan t6 nhu mé hinh 1y thuyét.

Duya vao cac danh gia trén, co thé thr?iy viéc sur
dung phan tich kham pha nhan t6 véi tap dit liéu thu
thap duogc 1a phu hop. M6 hinh nghién ctru duoc gilr
nguyén nhu md hinh 1y thuyét ma khong phai diéu
chinh.

4.3.2. Két qua phan tich kham phd nhan t6 Quyét
dinh su dung dich vu GDTT cua khach hang ca nhdn
o Ha Noi

Két qua thu duoc sau khi phan tich khdam pha
nhan t6 su hai long cu thé: Hé s6 KMO béng 0.715
(thudc doan tir 0.5 dén 1). Kiém dinh Bartlett c6
nghia thong ké p - value = 0.000 (nhé hon 0.05).
Céc hé s factor loading > 0.5. Gia tri Eigenvalue >
1. Tong phuong sai giai thich = 81,275% (16n hon
50%). Tir 4 bién quan sat chi hinh thanh duy nhat 1
nhan t. Dya vao cac danh gia trén, co thé théy viéc
sir dung cac nhén t6 1a phu hop.

4.4. Cdc yéu to anh hwéng téi quyét dinh sir
dung dich vu gido duc truc tuyén cua khdach hang
cd nhén tai Ha Nji

Dé nhan dién muc d6 anh hudng cac yéu tb anh
huong dén quyét dinh st dung dich vu GDTT cua
khach hang ca nhan tai Ha Noi, mo hinh tuwong quan
téng thé ¢o dang: Y = f (X1, Xz, X3, X4, X5, X6)

Phuong trinh hdi quy tuyén tinh:

Y=Fo+B:t Xa+B2Xo+ B3 X5+ Ba Xa+ Bs X5 +
Ps X6 + &

Trong d6: Y: la bién phu thudc - quyét dinh sit
dung dich vu GDTT; Xi: Nang lyc cua nguoi day
truc tuyén; Xo: Tinh hitu ich ciia bai gidng truc
tuyén; Xs: Ho tro trong hoc tdp truec tuyén; Xu: Co
s6 ha tang va cong nghé; Xs: Anh huong xa hoi; Xs:
Y thire cong dé‘ng hoc tdp, &: Sai $6 ciia mé hinh.

Két qua kiém dinh hé s6 hdi quy cac bién va mirc
d6 phu hop ctiia mé hinh duoc thé hién ¢ Bang 2.

Bang 2. Bang phan tich héi quy céc yéu t6 anh hudng dén quyét dinh st dung dich vu
gido duc truc tuyén

Model Unstandardized Standardized t Sig. Collinearity Statistics
Coefficients Coefficients
B Std. Error Beta Tolerance VIF
1 | (Constant) 247 .286 3.117 .002
NL .362 .065 275 7.309 .000 .693 1.443
HI 496 .033 419 2.018 .046 .966 1.035
HT 211 .071 147 2.146 .034 .623 1.605
Cs 115 .055 .206 3.283 .001 792 1.262
AH 297 .034 210 3.412 .001 .095 1.105
YT .106 .039 .276 4.025 .000 722 1.385

Nguon: Két qua xit Iy 56 liéu, 2024
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Tir két qua mo hinh hdi quy tuyén tinh cho thiy, cac
bién doc 1ap déu c6 anh hudng tich cuc dén quyét
dinh str dung dich vu GDTT cuta khach hang ca nhan
tai Ha Noi, vi hé sb hdi quy cua cac bién doc lap déu
16n hon 0 v6i muc ¥ nghia théng ké cao (< 1 %).

Tur két qua hdi quy, quyét dinh st dung dich vy
GDTT cua khach hang ca nhan & Ha Noi duoc biéu
dién qua cong thirc sau day:

Qb=0.247 +0.362*NL+ 0.496*HI + 0.211*HT
+0.115*CS + 0.297*AH + 0.106*YT

Nhin chung, ca 6 yéu t& déu co tac dong dén
quyét dinh st dung dich vu GDTT cua khach hang
ca nhan & Ha Noi. Trong do, h¢ s6 Beta cua Tinh hiru
ich cia bai giang truc tuyén 14 cao nhit (0.496). Piéu
nay co y nghia, day 1a yéu t6 quan trong nhit trong
mo hinh anh huéng dén quyét dinh ctia khach hang.
Tiép dén, 1an luot 14 cac yéu t6 Ning luc ciia nguoi
day truc tuyén (0.362), Anh huong xa hoi (0.297),
HJ tro trong hoc tap truc tuyén (0.211), Co so ha
tang va cong nghé (0.115), Y thirc cong dong hoc
tap (0.106).

Phén tich ANOVA d6i v6i md hinh hdi quy da
bién cho thay, gi tri kiém dinh F c¢6 y nghia & mirc
théng ké 1% chung to rang mo hinh hoi quy xay
dung 13 phu hop v6i bo dir lidu thu thap dugc. Két
qua phan tich cac hé s6 hdi quy ciing cho thiy méi
quan hé twong quan ctia cac nhan té da chon khong
c¢6 hién tugng da cong tuyén, do hé sé phong dai
phuong sai ciia cac bién doc lap (VIF) déu nho
hon 2. Gi4 trj R? cia mé hinh téng thé bang 0.712
cho thiy, cac bién doc 1ap trong mo hinh giai thich
khoang 71,2% anh huéng clia cac nhan té dang xét
dén quyét dinh st dung cua khach hang, con lai
28,8% duoc giai thich boi anh huong cua cac yéu
t6 khac ngoai mo hinh.

5. Mot s6 khuyén nghi dé xuit

Dua vao két qua nghién ctru, tac gia dé xuit mot
s6 khuyén nghi t6i cac doanh nghiép kinh doanh
GDTT dé nang cao ting yéu tb, gia ting quyét dinh
cuia khach hang dbi voi viée str dung dich vu GDTT.

Thir nhat, chu trong t6i thiét ké khoa hoc truc
tuyén véi ndi dung cép nhat, ddi méi va sang tao.
No6i dung cang mdi mé, sang tao s€ cang thu hat
kha nang tuong tac cia hoc vién. Vi vay, cac doanh
nghiép can xdy dung 10 trinh dai han cho cac bai
giang, chu trong tuyén dung doi ngii nhan luc trong
linh vuc cong nghé gido duc (Edtech) dé thudng
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xuyén cdp nhat, ddi mai, sang tao ndi dung va hinh
thirc bai giang.

Thir hai, d6i véi cac hinh thie GDTT tuong tac
v6i ngudi hoc, doanh nghiép can tuyén chon doi ngii
gido vién c¢6 nang luc va trdch nhi¢m. Viéc giang day
qua tryc tuyén s& c6 nhiéu rao can trong viéc theo
doi, danh gia nang luc ctia nguoi hoc, vi vay, doi hoi
doi ngii giang day can c6 ky ning, chuyén mén va c6
kha ning truyén cam himng t6i ngudi hoc.

Thir ba, diu tu nghiém tac cho ha ting co so va
cong nghé trong kinh doanh GDTT. Béi GDTT la
dich vu duoc cung cap trén nén tang sb, phai dam
bao may chu t6t, kha ning lwu tri théng tin 16n, nén
tang dé dang tuong tac, an toan... Do vay, can dau tur
mot hé thong phan ctng tdi wu, dap tng tdi da nhu
cau ctia cac ddi twgng van hanh.

Thir tur, Tudn ting cudng hod tro nguoi hoc va tao
ra cong doéng nguoi hoc chia sé,  twong tac voi nhau.
Vi déc trung hoc tép truc tuyen ngudi hoc rat de
chan nan hoac luoi bleng néu khong c6 su tu van
kip thoi, hd trg va nhic nhé thuong xuyén. Dé khic
phuc tinh trang nay, cic doanh nghiép nén thiét lap
hé thong chim séc hoc vién chu déo va xay dung
dugc hé thong két ndi ngudi hoc, nguoi day va nguoi
quan tri.

Thir nam, ting cudng anh huong xa hoi bang
hoat dong truyén thong quang ba vé doanh nghiép
thong qua khach hang. Dich vy GDTT gin v&i nhu
cdu nang cao tri thirc, k§ nang va chi phi khong
nho. Do d6, khach hang ludn can nhic kj ludng
khi dwa ra quyét dinh sir dung dich vu nay. Quyét
dinh cua ho thuong bi tic dong boi nhing ¥ kién
cua nguoi than xung quanh va nhitng khach hang
da trai nghiém dich vu. Vi viy, doanh nghiép can
nang cao hoat dong cham soc khach hang mét cach
thuong xuyén, lién tuc, 1au dai dé chinh khach hang
tré thanh “dai st truyén thong hiéu qua nhit cho
doanh nghiép.

Trudce xu thé cach mang 4.0, GDTT trd thanh mo
hinh kinh doanh tiém niang ddi véi cac doanh nghiép
dau tu vao linh vuc giao duc, bén canh d6, mo hinh
nay con dong gbp vao viée xay dung nén kinh té tri
thirc, xa hoi hoc tap. Nghién ctru 1a mot tham khao
cho cac doanh nghiép nam bat dugc cac yéu tb anh
hudng t6i quyét dinh st dung dich vu GDTT cuta
khéch hang va tr d6 c6 nhiing gidi phap hi€u qua thu
huat khach hang trong tuong laim
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FACTORS AFFECTING THE DECISION
OF INDIVIDUAL CUSTOMERS TO USE ONLINE
EDUCATION SERVICES IN HANOI
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Faculty of Political Theory, Hanoi University of Science and Technology

ABSTRACT

This study explored the factors affecting the decision of individual customers to use online
education services in Hanoi. The survey data of 336 customers who have experienced the
service and potential customers was used for quantitative analysis, including exploratory factor
analysis (EFA) and linear regression. The study’s results show that there are six factors positively
impacting individual customers’ decisions, including (1) competence of online instructors, (2)
usefulness of online documents, (3) support in online learning, (4) infrastructure and technology,
(5) social influence, and (6) awareness of the learning community. Based on these results, the
study made some recommendations for online education service providers.

Keywords: decision, online education, individual customers, Hanoi.
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