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TOM TAT

Dé tai tap trung vao viéc nang cao viéc chap nhan sir dung Boston App théng qua mé
hinh chap nhan céng nghé (TAM) tai TP.HCM. Nghién ctru ndy danh gia cac yéu t tac
dong dén y dinh str dung (ng dung nhu nhan thie vé loi ich, su d& sir dyung, niém tin va
rai ro, cling anh huéng cua cac gié tri van hoa nhu khoang cach quyén luc va su khong
chic chan.

Téc gia da ap dung phwong phap nghién ciru dinh tinh (phong van chuyén gia, khao sat
Focus Group) va dinh lugng (phan tich dir liéu khao sét tir 514 mau). Két qua cho thay
cac yéu t6 nhu tinh hitu ich, d& sir dung, niém tin vao cong nghé co tac dong tich cuc dén
y dinh hanh vi sir dung Boston App, trong khi nhan thic rai ro c¢o tac dong tiéu cuc.
Nghién ctru cling nhdn manh sy can thiét cua viéc dao tao va hd tro cong nghé dé khuyén
khich nguoi dung, dac biét trong nhém khéach hang 16n tudi va it tiép xdc véi cong nghé.
Dua trén phan tich, tac gia dé xuat cai tién giao dién (ng dung, ting cuong bao mat dir
liéu, va trién khai céc chién luoc tiép can khach hang phu hop véi dic diém van hoa va
th6i quen mua hang. Nghién ctru dong gop co sa ly thuyét va thuc tién cho céc doanh
nghiép &p dung cong nghé nham cai thién hiéu qua kinh doanh va trai nghiém nguoi

dung.



CHUONG 1 TONG QUAN VE CONG TY DUQC PHAM BOSTON VIET NAM
VA XAC PINH VAN PE COT LOI

1.1.  Giéi thiéu tdng quan vé céng ty Dwec pham Boston Viét Nam

1.1.1 Giéi thiéu chung

La mot doanh nghiép Dugc duoc thanh lap tir nam 2007, Boston Pharma dwoc danh gia
la mot doanh nghiép non tré khi so sanh véi cac cong ty duoc lau doi trén thi truong nhu
Duoc Hau Giang, Imexpharm, Traphaco,... Nhung Boston Pharma hién nay lai duoc
biét dén 1a mot trong nhitg don vi san xuat dugc pham hang dau da git hai duoc nhiing
thanh céng vang doi trén thi truong Viét Nam va quéc té. Mang trong minh s& ménh vé
mot muc tiéu “Kién tao cong dong song khoe”, Boston Pharma khong ngirng cai tién
cdng nghé, hoan thién doi ngii nhan sy, nang cao ning luc san xuat va phan phdi. Tat ca
ludn dinh huéng theo 5 gié tri cét 16i: chat lwong, chuyén nghiép, trach nhiém, than thién,
cong hién.

Hanh trinh thanh lap cong ty:

Niam 2007: Thanh 1ap véi tén goi cong ty Dugc pham VITAR.

Niam 2008: Lién doanh véi Boston Pharmaceutical Inc USA d6i tén thanh cong ty cb
phan Dugc pham Boston Viét Nam.

Thang 06/2009: Dat gidy chiing nhan WHO-GMP (GLP, GSP).

Thang 01/2021: Ap dung thanh cong hé théng SAP-S4 HANA - Giai phap quan tri doanh
nghiép.

Thang 02/2022: 1 trong 3 cong ty Duoc dau tién dugc Cuc Quan 1y Duoc Viét Nam cap
phép san xuat thudc diéu tri COVID-19: Molravir 400 — Molnupiravir.

Thang 09/2022: Hoan thanh danh gia dat EU-GMP tir co quan quan Iy dugc pham Bo
bao Nha.

Thang 11/2022: Pat ching nhan doanh nghiép khoa hoc va cong nghé tir Bé Khoa hoc,
Cong nghé.

Thang 12/2022: Pat danh hiéu Top 10 thuong hiéu hang dau Viét Nam nam 2022.



Va mai nhit, Boston Pharma d3 dwoc cip gidy ching nhan EU-GMP tir Co quan quan
Iy Dugc pham B6 Pao Nha. Panh dau budc phat trién vuot bac dé nang cao chét luong
san pham va 14 tién dé& dua Boston Pharma vuon xa hon trén thi truong Duoc qudc té.
(Boston Pharma, 2024)

1.1.2 Co ciu to chirc

Cong ty Cb phan Duoc pham Boston Viét Nam cé co ciu t6 chire rd rang va dugc phan
chia thanh nhiéu cip bac, bt dau tir Pai hoi ddng ¢ dong - co quan cao nhét cua cong
ty, c6 quyén quyét dinh nhitng van dé quan trong trong hoat dong va dinh huéng phéat
trién caa cong ty. Hoi dong quan tri 1a co quan quan ly truc tiép va giam sat viéc thyc
hién cac muc tiéu chién luoc ma Pai hoi ddng c6 dong da dat ra. Ping dau Hoi dong
quan tri 12 Chu tich - Téng Giam ddc, ngudi chiu trach nhiém chinh trong viéc diéu hanh
toan bo cac hoat dong kinh doanh cua cong ty va dam bao moi hoat dong cua cong ty
dién ra theo dung dinh huéng. Dudi sy lanh dao cia Chu tich - Tong Giam dbc, cong ty
duogc chia thanh cac phong ban chiic ning cu thé nhu sau:

e Khéi Tai chinh: Ptng dau 1a Giam déc Tai chinh, phy trach quan ly tai chinh va
cac hoat dong ké toan cua cong ty, dam bao ngudn vén va ngan sach duoc phan
bd hop ly. Khéi nay bao gom Phong Ké toan - phu trach cac van dé lién quan dén
hach toan, bao cao tai chinh, va Phong Mua hang - chiu trach nhiém mua sam vat
tu, nguyén liéu phuc vu san xuat va kinh doanh.

e Ph6 Tong Giam déc phuy trach Cung tng: Nguoi ndy chiu trach nhiém giam sét
va quan ly cac hoat dong cung &g, xuat nhap khau cua cong ty. Bo phan nay bao
gom Truong phong Xuat khau va cac don vi chuyén mén khac nham dam bao
ngudn cung cip nguyén liéu, san pham dién ra tron tru va dang thoi han.

e Pho Tong Giam déc Kinh doanh: Dam nhan vai trd xay dung va thyuc hién chién
lugc kinh doanh, phét trién thi truong va day manh doanh s6. Khéi nay bao gom
Canh bao Cham s6c Khach hang va cac phong ban nhu Phong Kinh doanh OTC,



Kinh doanh ETC, Kinh doanh du an, dam bao phu rong mang ludi ban hang va
cham soc khach hang mot cach toan dién.

Khdi Marketing: Puoc quan ly bai Giam dbc Marketing, ¢6 nhiém vu quang ba
thuong hiéu, 1&n ké hoach marketing va té chirc cac chién dich quang cao nham
tang cudng nhan dién thuong hiéu va day manh tiéu thy san pham.

Ph6 Tong Giam déc phu trach Phét trién Nhan su va Dau tu: Chiu trach nhiém
phét trién va dao tao ngudn nhan luc, xay dyng méi truong lam viéc chuyén
nghiép, cling nhu tim kiém céac co hoi dau tu tiém niang. Cac phong ban nhu Phong
Hanh chinh Nhan su va Phong Pau tu s& hd trg thuc hién cac chinh sach va ké
hoach phat trién ngudn nhan luc.

Giam doc San xuat: Nguoi nay diéu hanh toan bo hoat dong san xuat cia cong ty,
bao gébm viéc giam sét chat luong, quy trinh va ning suét lao dong tai nha may.
Phong ban nay dugc chia nho thanh céc to san xuat, nham dam bao chat luong
san pham dat chuan va dap @ng nhu cau thi trudng.

Giam déc Ké hoach: Chiu trach nhiém vé viéc 1ap ké hoach va diéu phéi hoat
dong san xuat, dam bao ngudn luc dugc phan bo hiéu qua. Phong Ké hoach gidp
du béo nhu ciu, 18n ké hoach san xuit va diéu phdi cac ngudn luc mot cach khoa
hoc.

Giam dbc Khdi Chat lugng: Dam nhan vai trd giam sat va kiém soét chat luong
san pham tir giai doan san xuat dén khi xuat xuong, dam bao tuan tha céc tiéu
chuan chat lugng cao nhat. Khdi Chét lugng gom cac phong nhu QA, QC, va cic
don vi hd tro khac nhu Vi sinh, Héa 1y, Phong kiém nghiém nguyén liéu va béan
thanh pham, nham dam bao san pham dat chuan chat luong qudc té.

Giam dbc Trung tdm Nghién cau - Phat trién Chuyén giao: Chiu trach nhiém
nghién cru, phat trién san pham mai va chuyén giao cong nghé. Trung tdm nay
c6 vai trd quan trong trong viéc sang tao va cai tién san pham nham dap (ng nhu

cau thi truong va nang cao stc canh tranh caa cong ty.



Ngoai ra, cong ty con ¢ Ban Kiém soat noi bd nham dam bao cac hoat dong cua cong
ty tuan tha cac quy dinh phap luat, dong thoi gidm séat cac rui ro trong qua trinh hoat
dong. Toan bo co cu td chire duogc thiét 1ap nham dam bao moi hoat dong cua cong ty
dién ra mot cach chuyén nghiép, hiéu qua va dong nhat, gép phan xay dung thuong hiéu
Boston vitng manh trén thi truong duoc pham.

1.1.3 Ung dung cong nghé 4.0 — Boston App

Trong nhirng nim gan day, cac xu huéng céng nghé méi trong cudc cach mang Cong
nghiép 4.0 d c6 nhirng tac dong manh mé dén cac hoat dong kinh té va van hanh cua
doanh nghiép. Viéc &p dung cong nghé mai da tao ra nhirng hudng di mai trong viéc van
hanh va phat trién cong ty. Tai Viét Nam, viéc ap dung cong nghé 4.0 ciing dugc nha
nuéc va cac doanh nghiép thuc hién, ¢ nhiéu cach dé ap dung va cach thudng thay nhat
13 “Chuyén doi s6”, day ciing dugc nha nudc xem 1a mot ké hoach phat trién nham muc
dich phat trién cac doanh nghiép ¢ nang luc di ra toan cau (QD s6 749/QP-TTg cua
Tha tuéng chinh pha, 2020). Céng ty C6 phan Duoc pham Boston Viét Nam, mét trong
nhitng cong ty Duoc tién phong trong viéc ap dung cong nghé 4.0 vao hoat dong kinh
doanh.

Boston Pharma di tap trung dau tu vao chuyén doi s6 va ap dung thanh cong tri tu¢ nhan
tao Al clng nén tang quan tri hé théng doanh nghiép nhu: SAP S4HANA, App Boston
Sale giup khach hang chii dong dat hang. Hé thong tong dai cham soc khach hang tu
dong Voicebot Al, Chatbot. Robot office tng dung trong xuat hoa don, duyét don hang
tu dong va hé sinh thai Base dé quan ly céng viéc.

Trong d6 noi bat nhat 12 vao thang 2/2021, Boston Pharma ra mat Boston App, gitp trinh
dugc vién va khach hang d& dang 1én don hang, theo ddi doanh sd, thoi gian van chuyén
don, kiém soat cdng ng mot cach dé dang. Pai dich Covid-19 bing phét khién moi nguoi
déu bi cach ly nhung nho ¢ Boston App, cac cdng viéc déu dién ra mot cach thuan loi,
thudc va céc thiét bi y té van tgi tay khach hang mot cach nhanh chéng va kip thoi. Co

thé noi thoi diém gidn cach x& hoi 1a mot thude thir ddi véi cac doanh nghiép, nhiing



doanh nghiép bit kip voi xu hudng cua thi trudng s& tao ra nhitng loi thé canh tranh d6i

V61 cac cong ty 1au ndm trén thi truong.

1.2  Thuc trang hién nay cua Boston App

1.2.1 Thuc trang hién nay caa Boston App

Viéc ap dung Boston App vao qué trinh 1am viéc cua trinh dugc vién di mang lai nhiéu
loi ich, gilp nang cao hiéu qua cdng viéc va tiét kiém thoi gian cho ca trinh duoc vién
Idn khach hang. Nhd Boston App, céac trinh duoc vién c6 thé dé& dang quan 1y don hang,
cap nhat thong tin san pham, theo ddi tién trinh don hang va cham séc khach hang mot
cach chuyén nghiép hon. Khach hang ciing ¢ thé tu minh dit hang trén tng dung ma
khong can sy c6 mat truc tiép cua trinh duoc vién, gilp tiét kiém thoi gian va ting sy
linh hoat trong viéc mua sam. Dac biét, trong giai doan gidn cach xa hoi khi viéc di lai
gap nhiéu kho khan va ngudn cung hang hoa khan hiém, Boston App da tro thanh mot
cong cu thiét yéu, cho phép cac nha thude co thé tiép can nguon hang ma khong can phai
gap truc tiép trinh dugc vién.

Tuy nhién, khi tinh hinh dich bénh dwgc kiém soat va cudc song dan tro lai “binh thudng
méi”, viéc di chuyén cua trinh duoc vién khong con bi han ché. Khach hang gio day c6
xu huéng mudn dat hang truc tiép mdi khi trinh duge vién ghé tham thay vi sir dung app.
Trong béi canh d6, khi mot nha thude c6 thé tiép tir 5-10 trinh duoc vién cua cac cong
ty dugc pham khéac nhau mdi ngay, viéc dat hang ngay khi gap truc tiép trinh duoc vién
s& gilp nha thudc nhanh chéng nhan duogc cac san pham can thiét va tao loi thé canh
tranh cho cac cong ty duoc pham trong viéc chdt don ngay tai chd. Vi thé, Boston App
tuy van mang lai nhiéu tién ich nhung khéng hoan toan thay thé duoc hinh thirc ban hang
truyén thdng trong giai doan hién tai, khi tinh canh tranh trong nganh dwgc pham tro nén
ngay cang gay gat.

MGt thach thirc khac trong viéc thuc day khach hang sir dung Boston App la théi quen
mua hang truyén thng cua nhiéu chii nha thude, dac biét 1a nhirng ngudi trung nién hoac

I6n tudi. Ho it c6 thoi quen st dung céc tng dung céng nghé dé dat hang, thay vao d6



ho Van uu tién goi dién hodc dit hang truc tiép khi trinh dugc vién ghé tham, boi day 1a
cach thic ma ho cam thay quen thudc va an toan hon. D véi nhdm khach hang nay,
viéc thay doi th6i quen sir dung app dé dat hang co thé 1a mot tro ngai 16n, doi hoi phai
c6 s hd tro tan tinh va kién tri tir phia cong ty cling nhu trinh duoc vién.

Bén canh d6, khong phai tit ca cac trinh duoc vién déu thanh thao vé cong nghé. Mot sb
trinh dugc vién, dic biét 1a nhimg ngudi it tiép xdc véi cac cong cu ky thuat sb, co thé
gap kho khan khi str dung Boston App va khong thé hd tro khach hang ngay lap tac khi
ho gap van dé hoac thac mac vé cach s dung ung dung. Piéu ndy dan dén viéc khach
hang, di c6 mong mudn trai nghiém tng dung, nhung lai khong dwgc huéng din mot
cach tan tinh, gay ra nhitng han ché trong viéc khuyén khich khach hang chuyén sang st
dung app. Vi vay, dé ting tinh hiéu qua cua Boston App, can c6 cac khoa dao tao vé
cdng nghé cho trinh duoc vién, nham gitp ho nam viing cach thic sir dung app va hd tro
khach hang mot cach hiéu qua hon.

T6m lai, mac du Boston App da mang lai nhiéu gié trj trong viéc hd tro ban hang va quan
1y khach hang, nhung dé @ng dung c6 thé phét huy hét tiém ning, cong ty can phai can
nhic dén cac yéu té vé thdi quen cua khach hang, su canh tranh tai diém bén, va trinh do
cbng nghé cua trinh dugc vién.

1.2.2 H¢ luy cia viéc khach hang khéng sir dung Boston App thwong Xuyén

Hién nay, cling mot hoat chét c6 rat nhiéu san pham khac nhau cia nhimng cong ty duoc
khac nhau, nha thuéc c6 thé tu do lra chon san pham phi hop. Vi vay viéc thay thé thude
cua cong ty nay bang cong ty khéac va khién doanh sé cua cong ty tai nha thudc bj rét 1a
van dé Iuu y hang dau. Nham han ché duoc van dé do, thong thudng cac TDV sé viéng
tham nha thudc 1-2 lan/thang dé dam bao khach hang nhé tgi cong ty. Tuy nhién, hién
tai & Boston trung binh 1 trinh dugc vién chiu trdch nhiém tir 200 — 250 khach hang, va
viéc dam bao viéng tham déu din tat ca cac khach hang trong thang 1a mét thach thic
I6n vi nhitng 1y do nhu: khach hang déng cira, ton kho cua khach con nén khéach hen cudi

thang,...



Vi vy, viée thuc day khach hang chu dong st dung Boston App s& gilp giai quyét duoc
van dé thiéu hang khi khach can ma khong phai dbi sang hang khéach 1am ton that doanh

s6 cua cong ty.



CHUONG 2 CO SO LY THUYET VA MO HINH NGHIEN CUU

2.1  Céc ly thuyét sir dung

2.1.1 Khung ly thuyét Cong nghé - Té Chirc — Méi trwong (TOE)

Ly thuyét nay cho rang ba yéu té cong nghé, to chirc va mdi trudng co tac dung dinh
hinh viéc nhan thirc va ap dung cac céng nghé mai vao van hanh doanh nghiép (L.G.
Tornatzky, M. Fleischer, 1990). Trong do:

Nhom yéu té Cong nghé tap trung vao loi ich, tinh twong thich, do phic tap, kha ning
tiép cap hd tro ki thuat va nguon luc dé ther nghiém va ap dung cong nghé méi.

Nhom yéu té T6 chirc dé cap dén quy md va ngudn lyc (tai chinh, nhan su va co so vat
chat) cua doanh nghiép, dé dam bao sy san sang trong viéc dau tu vao cac cong nghé
méi. Ngoai ra yéu té vin héa doanh nghiép va sy dong thuan tir phia d6i ngii 1anh dao
cua doanh nghiép ciing 1a mét trong nhitng yéu té then chét can phai luu y.

Nhom yéu té Moi truong dé cap dén xu hudng thi trudng, doi thu canh tranh, mic do
d6i mai trong nganh. Su da dang hda trong nhu cau caa khach hang va céch chinh sach,
quy dinh anh huéng dén viéc &p dung céng nghé

Khung Iy thuyét TOE gitp doanh nghiép xac dinh duoc cac yéu té then chét, tir d6 danh
gia kha nang thanh cong va xay dung chién lugc phat trién bang viéc ap dung cong nghé
méi vao van hanh doanh nghiép. Tuy nhién van con mot sb yéu té bén ngoai hay yéu tb
kho do luong nén phai luu  toi wu va nhuge diém caa no.

2.1.2 M@ hinh chip nhan cong nghé (Technology acceptance model — TAM)

M6 hinh chap nhan cng nghé TAM (Technology Acceptance Model) 1a mét cong cu
duogc st dung rong rai dé giai thich va dy doan hanh vi 4p dung cong nghé méi ctia nguoi
tiéu ding vao trong cdng viéc va doi séng caa ho. M6 hinh nay duoc gisi thiéu dau tién
vao nam 1986 bgi Fred Davis va nhanh chong duoc &p dung vao nhiéu nganh nghé khéc
nhau. M6 hinh ban dau cua (Davis, 1986) dé cap téi 2 yéu té:



Nhan thic duoc su hiru ich (Perceived Usefulness): Pay 1a mirc d6 ma nguoi tiéu dung
tin rang viéc ap dung cong nghé mai vao cac quy trinh sé& gilp cho cdng viéc cua ho dat
duoc hiéu suit cao.

Nhan thac duoc sy dé sir dung (Perceived Ease of Use): Muc d6 ma ngudi tiéu ding tin
rang s& khéng mat qué nhiéu thoi gian dé nghién ctu va thir nghiém cho viéc sir dung
céng nghé méi mot cach thanh thao.

Xuat hién dau tién vao nim 1986 tGi nay, trong thoi dai 4.0 ngay cang nhiéu cong nghé
méi va viéc ca nhan hoa cta nguoi tiéu ding. Viée nguoi tiéu dung quyét dinh chap nhan
hay tir chéi sir dung cdng nghé méi van 1a mot cau hoi kho. Vi vay TAM da duogc phét
trién dé tro thanh mot moé hinh quan trong trong viéc dy doan hanh vi ciia ngudi tiéu
dung ddi véi viéc ap dung mot cong nghé mai.

2.1.3 Ly thuyét Péi méi Sang tao (Disruptive Innovation Theory)

Ly thuyét duoc phét trién nham muc dich giai thich cac thirc ma cac doanh nghiép cé thé
xam nhap va chiém thi phan tir nhitng doanh nghiép lau doi trén thj truong. Bang cach
dua ra nhiing san pham va dich vu méi dap tmg dugc cac nhu cau chua dugce dap ung
cua khéach hang. (Christensen, C., Raynor, M. E., & McDonald, R., 2013). Pic diém cua
d6i mai sang tao 1a khong wu tién vao cai tién san pham, dich vu ma tao ra nhiing san
pham mai, dich vu méi la dap ung nhu cau mai caa khach hang. Céac doanh nghiép lau
doi thuong da c6 tép khach hang trung thanh, do d6 ho thuong tap trung vao cai tién chat
lugng san pham va dich vu. Vi vay ho thuong bo qua cac nhu cau méi cua khach hang
do sy thay ddi cua thi trudng va cdng nghé. Nhitng yéu té d6 1a co hoi cho cac doanh
nghiép mai chen chan va phat trién trén thi truong.

Do6i méi sang tao dugc chia thanh 3 giai doan chinh: hinh thanh, ting truéng va thong
tri. O mdi giai doan, doanh nghiép déu phai xac dinh co hoi thi trudng, cac chién luoc

canh tranh hiéu qua va su thich tng ddi véi su thay ddi cua trudng.



Dién hinh nhu viéc Vi Momo niam bit duoc su chuyén dich xu huéng cia nguoi tidu

dung thanh c6ng chen chan vao thi truong giao dich tai chinh cua Viét Nam, noi trudc

day la san choi cua cac 6ng I6n trong nganh tai chinh va ngan hang. (Momo, 2023)

2.2

Cac Nghién ciru lién quan d@én ly thuyét

2.2.1 Téng quan cac nghién ciru trudc day

Bang 2-1 Tap hop céc nghién ctru lién quan dén thuyét TAM

Perceived
Perceived ) Perceived Subjective | Behavioral
L. Ease of Perceived Cultural ]
Tac gia Usefulness | Trust Norms Intention
use Risk (PR) value
(PU) (PT) (SN) (Bl
(PEOU)
(Sri Rahayu
Natasia*, X X X
2022)
(Gustita
Arnawati X X X
Putri, 2023)
(Naveed
) X X X
Saif, 2024)
(Nisar
Ahmed X X
Dahri, 2024)
(Ahmad
Samed Al-
X X X X
Adwan,
2023)
(Forster,
X X X X
2024)
(Vilde
Christiansen, X
2022)
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Perceived
Perceived ) Perceived Subjective | Behavioral
L e Ease of Perceived Cultural )
Tac gia Usefulness . Trust Norms Intention
use Risk (PR) value
(PU) (PT) (SN) BI)
(PEOUV)
(C. Metallo,
X X X X X
2022)
(Zhang,
X X X X X
2024)
(Syeda
Ayesha
X X X X X X
Kamal,
2020)
(Hamaad
Rafique, X X X
2019)
(Francesca
Sanguineti, X
2024)
(Hyeon Jo,
X X X X
2023)
(Mensah,
X X X X
2022)
(Cansu
Turker, X X X X X
2022)
(Imlawi,
X X X X
2023)
(Grace B.
McKee, X X X X
2021)
(Shu-Lung
X X X X
Sun, 2019)
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Tac gia

Perceived
Ease of
use
(PEOUV)

Perceived
Usefulness
(PU)

Perceived
Risk (PR)

Perceived
Trust
(PT)

Cultural

value

Subjective
Norms
(SN)

Behavioral

Intention

(BD)

(De Mesa
RYH, 2023)

(Jie Xiong,
2023)

(Tan S-H,
2024)

(Turan AH,
2024)

(Steffi
Alexandra,
2021)

(Wenjuan
Fan, 2020)

(Yeunhee
Kwak, 2022)

(Walle AD,
2023)

(Ali
Abdallah
Alalwan,

2018)

(Min-Fang
Tsal,
2019)

(Junghyo
Lee, 2019)
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C6 rat nhiéu phién ban mé rong cua TAM d3 dugc nghién ciu va chieng minh tinh kha
thi cia n trong nhiéu linh vuc, ngoai hai bién chinh 1a PEOU va PU, céc bién khac ciing
dugce dé cap téi nhu Perceived Risks (PR) da duoc dé cap trong nghién ciu (Ahmad
Samed Al-Adwan, 2023), (Vilde Christiansen, 2022), (Syeda Ayesha Kamal, 2020),
(Mensah, 2022), (Min-Fang Tsai, 2019) déu chi ra rang nhan thic vé su rui ro s& gay tac
d6ng tiéu cuc dén y dinh &p dung céng nghé mai. Nhitng lo ngai nay thudng mang tinh
chu quan, dya trén kinh nghiém, thong tin san ¢6 va nhitng quan niém ca nhan. Chiing
c6 thé anh huong lén dén quyét dinh c6 nén ap dung cong nghé maéi hay khong, ciing
nhu toe do va quy md cua qué trinh ap dung. C6 nhiéu rai ro dugce dé cap nhu rai ro tai
chinh, ky thuat,.. tuy nhién rai ro dugc nhiéu ngudi quan tdm nhat 1 rai ro ro ri thong
tin c& nhan.

Trong cac nghién ctru cua (Nisar Ahmed Dahri, 2024), (Zhang, 2024), (Syeda Ayesha
Kamal, 2020), (Cansu Turker, 2022), (Wenjuan Fan, 2020), (Ali Abdallah Alalwan,
2018) yéu té Perceived Trust (PT) — nhan thic niém tin 1a mac d6 tin tuéng ma mot ca
nhan hoic to chac danh cho mot cong nghé mai. Pay 1a mot yéu té thm Iy quan trong,
anh huong truc tiép dén quyét dinh ¢ nén &p dung céng nghé d6 hay khong. Noi cach
khac, d6 1a mirc 46 ma ngudi dung tin rang céng nghé mai sé hoat dong nhu dy kién, an
toan va dang tin cay dong thoi né ciing duoc chirng minh 1a c6 anh huong tich cuc dén
y dinh st dung c6ng nghé maéi.

Hau hét cac bai nghién ctru déu chi ra rang cac dic diém riéng biét vé viing mién, phong
cach sdng va cac gia tri van hoa trong doanh nghiép ctia mdi noi khac nhau s& cho ra két
qua khac nhau, tiéu biéu cac nghién ctru caa (C. Metallo, 2022), (Zhang, 2024), (Syeda
Ayesha Kamal, 2020), (Hyeon Jo, 2023), (Imlawi, 2023), (De Mesa RYH, 2023), (Jie
Xiong, 2023), (Junghyo Lee, 2019) da chirng minh céc gié tri van hoa dong vai tro quan
trong trong viéc dinh hinh cach ching ta nhin nhan, tiép nhan va ung dung céng nghé
méi. Nhitng gié tri ndy tao nén mot bo loc, anh huong dén cach ching ta danh gia loi

ich, rai ro va su phi hop cua cong nghé véi bdi canh vin héa doanh nghiép.
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T6m lai, d6i véi cac nghién ciru tir truée dén nay déu chi ra rang ngoai hai yéu té chinh
la Nhan thire su dé st dung (PEOU) va Nhan thte sy hitu ich (PU) anh huong dén ¥ dinh
sir dung c6ng nghé thi cac yéu té khac nhu: Nhan there su rai ro, niém tin 1a hai yéu t6
c6 tac dong quan trong ddi vai y dinh str dung cia khach hang va céc yéu té vé van hoa
(khoang cach quyén luc, sy khdng chéc chén) ciing c6 tac dong dang ké. Mot sb tac gia
nghién ciru vé sy anh huéng cua nhan thic rai ro hoic niém tin tac dong dén ¥ dinh st
dung, hoic viéc cac gia tri van hoa (khoang cach quyén luc, su khdng chic chan) anh
huong dén quyét dinh sir dung cong nghé trong doanh nghiép. Tuy nhién, di véi thi
truong Viét Nam trong nganh duoc chua c6 tac gia ndo nghién ciru day du céc yéu to
trén clng anh huéng dén y dinh sir dung cong nghé trong do c6 su tac dong cia van hoa

doanh nghiép. Vi vy mé hinh d& xuat nhu sau:

Perceived Framework
~popived R erceive
Perceived Risk ‘ TAM
\ Ease ol use
Hé H1
H3
H7 HE '\-\ Behavioral Actual System
/ Intention 1 Use
H2
HS He
L 4 -4
Perceived Trust 14 Perceived
Usefulness
Uneertainty Power distance
avoidance (UC) (P}

Hinh 2-1 Mb hinh nghién ctru d& xuét
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2.3 Khung ly thuyét va phat trién cac gia thuyét:

2.3.1 M@ hinh chip nhan cong nghé (Technology Acceptance Model - Tam)

M6 hinh chap nhan cong nghé TAM (Technology Acceptance Model) 1a mét cong cu
duogc st dung rong rai dé giai thich va dy doan hanh vi 4p dung cong nghé méi ctia nguoi
tiéu ding vao trong cdng viéc va doi séng caa ho. M6 hinh nay duoc gisi thiéu dau tién
vao nim 1986 bai Fred Davis va nhanh chong duoc 4p dung vao nhiéu nganh nghé khéc
nhau. M6 hinh ban dau cua (Davis, 1986) dé cap toi 2 yéu té:

Nhan thirc duogc sy hitu ich (Perceived Usefulness): Pay 1la mirc d6 ma nguoi tiéu dung
tin rang viéc ap dung cong nghé mai vao cac quy trinh sé& gidp cho cdng viéc cua ho dat
duoc hiéu suat cao.

Nhan thac duoc sy dé sir dung (Perceived Ease of Use): Muc ¢ ma ngudi tiéu ding tin
rang s& khong mat qua nhiéu thoi gian dé nghién ctu va thr nghiém cho viéc sir dung

céng nghé méi mot cach thanh thao.

Xuat hién dau tién vao nim 1986 tGi nay, trong thoi dai 4.0 ngay cang nhiéu cong nghé
méi va viéc ca nhan hoa cta ngudi tiéu ding. Viée nguoi tiéu ding quyét dinh chap nhan
hay tir chdi sir dung céng nghé mai van 1a mot cau hoi kho. Vi vay TAM da duoc phat
trién dé tro thanh mot moé hinh quan trong trong viéc dy doan hanh vi ctia ngudi tiéu
dung dbi véi viéc &p dung mot céng nghé mai. C6 rat nhiéu phién ban mé rong cia TAM
da duoc nghién ctu va chirng minh dugc tinh hitu ich cta né trong cac nganh da dang
khac nhau ké ca y té. Cac nghién ctru truéc day da chi ra y dinh hanh vi bi anh huéng
d6ng thoi bai nhan thicc sy d& st dung va su hitu ich (Nisar Ahmed Dahri, 2024),
(Forster, 2024), (Zhang, 2024), (Syeda Ayesha Kamal, 2020), (Mensah, 2022), (Imlawi,
2023), (Steffi Alexandra, 2021), tuy nhién ciing c¢6 cac nghién ctru ching minh rang chi
c6 nhan thire su dé sir dung 14 ¢6 tac dong dén ¥ dinh hanh vi (Naveed Saif, 2024), (Walle
AD, 2023), hoac nguoc lai chi ¢6 nhan thirc sy hiru ich c6 tac dong (Gustita Arnawati
Putri, 2023), (Ahmad Samed Al-Adwan, 2023), (Hyeon Jo, 2023), (Cansu Ttrker, 2022),

(Shu-Lung Sun, 2019). Céc nghién ctru cling nhan ra rang nhan thirc sy dé st dung c6
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tac dong tich cuc dén nhan thtc sy hitu ich (Sri Rahayu Natasia*, 2022), (Hamaad
Rafique, 2019), (Tan S-H, 2024). Do d6 tac gia dé xuat ba gia thuyét sau:

H1. Nhan thirc dugc sy dé sir dung (Perceived Ease of Use - PEOU) ¢6 anh huong tich

cuc dén Y dinh hanh vi (Behavioral Intention — BI)

H2. Nhan thirc duoc su hitu ich (Perceived Usefulness - PU) ¢6 anh huéng tich cuc dén
Y dinh hanh vi (Behavioral Intention — BI)

H3. Nhan thtac duoc sy dé sir dung (Perceived Ease of Use - PEOU) c6 anh huong tich

cuc dén Nhan thize dugc su hitu ich (Perceived Usefulness - PU)
2.3.2  Nhan thic niém tin - Perceived Trust (PT)

Perceived Trust (PT) dugc dinh nghia 1a mtc do tin tuéng ma ngudi dung co ddi Voi
cdng nghé hoic dich vu, anh hudng dén quyét dinh sir dung cuaa ho. Trong cac nghién
ctru trude day Yan Zhang (2024) chi ra rang: "Niém tin c6 tac dong tich cuc dén nhan
thire duoc su hitu ich," cho thay rang su tin twong khdng chi anh huong dén cam nhan
vé gia tri sir dung ma con c6 vai trd trung gian quan trong trong méi quan hé giira cac
yéu t6 khac. Trong linh vuc y té, nghién ciu cia Syeda Ayesha Kamal et al. (2020) ciing
nhan manh rang: " Niém tin anh huong tich cuc dén ¥ dinh sir dung dich vu y té tir xa,"
cho thay rang sy tin tuang 1a mot yéu té chinh trong viéc hinh thanh y dinh st dyung dich
vu Y té truc tuyén. Khach hang c6 su lo ngai nhat dinh ddi voi viéc cung cip thdng tin
cho céc tai khoan thanh toén truc tuyén, diéu d6 dugc thé hién rd qua nghién ctu cua
Cansu Tiirker (2022) cho thay: " Nhan thirc niém tin c6 tac dong dang ké déi véi viéc ap
dung céc dich vu ngan hang di dong," diéu nay ching minh rang su cam nhan vé niém
tin ¢ thé anh hudng dén viéc chap nhan cac dich vu s dung thanh toan ngan hang di

dong. Tir nhixng nghién ciru trén, ta c6 gia thuyét sau:

H4. Niém tin (PT) ¢ anh hudng tich cuc dén Nhan thirc dugc sy hitu ich (Perceived
Usefulness - PU)
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H5. Niém tin (PT) c6 anh huéng tich cuc dén Y dinh hanh vi (Behavioral Intention — BI)
2.3.3 Nhan thire dwoc rii ro - Perceived Risk (PR)

Perceived Risk (PR) hay Perceived Cyber Risk (PCR) dugc dinh nghia 1a mirc d6 lo ngai
ma ngudi ding cam nhan vé cac rai ro lién quan dén viéc sir dung cong nghé, dic biét la
trong méi trudng truc tuyén. Trong cac nghién ciu trude ddy, Putria et al., (2023) chira
rang: " Nhan thirc duoc rai ro can tré viéc chap nhan cdng nghé méi* cho thay rang su
nhan thie dugc rai ro ¢ thé 1am giam ¥ dinh st dung cac cong nghé mai trong cong
viéc va cudc song. Mic khac nghién ctiu caa Kamal et al., (2020) da nhan manh rang: *
Mtrc d6 nhan thuc rai ro cao cé thé dan dén giam long tin vao cac dich vu truc tuyén,”
cho thay rang PR/PCR khdng chi anh huéng dén y dinh sir dung ma con 1am giam niém
tin ctia khach hang vao cac dich vu truc tuyén. Nguoc lai nghién ctu caa Dahri et al.,
(2024) lai chi ra rang "Cac yéu t6 nhu d6 tin cay va tinh hitu ich cé thé lam giam cam
giac rui ro" Diéu nay cho thay rang néu nguoi ding cam thay cong nghé déng tin cay va
hitu ich, ho s& it cam thay rui ro hon. CAc nghién ctru trude dy da chi ra raing nhan thic
duogc rai ro (PR) dong vai trd quan trong trong viéc hinh thanh quyét dinh cua nguoi
dung khi twong tac véi cdng nghé, dac biét I1a trong bi canh truc tuyén. Qua d6 ta co cac

gia thuyét sau:

H6. Nhan thic rai ro (PR) ¢6 anh huéng tiéu cuc dén Y dinh hanh vi (Behavioral

Intention — BI)
H7. Nhan thac rai ro (PR) va Nhan thizc niém tin (PT) ¢6 tac dong nghich chiéu lén nhau

H8. Nhan thuc rai ro (PR) va Nhan thic su hitu ich (PU) ¢6 tac dong nghich chiéu 1én

nhau
2.3.4 Giatrjvan héa — Khoang cach quyén luc va sw khong chic chan

Khoang cach quyén luc: Pay 1a mtc do ma cac thanh vién trong mot doanh nghiép chap

nhan su phan chia quyén luc va anh huong giira cac ca nhan va nhém. "Khoang céch
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quyén luc cao c6 thé din dén sy chap nhan dé& dang hon ddi véi cac quyét dinh tir cap
trén" (Metallo et al., 2022). Piéu nay cho thiy riang trong nhitng nén vin hoa cé khoang
cach quyén luc 16n, nhan vién thuong it dat cu hoi vé quyén lec va quyét dinh cua
nhitng ngudi 1anh dao. Do d6, nhitng c& nhan nay sé& c6 xu hudng bi anh huong nhiéu

hon khi quyét dinh ¢ nén ap dung cong nghé hay khéng.

Su khong chic chin: Day 1a mirc 6 ma mot doanh nghiép cam thiy thoai méi véi su
khdng chéc chan va khéng ré rang trong cudc séng. "Céc doanh nghiép cé su khong chac
chan cao thudng c6 xu hudng tim kiém quy tic va ciu trac dé giam thiéu cam giac khong
chic chan" (Saif et al., 2024). Diéu nay chi ra rang trong nhiing nén vin héa nay, nhan
vién c6 thé co xu hudng tim kiém sy 6n dinh va rd rang trong cac quy trinh va quy dinh
va dong thoi trong bdi canh nay, khi dong nghiép, cap trén hoic ban bé chia sé kinh
nghiém ca nhan va nhan thic vé cong nghé méi s& giam su khdng chac chan ddi véi y

dinh str dung cong nghé mai. Qua dé ta co 1 gia thuyét:

H9. Méi quan hé giita y dinh hanh vi st dung va quyét dinh str dung cong nghé duoc

diéu chinh bai c4c gid tri van hoa 1a khoang cach quyén luc va tranh sy khéng chac chan
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CHUONG 3 PHUONG PHAP NGHIEN CcUU

Téc gia da sir dung mo hinh phuong trinh c4u trac dé kiém tra mé hinh nghién ciru cua
minh. DAu tién, tdc gia phét trién cac thang do dua trén cac nghién ctru trude d6. Sau do
tién hanh khao sat dé thu thap dir liéu. Cudi cing, st dung SPSS dé phan tich mé hinh
do luong va md hinh cau tric.

3.1 Bang cau hei

Bang cau hoi dugc tham khao va diéu chinh cho thich hop tir naim bang cau hoi caa
(Cansu Tirker, 2022) va (Ahmad, 2023) trong bién nghién ciu vé mé rong Md hinh
chap nhan coéng nghé (TAM), (Rahayu, 2022), (Naveed Saif, 2024) trong viéc str dung
hé thong thuc té va cac bién vé vin hoa dugc st dung tir thang do cua (C. Metallo, 2022).
Bang cau hoi s& duoc xay dung dua trén thang do Likert 5 nham danh gia viéc chap nhan
sir dung Boston App cua khach hang.

Phiéu cau hoi duoc chia thanh hai phan. Phan dau tién nham muc dich ndm bt ho so cua
nguoi tra 1oi khao sét (tudi, gioi tinh, trinh d6 hoc van va kinh nghiém vé cong nghe¢)
Thang do s& bao gdm 5 muc do nhu sau:

1. Hoan toan khdng hai long

2. Khéng hai long

3. Trung lap

4. Hai long

5. Hoan toan hai long

Dudi day 1a bang cau hoi

STT Noi dung cau hoi NOi dung cau héi
(Goc) (Pa chinh sira)
Perceived Usefulness

Ngudn

QR code mobile payment services Boston App la mot phuong (Cansu

Q1 are a useful mode of payment tién dat hang va thanh toan Turker,
hiru ich 2022)

Using QR code mobile payment Str dung Boston App giup (Cansu

Q2 | services makes the handling of t0i nang cao hiéu qua cong Turker,
payments easier viéc 2022)

19



Noi dung cau héi

Noi dung cau héi

STT (Gbe) (Di chinh sira) Nguon
QR code mobile payment services | Boston App cho phép st
. . . (Cansu
allow for a faster usage of mobile | dung tng dung di dong -

Q3 . i . LT Turker,

applications (e.g., ticket purchase | nhanh hon (vi du: dat hang
: o A 2022)
on mobile applications) trén app)
Bang cach st dung Boston
By using QR code mobile App, lua chon cua t6i voi tu
- - L NP (Cansu
payment services, my choices as a | cach la nguoi ti€u dung dugc -

Q4 . DA L 1 Turker,
consumer are improved (e.g., cai thlgn (vi du: tinh linh 2022)
flexibility, speed) hoat, toc do xur Iy va giao

hang)
Perceived Ease of use
It is easy to become skillful at Dé dang dé trd nén thanh (Cansu

Q5 | using QR code mobile payment thao khi sir dung Boston Tarker,
services App 2022)
The interaction with QR code T;uo’flg ‘tac Vol BOStf) " Ap P (Czansu

Q6 mobile payment services is clear ratro rang (vi du: Ién kiém | Turker,

pay tra doanh s0, don hang,...) 2022)
It is easy to perform the steps Dé dang thuc hién cac buge | (Cansu

Q7 | required to use QR code mobile can thiét d¢ st dung Boston | Turker,
payment services App 2022)

. . X 1a 2 . (Cansu

08 It is easy to use QR code mobile | D¢ dang d¢ stir dung Boston Tiirker
payment services App 2022)

Perceived Trust
| trust QR code mobile payment | L0 tin tuong vao do tin ciy (Cansu

Q9 svstems to be reliable v¢ hiéu nang cua Boston Turker,

y ' App. 2022)
. A \ , (Cansu
| trust QR code mobile payment Toi tin tuong vao tinh bao .

Q10 A Turker,

systems to be secure. mat cua Boston App.
2022)
| believe QR code mobile T6i tin rang Boston App cua (C.:.ansu

Q11 n e A Turker,
payment systems are trustworthy | cong ty la dang tin cay 2022)
| trust QR code mobile payment Toi tin tuong vao Boston (Czansu

Q12 svstems A Tlrker,

ystems. PP 2022)
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Noi dung cau héi

Noi dung cau héi

STT (Gbe) (Di chinh sira) Nguon
Even if the QR code mobile Ngay ca khi Boston App | (Cansu
Q13 payment systems are not khong duoc giam sat, toi van | Tlrker,
monitored, I'd trust them to do the | tin tudng vao kha nang hoat | 2022)
job correctly dong chinh xac ctia chiung
Perceived Risk
The pe.rsonal information that Thong tin ¢4 nhan nhap vio (Czansu
Q14 enters into a metaverse Boston Apn s& duoc xit 19 an Turker,
educational platform will be t0an bp ¥ Y 2022)
handled securely
Metaverse educational platforms | Boston App c6 du bién phap | (Cansu
Q15 have enough safeguards to make | bao v¢ d€ t6i cam thay thoai | TUrker,
me feel comfortable using them to | mai khi sr dung chung dé 2022)
access educational services truy cap cac dich vu y té
| am concerned that Metaverse Toi lo Neat rang cac B OSEOH ((Eansu
. o App phan phoi dir li¢u da thu | Tlrker,
educational platforms distribute ~ LA ,
Q16 . thap duoc ma khong co su 2022)
the gathered data without my oA .
. . cho phép cua t61 cho bén th
knowledge to third-parties ba
| perceive Metaverse educational | T6i nhan thay cac Boston (Cansu
Q17 platforms as more privacy- App xdm pham quyén riéng | TUrker,
invasive compared to non- tu nhi€u hon so v6i cac nén | 2022)
Metaverse educational platforms | tang y té khac
Behavioral Intention
Intend to use a metaverse Du dinh str dung Boston (Ahmad,
Q18 | educational platform for my App cho cong vi¢e cua toi 2023)
studies in the future trong tuong lai
| predict | would use a metaverse | Toi du doan t6i sé sir dung (Ahmad,
Q19 | educational platform for my Boston App cho céc trai 2023)
learning experiences nghiém lam viéc cia minh
I predl_ct | would use a metaverse Toi du dinh sir dung Boston (Ahmad,
Q20 | educational platform for my Apb thudne xuven 2023)
learning experiences PP g xuy
Actual System Use
| will often use the NUADU Téi & thusne xuven sit dun (Rahayu,
Q21 | platform in my work during g xuy ung 2022)

distance learning

Boston App khi dat hang
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Noi dung cau héi

Noi dung cau héi

STT (Gbe) (Di chinh sira) Nguon
In my work, using the NUADU Viéc str dung Boston App rat | (Rahayu,

Q22 | platform is very relevant during phu hop v6i cong vige tai 2022)
distance Reliable learning nha thudc
Using mobile apps to make St dung Boston App ¢6 loi (N_aveed

Q23 | restaurant reservations is cho neAn sach cia toi Saif,
beneficial to my budget & 2024)
| find that downloading or buying | T6i thay rang viéc tai App tir | (Naveed

Q24 | mobile apps for restaurant google play/app store rat dé | Saif,
reservations is easy. dang 2024)

Uncertainty avoidance & Power distance
Rules and regulations are Quy dinh va luat I¢ rat quan | (C.

Q25 important because they inform trong vi chung thong bao Metallo,
workers what the organization cho nguoi lao dong bict td 2022)
expects of them chirc mong dgi gi ¢ ho
Rules and regulations are N N (C.

. . Lam viéc dung quy trinh la

026 important because they _qurm rét quan trong frong méi Metallo,

workers what the organization . A 2022)
truong lam viée

expects of them

Rules and regulations are Chép nhan xur Iy mot tinh (C.

Q27 important because they inform huong xau nhung da c6 kinh | Metallo,
workers what the organization nghiém xu ly hon 1a mét tinh | 2022)
expects of them huong khong chac chan
_Rules and regulations are Moi ngudi nén tranh thuc (C.
important because they inform in Xe v e, Metallo,

Q28 L hién thay d6i vi moi thir c6
workers what the organization X A AL 2022)

thé tré nén to1 t€ hon
expects of them
Managers should make most N;gmi quan y oen Fiu’a ra (C.
. . . hau hét cac quyét dinh ma Metallo,
Q29 | decisions without consulting A A Y
. khong can tham khao y kién | 2022)
subordinates x .
cap dudi
Managers should make most NAgw‘Al quan ly lfhong gen (C.
. . . yéu cau cap dudi tu van, vi | Metallo,
Q30 | decisions without consulting C LR x . A
. ho c6 the to ra kém quyén 2022)
subordinates
luc hon
DeC|S|9n making power sh(_JuId Quy2n ra quyét dinh nén (C.

Q31 stay with top management in the thude v& ban qudn 1V cip cao Metallo,

organization and not delegate to i d y cap 2022)

lower level employees

trong t6 chirc va khong duoc
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Noi dung cau héi Noi dung cau héi x
STT (Gbe) (Di chinh sira) Nguon
Uy quyén cho nhan vién cap
dudi
Employees should not question N;han vien k.hong, nen C}‘l".lt (C,
Q32 : , .. van quyét dinh cua nguoi Metallo,
their manager’s decision N
quan ly 2022)

Sau khi xay dung xong bang cau hoi, tac gia s& tién hanh kiém dinh mé hinh va bang cau
hoi véi cac chuyén gia, nham muc dich xac nhan cac mé hinh va cac cau hoi phi hop
véi noi dung nghién cu.

3.2 Kiém dinh mé hinh va bang cau héi

3.2.1 Phwong phap nghién ciru dinh tinh

Déi tuong khao sat:

e Trudéng phong Trade Marketing cong ty Boston Pharma

e Truong nhom ETC cbng ty Boston Pharma

e Dai dién khach hang: Nha thudc Bién Thudc — quan 8
K¥ thuat phan tich:
Phuong phap phong van duoc thuc hién tai phong hop 16n cua cong ty Boston Pharma —
41 Tran Hung Pao d6i véi nhan vién cong ty va tai nha thudc cua khach hang. Cuoc
phong van sé& duoc thuc hién trong 5-10 phat/ngudi, cac cau hoi ma s& duoc sur dung dé
tham van y kién cua dap vién vé mé hinh nghién ctru ciing nhu viéc anh hudng cua cac
bién.
Bang cau hoi dé phong van s& bao gom 2 phan chinh:
Cau hoi vé nhan khau hoc (tén, vi tri cong tac, tu6i) nham xac dinh chinh xac d6i twong
duoc phong van la nhitng nguoi ¢é kién thire, ¢6 kinh nghiém sir dung Boston App ciing

nhu ¢6 co hoi tiép xic va trao ddi véi nhitng ngudi cling dang sir dung Boston App khéc.
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Cau hoi goi mé: Pay s& 1a bo nhitng cau hoi ma dé d6i twong duoc phong van néu ra
nhitng suy nghi, cling nhu 13 y kién ctia minh vé nhitng yéu té s& anh huong dén y dinh

st dung Boston App.

Muyc tiéu cua viéc phong van 1a xac dinh cc bién anh hudng dén y dinh hanh vi sir dung
Boston App ngoai thuc té c¢d gidng véi cac bién da dugc néu ra trong mé hinh hay khéng.
Ddng thoi diéu chinh hoic b sung thém cac bién mai néu cé. Pay 1a nhitng cau hoi co
ban nham muc dich kham phé cac bién caa mé hinh vi vay véi nhimg dbi tueong phong
van khéc nhau cac cau hoi s& duoc diéu chinh sao cho phil hop véi cac ddi twong nham
tao diéu kién thoai thai dé nguoi phong van chia sé y kién mot cach ty nhién va chan
that.

Két qua phong van (bang két qua dugce dé ¢ phu luc) cho thiy nhiing yéu té c6 trong mod
hinh déu dugc dé cap toi bai cac chuyén gia va khach hang khi tryc tiép st dung App
Boston, trong d6 ddi véi nhan thirc niém tin (PT), trong khi truéng phong Trade lo ngai
Vvé su tin twong vao tng dung méi, trudng nhdm ETC nhin manh vao su tin tuéng cua
khach hang ddi véi cong ty va hé théng, con Nha thuéc Bién Thudéc lai ¢6 niém tin vao
cong ty nho vao lich str 1am viéc lau dai. Vé nhan thac rai ro (PR), ca truong phong
Trade va truong nhém ETC déu quan ngai vé bao mat thong tin, trong d6 truéng nhom
ETC dic biét nhan manh vao viéc lién két tai khoan ngan hang, con Nha thudc Bién

Thudce lo sg vé ro ri théng tin ca nhan ciing nhu bi lira d4o trén mang.

Yéu t6 nhan thirc d& sir dung (PEOU) ca 3 dap vién déu déng Y véi quan diém App dé
str dung do c6 giao dién va cach sir dung c6 sy twong dong cua tng dung thuong mai
dién tir khac. Vé nhan thac hitu ich (PE), ca ba déu dong y rang tinh tién dung trong viéc
dit hang 1a yéu té quan trong, nhung cach tiép can lai khac nhau: truéng phong Trade dé
cap dén sy tién dung khi khong c6 dai dién TDV (Trinh Duge Vién), truéng nhom ETC
nhan manh viéc dat hang dé dang, va Nha thuéc Bién Thudc danh gia cao kha nang xem

cac chuong trinh khuyén mai nhanh chéng.

24



Cudi cuing, vé gia tri van hoa, truong phong Trade nhin manh dén sy khdng ranh vé cong
nghé cua khach hang va TDV, din dén sy thiéu tan dung loi ich cua ung dung. Truéng
nhém ETC chi ra rang TDV khong hiéu rd cong nghé, ca 2 dap vién tir cdng ty Boston
cling dua quan diém riang viéc TDV st dung app boston mét phan 1a do chi thi cua cap
trén, chi ban than TDV thi chua nhan thiy duoc loi ich caa viéc sir dung. con Nha thude
Bién Thudc lai lo ngai rang khach hang 16n tudi s& khdng sin sang tiép can va TDV ciing

khong ranh vé hé théng.

Nhu vay céc yéu té duge cac dap vién cho rang anh hudng dén y dinh sir dung boston
app déu da duoc liét ké trong mo hinh nghién cau, ngoai trir yéu t vé gié tri vin hoa thi
yéu té khoang cach vé quyén luc c6 duoc nhac téi tuy nhién yéu té su khéng chic chan
khong dugc dé cap téi nhiéu thay vao d6 1a su thiéu kién thuc cong nghé (Lack of
Technological knowledge — LTK) dugc dé cap téi nhiéu hon. Vi vay md hinh méi s&

dugc thay doi nhu sau:

Percerved Framework

\ Ease of use TAM
H(\ -
HY HE

Perceived Risk

H3
™., | Behavioral Actual System
|_~"| Intention 1 Use
H2
HS H9
Perceived Trust H4 Perceived

Usefulness

| | Lack of technological Dower distance

knowledge (L TK) (PD)

Hinh 3-1 M6 hinh méi sau khi kiém dinh
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3.2.2 Khao sat Focus Group (FG):
Péi twong nghién cau:

e NOoi bo team thi truong phong Trade Marketing (3 nguoi)
e DSM va cac lead team TDV tai khu viec HCM (5 nguoi)

Viéc khao sat nham danh gia thang do, cac cau hoi ¢6 hop Iy va dé hiéu hay khong. Qua
d6 gop ¥ bd sung, hoic thay ddi cac phat biéu. Sau khi khao sat, két qua khao sat da chi
ra sy dong thuan manh mé& & cac cau hoi tir Q1 dén Q24, véi mtrc 6 dong tinh trén 80%.
Diéu nay ching to rang cac cau hoi nay da dugc xay dung mot cach phi hop, phan anh
chinh xac nhitng yéu té quan trong lién quan dén Boston App. Cu thé, cac cau hoi nay
dé cap dén nhitng khia canh nhu tinh hitu ich, do tin cay, bao mat, va tinh d& st dung

cua tng dung.

Tuy nhién, nhém cau hoi tir Q25 dén Q29 nhan duoc nhiéu y kién khéng dong thuan hon
tr nhitng nguoi tham gia khao sat (50% - 60%). Ly do dugc dua ra la cac cau hoi mang
tinh khai quat kha cao khién cho cac dap vién doc khdng hiéu y cua cac cau hoi dang dé
cap t6i cac yéu té gi. Ngoai ra vi cac cau hoi nay dé cap téi van dé lién quan dén van hoa
doanh nghiép ciing nhu phong cach lanh dao trong té chic kha nhay cam vi vay céc cau
hoi s& duoc diéu chinh lai gilip nhitng nguoi tham gia khao sat hiéu rd hon ¥ nghia cua

cau hoi ma khéng gap vudng mat nao . Cac cau hoi duge diéu chinh nhu sau:

Noi dung cau héi NOi dung cau héi NOi dung cau héi

STT (Goc — tiéng Anh) (Ban dau) (Pi chinh sira)
Lack of Technological knowledge & Power distance
Rules and regulations Quy dinh va luat 1¢ rat Quy dinh cua cong ty

are important because | quan trong vi chung thong | gitp ban hi¢u r6 hon

they inform workers

truong lam vige

Q25 | they inform workers bao cho nguoi lao dong vé ky vong ctia to
what the organization biét to chirc mong doi gi & | chtrc ddi véi cong
expects of them ho viéc ciia minh
Rules and regulations Lam vi¢c dung quy trinh 1a | Viéc tuan thu quy

Q26 | are important because | rt quan trong trong moi trinh 1am viéc rat

quan trong doi voi
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what the organization hiéu qua cong viéc
expects of them ctia ban trong td chtic
Ban c6 cam thay tu
Rules and regulations | Chip nhan xir Iy mot tinh | tin hon khi xir 1y
are important because | hudng x4u nhung da c6 nhitng tinh hudng da
Q27 | they inform workers kinh nghiém xtr ly hon 1a | ting gép phai so voi
what the organization mot tinh hudng khong chac | nhiing tinh hudng
expects of them chén méi chua c6 kinh
nghiém
Rules and regulations Ban c6 lo ngai rang
are important because | Moi nguoi nén tranh thuc | nhitng thay déi trong
Q28 | they inform workers hién thay d6i vi moi thtr ¢6 | quy trinh lam viéc ¢6
what the organization thé tré nén toi té hon thé dan dén nhitng rui
expects of them ro khong mong mudn
Ban c6 nghi rang
Nguodi quan 1y nén dua ra trong mot s6'tinh
Managers should make BU duan 1y fien ¢ . | huong, nguoi quan ly
- . hau hét cac quyét dinh ma A X, -
Q29 | most decisions without ~ X o nén dua ra quyét dinh
. . khong can tham khao y | A A
consulting subordinates | ..« °x . ma khong can tham
kién cap duoi Y S
khao y kién tur cap
dudi
3.3  Tom tit chwong 3

Chuong 3 d4 trinh bay cu thé 2 giai doan chinh nhu sau: Nghién ctru dinh tinh nham diéu
chinh mé hinh va khao sat nhém dé kiém dinh lai bang cau hoi. Nghién ctru dinh tinh 1a
phong van 03 nguoi gom 2 truang phong ciia Boston va 1 chi nha thude 16n tai H6 Chi
Minh. Khao sat nhém bao gom 3 trade marketing khu vuc va 5 DSM va lead team trinh
dugc vién tai thanh phd H6 Chi Minh.
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CHUONG 4 KET QUA NGHIEN CUU

4.1  Nghién cwiu Pilot

Trong phan nay, tac gia sé& tién hanh phan tich dir liéu tién nghién ciu, tac gia tién hanh
khéo sat so bd 100 mau va sau dé tac gia s& trinh bay va phan tich két qua: Théng ké mo
ta, kiém dinh One Sample T-Test, kiém dinh db tin cdy Cronbach’s alpha, phan tich nhan
t6 kham pha EFA nham kiém tra tinh chinh xac cua cac noi dung thang do trudce khi di
vao khao sat va phan tich dix liéu chinh thirc.

4.1.1 M0 ta mau nghién ciu

Phwong phap va miu nghién ciru:

Péi tuong khao sat: Trinh duge vién Boston va khach hang (100 nguoi)

K§ thuat phan tich:

e Sur dung bang cau hoi khao sat danh gia theo thang do likert 5 mac d6 thong qua
google form sau dé tién hanh lam sach théng tin, md hoa cac thong tin can thiét
trong bang khao sat, nhap liéu va phan tich dit liéu bang phan mém SPSS

e Céc phan tich két qua bao gom: Thong ké mé ta, kiém dinh One Sample T-Test,
Kiém dinh d¢ tin cay Cronbach’s alpha nham kiém tra tinh chinh xac cua cac noi
dung thang do trudc khi di vao khao st va phan tich dir liéu chinh thac.

Cach thtrc thuc hién va két qua thu duoc:

Link cau hoi khao sat dugc dién trén link google form va duoc trién khai truc tiép cho
DSM (direct sales manager) va trinh duoc vién trong cudc hop hang tuan. Trinh duoc
vién tién hanh thuc hién khao sat va dong thoi di 1ay y kién caa khach hang trong qua
trinh di thi trudong. Dong thoi ban than tac gia nghién ciru sé tién hanh khao sét riéng véi
khach hang trong qué trinh 1am viéc. Cudi ciing két qua c6 100 phiéu khao sat duoc st
dung cho nghién ctru va dién vao phan mém SPSS.

Théng ké so lugc cac théng tin ca nhan cua cac d6i tuong khao sat, ta duoc két qua nhu

Sau.
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Bang 4-1 Thong ké cac ddi twong khao sat

Bién Tan s6 Ty 18 %
Péi twong Khéach hang 45 45,0
: Trinh dugc vién Boston 55 55,0
Trudc day co6 dung nhung bay gio dat 0 00

. . thdng qua TDV Boston ’

Tan suat sir 1 lan/thang 24 24,0
dung 2 — 4 1an/thang 32 32,0
Nhiéu hon 4 1an/thang 44 44,0
Giéi tinh NI\TIT 23 2?’8
23 - 35 tuoi 30 30,0
D) tuodi 36 - 55 tuoi 17 17,0
Trén 55 tuoi 53 53,0
Thu nhip _ Dudéi 10 tri?g VNI_DA 13 13,0
hang thé[ng 10 triéu VI}ID — dqiwl 20 tricu VND 71 71,0
Trén 20 trieu VND 7 16 16,0
. " Duogc si trung hoc/cao dang 44 44,0
r{:;;“\;gf Duoc si dai hoc 40 40,0
: Trén dai hoc 16 16,0

Nguén: Két qua Phan tich SPSS

Dua trén két qua thong ké khao sét, ta c6 thé phén tich cac dic diém nhan khau hoc va

hanh vi sir dung dich vy ctia cac dbi twong khach hang va trinh duoc vién (TDV) Boston,

¢6 100 nguoi tham gia khao sat, trong do 45% la khach hang va 55% la TDV Boston.

V& tan suat sir dung dich vu, 24% nguoi khao sat st dung dich vu 1 lan/thang, 32% sir

dung tir 2 — 4 lan/thang, va 44% st dung nhiéu hon 4 lan/thang. Diéu nay cho thay phan

I6n nguoi ding cé tan suat sir dung kha thudng xuyén.

V& gi6i tinh trong khao séat kha can bang véi 53% la nam va 47% la nit. Sy phan b dong

déu nay giup dam bao tinh dai dién cua ca hai gioi trong viéc phan tich hanh vi.
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V@& d¢ tudi cua ngudi tham gia tap trung cha yéu & nhém trén 55 tudi (53%), trong khi
nhom 23 - 35 tudi chiém 30% va nhom 36 - 55 tudi chiém 17%.

V& thu nhap hang thang, phan 16n ngudi tham gia khao sét c6 thu nhap tir 10 triéu dén
duai 20 triéu VND (71%), trong khi chi 13% c6 thu nhap dudi 10 triéu VND va 16% cé
thu nhap trén 20 triéu VND.

V& trinh d$ hoc van, 44% ngudi tham gia khao sat c6 trinh d6 duoc si trung hoc/cao
dang, 40% c6 trinh d6 dai hoc va 16% c6 trinh do trén dai hoc. Piéu nay cho thiy ngudi
st dung dich vu TDV Boston c¢6 trinh 6 hoc van cao, dic biét trong linh vire dugc.
4.1.2 Thdng ké céc bién

Téc gia thuc hién viéc thong ké céc bién va thu dugc két qua nhu sau:

Bang 4-2 Thong ké cac bién

NhAN t6 Bién Giatri | Giatri | Trung | D§ léch
0 “ | nhé nhat | I1én nh4t | binh chuan
PR1 1,00 5,00 3,5600 | 0,94623
. PR2 1,00 5,00 3,6100 | 0,91998
Nhan thic rai ro
PR3 2,00 5,00 3,6000 | 0,92113
PR4 1,00 5,00 3,5900 | 0,96499
PT1 1,00 5,00 3,6200 | 0,80126
PT2 2,00 5,00 3,6600 | 0,80679
Nhan thac niém tin PT3 1,00 5,00 3,6500 | 0,85723
PT4 1,00 5,00 3,7200 | 0,87709
PT5 1,00 5,00 3,7000 | 0,89330
PEU1 1,00 5,00 3,3600 | 0,85894
- PEU2 1,00 5,00 3,3600 | 0,81054
Nhan thac dé sir dung
PEU3 1,00 5,00 3,4800 | 0,83461
PEU4 3,00 5,00 4,0200 | 0,61922
. PU1 1,00 5,00 3,5400 | 0,79671
Nhan thac loi ich
PU2 2,00 5,00 3,7800 | 0,75985
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Giatri | Giatri | Trung | D§ léch
nhé nhat | I6n nhat | binh chuin

PU3 1,00 5,00 3,5900 | 0,87727

PU4 1,00 5,00 3,6000 | 0,95346

BIl 1,00 5,00 3,6500 | 0,91425

Y dinh hanh vi BI2 1,00 5,00 3,4300 | 1,03724

BI3 1,00 5,00 3,4400 | 1,03787

ASU1| 1,00 5,00 3,7500 | 0,88048

ASU2| 1,00 5,00 3,5300 | 0,83430

St dung hé thén
t dung he thong ASU3| 1,00 500 | 3,5700 | 0,87911

ASU4 | 1,00 5,00 3,7300 | 0,82701

LPD1| 1,00 5,00 3,7800 | 0,99066

LPD2 | 2,00 5,00 3,7800 | 0,84781

LPD3| 1,00 500 | 3,7200 | 0,92201
Thiéu kién thuc cong nghé va | LPD4 | 1,00 500 | 3,9700 | 0,96875
Khoang céch quyen han LPD5| 3,00 500 | 4,0200 | 0,61922
LPD6 | 1,00 500 | 3,7900 | 0,93523

LPD7 | 3,00 500 | 3,9000 | 0,61134

LPD8 | 2,00 500 | 4,0000 | 0,66667

Két qua phan tich cho thay, hau hét cac bién déu dat gid tri trung binh xoay quanh gia tri
3,36/5 diém tro 1én, didu nay cho thay mirc d6 quan trong va su quan tdm cua cac doi
tuong khao sat dén cac bién trong md hinh. Bién c6 diém danh gia trung binh cao nhat
d6 1a PEU4 (thudc nhan té Nhan thic dé sir dung) va LPD5 (thudc nhan to Thiéu kién
thire cong nghé va Khoang céch quyén han) dat 4,0200/5 diém va bién c6 diém danh gia
trung binh thap nhat d6 1a PEU1, PEU2 (thudc nhan té Nhan thic dé s dung) dat
3,3600/5 diém.

4.1.3 Kiém dinh One Sample T-Test

Bén canh kiém tra dit liéu dat phan phdi chuan, két qua kiém dinh One Sample T-Test

cho thiy gia tri Sig. ctia cac bién déu dat gia tri 0,000 tirc 0% nhoé hon 5%, do d6, gia tri
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trung binh cua céc bién déu c6 y nghia thong ké va khac 0, diéu nay dam bao cho viéc
dua cac bién vao phén tich cac budc tiép theo.

Bang 4-3 Két qua kiém dinh One Sample T-Test

) Test Value = 0
Cac bié,” Mean 95% Confidence Interval of
quan sat t df Sig, (2-tailed) Difference the Difference

Lower Upper

PR1 | 37,623 99 0,000 3,56000 3,3722 3,7478
PR2 | 39,240 99 0,000 3,61000 3,4275 3,7925
PR3 | 39,082 99 0,000 3,60000 34172 3,7828
PR4 | 37,202 99 0,000 3,59000 3,3985 3,7815
PT1 | 45,179 99 0,000 3,62000 3,4610 3,7790
PT2 | 45,365 99 0,000 3,66000 3,4999 3,8201
PT3 | 42,579 99 0,000 3,65000 3.4799 3,8201
PT4 | 42,413 99 0,000 3,72000 3,5460 3.8940
PT5 | 41,420 99 0,000 3,70000 35228 3.8772
PEU1 | 39,118 99 0,000 3,36000 3,1896 3,5304
PEU2 | 41,454 99 0,000 3,36000 3,1992 3,5208
PEU3 | 41,696 99 0,000 3,48000 3,3144 3,6456
PEU4 | 64,920 99 0,000 4,02000 3,8971 4,1429
PU1 44,433 99 0,000 3,54000 3,3819 3,6981
PU2 49,747 99 0,000 3,78000 3,6292 3,9308
PU3 40,923 99 0,000 3,59000 3,4159 3,7641
PU4 37,757 99 0,000 3,60000 3,4108 3,7892
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) Test Value=0
Cac biéfn Mean 95% Confidence Interval of
guan sat t df Sig, (2-tailed) Difference the Difference

Lower Upper
BI1 | 39,923 99 0,000 3,65000 3,4686 3,8314
BI2 | 33,069 99 0,000 3,43000 3,2242 3,6358
BI3 | 33,145 99 0,000 3,44000 3,2341 3,6459
ASU1 | 42,590 99 0,000 3,75000 3,5753 3,9247
ASU2 | 42,311 99 0,000 3,53000 3,3645 3,6955
ASU3 | 40,609 99 0,000 3,57000 3,3956 3,7444
ASU4 | 45,102 99 0,000 3,73000 3,5659 3,8941
LPD1 | 38,156 99 0,000 3,78000 3,5834 3,9766
LPD2 | 44,585 99 0,000 3,78000 3,6118 3,9482
LPD3 | 40,347 99 0,000 3,72000 3,5371 3,9029
LPD4 | 40,980 99 0,000 3,97000 3,7778 4,1622
LPD5 | 64,920 99 0,000 4,02000 3,8971 4,1429
LPD6 | 40,525 99 0,000 3,79000 3,6044 3,9756
LPD7 | 63,794 99 0,000 3,90000 3,7787 4,0213
LPD8 | 60,000 99 0,000 4,00000 3,8677 4,1323

Nguon: Két qua Phan tich SPSS
4.1.4 Panh gia @ tin cay caa cac thang do bang phén tich Cronbach’s Alpha
Cronbach’s Alpha 1a mot kiém dinh théng ké danh gia mirc 6 chat ché va nhat quéan

giita cAc muc hoi trong thang do, nham xac dinh kha ning cac muc nay do luong cing
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mét khai niém nghién ciru. Hé sé nay cho biét mirc d6 lién két gitra cac bién trong thang
do. Theo nhiéu nghién ctu, gié tri Cronbach’s Alpha tir 0,8 tré 1én dén gan 1,0 duoc xem
la tdt; tir 0,7 dén gan 0,8 1a chap nhan dugc. Trong mot sé truong hop, khi khai niém
nghién ciru méi hodc chua quen thudc voi ngudi tra 16, hé sé tir 0,6 tré 1én cling c6 thé
chap nhan dugc (Hoang Trong va Chu Nguyén Mong Ngoc, 2008). Do dé, trong nghién
ctru ndy, tac gia chon ap dung ngudng Cronbach’s Alpha tir 0,6 tré 1én dé danh gia thang
do. Tuy nhién, néu hé sé Cronbach’s Alpha qua cao (o > 0,95), diéu nay cd thé chi ra
rang céc bién trong thang do dang do ludng cing mot ndi dung, dan dén su du thira thong
tin (Nguyén Dinh Tho, 2011).

Mic du Cronbach’s Alpha giup danh gia mic do nhat quan noi tai caa thang do, nhung
n6 khong cho biét cu thé bién nao nén loai bo hay gitt lai. Vi vay, can st dung thém hé
s6 twong quan bién tong (item-total correlation). Hé s6 nay do luong muc do tuong quan
gitta mot bién quan sat (mot cau hoi cu thé) véi tong diém cia toan thang do, qua d6
danh gia mac do dong gop cua bién d6 vao thang do chung. Cac bién c6 hé sb twong
quan bién tong < 0,3 dugc xem Ia khdng phii hop va can loai bo. Tuy nhién, viéc loai bo
bién can can nhic dén gia tri ndi dung cua khai niém nghién ciu (Nguyén Pinh Tho,
2011).

4.1.5 Panh gia dd tin cay cia nhan té Nhan thic rii ro (PR) théng qua phan tich
Cronbach’s Alpha

Téc gia thuc hién kiém dinh 4 thang do thudc nhan té Nhan thuc rui ro (PR) va thu duoc
két qua nhu sau:

Bang 4-4 Két qua thong ké tong nhan té Nhan thirc rii ro

Hé sé Cronbach’s Alpha = 0,897

Trung binh Phuong sai Twong Cronbach's
- £ £ £ -z Tuong quan B )
Bién | thang donéu | thangdonéu | quan biéen . Alpha neu logi
-z g 2 binh phuong 2
loai bien loai bien tong bien
PR1 10,8000 6,222 0,771 0,603 0,867
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PR2 10,7500 6,331 0,773 0,604 0,866

PR3 10,7600 6,366 0,762 0,589 0,870

PR4 10,7700 6,118 0,777 0,609 0,865

Nguon: Két qua Phan tich PRSS
Dua trén két qua danh gia do tin cay cua cac bién/thang do thudc nhan té Nhan thic rai
ro, hé sé Cronbach’s Alpha dat duoc 14 0,897 (cao hon ngudng 0,6, dam bao tiéu chi
danh gia do tin cdy). Bong thoi, tit ca cac hé sb twong quan bién tong déu Ién hon 0,3,
dap ng yéu cau phan tich.
Ngoai ra, khi kiém tra gia tri Cronbach’s Alpha néu loai bién ciia cac thang do PR1, PR2,
PR3, va PR4, lan luot 1a 0,867; 0,866; 0,870; 0,865, déu thap hon gia trj Cronbach’s
Alpha tong thé hién tai (0,897). Biéu nay cho thay rang viéc loai bo bat ky bién nao ciing
khong cai thién gia tri Cronbach’s Alpha. Vi vay, cac thang do PR1, PR2, PR3, va PR4
duogc xac dinh 1a phi hop dé dua vao cac budc phan tich tiép theo.
4.1.6 Panh gia dd tin cay cia nhan té Nhan thirc niém tin (PT) thong qua phan
tich Cronbach’s Alpha
Téc gia thuc hién kiém dinh 5 thang do thudc nhan t6 Nhan thic niém tin (PT) va thu
duoc két qua nhu sau:

Bang 4-5 Két qua thong ké tong nhan t6 Nhan thirc niém tin

Hé sé Cronbach’s Alpha = 0,898

Trung binh Phuong sai Twong Cronbach's
” z £ - Tuong quan B .
Bien | thang donéu | thang donéu | quan bien . Alpha neu logi
ek _ 2 binh phuong g

loai bién loai bien tong bien
PT1 14,7300 8,846 0,690 0,480 0,888
PT2 14,6900 8,580 0,750 0,581 0,876
PT3 14,7000 8,374 0,739 0,550 0,878
PT4 14,6300 8,155 0,769 0,592 0,871
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PT5 14,6500 7,967 0,795 0,639 0,865

Nguon: Két qud Phan tich SPSS
Két qua danh gia do tin cay cua céc bién/thang do thudc nhan t& Nhan thirc niém tin cho
thiy hé s6 Cronbach’s Alpha dat 0,898, cao hon ngudng 0,6, dam bao dé tin cay cho
viéc phan tich. Dong thoi, tat ca cac hé sé twong quan bién tong déu Ién hon 0,3, dap
g yéu cau ky thuat.
Khi kiém tra Cronbach’s Alpha néu loai bién, cac gia tri tuong (ing cia thang do PTI,
PT2, PT3, PT4 va PT5 lan luot 14 0,888; 0,876; 0,878; 0,871; 0,865. Tét ca cac gia tri
nay déu thip hon Cronbach’s Alpha tong thé hién tai (0,898), cho thay viéc loai bo bat
ky bién nao ciing khong cai thién gia tri Cronbach’s Alpha. Do dé, cac thang do PT1,
PT2, PT3, PT4 va PT5 dugc danh gia 1a phu hgp va s€ dugc dua vao cac budc phan tich
tiép theo.
4.1.7 Panh gia @ tin cay cia nhan té6 Nhan thirc dé sir dung (PEU) thdng qua phan
tich Cronbach’s Alpha
Téc gia thyc hién kiém dinh 4 thang do thuoc nhan té Nhan thic dé sir dung (PEU) va
thu duoc két qua nhu sau:

Bang 4-6 Két qua thdng ké tong nhan té Nhan thic dé sir dung 1an 1

Hé sé Cronbach’s Alpha = 0,703

Trung binh Phuong sai Twong . Cronbach's
£ X ) X Tuong quan binh B
Bien | thang doncéu | thang donéu | quan bien Alpha neu
.z oz 2 phuong o
loai bién loai bién tong logi bien
PEU1 10,8600 2,909 0,635 0,549 0,604
PEU2 10,8600 2,889 0,711 0,539 0,556
PEU3 10,7400 2,760 0,739 0,600 0,534
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PEU4 10,2000 4,929 0,071 0,046 0,864

Nguon: Két qua Phan tich SPSS
Két qua danh gia do tin cay cua cac bién/thang do thudc nhan té Nhan thirc d& sir dung
lan 1 cho thay hé sb Cronbach’s Alpha dat 0,703, vuot ngudng 0,6 va dap ang yéu cau
phan tich d6 tin cay. Tuy nhién, hé s6 twong quan bién tong cua bién/thang do PEU4 chi
dat 0,071, nho hon 0,3, cho thay bién/thang do nay khong dam bao d6 tin cay va can
duoc loai bo. Do d6, tac gia tién hanh loai bo PEU4 va thuc hién danh gid lai d tin cay
Cronbach’s Alpha 1an 2 véi cac bién/thang do con lai 1a PEU1, PEU2, va PEUS.
Dang thai, khi kiém tra Cronbach’s Alpha néu loai bién, cac gié tri twong (ing ctia PEU1,
PEU2, PEU3 va PEU4 lan luot 14 0,604; 0,556; 0,534; 0,864. Khi loai bo bién PEU4, hé
s6 Cronbach’s Alpha mdi ting 1én 0,864, cao hon gia tri ban dau (0,703), khang dinh
rang viéc loai bo PEU4 la can thiét. Két qua nay xac nhan rang cac bién/thang do PEU1,
PEU2, va PEU3 la pht hop dé tiép tuc phan tich trong lan danh gia do tin cay Cronbach’s
Alpha thu 2.
Bang 4-7 Két qua théng ké tong nhan té Nhan thirc dé sir dung 1an 2

Hé sé Cronbach’s Alpha = 0,864

Trung binh Phuong sai Twong Cronbach's
2 ) z X Tuong quan J .
Bien | thang donéu | thangdonéu | quan biéen . Alpha neu logi
ek Lk 2 binh phuong 2

loai bién loai bién tong bien
PEU1 6,8400 2,297 0,727 0,535 0,822
PEU2 6,8400 2,439 0,724 0,531 0,824
PEU3 6,7200 2,284 0,772 0,596 0,779

Nguén: Két qua Phan tich SPSS
Thong qua két qua danh gia do tin cay cua cac bién/thang do thudc nhan té Nhan thuc
d& sir dung lan 2, tac gia thu duoc hé sé Cronbach’s Alpha 13 0,864 (I6n hon 0,6, dam
bao cho viée phan tich ddnh gia do tin cay) va tat ca cac hé sb twong quan bién tong déu

[6n hon 0,3.
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Cung véi do, cac gia tri Cronbach’s Alpha néu loai bién cua cac bién/thang do PEUI,
PEU2, PEUS lan luot 12 0,822; 0,824; 0,779 déu nho hon gié tri Cronbach’s Alpha hién
tai (déu nho hon 0,864), do d6, tac gia s& khong thu dugc gia tri Cronbach’s Alpha nao
t6t hon néu loai bt ky bién/thang do nao. Vi vay, cac bién/thang do PEU1, PEU2, PEU3
thudc nhan t6 Nhan thic dé st dung 1a pha hop dé dua vao cac budc phan tich tiép theo
sau nay.

4.1.8 Panh gia @$ tin cay caa nhan té6 Nhan thic lgi ich (PU) thong qua phan tich
Cronbach’s Alpha

Téc gia thuc hién kiém dinh 4 thang do thudc nhan té Nhan thic loi ich (PU) va thu duoc
két qua nhu sau:

Bang 4-8 Két qua thdng ké tong nhan té Nhan thic lgi ich

Hé sé Cronbach’s Alpha = 0,759

Trung binh Phuong sai Twong Cronbach's
X X 1 X Tuong quan 2 .
Bien | thang donéu | thang donéu | quan bien . Alpha neu logi
.z .z 2 binh phuong .z

loai bién loai bién tong bien
PU1 10,9700 4,252 0,539 0,291 0,704
PU2 10,7300 4,260 0,580 0,352 0,685
PU3 10,9200 3,872 0,583 0,359 0,678
PU4 10,9100 3,820 0,517 0,269 0,722

Nguén: Két qua Phan tich SPSS
Thong qua két qua danh gia do tin cay cua cac bién/thang do thudc nhan t6 Nhan thic
loi ich, tac gia thu duoc hé s6 Cronbach’s Alpha 13 0,759 (I6n hon 0,6, dam bao cho viéc
phan tich danh gia do tin cay) va tat ca cac hé s6 twong quan bién tong déu 16n hon 0,3.
Cung Vvéi @6, cac gia tri Cronbach’s Alpha néu loai bién cua céc bién/thang do PUI,
PU2, PU3, PU4 lan luot Ia 0,704; 0,685; 0,678; 0,722 déu nhd hon gi4 tri Cronbach’s
Alpha hién tai (déu nho hon 0,759), do dé, tac gia s& khong thu dwogc gié tri Cronbach’s
Alpha nao tét hon néu loai bat ky bién/thang do nao. Vi vay, cac bién/thang do PUI,
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PU2, PU3, PU4 thudc nhan té Nhan thuc loi ich 1a phd hop dé dua vao cac budc phan
tich tiép theo sau nay.

4.1.9 Panh gia d tin cdy caa nhan té Y dinh hanh vi (Bl) théng qua phan tich
Cronbach’s Alpha

Téc gia thuc hién kiém dinh 3 thang do thudc nhan t6 Y dinh hanh vi (BI) va thu dugc

két qua nhu sau:

Bang 4-9 Két qua thdng ké tong nhan t6 Y dinh hanh vi

Hé sé Cronbach’s Alpha = 0,885

Trung binh Phuong sai Twong Cronbach's
- £ £ X £ Tuong quan P )
Bien | thang donéu | thang donéu | quan bien . Alpha neu logi
.z oz 2 binh phuong .z

loai bién loai bién tong bien
Bl1 6,8700 3,953 0,692 0,479 0,811
BI2 7,0900 3,153 0,834 0,726 0,787
BI3 7,0800 3,185 0,821 0,714 0,800

Nguén: Két qua Phan tich SPSS
Thong qua két qua danh gia do tin cay caa cac bién/thang do thuc nhan té Y dinh hanh
Vi, tac gia thu duoc hé s6 Cronbach’s Alpha 13 0,885 (I6n hon 0,6, dam bao cho viéc
phan tich danh gia do tin cay) va tat ca cac hé s6 twong quan bién tong déu 16n hon 0,3.
Cung vai dé, cac gia tri Cronbach’s Alpha néu loai bién cua cac bién/thang do BI1, BI2,
BI3 lan luot 12 0,811; 0,787; 0,800 déu nho hon gia tri Cronbach’s Alpha hién tai (déu
nho hon 0,885), do do, tac gia s& khong thu dwgc gia tri Cronbach’s Alpha nao tot hon
néu loai bat ky bién/thang do nao. Vi vay, cac bién/thang do BI1, BI2, BI3 thudc nhan

t6 Y dinh hanh vi 1a phi hop dé dua vao cac budc phan tich tiép theo sau nay.

4.1.10 Panh gia d¢ tin cdy cia nhan té Sir dung hé théng (ASU) théng qua phan
tich Cronbach’s Alpha
Téc gia thuc hién kiém dinh 4 thang do thudc nhan t6 Sur dung hé théng (ASU) va thu

duoc két qua nhu sau:
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Bang 4-10 Két qua théng ké tong nhan té Sir dung hé théng

Hé sé Cronbach’s Alpha = 0,892

Trung binh Phuong sai Twong Cronbach's
- 4 £ X - Tuong quan P .
Bi¢n | thang donéu | thang donéu | quan bien . Alpha néeu logi
e ek 2 binh phuong Lz

loai bién loai bién tong bien
ASU1 10,8300 5,031 0,766 0,620 0,858
ASU2 11,0500 5,098 0,806 0,665 0,843
ASU3 11,0100 5,101 0,745 0,557 0,866
ASU4 10,8500 5,361 0,728 0,540 0,872

Ngusn: Két qua Phan tich SPSS
Thong qua két qua danh gia do tin cay caa cac bién/thang do thudc nhan té St dung hé
thdng, tac gia thu duoc hé s6 Cronbach’s Alpha 12 0,892 (I6n hon 0,6, dam bao cho viéc
phan tich danh gia do tin cdy) va tat ca cac hé sb trong quan bién tong déu 16n hon 0,3.
Cung véi do, cac gia tri Cronbach’s Alpha néu loai bién cua cac bién/thang do ASUI,
ASU2, ASU3, ASU4 lan luot la 0,858; 0,843; 0,866; 0,872 déu nho hon gia tri
Cronbach’s Alpha hién tai (déu nho hon 0,892), do do, tac gia s& khong thu duogc gié tri
Cronbach’s Alpha nao t6t hon néu loai bat ky bién/thang do nao. Vi vay, céc bién/thang
do ASU1, ASU2, ASU3, ASU4 thudc nhan té Str dung hé thong 1a phu hop dé dua vao
cac budc phan tich tiép theo sau nay.
4.1.11 Panh gia dd tin cay cia nhan té Thiéu kién thic cong nghé va Khoang cach
quyén han (LPD) théng qua phén tich Cronbach’s Alpha
Téc gia thyc hién kiém dinh 8 thang do thudc nhan té Thiéu kién thiic cong nghé va
Khoang cach quyén han (LPD) va thu duoc két qua nhu sau:

Bing 4-11 Két qua thong ké tong nhan to Thiéu kién thirc cdng nghé va Khoing
cach quyen han lan 1
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Hé sé Cronbach’s Alpha = 0,656

Trung binh Phuong sai Twong Cronbach's
& X £ 4 Tuong quan P .
Bien | thang donéu | thangdonéu | quan bién . Alpha neu logi
ek o 2 binh phuong .

loai bien loai bien tong bien
LPD1 27,1800 10,088 0,613 0,479 0,637
LPD2 27,1800 10,856 0,600 0,520 0,646
LPD3 27,2400 10,366 0,625 0,468 0,636
LPD4 26,9900 9,949 0,661 0,540 0,624
LPD5 26,9400 15,269 -0,150 0,082 0,771
LPD6 27,1700 10,244 0,636 0,487 0,632
LPD7 27,0600 13,592 0,213 0,083 0,721
LPD8 26,9600 14,766 -0,055 0,067 0,762

Nguon: Két qud Phan tich SPSS
Thong qua két qua danh gia do tin cay cua cac bién/thang do thudc nhan to Thiéu kién
thirc ¢éng nghé va Khoang céch quyén han lan 1, tac gia thu dugc hé sé Cronbach’s
Alpha 12 0,656 (I6n hon 0,6, dam bao cho viéc phan tich danh gia do tin cay) va tat ca
c4c hé sb twong quan bién tong déu 16n hon 0,3 ngoai trir bién/thang do LPD5, LPD7,
LPD8 c6 gi4 tri twong quan bién tong la -0,150; 0,213; -0,055 nho hon 0,3. Do do,
bién/thang do LPD5, LPD7, LPDS8 khong dam bao murc d6 tin cay khi tham gia danh gia
d6 tin cay Cronbach’s Alpha. Vi vy, tac gia tién hanh loai bién/thang do LPD5, LPD7,
LPD8 dé thuc hién danh gia do tin cdy Cronbach’s Alpha 1an 2 véi nhan té Thiéu kién
thire cdng nghé va Khoang cach quyén han thdng qua cac bién/thang do con lai 1a LPD1,
LPD2, LPD3, LPD4, LPD6.
Cung véi o, cac gia tri Cronbach’s Alpha néu loai bién cua cac bién/thang do LPDI,
LPD2, LPD3, LPD4, LPD5, LPD6, LPD7, LPDS8 lan luot 1a 0,637; 0,646; 0,636; 0,624;
0,771; 0,632; 0,721; 0,762; theo do, khi tac gia loal bién/thang do LPDS5, LPD7, LPDS8
thi thu dugc gia tri Cronbach’s Alpha mdi cho nhan té Thiéu kién thic cong nghé va

Khoang cach quyén han déu I6n hon gia tri Cronbach’s Alpha hién tai (I6n hon 0,656),
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diéu nay cang khing dinh bién/thang do LPD5, LPD7, LPD8 can phai loai bo dé thuc
hién danh gia do tin cay Cronbach’s Alpha 1an 2 véi nhan té Thiéu kién thirc cong nghé
va Khoang cach quyén han théng qua cac bién/thang do con lai 1a LPD1, LPD2, LPD3,
LPD4, LPDB.

Bing 4-12 Két qua thong ké tong nhan to Thiéu kién thirc cdng nghé va Khoing
cach quyen han lan 2

H¢ sé Cronbach’s Alpha = 0,856

Trung binh Phuong sai Twong Cronbach's
& £ £ 4 Tuong quan P .
Bien | thang donéu | thang donéu | quan bién . Alpha neu logi
e L Z ; binh phuong .z

loai bién loai biéen tong bien
LPD1 15,2600 8,942 0,657 0,467 0,829
LPD2 15,2600 9,548 0,678 0,490 0,824
LPD3 15,3200 9,452 0,620 0,439 0,838
LPD4 15,0700 8,793 0,711 0,530 0,814
LPD6 15,2500 9,078 0,686 0,482 0,821

Nguén: Két qua Phan tich SPSS
Thong qua két qua danh gia do tin cay cua céc bién/thang do thudc nhan té Thiéu kién
thirc cong nghé va Khoang cach quyén han lan 2, tc gia thu dugc hé s Cronbach’s
Alpha 12 0,856 (I6n hon 0,6, dam bao cho viéc phan tich danh gia do tin cay) va tat ca
cac hé sb tuong quan bién tong déu Ién hon 0,3.
Cung véi do, cac gia tri Cronbach’s Alpha néu loai bién cua cac bién/thang do LPDI,
LPD2, LPD3, LPD4, LPD6 lan luot la 0,829; 0,824; 0,838; 0,814; 0,821 déu nhé hon
gia tri Cronbach’s Alpha hién tai (déu nho hon 0,856), do dé, tac gia s& khong thu dugc
gia tri Cronbach’s Alpha nao tot hon néu loai bat ky bién/thang do nao. Vi vay, cac
bién/thang do LPD1, LPD2, LPD3, LPD4, LPD6 thudc nhan t6 Thiéu kién thirc cong
nghé va Khoang cach quyén han 1a phil hop dé dua vao cac budc phan tich tiép theo sau
nay.

Bang 4-13 Tong hop két qua phan tich Cronbach’s Alpha
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Trwéc phén tich Sau phan tich
Nhan t Cronbach’s Alpha (Er();nbach’s Alpha
Sé bidn He so Sé bién
Cronbach’s Alpha
Nhan thac rai ro 4 0,897 4
Nhan thac niém tin 5 0,898 5
Nhan thirc da st dung 4 0,864 iéﬁ‘)‘
Nhan thic lgi ich 4 0,759 4
Y dinh hanh vi 3 0,885 3
Sir dung hé thong 4 0,892 4
Thiéu kién thtrc cong nghé 8 0.856 5 (Loai LPDS5,
va Khoang cach quyeén han ’ LPD7, LPD8)

Nguon: Két qua Phan tich SPSS
Nhu vay, vai két qua phan tich danh gia do tin cay cua cac thang do, ta c6 thé két luan
rang vai 32 bién (bao gém cac bién cua cac nhan t6) dua vao phén tich thi tat ca cac bién
déu dat yéu cau; ngoai trir c4c bién/thang do PEU4 (thudc nhan t6 Nhan thirc dé sir dung),
bién/thang do LPD5, LPD7, LPD8 (thudc nhan té Thiéu kién thirc cong nghé va Khoang
cach quyén han). Do d6, tit ca cac bién con lai (28 bién) bao dam trong viéc dua vao
phan tich cac phan tiép theo.
4.1.12 Phan tich nhan té6 kham pha EFA
Sau khi danh gia so bo thang do bang hé sé Cronbach’s Alpha, toan b 28 bién thudc
cac nhan t6 déu dap (ng yéu cau vé do tin cay va dugc dua vao phan tich nhan t6 kham
pha (EFA). Phan tich EFA dugc thuc hién nham kham phé ciu tric thang do cua cac
nhan té: Nhan thac rai ro (PR), Nhan thac niém tin (PT), Nhan thac dé st dung (PEU),
Nhan thie loi ich (PU), Y dinh hanh vi (BI), Sir dung hé thong thuc té (ASU), Thiéu
kién thirc cong nghé, va Khoang cach quyén han (LPD). Muc tiéu la kiém tra xem cac
cau hoi (items) c6 thuc su do luong chinh xéac cac yéu té Iy thuyét ma nghién ctu dé
xuat hay khong.
Thuce hién phan tich EFA cho tong thé 28 bién cta cac thang do thudc cac nhan t ta thu

duogc céc két qua nhu sau:
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Bang 4-14 Kiém dinh KMO céac bién thugc cac nhan to

Giatri KMO 0,791

Gia tri Chi-Square 1.727,978

Kiém dinh Bartlett's df 378
Sig. 0,000

Nguon: Két qud Phan tich SPSS
Két qua phan tich cho thay hé s KMO dat 0,791, khang dinh céc bién c6 méi quan hé
chat ché voi nhau va dam bao tinh thich hop dé thuc hién phan tich nhan té kham phé
(EFA). bong thoi, kiém dinh Bartlett cung cip gia tri Chi-Square 1a 1.727,978 véi muc
¥ nghia Sig. 0,000 (nho hon 0,05), chirng to su twong quan dang ké gitra cac bién va dir
liéu du diéu kién dé tién hanh phan tich nhan tb.
Dua trén nguyén tic Kaiser (Kaiser’s criterion), chi nhitng nhan té c6 gia tri riéng
(eigenvalue) 16n hon 1 m&i dugc gitr lai. Két qua cho thay nhan to tha 7 c6 gia tri riéng
1a 1,143 (16n hon 1), do d0, cac bién dugc phan nhém thanh 7 nhan té chinh.
Phén tich phuong sai trich tich lity dat 73,563%, cho thay 73,563% bién thién cua di
liu dwoc giai thich boi 7 nhan t6 nay. Gia tri nay kha cao, ching minh rang 7 nhan t6
chinh da giir lai phan Ion théng tin tir dir liéu ban dau va cé thé duoc st dung mot cach
dang tin cay trong cac phan tich hoac md hinh hoa tiép theo.

Bang 4-15 Két qua phan tich phwong sai trich cac bién thugc cac nhan té

Téng binh
2 . LA X phuong tai
Gia tri riéng Tong bm}ir?h}? gﬁi éa' nhan to nhéan to trich
Thanh en e dugc sau khi
phan xoay
% o %
2 % phuong 2 % phuong 2
Tong | p h;r;)ing sai tich iy Tong | p h;r;irng sai tich iy Tong
1 7,420 | 26,499 26,499 | 7,420 26,499 26,499 4,874
2 3,513 | 12,548 39,047 | 3,513 12,548 39,047 3,354
3 2,923 | 10,440 49,487 | 2,923 10,440 49,487 4,329
4 2,286 8,166 57,652 | 2,286 8,166 57,652 4,867
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5 1,713 6,119 63,771 | 1,713 6,119 63,771 3,414
6 1,599 5,710 69,481 | 1,599 5,710 69,481 4,186
7 1,143 4,082 73,563 | 1,143 4,082 73,563 4,147
8 0,880 3,143 76,706
9 0,791 2,825 79,530
10 0,561 2,003 81,533
11 0,541 1,934 83,467
12 0,482 1,723 85,190
13 0,467 1,669 86,859
14 0,448 1,601 88,460
15 0,432 1,542 90,002
16 0,375 1,338 91,340
17 0,334 1,192 92,532
18 0,304 1,084 93,616
19 0,289 1,032 94,648
20 0,238 0,849 95,497
21 0,219 0,781 96,278
22 0,208 0,742 97,020
23 0,186 0,665 97,685
24 0,162 0,577 98,262
25 0,156 0,557 98,820
26 0,134 0,480 99,300
27 0,109 0,391 99,691
28 0,087 0,309 100,000

Ngusn: Két qua Phan tich SPSS

Nhu vay, cd thé két luan riang cac bién quan sat c6 twong quan véi nhau xét trén pham

vi tong thé. Va mo hinh ¢6 7 nhan té can duoc tién hanh hoi quy. Va bang ma tran xoay

nhan t6 (Pattern Matrix) ciia phép xoay nhan té cho ta thay 7 nhém nhan té nhu sau:

Bang 4-16 Két qua xoay nhan to

Thanh phan
1 4 6
PT1 0,858
PT4 0,844
PT5 0,827
PT2 0,826
PT3 0,796
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Thanh phan

4

LPD6

0,858

LPD4

0,841

LPD1

0,772

LPD2

0,765

LPD3

0,727

PR4

0,916

PR1

0,878

PR3

0,840

PR2

0,821

ASU1

0,915

ASU2

0,850

ASU4

0,835

ASU3

0,769

PU1

0,774

PU3

0,773

PU2

0,761

PU4

0,698

BI3

0,891

Bll

0,871

BI2

0,868

PEUZ2

0,889

PEU3

0,865

PEU1

0,793

Nguén: Két qua Phan tich SPSS
Cin ctr VAo bang ma tran xoay nhan té ta c6 thé thay duoc cac hé sé déu thoa man yéu
cau (c4c gia tri hé sd tai nhan té déu 16n hon 0,5) va sap xép theo 7 nhém nhan t6 riéng

biét, khdng c6 hién tuong xé&o tron hoic tach, gop nhan té.
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Nhu vay, sau khi phan tich nhan t6 EFA, tit ca cac bién déu dat yéu cau phan tich. Tong
sb bién 1a 28 bién va duoc sap xép theo 7 nhém nhan t4, d6 1a cac nhom nhan td Nhan
thire rai ro (PR), Nhan thie niém tin (PT), Nhan thac tinh d& sir dung (PEU), Nhan thic
loi ich (PU), Y dinh hanh vi (BI), St dung hé théng thuc té (ASU), Thiéu kién thirc cong
nghé va Khoang cach quyén han (LPD) qua d6 két luan két qua EFA cho thiy cac nhan

t6 do ludong dang cac yéu té ly thuyét ma nghién ciru mong muén.

4.2 Nghién ciu chinh thuc.

Sau khi c6 két qua Pilot phan anh duoc tong sé 28/32 bién phan anh dugc d tin cay cua
thang do. T4c gia tiép tuc tién hanh phan tich di liéu thu thap duoc bang phan mém phan
tich dir liéu SPSS va SMARTPLS, tac gia s& trinh bay va phan tich két qua: Théng ké
mo ta, kiém dinh d6 tin cdy Cronbach’s alpha, phan tich nhan t5 EFA, phan tich twong
quan Pearson, md hinh cau trdc tuyén tinh PLS-SEM.

4.2.1 M0 ta mau nghién ciu

Phuong phap va mau nghién ctu:

Déi twong khao sat: Trinh dugc vién Boston va khach hang (514 ngudi: bao gom 100
ngudi tham gia khao sat ban dau)

K¥ thuat phan tich:

Str dung bang céu hoi khao sat danh gia theo thang do likert 5 mtrc d6 thong qua google
form sau d6 tién hanh 1am sach théng tin, m& hoa cac thdng tin can thiét trong bang khao
sat, nhap liéu va phan tich di liéu bang phan mém SPSS va SMARTPLS

Céc phan tich két qua bao gém: Thong ké md ta, kiém dinh d tin ciy Cronbach’s alpha,
phén tich nhan té EFA, phan tich twong quan Pearson, mé hinh cau tric tuyén tinh PLS-
SEM.

Cach thac thyuc hién va két qua thu dugc:

Link cau hoi khao sat dugc dién trén link google form va duoc trién khai tric tiép cho
DSM (direct sales manager) va trinh dugc vién kénh OTC va ETC trong cudc hop hang

tuan, nham dam bao viéc lay két qua khao séat thuan loi va han ché cac két qua sai, viéc
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trién khai khao sat duoc dwa vao chi tiu KPIs hang tuan cho trinh duwgc vién. Trinh duoc

vién tién hanh thuc hién khao sat va ddng thoi di 13y y kién caa khach hang trong qua

trinh di thi trudong. Dong thoi ban than tac gia nghién ciru s& tién hanh khao sét riéng véi

khach hang trong qué trinh 1am viéc. Cudi cing két qua c6 514 phiéu khao sat duoc st

dung cho nghién ctru va dién vao phan mém SPSS.

Théng ké so lwgc cac thdng tin ca nhan cua cac dbi twong khao sat, ta duoc két qua

nhu sau:

Bang: Thong ké cac doi twong khao sat

Bién Tan so Ty 18 %
Béi twon Khach hang 414 80,5
01 tw A
ong Trinh duoc vién Boston 100 19,5
Trude day c6 dung nhung bay gio dat 7 14
s . thdng qua TDV Boston ’
Tarésuat sw 1 1an/thang 140 27,2
ung 2 _ 4 lan/théng 203 39,5
Nhiéu hon 4 1an/thang 164 31,9
o g
23 - 35 tudi 100 19,5
P tuoi 36 - 55 tuoi 295 57,4
Trén 55 tudi 119 23,2
Thu nha Duéi 10 triéu VND 39 7,6
Hang th é[r? 10 tridu VND — dudi 20 triéu VND 313 60,9
g thang Trén 20 triéu VND 162 31,5
e an Duoc si trung hoc/cao dang 172 33,5
Th'(')‘(‘:"\;ai" Duroc si dai hoc 234 455
: Trén dai hoc 108 21,0

Nguén: Két qua Phan tich SPSS

Dua trén bang thong ké cac déi tweng khao sat, nghién ciru da thu thap dit liéu tir 514

ngudi tham gia, trong d6 c6 414 khach hang (chiém 80,5%) va 100 trinh dwoc vién cua

Boston (19,5%). Su phan b dong déu giira hai nhom ddi tuong khao sat mang lai sy da
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dang vé quan diém va kinh nghiém st dung dich vu, qua dé cung cap cai nhin toan dién
hon vé thyc trang dich vu va nhu cau cua ngudi sir dung.

Vé tan suat sir dung dich vu, co 7 ngudi (1,4%) trude day da sir dung dich vy nhung
hién nay chi dat hang thong qua trinh dugc vién Boston. Nném nay c6 thé bao gém
nhitng khach hang da thay déi cach tiép can dich vu, phan anh sy dich chuyén trong hanh
vi tiéu dung tur viéc tu dat hang sang st dung dich vu thong qua trung gian. Pang cht v,
phan 16n ngudi tham gia khao sét sir dung dich vu it nhat 1 1an mdi thang. Cu thé, c6 140
ngudi (27,2%) sir dung dich vu 1 1an mdi thang, 203 ngudi (39,5%) sir dung tir 2-4
lan/thang, va 164 nguoi (31,9%) sir dung hon 4 lan/thang. Piéu ndy cho thay tan suat sir
dung dich vu cao, véi gan 72% ngudi ding sir dung dich vu tir 2 1an tré 18n mdi thang,
thé hién mic d6 phu thudc dang ké vao dich vy ctia Boston trong viéc dat hang san pham.
Vé giéi tinh, két qua cho thay 289 nguoi tham gia 13 nam (56,2%) va 225 ngudi 1a nit
(43,8%), su chénh léch vé ty 1 giéi tinh khong qua 16n.

Vé @9 tudi, nhom khao sét c6 sy tham gia chu yéu caa nhirg ngudi thude do tudi trung
nién tir 36 dén 55 tuoi (57,4%), tiép theo la nhom trén 55 tudi (23,2%) va cudi cuing 1a
nhom tré tir 23 dén 35 tudi (19,5%). Két qua nay cho thay dich vu caa Boston thu hit
dugc nhiéu nguoi ¢ do tudi truong thanh va trung nién, ¢ thé do ho ¢6 nhu cau on dinh
va thudng xuyén hon trong viéc mua duoc pham. Nhém tudi tir 23-35 tudi, mac du chiém
ty I& thap hon, nhung van 1a mot d6i tuong tiém niang c6 thé ma rong dich vy trong tuong
lai.

Vé thu nhap hang thang, phan 16n nguoi tham gia c6 thu nhap tir 10 triéu dén duéi 20
trigu VND mdi thang (60,9%), trong khi d6, 31,5% c6 thu nhap trén 20 triéu VND va
chi 7,6% c6 thu nhap duéi 10 triéu VND. Diéu ndy phan anh rang phan I6n khach hang
va trinh dugc vién Boston thuoc nhdm cé thu nhap trung binh, cho thy kha nang chi tra
cho dich vu cua ho. Nhdm thu nhap cao hon (trén 20 triéu VND) ciing chiém ty 16 khéa
l6m, diéu nay co thé 1a tin hiéu tét cho viéc Boston tiép tuc cung cap cac dich vu cao cap

hon nham dap tng nhu cau caa nhém khéach hang nay.
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V& trinh d$ hoc van, nhom khao sat c6 sy phan bb kha déu. Trong do6, c6 172 ngudi

(33,5%) 1a dugc si trung hoc hodc cao dang, 234 nguoi (45,5%) c6 bang duoc si dai hoc,

va 108 ngudi (21,0%) co trinh d6 trén dai hoc. Biéu nay cho thdy mirc d6 chuyén mon

cua nguoi sir dung dich vu kha cao, véi gan 70% cé trinh @6 dai hoc trg 1én. Vi nhém

d6i twong c6 trinh d6 hoc van cao, Boston c6 thé tap trung vao cac dich vu chuyén sau

va cung cap thong tin chi tiét vé san pham dé dap ung yéu cau cia nhém khach hang

nay.
4.2.2 Théng ké céc bién

Téc gia thuc hién viéc thdng ké céc bién va thu dugc két qua nhu sau:

Bang: Théng ké céc bién

NhAN té Bién Giatri | Giatri | Trung | Do léch
0 “"| nhé nhét | 16n nhét | binh chuan
PR1 1,00 5,00 3,6362 | 0,92503
. PR2 1,00 5,00 3,6265 | 0,97761
Nhan thic rai ro
PR3 1,00 5,00 3,6809 | 0,92156
PR4 1,00 5,00 3,5233 | 0,98549
PT1 1,00 5,00 3,5973 | 0,93829
PT2 1,00 5,00 3,6128 | 0,90478
Nhan thac niém tin PT3 1,00 5,00 3,6089 | 0,90526
PT4 1,00 5,00 3,5817 | 0,90813
PT5 1,00 5,00 3,6556 | 0,92406
PEU1 1,00 5,00 3,8054 | 0,88141
~ PEU2 1,00 5,00 3,7938 | 0,86759
Nhan thirc de stir dung
PEU3 1,00 5,00 3,8638 | 0,90101
PEU4 3,00 5,00 4,0195 | 0,61147
PU1 1,00 5,00 3,5973 | 0,95067
. PU2 1,00 5,00 3,8113 | 0,93105
Nhan thac loi ich
PU3 1,00 5,00 3,6556 | 0,94699
PU4 1,00 5,00 3,6654 | 0,95559
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Giatri | Giatri | Trung | D§ léch

Nhan to Bien nhé nhat | I6n nhat | binh chuan
Bll 1,00 5,00 3,6634 | 0,94978

Y dinh hanh vi BI2 1,00 5,00 3,5350 | 1,06684
BI3 1,00 5,00 3,5428 | 1,03313

ASU1 1,00 5,00 3,7840 | 0,89075

ASU2 1,00 5,00 3,6848 | 0,90584

Sir dung hé thdn
u aung ne thong ASU3 1,00 5,00 3,6712 | 0,90422

ASU4 | 1,00 5,00 3,8035 | 0,92943

LPD1| 1,00 500 | 3,8132 | 0,98138
LPD2 | 1,00 500 | 3,6984 | 1,03191

LPD3| 1,00 500 | 3,8424 | 0,89207

Thiéu kién thtc cong nghé va LPD4 1,00 5,00 3,9027 | 0,92942
Khoang cach quyen han LPD5| 1,00 5,00 3,5584 | 0,95793
LPD6 | 1,00 500 | 3,8541 | 0,92196

LPD7 | 1,00 500 | 3,9222 | 0,99989

LPD8 | 1,00 500 | 3,6556 | 0,83075

Nguon: Két qua Phan tich SPSS
Két qua phan tich cho thay, hau hét cac bién déu dat gid tri trung binh xoay quanh gia tri
3,52/5 diém tro 1én, diéu nay cho thay mirc d6 quan trong va su quan tdm cia cac doi
tuong khao sat dén cac bién trong md hinh. Bién c6 diém danh gia trung binh cao nhat
d6 1a PEU4 (thudc nhan té Nhan thic dé sir dung) dat 4,0195/5 diém va bién co diém
danh gia trung binh thap nhat d6 1a PR4 (thudc nhan té Nhan thac rai ro) dat 3,5233/5
diém.
4.2.3 Danh gia do tin cay cua cac thang do thong qua phan tich Cronbach’s Alpha
Cronbach’s Alpha 1a mot kiém dinh théng ké danh gia mirc 6 chat ché va nhat quéan
gitta cAc muc hoi trong thang do, nham xac dinh kha nang cac myc nay do luong cling

mét khai niém nghién ciru. Hé sé nay cho biét mirc d6 lién két gitra cac bién trong thang
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do. Theo nhiéu nghién ctiu, gi tri Cronbach’s Alpha tir 0,8 tré 1én dén gan 1,0 duoc xem
la tot; tir 0,7 dén gan 0,8 1a chap nhan duoc. Trong mot sb truong hop, khi khai niém
nghién ciru méi hodc chua quen thudc voi ngudi tra 16, hé sé tir 0,6 tré 1én ciling c6 thé
chap nhan dugc (Hoang Trong va Chu Nguyén Mong Ngoc). Do dé, trong nghién ctu
nay, tac gia chon 4p dung ngudng Cronbach’s Alpha tir 0,6 tré 1én dé danh gia thang do.
Tuy nhién, néu hé sb Cronbach’s Alpha qua cao (a > 0,95), diéu nay cd thé chi ra rang
c4c bién trong thang do dang do ludong cling mot ndi dung, dan dén su du thira thdng tin
(Nguyén Dinh Tho, 2011).

Mic di Cronbach’s Alpha giup danh gida mic do nhat quan noi tai cua thang do, nhung
n6 khong cho biét cu thé bién nao nén loai bo hay git lai. Vi vay, can st dung thém hé
s6 twong quan bién tong (item-total correlation). Hé sé nay do ludng muc do tuong quan
gitta mot bién quan sat (mot cau hoi cu thé) véi tong diém cia toan thang do, qua d6
danh gia mac do dong gop cua bién d6 vao thang do chung. Céc bién c6 hé sb tuong
quan bién tong < 0,3 duoc xem 1a khdng phi hop va can loai bo. Tuy nhién, viéc loai bo
bién can can nhic dén gia tri noi dung cua khai niém nghién ciu (Nguyén Pinh Tho,
2011).

4.2.4 Panh gia dd tin cay cia nhan téo Nhan thic rii ro (PR) théng qua phan tich
Cronbach’s Alpha

Téc gia thuc hién kiém dinh 4 thang do thudc nhan té Nhan thuc rui ro (PR) va thu duoc
két qua nhu sau:

Bang: Két qua thong ké tong nhan té Nhan thic rii ro

Hé sé Cronbach’s Alpha = 0,881

Trung binh Phuong sai Twong Cronbach's
- 4 £ X  x Tuong quan P .
Bién | thang donéu | thang donéu | quan biéen . Alpha neu logi
ek ek z binh phuong 1

loai bién loai bién tong bien
PR1 10,8307 6,293 0,763 0,585 0,838
PR2 10,8405 6,041 0,769 0,593 0,835
PR3 10,7860 6,469 0,719 0,522 0,855
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PR4 10,9436 6,209 0,715 0,513 0,857

Nguon: Két qua Phan tich PRSS
Théng qua két qua danh gia do tin cdy cua cac bién/thang do thudc nhan té Nhan thuc
rai ro, tac gia thu duoc hé sb Cronbach’s Alpha 13 0,881 (16n hon 0,6, dam bao cho viéc
phan tich danh gia do tin cay) va tat ca cac hé s6 twong quan bién tong déu 16n hon 0,3.
Cung véi @6, cac gia tri Cronbach’s Alpha néu loai bién cua céc bién/thang do PR1, PR2,
PR3, PR4 lan luot 12 0,838; 0,835; 0,855; 0,857 déu nho hon gia tri Cronbach’s Alpha
hién tai (déu nho hon 0,881), do d6, tac gia s& khong thu duoc gia tri Cronbach’s Alpha
nao tot hon néu loai bat ky bién/thang do ndo. Vi vay, cac bién/thang do PR1, PR2, PR3,
PR4 thudc nhan t6 Nhan thac rai ro 12 phi hop dé dua vao cac budc phan tich tiép theo
sau nay.
4.2.5 Panh gia dd tin cay cta nhan té6 Nhan thiec niém tin (PT) thong qua phan
tich Cronbach’s Alpha
Téc gia thuc hién kiém dinh 5 thang do thudc nhan t Nhan thac niém tin (PT) va thu
duoc két qua nhu sau:

Bang: Két qua thong ké tong nhan té Nhan thirc niém tin

Hé sé6 Cronbach’s Alpha = 0,898

Trung binh Phuong sai Cronbach's
.2 i 2 Twong quan | Tuong quan 2 .
Bien | thang do néu thang do néu AR . Alpha néeu logi
s L bien tong binh phuong 2

loai bién loai bién bien
PT1 14,4591 9,645 0,749 0,562 0,875
PT2 14,4436 9,783 0,757 0,577 0,873
PT3 14,4475 9,827 0,747 0,561 0,875
PT4 14,4747 9,848 0,739 0,548 0,877
PT5 14,4008 9,757 0,741 0,550 0,876

Nguon: Két qua Phan tich SPSS
Thong qua két qua danh gia do tin cay cua cac bién/thang do thudc nhan t6 Nhan thic

niém tin, tac gia thu duoc hé sé Cronbach’s Alpha 1a 0,898 (16n hon 0,6, dam bao cho

53




viéc phén tich danh gia do tin cay) va tit ca cac hé sb trong quan bién tong déu 16n hon
0,3.

Cung véi do, cac gia tri Cronbach’s Alpha néu loai bién cua cac bién/thang do PT1, PT2,
PT3, PT4, PT5 lan luot 14 0,875; 0,873; 0,875; 0,877; 0,876 déu nho hon gid tr
Cronbach’s Alpha hién tai (déu nho hon 0,898), do dé, tac gia s& khong thu dugc gia tri
Cronbach’s Alpha nao t6t hon néu loai bat ky bién/thang do nao. Vi vay, céc bién/thang
do PT1, PT2, PT3, PT4, PT5 thudc nhan té Nhan thac niém tin 1a phd hop dé dua vao
cac budc phan tich tiép theo sau nay.

4.2.6 Panh gia @ tin cay cia nhan té6 Nhan thirc dé sir dung (PEU) thdng qua phan
tich Cronbach’s Alpha

Téc gia thuc hién kiém dinh 3 thang do thudc nhan té Nhan thie dé sir dung (PEU) va
thu duogc két qua nhu sau:

Bang: Két qua théng ké tong nhan té Nhan thirc dé sir dung

Hé sé Cronbach’s Alpha = 0,861

Trung binh Phuong sai Twong Cronbach's
& X £ £ Tuong quan P .
Bien | thang donéu | thangdonéu | quan biéen . Alpha neu logi
ek o 2 binh phuong g

loai bién loai bien tong bien
PEU1 7,6576 2,647 0,724 0,530 0,818
PEU2 7,6693 2,697 0,720 0,523 0,822
PEU3 7,5992 2,498 0,769 0,592 0,775

Nguén: Két qua Phan tich SPSS
Két qua danh gia do tin cay cua cac bién/thang do thudc nhan té Nhan thirc d& st dung
cho thay hé sé Cronbach’s Alpha dat 0,861, cao hon ngudng 0,6, dam bao yéu cau vé do
tin cay. Dong thoi, tit ca cac hé sé twong quan bién tong déu 16n hon 0,3, dap ung diéu
kién phan tich.
Khi kiém tra Cronbach’s Alpha néu loai bién, c4c gia tri twong (ng cua PEU1, PEU2 va
PEU3 lan luot 14 0,818; 0,822; 0,775, déu thap hon Cronbach’s Alpha tong thé hién tai

(0,861). Diéu nay cho thiy viéc loai bo bat ky bién nao ciing khong cai thién dugc gia
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tri Cronbach’s Alpha. Do d6, cac bién/thang do PEU1, PEU2 va PEU3 duoc danh gid la
phl hop dé dua vao cac budc phan tich tiép theo.

4.2.7 Panh gia @ tin cay cia nhan té6 Nhan thic lgi ich (PU) théng qua phan tich
Cronbach’s Alpha

Téc gia thuc hién kiém dinh 4 thang do thudc nhan té Nhan thic loi ich (PU) va thu duoc
két qua nhu sau:

Bang: Két qua thong ké tong nhan té Nhan thic lei ich

Hé sé Cronbach’s Alpha = 0,836

Trung binh Phuong sai Twong Cronbach's
2 z £ ' Tuwong quan ) .
Bien | thang donéu | thangdonéu | quan biéen . Alpha neu logi
.z Lz 2 binh phuong .z

loai bién loai bién tong bien
PU1 11,1323 5,604 0,687 0,475 0,784
PU2 10,9183 5,826 0,647 0,419 0,801
PU3 11,0739 5,640 0,681 0,468 0,786
PU4 11,0642 5,713 0,651 0,425 0,800

Nguén: Két qua Phan tich SPSS
Thong qua két qua danh gia do tin cay cua cac bién/thang do thudc nhan té Nhan thic
loi ich, tac gia thu duoc hé sé Cronbach’s Alpha 14 0,836 (16n hon 0,6, dam bao cho viéc
phan tich danh gia do tin cay) va tat ca cac hé s6 twong quan bién tong déu 16n hon 0,3.
Cung véi do, cac gia tri Cronbach’s Alpha néu loai bién cua cac bién/thang do PUI,
PU2, PU3, PU4 lan luot 13 0,784; 0,801; 0,786; 0,800 déu nho hon gia tri Cronbach’s
Alpha hién tai (déu nho hon 0,836), do d6, tac gia s& khong thu duogc gié tri Cronbach’s
Alpha nao tot hon néu loai bat ky bién/thang do nao. Vi vay, cac bién/thang do PUI,
PU2, PU3, PU4 thudc nhan té Nhan thac loi ich 1a phd hop dé dua vao cac budc phan

tich tiép theo sau nay.
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4.2.8 Panh gia d tin cdy caa nhan té Y dinh hanh vi (Bl) théng qua phan tich
Cronbach’s Alpha

Téc gia thuc hién kiém dinh 3 thang do thudc nhan t6 Y dinh hanh vi (BI) va thu dugc
két qua nhu sau:

Bang: Két qua théng ké téng nhan té Y dinh hanh vi

Hé sé Cronbach’s Alpha = 0,910

Trung binh Phuong sai Twong Cronbach's
- £ £ X - Tuong quan P )
Bien | thang donéu | thang donéu | quan bien . Alpha neu logi
.z oz 2 binh phuong .z

loai bién loai bién tong bien
BIl 7,0778 3,998 0,787 0,619 0,897
BI2 7,2062 3,447 0,834 0,702 0,857
BI3 7,1984 3,551 0,840 0,709 0,851

Nguon: Két qud Phan tich SPSS
Thong qua két qua danh gia do tin cay caa cac bién/thang do thudc nhan t6 Y dinh hanh
Vi, tc gia thu duoc hé s6 Cronbach’s Alpha 1a 0,910 (16n hon 0,6, dam bao cho viéc
phan tich danh gia do tin cay) va tat ca cac hé s6 twong quan bién tong déu 16n hon 0,3.
Cung vai dé, cac gia tri Cronbach’s Alpha néu loai bién cua cac bién/thang do BI1, BI2,
BI3 lan luot 13 0,897; 0,857; 0,851 déu nho hon gid tri Cronbach’s Alpha hién tai (déu
nhé hon 0,910), do d0, tac gia s& khong thu dwgc gia tri Cronbach’s Alpha nao tét hon
néu loai bat ky bién/thang do nao. Vi vay, c4c bién/thang do BI1, BI2, BI3 thudc nhan
t6 Y dinh hanh vi 12 phi hop dé dua vao cac budc phan tich tiép theo sau nay.
4.2.9 Panh gia d¢ tin ciy cia nhan té Sir dung hé théng (ASU) théng qua phan
tich Cronbach’s Alpha
Téc gia thuc hién kiém dinh 4 thang do thudc nhan té Sir dung hé thong (ASU) va thu
duogc két qua nhu sau:

Bang: Két qua thong ké téng nhan td Sir dung hé thong
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Hé s6 Cronbach’s Alpha = 0,911

Trung binh Phuong sai Twong Cronbach's
& X £ 4 Tuong quan P .
Bien | thang donéu | thangdonéu | quan bién . Alpha neu logi
.z Lz 2 binh phuong Lz

loai bién loai bién tong bien
ASU1 11,1595 6,205 0,768 0,600 0,895
ASU2 11,2588 5,947 0,824 0,680 0,876
ASU3 11,2724 5,988 0,814 0,664 0,879
ASU4 11,1401 5,973 0,786 0,628 0,889

Nguon: Két qud Phan tich SPSS
Thong qua két qua danh gia do tin cay caa cac bién/thang do thudc nhan té St dung hé
thdng, tac gia thu duoc hé sé Cronbach’s Alpha 12 0,911 (16n hon 0,6, dam bao cho viéc
phan tich danh gia do tin cay) va tat ca cac hé s6 twong quan bién tong déu 16n hon 0,3.
Cung véi do, cac gia tri Cronbach’s Alpha néu loai bién cua cac bién/thang do ASUI,
ASU2, ASU3, ASU4 lan luot 1a 0,895; 0,876; 0,879; 0,889 déu nho hon gia tri
Cronbach’s Alpha hién tai (déu nho hon 0,911), do dé, tac gia s& khong thu dugc gia tri
Cronbach’s Alpha nao t6t hon néu loai bat ky bién/thang do nao. Vi vay, céc bién/thang
do ASU1, ASU2, ASU3, ASU4 thudc nhan té St dung hé thong 1a phi hop dé dua vao
cac budc phan tich tiép theo sau nay.
4.2.10 Panh gia dd tin cay cia nhan té6 Thiéu kién thic cong nghé va Khoang cach
quyén han (LPD) thong qua phén tich Cronbach’s Alpha
Téc gia thuc hién kiém dinh 5 thang do thudc nhan té Thiéu kién thirc cong nghé va
Khoang cach quyén han (LPD) va thu duoc két qua nhu sau:

Bang: Két qua thong ké tong nhan to6 Thiéu kién thic cong nghé va Khoang céach
quyén han

Hé sé Cronbach’s Alpha = 0,851

Trung binh Phuong sai Twong Cronbach's
. B B X Tuong quan P .
Bién | thang donéu | thangdonéu | quan biéen . Alpha neu logi
.z Lz 2 binh phuong oz
loai bien loai bien tong bien
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LPD1 15,2977 9,636 0,583 0,365 0,839
LPD2 15,4125 8,948 0,670 0,492 0,816
LPD3 15,2685 9,561 0,687 0,504 0,812
LPD4 15,2082 9,350 0,692 0,488 0,809
LPD6 15,2568 9,489 0,671 0,458 0,815

Nguon: Két qud Phan tich SPSS
Két qua phan tich d6 tin cay cho thay hé sb Cronbach's Alpha cua nhan t6 "Thiéu kién
thirc cong nghé va Khoang céach quyén han" dat 0,851, cao hon ngudng chap nhan (0,6).
Cac hé s6 twong quan bién tong déu Ién hon 0,3. Viéc loai bo bat ky bién nao trong nhan
t6 nay déu lam giam gié tri Cronbach's Alpha. Do d6, tt ca cac bién (LPD1, LPD2,
LPD3, LPD4, LPD6) déu duoc giir lai dé tiép tuc phan tich.
Cung véi do, cac gia tri Cronbach’s Alpha néu loai bién cua cac bién/thang do LPDI,
LPD2, LPD3, LPD4, LPD6 lan luot 1a 0,839; 0,816; 0,812; 0,809; 0,815 déu nhé hon
gia tri Cronbach’s Alpha hién tai (déu nho hon 0,851), do dé, tac gia s& khong thu dugc
gia tri Cronbach’s Alpha nao tot hon néu loai bat ky bién/thang do nao. Vi vay, cac
bién/thang do LPD1, LPD2, LPD3, LPD4, LPD6 thudc nhan t6 Thiéu kién thirc cong
nghé va Khoang cach quyén han 1a phil hop dé dua vao cac budc phan tich tiép theo sau
nay.

Bang: Tong hop két qua phan tich Cronbach’s Alpha

Trwéc phén tich Sau phan tich
Nhan té Cronbach’s Alpha (A?roxnbach’s Alpha
S4 bién He so Sé bién
Cronbach’s Alpha

Nhan thuece rai ro 4 0,881 4

Nhan thérc niém tin 5 0,898 5

Nhan thuac dé sir dung 3 0,861 3

Nhan thac lgi ich 4 0,836 4

Y dinh hanh vi 3 0,910 3

St dung hé thdng 4 0,911 4

T\hleu Klen thuc conq ngh¢ 5 0,851 5
va Khoang cach quyeén han
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Nguon: Két qua Phan tich SPSS
4.2.11 Phan tich nhan té6 kham pha EFA
Két qua kiém dinh d6 tin cay Cronbach’s Alpha cho thiy toan bo 28 bién thudc cac nhan
t6 (PR, PT, PEU, PU, BI, ASU, LPD) déu dap ung tiéu chi. Tiép theo, tac gia tién hanh
phan tich nhan t5 kham pha (EFA) nham kham pha ciu trac sau hon cua cac nhan tb nay.
EFA giup xé4c dinh cac yéu t6 tiém an tao nén mdi nhan té. Sau khi hoan thanh EFA, céc
nhan té dugc kiém tra va tinh chinh dé loai bo cac bién khdng phi hop, dam bao d6 tin
cay va hop Ié cua dir liéu.
Thuce hién phan tich EFA cho tong thé 28 bién cua cac thang do thudc cac nhan t ta thu
duogc céc két qua nhu sau:

Bang: Kiém dinh KMO céc bién thudc cac nhan t6

Gia tri KMO 0,920

Gia tri Chi-Square 8.775,022

Kiém dinh Bartlett's df 378
Sig. 0,000

Nguén: Két qua Phan tich SPSS
Két qua phan tich nhan té cho thay hé sé6 KMO dat 0,920 va mirc y nghia Sig. 1 0,000,
khang dinh dir liéu dap ung tinh thich hop dé thuc hién phan tich nhan t6 kham phé
(EFA). Théng ké Chi-Square tir kiém dinh Bartlett dat 8.775,022 véi mirc ¥ nghia Sig.
0,000 (nho hon 0,05), chirng to Sy twong quan gita cac bién 1a dang ké.
Phén tich phuong sai trich cho thay gia tri phuong sai trich tich lily dat 73,168%, mot
con s6 kha cao, dong nghia vai viéc 73,168% bién thién cua dir liéu duoc giai thich boi
7 nhan t6. Qua trinh trich nhan t dung lai & nhan té thir 7 véi gia tri riéng (eigenvalue)
la 1,040 (16n hon 1), khang dinh rang cac bién di dugc phan loai va sap xép thanh 7
nhém nhan té pht hop. Céc thang do duoc rit ra va chap nhan cho cac phan tich tiép
theo.

Bang: Két qua phén tich phwong sai trich cac bién thudc cac nhan to
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Tong binh phuong tai nhan t6

Téng binh phwong

. Gia tri riéng i tai nhan t6 trich
-z;g:]h trich dugc duoc sau khi xoay

ong T cation | 79 arentty| oM

1 9,540 | 34,070 34,070 | 9,540 | 34,070 34,070 6,967

2 3,128 | 11,172 45,242 | 3,128 | 11,172 45,242 3,308

3 2,448 | 8,741 53,983 | 2,448 | 8,741 53,983 6,981

4 1,829 | 6,533 60,516 | 1,829 | 6,533 60,516 6,513

5 1,357 | 4,847 65,363 | 1,357 | 4,847 65,363 4,516

6 1,145 | 4,090 69,453 | 1,145 | 4,090 69,453 3,263

7 1,040 | 3,716 73,168 | 1,040 | 3,716 73,168 6,260

8 0,678 | 2,423 75,592

9 0,553 | 1,974 77,565

10 (0,504 | 1,799 79,365

11 0,483 1,726 81,091

12 | 0446 | 1,593 82,683

13 0,419 1,497 84,180

14 0,402 1,436 85,617

15 10,393 | 1,404 87,021

16 | 0,379 | 1,353 88,374

17 10,355 | 1,268 89,642

18 0,339 | 1,210 90,851

19 10,329 | 1,174 92,025

20 10,318 | 1,135 93,160

21 0,292 1,043 94,204

22 0,286 1,021 95,225

23 | 0,266 | 0,952 96,176

24 10,250 | 0,894 97,071
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25 10,239 | 0,853 97,923
26 | 0,213 | 0,760 98,684
27 10,204 | 0,730 99,414
28 10,164 | 0,586 100,000

Nguon: Két qud Phan tich SPSS

Nhu vay, cd thé két luan rang cac bién quan sat c6 twong quan véi nhau xét trén pham

vi téng thé. Va mé hinh c6 7 nhan té can duoc tién hanh hdi quy. Va bang ma tran xoay

nhan té (Pattern Matrix) cua phép xoay nhan tb cho ta thay 7 nhdm nhan té nhu sau:

Bang: Két qua xoay nhan t6

Thanh phan

4

PT3

0,880

PT5

0,840

PT4

0,835

PT2

0,800

PT1

0,762

LPD4

0,821

LPD3

0,811

LPD2

0,804

LPD6

0,798

LPD1

0,721

ASU1

0,886

ASU4

0,879

ASU2

0,874

ASU3

0,842
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PR2

0,852

PR4

0,840

PR1

0,831

PR3

0,815

PU1

0,827

PU4

0,816

PU2

0,816

PU3

0,807

PEU1

0,897

PEU3

0,887

PEUZ2

0,863

Bll

0,912

BI2

0,909

BI3

0,880

Nguén: Két qua Phan tich SPSS

Dua trén bang ma tran xoay nhan té, tit ca cac hé sb tai nhan té déu thoa man yéu cau

(16n hon 0,5) va dugc sdp xép thanh 7 nhdm nhan té riéng biét, bao gém: Nhan thic rui
ro (PR), Nhan thac niém tin (PT), Nhan thac dé sir dung (PEU), Nhan thuc loi ich (PU),
Y dinh hanh vi (BI), Sir dung hé théng thuc té (ASU), Thiéu kién thirc cong nghé va

Khoang cach quyén han (LPD).

Két qua phan tich EFA cho thay tat ca 24 bién déu dap (ing yéu cau va duoc phan loai

thanh 7 nhém nhan té nhu trén. Piéu ndy khing dinh céc nhan té di do ludng chinh xéc

cac yéu tb ly thuyét ma nghién caru hudng téi, dam bao tinh hop 1é cia md hinh nghién

ctru.
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4.3  Phan tich twong quan Pearson
Dé tién hanh phan tich twong quan, tic gia tién hanh tinh gia tri trung binh cong cua cac
bién thudc cac nhan t doc 1ap va phu thudc trén co so di phan loai va sap xép lai nhom
cac nhan t6 sau kiém dinh d tin cay va phan tich nhan té.

Bang: Cac bién/thang do thudc cic nhan té dwa vao phin tich twong quan

STT Nhan t6 Bién/Thang do
1 Nhan théc rai ro PR1, PR2, PR3, PR4
2 Nhan thic niém tin PT1, PT2, PT3, PT4, PT5
3 Nhan thie dé st dung PEU1, PEU2, PEU3
4 Nhan thic loi ich PU1, PU2, PU3, PU4
5 Y dinh hanh vi BI1, BI2, BI3
6 Sir dung hé théng ASU1, ASU2, ASU3, ASU4
Thiéu kién thtc cong nghé va
7 ) i LPD1, LPD2, LPD3, LPD4, LPD6
Khoang cach quyén han

Nguén: T&c gid téng hop
Phén tich trong quan nham kiém tra mdi quan hé giita cc nhan té c6 su twong quan véi
nhau hay khong trudc khi di vao chay mé hinh hoi quy.

Bang: Két qua phan tich twong quan Pearson

Thiéu kién
Nhan | Nhan | Nhan |Nhan|. . | s |Muccond
o ) x| e | Y dinh .| nghé va
thac rui| thac thic dé | thac |, . . |dung hé )
L \ .. |hanhvi| ~ / Khoang
ro niém tin | str dung |loi ich thong ,
cach
quyén han
Pearson
. 1
Nhan thac | Correlation
rai ro Sig. (2-
tailed)
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Pearso_n 0,633 1
Nhan thae | Correlation
niém tin ia. (2-
Sig. (2 0,000
tailed)
Pearso_n 0.146"| 0205 .
Nhan thac | Correlation
dé st dun i (2-
wng | Sig. (2 0,001] 0,000
tailed)
Pearson | o 307~ 0.364™ 02617 1
Nhan thac | Correlation
lgi ich ' -
' St;?le(dz) 0,000 0,000 0,000
o Pearsop 0562 0550™| 0314 0,406* !
Y dinh hanh| Correlation
Vi i -
219, (2 0,000 0,000  0,000| 0,000
tailed)
Pearso.n 0.616"| 0598~ 0,203" 0,389* 0.506™ L
Sir dung hée | Correlation
thdn i (-
J Sig. (2 0,000 0,000 0,000/ 0,000 0,000
tailed)
Thieukien | - Pearson 1 ool 089" 0,026|-0,080/-0,139-0,130°
thic cong | Correlation
nghé va
Khoan i -
cach qu)%n St;?le(dz) 0,203 0,045/ 0,557| 0,069| 0,002| 0,003
han

**_Correlation is significant at the 0.01 level (2-tailed).
a. Listwise N=514

Nguén: Két qua Phan tich SPSS
Can cir trén két qua phan tich twong quan cac nhan td, ta thay:
- Nhan té Thiéu kién thirc cdng nghé va Khoang cach quyén han (LPD) khong c6 ¥ nghia
khi xét dén mbi twong quan véi nhan té cac nhan to6 Nhan thac rai ro (PR), Nhan thirc
tinh d& st dung (PEU), Nhan thic loi ich (PU); diéu d6 thé hién qua hé sb Sig. cua cac
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nhan t5 Nhan thtc rai ro (PR), Nhan thic tinh dé st dung (PEU), Nhan thie loi ich (PU)
véi nhan td Thiéu kién thic cong nghé va Khoang cach quyén han (LPD) lan luot Ia
0,203; 0,557; 0,069 déu 16n hon 5% (tirc 16n hon 0,05). Trong khi d6 nhan t6 Thiéu kién
thirc cong nghé va Khoang cach quyén han (LPD) c6 méi trong quan am/nguoc chiéu
v6i nhan t6 Nhan thic niém tin (PT), Y dinh hanh vi (BI), Sir dung hé théng thuc té
(ASU) thé hién qua hé s trong quan Pearson 14 -0,089; -0,139; -0,130 nhoé hon 0 va moi
tuong quan nay c6 y nghia théng ké; diéu nay thé hién qua hé sé Sig. la 0,045; 0,002;
0,003 nhé hon 5% (tic nhé hon 0,05).

- C4c nhan té con la, bao gom: Nhan thac rai ro (PR), Nhan thac niém tin (PT), Nhan
thire tinh dé sir dung (PEU), Nhan thac loi ich (PU), Y dinh hanh vi (BI), Sir dung hé
thdng thuc té (ASU) déu co ¥ nghia khi xét dén méi twong quan, diéu d6 thé hién qua hé
s6 Sig. cua tirng cap nhan t6 déu 14 0,000 nhé hon 5% (tc nho hon 0,05) nhu Bang trén,
Va tat ca cac nhan té déu cd mbi twong quan duong véi hé sé tuong quan Pearson déu
I6n hon 0.

- Clng v&i d6, thong qua két qua twong quan, tac gia chap nhan gia thuyét H7 va gia
thuyét H8, cu thé:

+ Gid thuyét H7: Nhan té Nhan thie rai ro (PR) ¢6 méi twong quan duong/ciing chiéu
vé6i nhan t6 Nhan thic niém tin (PT), chap nhan gia thuyét nay vi hé sé Sig. 1a 0,000 nho
hon 5% (tirc nho hon 0,05) va hé s6 twong quan Pearson 13 0,633 16n hon 0.

+ Gid thuyét H8: Nhan té Nhan thie rai ro (PR) ¢6 méi twong quan duong/ciing chiéu
vé6i nhan td Nhan thic loi ich (PU), chap nhan gia thuyét nay vi hé sb Sig. 1a 0,000 nho
hon 5% (tirc nho hon 0,05) va hé s6 twong quan Pearson 13 0,307 16n hon 0.

Nhu vay, tac gia khang dinh rang, cac nhan t6 Nhan thac rai ro (PR), Nhan thic niém
tin (PT), Nhan thuc tinh dé sir dung (PEU), Nhan thuc loi ich (PU), Y dinh hanh vi (BI),
Str dung hé thng thuc té (ASU) déu c6 ¥ nghia thong ké khi xét dén méi quan hé twong
quan Pearson ngoai trir méi twong quan giita nhan t6 Thiéu kién thuc cong nghé va

Khoang cach quyén han (LPD) véi cac nhan tb Nhan thtc rai ro (PR), Nhan thic niém
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tin (PT), Nhan thic tinh d& st dung (PEU), Y dinh hanh vi (BI), St dung hé théng thuc
té (ASU).

4.4 M5 hinh do lwdng va mé hinh céu tric tuyén tinh PLS-SEM thé hién méi
quan hé giira cac nhan té trén SMARTPLS

Tiép theo tac gia sir dung phan mém SMARTPLS dé thyuc hién mé hinh do luong va mo
hinh céu tric tuyén tinh SEM thé hién médi quan hé giira cac nhan té Nhan thac rui ro
(PR), Nhan thac niém tin (PT), Nhan thac tinh dé sir dung (PEU), Nhan thuc loi ich
(PU), Y dinh hanh vi (BI), St dung hé théng thyc té (ASU), Thiéu kién thirc cong nghé
va Khoang cach quyén han (LPD), cac tiéu chi danh gia mé hinh do ludng va mé hinh
cau trdic tuyén tinh SEM bao gom: Chat luong bién quan sat; Do tin cay thang do; Tinh
hoi tu; Tinh phan biét; Két qua mé hinh ciu tric tuyén tinh SEM; Panh gia da cong
tuyén.

4.4.1 Panh gia chat lwong bién quan sat (Outer loading)

Hair va cong su (2016) cho rang hé sé tai ngoai (Outer loading) can 16n hon hoic bing
0,7 thi bién quan sat d6 1a chat lugng.

Bang: Panh gia Chat lwong bién quan sat (Outer loading)

Céc bién quan sat ASU | Bl |LPD | PEU | PR PT | PU
ASU1 0,868
ASU2 0,907
ASU3 0,902
ASU4 0,878
BIl 0,901
Bl12 0,927
BI3 0,932
LPD1 0,715
LPD2 0,791
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Céc bién quan sat ASU | Bl | LPD | PEU | PR PT | PU

LPD3 0,824

LPD4 0,800

LPD6 0,820

PEU1 0,861

PEU2 0,873

PEU3 0,917

PR1 0,875

PR2 0,874

PR3 0,847

PR4 0,836

PT1 0,857

PT2 0,849

PT3 0,843

PT4 0,827

PT5 0,835

PU1 0,835

PU2 0,801

PU3 0,835

PU4 0,803

Nguon: Két qua Phan tich SMARTPLS
Theo két qua trén ta thay tat ca cac bién quan sat déu dat yéu cau khi hé s6 tai ngoai déu
I6n hon 0,7; do d6, tat ca cac bién quan sat thuoc 7 nhém nhan té Nhan thuc rai ro (PR),
Nhan thic niém tin (PT), Nhan thtc tinh d& st dung (PEU), Nhan thuc loi ich (PU), Y
dinh hanh vi (Bl), St dung hé théng thuc t& (ASU), Thiéu kién thic cong nghé va
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Khoang cach quyén han (LPD) dam bao yéu cau khi phan tich mé hinh ciu tric tuyén
tinh SEM.
4.42 PDanh gia @ tin cay va tinh hi tu cac nhan to

Bang: DPanh gia do tin cay va tinh hoi tu cac nhan t6

Cac nhan ciatr . Gia tri Do tin cay tor_lg hop Phwong sai trich
t6 Cronbach's | 0 A (Composite ) | binh (AVE)
Alpha - Reliability) g
ASU 0911| 0,914 0,938 0,790
BI 0,910 | 0911 0,943 0,847
LPD 0,851 | 0,863 0,893 0,626
PEU 0,861 | 0,883 0,915 0,782
PR 0,881 | 0882 0,918 0,737
PT 0,898 | 0,903 0,924 0,709
PU 0,836 | 0,838 0,891 0,670

Nguon: Két qua Phan tich SMARTPLS
Cin cir vao két qua bang trén cho thay, céc gié tri do tin cay thang do (Cronbach’s alpha)
cua cac nhan t6 Nhan thuac rai ro (PR), Nhan thic niém tin (PT), Nhan thuc tinh d& st
dung (PEU), Nhan thuc loi ich (PU), Y dinh hanh vi (BI), St dung hé thng thuc té
(ASU), Thiéu kién thirc cong nghé va Khoang cach quyén han (LPD) lan luot 12 0,881;
0,898; 0,861; 0,836; 0,910; 0,911; 0,851 va do tin cay tong hop (Composite Reliability)
cta cac nhan t6 Nhan thac rai ro (PR), Nhan thic niém tin (PT), Nhan thuc tinh dé st
dung (PEU), Nhan thuc loi ich (PU), Y dinh hanh vi (BI), St dung hé théng thuc té
(ASU), Thiéu kién thirc cong nghé va Khoang cach quyén han (LPD) lan luot 12 0,918;
0,924: 0,915; 0,891; 0,943; 0,938; 0,893 déu tir 0,8 trd 1én va gia tri phuong sai trich
trung binh (AVE) cua cac nhan té Nhan thic rai ro (PR), Nhan thic niém tin (PT), Nhan
thire tinh dé sir dung (PEU), Nhan thic loi ich (PU), Y dinh hanh vi (BI), Sir dung hé
thdng thuc té (ASU), Thiéu kién thirc cong nghé va Khoang cach quyén han (LPD) lan
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luot 12 0,737; 0,709; 0,782; 0,670; 0,847; 0,790; 0,626 tir 0,6 trd 1én; diéu nay cho théy
cac nhan té Nhan thire rai ro (PR), Nhan thic niém tin (PT), Nhan thuc tinh dé sir dung
(PEU), Nhan thuc loi ich (PU), Y dinh hanh vi (BI), Sir dung hé théng thuc té (ASU),
Thiéu kién thirc cong nghé va Khoang céch quyén han (LPD) dam bao d6 tin cay va tinh
hoi tu cho viéc dua vao phan tich mé hinh cAu trac tuyén tinh SEM.

4.4.3 Danh gia tinh phan biét

Tiép theo, gia tri phan biét cho thay tinh khéc biét cia mét cau trdc khi so sanh véi céc
cau tric khac trong mé hinh. Céch tiép can truyén théng dé danh gia tinh phéan biét 1a st
dung chi s6 cin bac hai AVE do Fornell va Larcker (1981) dé xuat, theo do, gia tri cin
bac hai gia tri phuong sai trich trung binh (AVE) phai 16n hon hé s6 tuong quan giita cac
bién tiém an.

Bing: Kiém tra tinh phan biét cic nhan t6 theo chi s6 ciin bic hai AVE

Céac nhan t6 ASU Bl LPD | PEU | PR PT PU
ASU 0,889
Bl 0,597 | 0,920
LPD -0,133 | -0,140 | 0,791
PEU 0,296 | 0,320 | 0,024 | 0,884
PR 0,617 | 0,563 | -0,061 | 0,154 | 0,858
PT 0,599 | 0,553 | -0,094 | 0,206 | 0,632 | 0,842
PU 0,391 | 0,406 | -0,082 | 0,262 | 0,307 | 0,368 | 0,819

Nguon: Két qua Phan tich SMARTPLS
Can ctr vao bang trén cho thay hé sb twong quan giira cac nhan t6 déu nho hon gia tri can
bac hai cua gia tri phuong sai trich trung binh (AVE), cu thé, gié tri cin bac hai cua gia
tri phuong sai trich trung binh (AVE) cua cac nhan to6 Nhan thic rui ro (PR), Nhan thirc
niém tin (PT), Nhan thuc tinh dé sir dung (PEU), Nhan thic loi ich (PU), Y dinh hanh
vi (BI), Str dung hé théng thuc té (ASU), Thiéu kién thicc céng nghé va Khoang cach
quyén han (LPD) lan luot 13 0,858; 0,842; 0,884; 0,819; 0,920; 0,889; 0,791 déu Ién hon
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C4c gid tri trong quan gitra cAc nhan td; diéu nay cho thay cac nhan té dam bao tinh phan
biét khi dwa vao phan tich mé hinh cau trdc tuyén tinh SEM.

Bén canh d6, tac gia con sir dung gia tri HTMT (Heterotrait-Monotrait Ratio of
Correlations), theo Hair va cong su (2014), khi chi s6 HTMT nhé hon hodc bing 0,9 thi
cac nhan té dam bao tinh phan biét.

Bang: Kiém tra tinh phan biét ciia cac nhén t6 theo chi s6 HTMT

Céac nhan t6 ASU | Bl | LPD | PEU | PR PT PU
ASU
Bl 0,655
LPD 0,148 | 0,158
PEU 0,330 | 0,354 | 0,043
PR 0,688 | 0,628 | 0,067 | 0,168
PT 0,662 | 0,607 | 0,105 | 0,233 | 0,711
PU 0,446 | 0,465 | 0,095 | 0,308 | 0,358 | 0,420

Nguon: Két qua Phan tich SMARTPLS
Két qua phan tich cho thay gia tri HTMT giita cac cap nhan td déu nho hon 0,9; diéu nay
cho thdy cac nhan t6 ¢am bao tinh phan biét khi dua vao phan tich mé hinh cau trdc
tuyén tinh SEM.
4.4.4 Két qua md hinh cau trac tuyén tinh PLS-SEM
Cin cir trén két qua phan tich SMARTPLS, tac gia c6 dugc két qua md hinh ciu trlc
tuyén tinh SEM cho thy duoc cac yéu té anh huong dén viéc chap nhan st dung Boston
App thdng qua md hinh chap nhan cong nghé mé rong (TAM) tai khu vuc H6 Chi Minh
thong qua cac nhan té Nhan thic rai ro (PR), Nhan thizc niém tin (PT), Nhan thic tinh
dé str dung (PEU), Nhan thic loi ich (PU), Y dinh hanh vi (BI), Sir dung hé théng thuc
té (ASU), Thiéu kién thirc cdng nghé va Khoang cach quyén han (LPD); diéu d6 thé hién

qua két qua mé hinh cau tric tuyén tinh PLS-SEM, cu thé nhu sau:
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PEUT PEUZ PEU3

PR1 b \ T /

PR2 50104 96.102 115304

PR3

PR4 BI1 BI2 BIZ

PT1
0.174(0.000) 293 113673 125605
PT2

PT3 ASUT

PT4 0.589 (0.000)

AsU2
0.169 (0.000)

Bl

PTS ASU3

¥
0,020 (0.652) !. '
-0.051 (0.150R3Y AsSU4
/o
AB10 59441 4 28388

pu1/ pu{ xp'ua \‘Pua - / F‘ \

9702 43389 q757q 14735 13074

A

LPD1 LpD2 LPD3 L7D4 D5
Hinh 4-1 Két qua m6 hinh céu trac tuyén tinh SEM

Nguon: Két qua Phan tich SMARTPLS

Can cir vao két qua md hinh cau tric tuyén tinh SEM trén SAMRTPLS, tac gia nhan

thay gia tri Sig. thé hién méi quan hé giira cac nhan té déu nho hon 5%, cu thé theo bang

dudi day:

Bang: Két qua mo hinh cau tric tuyén tinh SEM thé hién méi quan hé giira cac

nhan t6

M&i quan hé Hé;fyhéi Trurr;%:inh }():(rf)"z%(;h Kién_lrdinh Gia tr P
Bl -> ASU 0,589 0,584 0,037 16,113 0,000
LPD -> ASU -0,051 -0,056 0,035 1,443 0,150
LPD*BI -> ASU 0,020 0,019 0,043 0,451 0,652
PEU -> BI 0,174 0,175 0,037 4,675 0,000
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PEU -> PU 0,195 0,194 0,043 4,479 0,000
PR -> Bl 0,328 0,330 0,047 7,016 0,000
PT -> BI 0,247 0,246 0,045 5,480 0,000
PT ->PU 0,328 0,329 0,038 8,667 0,000
PU -> BI 0,169 0,166 0,040 4,266 0,000

Nguon: Két qua Phan tich SMARTPLS
Gia thuyét H1: Nhan thirc tinh dé sit dung (PEU) tac dong cung chiéu dén Y dinh
hanh vi (BI) khi nghién ciu cac yéu té6 anh hwéng dén viéc chap nhan sir dung
Boston App théng qua mé hinh chap nhan céng nghé mé réng (TAM) tai khu vuc
Hé Chi Minh; chap nhan gia thuyét nay vi gia tri P-value (tic Sig.) cua mdi quan hé
nay la 0,000 nho hon 0,05 (tirc nho hon 5%).
Nhan t6 Nhan thuc tinh d& sir dung (PEU) tac dong tich cuc dén Y dinh hanh vi (BI) (véi
hé s6 hoi quy 14 0,174), diéu nay c6 nghia, khi nhan t5 Nhan thtc tinh dé st dung (PEU)
t6t hon thi nhan t6 Y dinh hanh vi (BI) s& gia tang (véi mic ting thém twong tng 1 1an
Nhan thuc tinh dé st dung (PEU) thi nhan t6 Y dinh hanh vi (BI) ting thém 0,174 1an).
Gia thuyét H2: Nhan thic lgi ich (PU) tac dong cling chiéu dén Y dinh hanh vi (BI)
khi nghién cieu c4c yéu té anh hwéng dén viéc chap nhan sir dung Boston App thong
qua md hinh chap nhan cong nghé mé réng (TAM) tai khu vac Hé Chi Minh; chap
nhan gia thuyét nay vi gia tri P-value (tic Sig.) cua méi quan hé nay 1a 0,000 nho hon
0,05 (ticc nho hon 5%).
Nhan té Nhan thic loi ich (PU) tac dong tich cuc dén Y dinh hanh vi (B1) (vé&i hé s6 hoi
quy 13 0,169), diéu nay c6 nghia, khi nhan t5 Nhan thuc loi ich (PU) tét hon thi nhan t6
Y dinh hanh vi (BI) s& gia tang (véi mic ting thém twong ung 1 lan Nhan thac lgi ich
(PU) thi nhan t5 Y dinh hanh vi (BI) ting thém 0,169 1an).
Gia thuyét H3: Nhan thirc tinh d& sir dung (PEU) tac dong cung chiéu dén Nhan
thirc loi ich (PU) khi nghién ciru cac yéu té anh hwéng dén viéc chap nhan sir dung

Boston App théng qua mé hinh chip nhan céng nghé mé rong (TAM) tai khu vuc
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Hé Chi Minh; chap nhan gia thuyét nay vi gia tri P-value (tic Sig.) caa mi quan hé
nay la 0,000 nho hon 0,05 (tirc nhé hon 5%).

Nhan t6 Nhan thac tinh dé st dung (PEU) tac dong tich cuc dén Nhan thic lgi ich (PU)
(véi hé sé hoi quy 1a 0,195), diéu nay c6 nghia, khi nhan té Nhan thtc tinh d& st dung
(PEU) t6t hon thi nhan t6 Nhan thc loi ich (PU) s& gia ting (voi muc ting thém tuong
trng 1 1an Nhan thuec tinh d& sir dung (PEU) thi nhan t6 Nhan thic loi ich (PU) ting thém
0,195 lan).

Gia thuyét H4: Nhan thic niém tin (PT) tac dong cing chiéu dén Nhan thic lgi ich
(PU) khi nghién ciru cac yéu té anh hwéng dén viéc chap nhan sir dung Boston App
théng qua md hinh chap nhan céng nghé mé rong (TAM) tai khu vec Ho Chi Minh;
chap nhan gia thuyét nay vi gié tri P-value (tirc Sig.) cia mdi quan hé nay 1a 0,000 nho
hon 0,05 (tirc nho hon 5%).

Nhan té Nhan thirc niém tin (PT) tac dong tich cuc dén Nhan thic loi ich (PU) (voi he
s6 hoi quy 12 0,328), diéu nay c6 nghia, khi nhan t6 Nhan thic niém tin (PT) tét hon thi
nhan t6 Nhan thic loi ich (PU) sé& gia ting (voi mirc ting thém twong ¢ng 1 1an Nhan
thirc niém tin (PT) thi nhan t6 Nhan thuac loi ich (PU) ting thém 0,328 1an).

Gia thuyét H5: Nhan thirc niém tin (PT) tac dong cung chiéu dén Y dinh hanh vi
(BI) khi nghién ciu cac yéu té anh hwéng dén viéc chap nhan sir dung Boston App
thdng qua mé hinh chap nhan cong nghé mé rong (TAM) tai khu vec Hd Chi Minh;
chap nhan gia thuyét nay vi gia tri P-value (tc Sig.) cua mdi quan hé nay 1a 0,000 nho
hon 0,05 (t&cc nho hon 5%).

Nhan té Nhan thac niém tin (PT) tac dong tich cuc dén Y dinh hanh vi (BI) (véi hé sb
hoi quy 13 0,247), diéu ndy c6 nghia, khi nhan t5 Nhan thac niém tin (PT) tét hon thi
nhan t6 Y dinh hanh vi (Bl) s& gia tang (véi muc ting thém twong tng 1 1an Nhan thuc
niém tin (PT) thi nhan t& Y dinh hanh vi (BI) ting thém 0,247 1an).

Gia thuyét H6: Nhan thirc rii ro (PR) tac dong cung chiéu dén Y dinh hanh vi (BI)

khi nghién ciru cac yéu té anh hwéng dén viéc chap nhan sir dung Boston App thong
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qua md hinh chap nhan cong nghé mé réng (TAM) tai khu vac H6 Chi Minh; chap
nhan gia thuyét nay vi gia tri P-value (tac Sig.) cua mdi quan hé nay 1a 0,000 nho hon
0,05 (tic nhé hon 5%).

Nhan t6 Nhan thtc rai ro (PR) tac dong tich cuc dén Y dinh hanh vi (BI) (véi hé s6 hoi
quy 13 0,328), diéu ndy c6 nghia, khi nhan t5 Nhan thtc rai ro (PR) tét hon thi nhan t6
Y dinh hanh vi (BI) s& gia ting (voi mirc ting thém tuong wng 1 1an Nhan thac rai ro
(PR) thi nhan t6 Y dinh hanh vi (BI) ting thém 0,328 1an).

Gia thuyét H9: Thiéu kién thicc cong nghé va Khoang cach quyén han (LPD) diéu
tiét méi quan hé ciia Y dinh hanh vi (BI) tac dong dén Sir dung hé théng (ASU) khi
nghién ciu cac yéu to6 anh hwéng dén viéc chap nhan sir dung Boston App théng
qua md hinh chap nhan céng nghé mé rong (TAM) tai khu veec H6 Chi Minh; bac
bo gia thuyét nay vi gia tri P-value (tac Sig.) cia mdi quan hé nay 1a 0,652 I6n hon 0,05
(tac 16n hon 5%).

4.4.5 Kiém dinh da cong tuyén

Cung voi d6, theo Hair va cong su (2019), hé s6 VIF < 3 s& khong c6 hién tugng da cong
tuyén xay ra trong mé hinh cau tric tuyén tinh SEM.

Bang: Kiém dinh da cdng tuyén cac nhan té trong mé hinh

Céac nhan t6 ASU Bl LPD | LPD*BI | PEU | PR PT PU
ASU
Bl 1,024

LPD 1,020

LPD*BI 1,004

PEU 1,090 1,044
PR 1,685
PT 1,780 1,044
PU 1,219

Nguon: Két qua Phan tich SMARTPLS
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Véi két qua thu duoc, ta thay cac hé sb VIF caa cac nhan té déu nho hon 3; do dé, khong
c6 hién tuong da cong tuyén xay ra trong mé hinh.
4.4.6 Panh gia mirc ) giai thich cia cac nhan té trong mé hinh
Bén canh d6, gia tri R? cho thdy muc d6 giai thich cua cac bién dong vai tro doc lap dén
bién phu thudc trong mot mdi quan hé cu thé theo bang dudi day.

Bang: Gia tri R2 va R2 hi¢u chinh

Nhan t6 R Binh phuong | R Binh phuong hiéu chinh
ASU 0,359 0,356
BI 0,446 0,441
PU 0,172 0,169

Nguén: Két qua phan tich SMARTPLS
Gia tri R? cua nhan td Nhan thic loi ich (PU) 1a 0,172; diéu nay cho thay nhan t Nhan
thize rui ro (PR), Nhan thizc niém tin (PT), Nhan thic tinh dé st dung (PEU)giai thich
duoc 17,2% sy bién thién cta nhan té Nhan thic loi ich (PU).
Gia tri R? ciia nhan t6 Y dinh hanh vi (BI) 14 0,446; diéu nay cho thay nhan té Nhan thac
rai ro (PR), Nhan thirc niém tin (PT), Nhan thic tinh dé sir dung (PEU), Nhan thic loi
ich (PU) giai thich duoc 44,6% su bién thién cua nhan té Y dinh hanh vi (BI).
V4, gié tri R? ciia nhan t6 Str dung hé théng thuc té (ASU) 1a 0,359; diéu nay cho thay
nhan t6 Y dinh hanh vi (BI), Thiéu kién thac cong nghé va Khoang cach quyén han
(LPD) giai thich duoc 35,9% sy bién thién cua nhan té St dung hé thdng thuc té (ASU).

Bang: Tong hop céc két qua mo hinh

Néi dung gia thuyét Két luan
Gid thuyét H1: Nhan thuc tinh dé sir dung (PEU) tac dong cing chiéu dén )
o N . Chap nhan
Y dinh hanh vi (BI)
Gid thuyét H2: Nhan thic loi ich (PU) tac dong cting chiéu dén Y dinh hanh )
Chap nhan

vi (BI)
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Gid thuyét H3: Nhan thuc tinh dé sir dung (PEU) tac dong cung chiéu dén

. Chép nhan
Nhan thtc loi ich (PU)
Gid thuyét H4: Nhan thie niém tin (PT) tac dong cung chiéu dén Nhan thic ,
. Chap nhan
loi ich (PU)
Gid thuyét H5: Nhan thac niém tin (PT) tac dong cung chiéu dén Y dinh ,
. i Chap nhan
hanh vi (BI)
Gid thuyét H6: Nhan thic rii ro (PR) tac dong cling chiéu dén Y dinh hanh )
Chap nhan

vi (BI)

Gig thuyét H7: Nhan to Nhan thac rai ro (PR) c6 mdi twong quan

duong/cung chiéu véi nhan td Nhan thie niém tin (PT)

Chép nhan

Gig thuyét H8: Nhan to Nhan thac rai ro (PR) c6 mdi twong quan

duong/cung chiéu véi nhan té Nhan thic lgi ich (PU)

Chép nhan

Gid thuyét H9: Thiéu kién thirc cdng nghé va Khoang cach quyén han (LPD)
diéu tiét moi quan hé caa Y dinh hanh vi (BI) tac dong dén Sur dung hé théng
(ASU)

Bac bho

Nguén: T&c gid téng hop

Nhu vay, c6 thé thay rang, c6 nhiéu nhan tb tac dong dén dén viéc chap nhan sir dung

Boston App tai khu vuc Ho Chi Minh, tuy nhién, xét trong nghién ciru nay thi cac nhan
t6 nhu Nhan thtc rai ro (PR), Nhan thie niém tin (PT), Nhan thtc tinh dé sir dung (PEU),
Nhan thicc loi ich (PU), Y dinh hanh vi (BI), St dung hé thdng thuc té (ASU) that su c6

¥ nghia trong viéc tac dong dén dén viéc chap nhan sir dung Boston App tai khu vuc H6

Chi Minh.
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Nhan thic Nhan thac
rai ro dé sir dung
0.328%**% A7
+0, \
Y dinh
+0.633*** |+0.307**% +0.195%*% hanh
Vi
+0,247%** /
\ 4 \ 4 +O'169***
Nhan thic Nhan thac
niém tin +0.328**% loi ich

+0589***

A

Bac bo

Str dung

» hé thong

thuec té

Thiéu kién thic cong nghé
va Khoang cach quyén han

Ghi chu: *** Co y nghia muc 1%, ** Co y nghia muc 5%

Tom tat chwong 4

Hinh 4-2 Két qua mé hinh cau tric tuyén tinh PLS-SEM

sir dung Boston App tai khu vuc Ho Chi Minh
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Nguon: Két qua phan tich cua tac gid

Sau khi tién hanh trién khai khao sat va tién hanh phan tich két qua, 8/9 gia thuyét dua
ra ban dau di duoc chap nhan. Qua d6 néu rd 4 yéu té nhan thac su hitu ich, nhan thac

su d& sy dung, nhan thic niém tin va nhan thirc rai ro co tac dong dang ké dén hanh vi



CHUONG 5 XAY DUNG KET QUA HANH PONG

Muyc tiéu chinh ciia chuong nay 1a xay dung va trinh bay mot ké hoach hanh dong cu thé
nham t6i wu hoa viéc chap nhan va sir dung Boston App trong cong dong khach hang va
d6i ngil trinh dugc vién cua Cong ty Dugc pham Boston Viét Nam. Dya trén két qua
phan tich chi tiét cac yéu td anh huong dén hanh vi sir dung tng dung da duoc xac dinh
& Chuong 4, chuong nay sé& tap trung vao viéc xay dung cac giai phap nham gia ting
Iong tin, cai thién trai nghiém nguoi dung va nng cao hiéu qua st dung cua Boston App.
Noi dung ciia chuong nay bao gdm cac thanh phan chinh sau day: ké hoach hanh dong,

chi phi thyc hién, phuong phap danh gia va nghiém thu.

5.1  Ké hoach d6i véi Khach hang

Qua két qua phan tich & chuong 4, tac gia nhan thay trong 4 yéu tb tac dong dén y dinh
hanh vi st dung Boston App (BI), thi yéu té Nhan thac sy hitu ich (PU) ¢6 tac dong tich
cuc dén y dinh hanh vi st dung thap nhat (hé sé hoi quy 0,169) so véi ba yéu t6 con lai
Nhan thac dé si dung (hé sb hoi quy 0,174), nhan thic rai ro (hé s hoi quy 0,328) va
nhan thic sy tin tuong (hé s6 hoi quy 0,247). Ngoai ra trong 4 bién quan sét cia yéu to
PU, PU4 vai hé sb tai 28.588 thap nhat trong 4 bién két hop véi mean cua bién 1a 3,6654
va do léch chuan 0,95559 cho thay quan diém “Bang cach sir dung Boston App, lya chon
cua tdi véi tu cach 1a nguoi tiéu dung duoc cai thién (vi du: tinh linh hoat, tc d6 xu Iy
va giao hang)” khong dugc nhiéu ngudi tham gia d6ng ¥ véi quan diém nay. Vi vay, tac
gia dé xuat day manh va nang cao thém céc hoat dong vé yéu té nay nhu sau:

DPam bao chat lugng cua Boston App: Dich vu ciia Boston App dem lai déu phai dat chat
luong cao va dap tng dung yéu cau cua khach hang.

Giao tiép minh bach: Ludn trung thyuc va rd rang trong moi giao tiép vaéi khach hang, tur
viéc tu van dén xu ly khiéu nai.

Cai thién quy trinh xt Iy khiéu nai: Cong ty can c6 quy trinh rd rang va minh bach dé xu
ly céc khiéu nai cua khach hang vé Boston App. Viéc cung cap thong tin chinh xac vé

thoi gian giai quyét sé gitp khach hang cam thay duoc ton trong.
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5.1.1 K& hoach tiang cwong hinh anh ciia Boston App tai nha thudc

5.1.1.1 Muc tiéu ké hoach

Tang d6 nhan dién va do tin cay cua Boston App tai cac nha thudc, gidp cac nha thudc
an tam khi st dung trng dung.

S6 lwong nha thudc muc tiéu: 3,000 nha thudc tai TP. H5 Chi Minh.

5.1.1.2 Ly do trién khai

Vin dé hién tai: Khach hang (nha thubc) cam thay viéc stir dung Boston App chua that
su dem lai hidu qua. Vi vay giai phap dé xuat 1a sir dung céc cong cu truyén thdng truc
quan (poster, wobbler) dé tao su 4n tugng va trén poster hay wobbler déu c6 sé hotline
cling voi ma QR dé khéach hang c6 thé dé dang truy cap app hay lién hé voi nhan vién
cuia céng ty vé cac van dé nhu don hang, thoi gian giao hang, quan ly doanh sb. Ngoai
cong ty s& hd tro chi phi trung bay dé khuyén khich nha thubc sir dung Boston App
thuong xuyén

5.1.1.3 Di tuong trién khai

Nha thudc tai TP. H6 Chi Minh: Céc nha thudc trong khu vuc c6 thé tro thanh ddi tac

tiém ning ciia Boston, véi muc tiéu hd tro tot hon trong quan Iy ban hang va tiép can

khach hang.
5.1.1.4 Vai tro va trach nhiém cua tirng bo phan
Phong ban Vai tro trong chién dich
Phy trach xay dung ké hoach truyén thong, ndi dung poster,
Marketing wobbler, cac hoat dong truyén thong khac.

Kiém tra, gidm sat va bao cdo cho BOD két qua ciia chién dich
Thiét ké poster, wobbler, tai liéu truyén thong theo bang brief
tor Marketing

Lam viéc voi cac ddi tac dé san xuat poster, wobbler, tai li¢u
truyén thong

Phdi hop v&i nha thude dé trién khai trung bay, theo ddi va khao
sat phan hoi

K¢ toan Quan Iy ngan sach, thanh toan phi trung bay, chi phi san xuét

Thiét ké

Phong mua hang

Sales

79



5.1.1.5 Ké hoach trién khai theo tuin (Agenda)
Giai doan chuan bi: Thang 2 nim 2025 (4 tuan)

Giai doan trién khai: Tt thang 3 dén thang 8 nim 2025 (6 thang, bao gdm ca chi phi

trung bay hang thang)
Giai doan Cong viéc cu thé B¢ phan phu trach rgll::
Lap danh sach nha ‘ghuéc ‘
muc tiéu va phan bo nhan sy Sales Tuan 1
trién khai
Thiét k& noi dung va Marketing, Thiétké | Tuan 1
. i concept cho poster, wobbler
Tuan 1-2: Chuan bi
Duyét va hoan thién thiét ké Marketing Tuan 2
Phé duyét ngan sach dyu L., A
kién, 1ap hd so chi phi Ke toan Tuan 2
A s ;. | In an poster, wobbler va
Tudn 3-4: Sanxudt | < ' i Tigu truyén Phong muahang | Tuén 3-4
Catalogue ~
thdng
Lién h¢ véi nha thudc, 5
théng béo vé chién dich Sales Tudn 3
. iR Dén poster, wobbler tai nha Bit dau
Thang 3 8.' Trién thudc va xac nhan hoan Sales, Marketing | tir Thang
khai X
thanh 2
Cap nhat thong tin va hinh
anh sau khi trung bay
Thuyét phyuc nha thudc sir Sales Hang
dung Boston App va lam thang
ndi bat cac vu diém cuia App
giup khach hang tin tudng
su dung
Thang 3-8: Panh | Khao sat dinh ky dé thu thap : Hang
gié va theo doi phan hdi tir cac nha thude Marketing, Sales thang
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Cubi mdi
thang

Phan tich va bao cao vé muc

d6 hoan thanh KPIs Marketing, K¢ toan

Téng két va danh gia hiéu
qua chién dich, dua ra diéu

chinh cho giai doan tiép Tat ca cdc bo phan | Thang 8

Thang 8: Tong két

theo
5.1.1.6 KPIs va phuong phap danh gia
KPlIs
Chi tiéu Muc tiéu can dat
Nhén dién thuong | 70% nha thudc cam thay tin tudng hon vao Boston App sau
hiéu khi thay Catalogue
Ty 1€ nha thudc It nhat 90% nha thuéc dugc chon tham gia chién dich va trung
trung bay bay san pham

Ty 1é chuyén d6i | it nhat 50% nha thudc dang ky va str dung Boston App

80% nha thudc hai long véi chién dich va san sang tiép tuc

Phan hoi tich cuc ,
hop tac

Phuong phap danh gia

Khao sat dinh ky

Thuce hién khao sat hang thang dé thu thap phan hdi tir nha thudc vé dé hitu ich va muac
do hai long véi Boston App.

Cac cau hoi khao sat bao gébm: muc do hitu ich, su tin tudng vao Boston App, dé xuat
cai thién, va kha nang tiép tuc st dung.

Béo cao doanh thu va tan suét sir dung

Ké toan cung vai Sales theo doi s luong ding ky méi tir cc nha thudce sau khi trién khai
chién dich.

Do ludng tan suat sir dung Boston App cua céc nha thude dé xac dinh tinh hiéu qua trong
viéc tao thoi quen st dung.

Kiém tra thi truong (Market Check)

Dinh ky kiém tra tinh trang trung bay tai nha thuc dé dam bao nha thubc duy tri poster

va wobbler.
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Thue hién quan sat thuc té dé danh gia sy chuy@n nghiép va mic do hiéu qua cua cach

trung bay.

5.1.1.7 B&o cao cudi chién dich

Tong két va phan tich toan dién sau 6 thang, so sanh cac KPIs véi muc tiéu dit ra.

Dua ra cac dé xuat diéu chinh cho chién dich trong tuong lai néu can thiét.
5.1.1.8 Chi phi chi tiét chién dich truyén thong Boston App

Ngan sach san xuat va phan phéi san pham

Hang muc Don vi tinh S6 lwong I()\(;'rl:l g)a Th(il/nl\lll S;én
Poster Céi 3,000 200,000 600,000,000
Wobbler Céi 3,000 150,000 450,000,000
Catalogue Céi 3,000 50,000 150,000,000
Chi phi lap dat | Nha thudc 3,000 100,000 300,000,000
Chi phi du phong phat sinh 20,000,000

Tong tién 1,520,000,000

Ngan sach ho tro chi phi trung bay

Hane muc | PORVi SO0 lwgng | Chi phi/thang S thine | Thanh tién
ang mu tinh | nha thube (VND) 1 (VND)
HOb tro trung Nha
bay hang P 3,000 100,000 6 600,000,000
, thuoc
thang
Téng chi phi
Hang muc Thanh tién (VND)
To6ng chi phi san xuat va phan phdi an pham 1,520,000,000

82



Téng chi phi hd trg trung bay hang thang 600,000,000

Téng cong 2,120,000,000

Dién giai chi phi:

Chi phi san xuat poster va wobbler: Bao gom thiét k&, in 4n, va van chuyén céac 4n pham
quang cao dén tirng nha thuc. Mai nha thube s& nhan duoc 01 poster, 01 wobbler va 01
catalogue

Chi phi phan phéi 4n pham va lap dit: Pam bao mdi nha thude duoc trang bi cac an
pham truyén thdng, va thuc hién lap dit tai diém ban dé dam bao hiéu qua trung bay.
Phi trung bay hang thang: Tra cho nha thudc 100,000 VND/thang trong sudt 6 thang dé
khuyén khich ho duy tri cac 4n pham trung bay cua Boston App.

Ngoai ra, yéu té nhan thic dé st dung (hé sb hoi quy 0,174) cho thay tac dong cua yéu
t6 nay ddi voi y dinh hanh vi sir dung kha thap (tac dong chi hon PU), thé hién rd viéc
khach hang cam thay khé khan trong viéc sir dung Boston App. Vi vay tac gia dé xuat
phuong an dao tao viéc hudng dan sir dung Boston App véi cac trinh duoc vién cia cong
ty, va cac trinh duoc vién sé la nhitng ngudi chi dan cho khéach hang cach st dung.
5.1.2 K& hoach ddi véi trinh dwoc vién

Ké hoach dao tao str dung Boston App cho Trinh Duoc Vién Boston Pharma
5.1.2.1Muc tiéu dao tao

e Hiéu siu vé tinh ning va tién ich cua Boston App: Trinh dugc vién can hiéu rd
Boston App duoc thiét ké t6i vu cho viéc quan 1y va dat hang dugc pham, gitp
cac nha thudc dé dang quan 1y don hang va t6i uvu héa quy trinh mua ban.

e Ky ning st dung App thanh thao: Trinh dugc vién s& dugc huéng dan cu thé ting
tinh ning cua Boston App tir co ban dén nang cao, nham dam bao ho c6 thé thao
tac va giai quyét moi thac mac khi hd trg khach hang.

e Truyén tai gia trj tién ich cua Boston App dén khach hang: Giup trinh duogc vién
nam rd cAc yéu té6 ma khach hang danh gia cao nhu tiét kiém thoi gian, dé theo
ddi ton kho, va cac khuyén mai wu dai, tir d6 truyén tai va thuyét phuc nha thube
su dung App.
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Xay dung niém tin noi khach hang: Trinh duoc vién duoc hudng dan cach truyén
dat cau chuyén thuong hiéu va cam két caa Boston App, tao su tin tréng va gian
két voi khach hang.

5.1.2.2 Noi dung dao tao chi tiét

Téng quan va dinh vi Boston App trong thi trudng

Loi ich cbt 16i cua Boston App: Trinh duoc vién s& dugc gidi thiéu chi tiét vé ly
do Boston App ra doi va céc loi ich néi bat ma ¢ng dung ndy mang lai, nhu don
gian hoa quy trinh dit hang, giam chi phi van hanh, va hd trg nha thudc quan ly
ton kho mot cach hiéu qua.

Dinh vi san pham trén thi truong: Giup trinh duoc vién hiéu duoc Boston App
khdng chi 12 mot cong cu dat hang ma con 1a mot hé sinh thai hd trg nha thudc,

tao loi thé canh tranh cho Boston Pharma trong nganh duoc pham.

Hudéng dan chi tiét cac tinh ning va thuc hanh sir dung Boston App

Huéng dan quy trinh dang nhap, tao tai khoan va thiét 1ap thdng tin nha thubc trén
Boston App. Gitp trinh dugc vién giai quyét nhanh cac vuéng mac ma khéch
hang c6 thé gap phai.

Quan ly dat hang

Huéng dan sir dung chirc niang dat hang chi tiét, tir tim kiém san pham, chon sb
luong, dén xéac nhan don hang.

Chi 13 cac uu diém nhu theo ddi trang thai don hang, kha nang dit hang nhanh
qua danh muc goi y, va cach tu dong luu cac don hang dinh ky, giup khach hang
dé dang quan ly.

Dao tao k¥ ning str dung cac tinh ning hd tro nha thudc trong viéc kiém soat ton
kho, cap nhat tinh trang va s6 luong san pham.

Gitp trinh dugc vién ¢ thé gioi thiéu tinh nang tu dong thdng béo san pham sap
hét han hay tinh ning tao bao céo tong két dinh ky, tdi uvu héa hiéu qua cua App

trong quan ly kho.
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Huéng dan trinh duoc vién cach theo dbi va thong bao cac chuwong trinh khuyén
mai dang c6 trén App, nhu giam gi4 theo sé luong hoic uu dii cho khach hang
than thiét,

Dao tao cach truyén dat cho nha thudc loi ich cua viéc nim bit wu dai truc tiép

trén App, khong bo 15 cac dot khuyén mai cd loi.

Xt ly sy ¢b va hd tro khach hang

Céch xur ly cac van dé thuong gap khi khach hang st dung App nhu mat két néi,
khong nhan thong bao don hang, va cac 16i trong quy trinh thanh toan.
Dao tao cach thirc lién hé b phan hd tro ki thuat, tao niém tin noi khach hang vé

dd tin cay va tinh hd trg cua Boston App.

K§$ nang truyén tai va thuyét phuc khach hang

Loi ich thyc tin ma App mang lai cho nha thudc: Dao tao cach néu bat nhitng loi
ich thiét thuc ma App mang lai nhu t6i wu quy trinh, giam chi phi van hanh, va
néang cao su hai long cua khach hang.

Tao dung cau chuyén thuong hiéu: Trinh dugc vién s& dugce huéng dan cach ké
lai cAu chuyén vé sy ra doi caa Boston App va muc tiéu cia Boston Pharma trong
viéc hd tro nganh duoc pham. Gilp khach hang cam thay tin tuéng va gan bo hon
VGi san pham.

Phan tich nhu cau khach hang va dua ra giai phap phl hop: Huéng dan trinh duoc
vién xac dinh c&c van d& ma nha thudc thuong gap phai (quan 1y don hang phuc
tap, kho kiém soat ton kho) va cach ching minh rang Boston App la giai phap ly

tuéng cho cac nhu cau do.

Phuong phap dao tao

e Pio tao truc tiép qua thyc hanh: Trinh duoc vién s& thao tac tryc tiép trén App,

thir nghiém céc tinh hudng cu thé dé c6 thé xt ly linh hoat khi 1am viéc véi nha

thudc.
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e Luyén tap vai cac kich ban thuc té: Xay dung cac kich ban dbi thoai véi nha thude
vé loi ich va tién ich ciia App, gitp trinh duoc vién @ng bién tét hon khi gap cac
cau hoi tir khach hang.

e Phan héi va huéng dan ca nhan: Cac bubi dao tao c6 sy hudng dan tir gidm sat va
phan hdi sau mdi bai thuc hanh, gitp trinh dwoc vién cai thién ki nang truyén tai
va giai quyét tinh hudng.

Panh gia va diéu chinh chuong trinh dio tao

e Bai kiém tra dinh ky: Panh gia trinh duoc vién qua cac bai kiém tra truc tiép trén
App, dam bao ho c6 thé st dung thanh thao céc tinh ning va tra 16i dung nhiing
thac mac pho bién tir khach hang.

e Phan hdi tir khach hang: Sau mdi dot dao tao, lay y Kién tir cac nha thudc vé chat
luong tur van va hd tro tir trinh dugc vién dé diéu chinh noi dung dao tao phu hop.

e Phan tich hiéu qua doanh sb: Theo ddi s6 lugng nha thude dang ky va mirc ting
truong doanh sé dé xac dinh muc do6 thanh cong cua Boston App trén thi truong,
tir d6 cai tién chuong trinh dao tao néu can.

5.1.2.3 KPIs danh gid hi¢u qua dao tao

Tiéu chi Chi tiéu cin dat

; : X o \ X - o
Ty 1€ st dung Boston App sau tu van ’Ig\gpl;at 60% nha thudc dang ky st dung
Pénh gia tir khach hang vé chat luong | 85% nha thudc hai long véi thong tin
tu van dugc cung cap
Hi¢u qua sir dung App cua trinh dugc 90% trinh dugc vién dat diém danh gia
Vién k¥ nang stir dung App toi thicu 85%
i({)ailauqng nha thue duy tri st dung Tang it nhat 20% so vai trude dao tao

Ngoai ra, mac du 2 yéu té nhan thic rai ro (hé sé hdi quy 0,328) va nhan thic su tin
tuong (hé sb hdi quy 0,247) c6 tac dong lén dén ¥ dinh hanh vi sir dung Boston App, tuy
nhién theo quen sét thyuc té khi di khao sat, ciing nhu cc bao céo thi trudng ndi bo khéach

hang van c6 c6 sy e ngai ddi vai viéc sir dung Boston App, bang chuang cho thiy PR4

86



(T6i nhan thiy cac Boston App xam pham quyén riéng tu nhiéu hon so véi cac nén tang
y té khac) thudc yéu té nhan thuc rai ro co diém gié tri trung binh thap nhat (3,5233/5)
va do léch chuan 0,98546. Hay cac bién khac cling yéu té ciing c6 gia tri trung binh thap
(PR1 - 3,6362), (PR2 — 3,6265), (PR3 — 3, 6809). VVa cac bién thuoc yéu té nhan thic sy
tin tudng ciing cho két qua thip hon so véi céc bién khac (PT1-3,5973), (PT2 - 3,6128),
(PT3 — 3,6089), (PT4 — 3,5817) va (PT5 - 3,6556). Nhim nang cao su tin tuong
va giam di sy e ngai vé rui ro str dung cua khéach hang, tac gia dé xuat trién khai mot hoi
nghi dé trién khai Boston App c6 su tham gia ciia FPT don vi tién hanh xay dung Boston
App.

5.1.3 H@éi nghi khéach hang — trién khai Boston App

5.1.3.1 Muc tiéu

Gan két khach hang 1a cac nha thudc tai TP. Ho Chi Minh va gidi thiéu vé Boston App.
Thuc day khach hang sir dung Boston App, tao su tin tudng va gan bé 1au dai.

Tang ty 1& nha thubc sir dung va trai nghiém @ng dung dé quan ly, ban hang hiéu qua
hon.

5.1.3.2 Di twong khach hang

Nha thudc, quay thude va dai ly c6 doanh s téi thiéu 10 triéu déng/thang (~300 khach
hang)

5.1.3.3 N&6i dung chuong trinh

Thaoi gian: 08/01/2025

Phat biéu/Bj phén

Thoi gian NOi dung phu tréich Y nghia
Tao 4n tuong
20 . NO- Don khach, phat . chuyén nghiép,
08:30 - 09:00 door gift Marketing, Sales chao don khich
hang than thiét.
Tao khong khi hao
09:00 - 09:10 | Khai mac hoi nghi MC hiimg, dan vao noi

dung chinh cua hdi
nghi.
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o . Phat biéu/Bd phén o
Thoi gian Noi dung phu tréich Y nghia
Phat bi€u cua Tong Truyén tai gia tri
) ) Giam Doc vé cau 2 ., £ thuong hi¢u, cam
09:10 -09:40 chuyén thuong Tong Giam Boc két vé chit luong
hi¢u Boston va sir ménh Boston.
Néu tinh nang
09:40 - 10:10 G161 thiéu Boston Dai dién FPT chl'nh, }Ql 1?h Ya su
App - FPT tin cdy cua ung
dung Boston App.
Trinh bay cac Khuyén khich
1010 chuong trinh . khach hang dang
10:10-10:40 14 iyén mai khi sir Marketing k¢ va sir dung App
dung Boston App véi vu dai dac biét.
Gigip v, |
10:40 - 11:00 giao luu voi1 khach | Tatcdcacbdphan | .. 7 °° 1A
hang lang nghe phan hoi
cua khach hang.

Phat biéu cua Tong giam ddoc va cau chuyén thuong hiéu Boston

Noi dung:

e Gigi thiéu vé hanh trinh phat trién cua Boston Pharma: tir nhitng ngay dau dén

hién tai.

o Cam két vé sit ménh cai thién sirc khoe cong dong, su uy tin va chuyén nghiép.

e Nhin manh vao gia trj cét 16i cua Boston va sy ra doi cua Boston App nhu mot
budc dot pha dé hd tro cac nha thube.
e Ke&u goi khach hang d6ng hanh va ung ho Boston trén con duong phat trién tiép
theo.
Y nghia:
Tao 4n twong manh mé& vé sy nghiém tic va tam huyét cua cong ty.
Tang 1ong tin va méi quan hé bén viing véi khach hang.
Ngoai ra phat biéu cua dai dién FPT vé nhitng noi dung sau s& gitip khach hang tin tuong

hon vao su chuyén nghiép va loi ich cia Boston App:
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e Trinh bay vé ly do phat trién Boston App, tinh ning chinh nhu quan |y kho, béo

céo doanh thu, don hang truc tuyén.

e Chia sé vé cac tiéu chuan an toan bao mat do FPT dam bao trong suét qua trinh

xay dung.

e Pua ra cac s6 lieu minh ching va cac thanh cng trong nhirng khu vuc da trién

khai.

5.1.3.4 Phan cbéng cdng viéc theo phong ban

B¢ phan Cong viéc cu thé
Lap ké hoach chuong trinh, chuan bi bai phat biéu cua Tong
Giam Ddc, xay dung kich ban cho hoi nghi.
Marketing Lén brief va san xuat tai liéu quang cdo, poster, slide thuyét trinh
va quang bé su kién.
T6 chiic tiée trua va quan 1y chuong trinh khuyén mai.
Thiét ké thi¢p moi, poster, slide trinh chiéu, bang chi dan, qua
e z tﬁng
Thiet ke Pam béo tAt ca cac 4n pham va tai liéu déu phit hop véi hinh anh
thuong hi¢u.
Lap danh sach khach moi du diéu kién, guri thiép moi va xac nhan
Sales sy tham du.
Chuén bi cho phan giai dap thic mic va giao luu voi khach hang.
Xéc nhan ngan sich va phan bo chi phi cho cac hang muc.
Ké toan Kiém tra, thanh toan cac chi phi to chuc, qua tang, thué dia diém,

va cac chi phi phat sinh khac.

5.1.3.5 Ngan sach chi tiét

o S6 Pon gia Thanh tién
Hang muc Don vi tinh lrong (VND) (VND)
Dia diem va sefup hoi Budi 1 50,000,000 50,000,000
nghi
Chi phi an uéng Khach 300 500,000 150,000,000
Qua ting (door gift) Khach 300 100,000 30,000,000
Chi phi marketing Sy kién 1 30,000,000 30,000,000
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In an tai liéu va thiét
ke

300 50,000

15,000,000

Té6ng chi phi -

275,000,000

Ty 1é chi phi so vai doanh sb:

Téng doanh s téi thiéu: 300 khéach x 10 triéu dong = 3 ty dong
Ty 1€ chi phi: (275 triéu / 3 ty) x 100 = 9.17%

5.1.3.6 KPIs va phuong phap danh gia hi¢u qua

Chi tiéu

Muc tiéu can dat

Ty 1¢ khach moi tham du

Tbi thiéu 80% khach moi tham gia

Ty 1& chuyén doi sang sir dung App

it nhat 60% khach hang dang ky dung

thir App

Murc d6 hai long cua khach hang

85% khach hang hai 1ong vé hoi nghi

Panh gia chuong trinh khuyén mai

70% khéach hang tiép tuc sir dung Boston
App sau thoi gian khuyén mai

banh gia hi¢u qua

Do luong mirc do hai long cua khéch hang vé hoi nghi.

Thu thap phan hdi vé tinh ning va trai nghiém sir dung Boston App.

Panh gia muc do ho tro tir d6i ngii Boston.

Xac dinh ty 1& chuyén doi tir khach moi tham gia hoi nghi sang dang ky va sir dung

Boston App.

Theo ddi doanh s6 dé xac dinh tac dong cua Boston App 1én hoat dong kinh doanh cua

cac nha thubc sau hoi nghi.

5.1.3.7 Phuong phép khao sat va danh gia

Moét, khao sat mirc d6 hai 16ng caa khach hang vé hai nghi bang phuong phap: Khao sat

tryc tiép sau su kién va khao sat online sau hoi nghi (3 ngay) vai cong cu bang khao sat

gidy tai sy kién va Google Forms cho khao sat sau su kién.

Noi dung khao sat:

Danh gia vé trai nghiém tai hoi nghi (khdng gian, to chiic, noi dung chuong trinh, su

than thi¢n cua doi ngii).
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Mtc do hai 1ong véi cac bai phat biéu, gidi thiéu san phdm va chuong trinh khuyén mai.
Panh gia vé do hap dan va sy can thiét cua Boston App.

Dénh gia vé su hd tro tir doi ngii Boston (trong hdi nghi va sau hoi nghi).

Hai, phan tich ty 18 chuyén d6i qua sb luong dang ky va str dung Boston App bang cach
theo dbi luot dang ky va ty 1 st dung App cua khach hang sau hoi nghi trén hé thong
quan ly dit liéu khach hang (CRM) va phan tich doanh sé trén SAP:

Théng ké sé lwong nha thude dang ky st dung Boston App trong va sau sy kién.

Phan tich cac kénh diang ky pho bién va danh gia mirc d6 hiéu qua cua chuong trinh
khuyén méi.

Theo ddi luot twong tac, tinh niang duoc sir dung nhiéu nhat va cac van dé khach hang
gap phai.

Théng ké doanh s6 cia cac nha thude da tham gia hoi nghi va st dung App.

So sanh doanh s trung binh truéc va sau hoi nghi dé danh gia mirc d6 anh huong cua
App.

Phan tich cac yéu t6 tac dong tich cuc, nhiing cai thién doanh thu nha App (néu cd).
5.1.3.8 Béo céo tong két va phan tich

Béo céo két qua khao sat mic d6 hai long: Tong hop y kién phan hoi va phan tich yéu
t6 ma khach hang hai l1ong nhat dé rat kinh nghiém cho céc su kién tiép theo.

Béo céo ty Ié chuyén doi: Panh gia s lwong khach hang dang ky va st dung Boston
App, phan tich nguyén nhan néu ty Ié chuyén do6i thap hon mong doi.

Béo cdo doanh sb: So sanh va phan tich hiéu qua kinh doanh cua nha thudc, danh gia tac
dong cua Boston App lén doanh sé trong ngan va dai han.

Sau khi tién hanh céac ké hoach hanh dong tac dong dén céc yéu t6 anh hudng dén quyét
dinh st dung Boston App cuia khach hang, tac gia s& tién hanh khao sét lai thém mot lan
nira dé kiém tra tinh kha dung ctia cac ké hoach trén tir d6 tién hanh dua ra cac diéu chinh

néu can.
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PHU LUC
Bang cau hoi phong van dinh tinh

Cau hoi gidi thiéu:

Anh/Chi vui long giéi thiéu ho tén va cdng viéc cua minh ?

1 Anh/Chi ¢6 st dung Boston App khong ?

9 Theo Anh/Chi cac yéu t6 ndo anh hudng dén ¥ dinh str dung Boston App
?

3 Viéc Boston App dugc xay dung dé thao tac dé dang co gitp Anh/Chi
muon st dung khong ?
Viéc sit dung Boston App c¢6 tién dung hon cac phuong phap dit hang

4 A A 7 A A
truyén thong nhu trude day khong ?

5 Viée sir dung mot App hoan toan moi nhu vay tur cong ty thi Anh/Chi c6
lo lang vé cac van dé gi hay khong ?

6 Ngoai cac yéu to tir ca nhan, viéc cac TDV c¢6 tac dong dén Anh/Chi
trong v dinh sir dung Boston App hay khong ?

7 Céc kho khan va vuéng mic cia Anh/Chi trong qua trinh sir dung app

Danh sach dap vién tham gia phong van dinh tinh

STT | Hovatén Churc vu
1 V& Hoang Linh Trudng bo phan Trade Marketing
2 Tran Thi Phuong Thao Trudéng nhém kénh ETC
3 L& Tric Mai D'erqc st p}’n_l traf:h chuyén mon nha thuoc
Bién Thudc quén 8

Danh sach cac dap vién tham gia khao st group

STT | Hovatén Churc vu
1 L& My Duyén Nhén vién Trade Marketing
2 Tran Thi My Ha Nhan vién Trade Marketing
3 Cao Pham Truc Mai Nhan vién Trade Marketing
4 Nguyén Tran Piang Huy DSM khu vie HO Chi Minh 1
5 Tran Hong Phiic DSM khu vire H6 Chi Minh 2
6 Nguyén Tran Piang Khoa DSM khu vire HO Chi Minh 3
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Tai Thi Thanh Truc

Lead team TDV Hd Chi Minh 1

Nguyén Ping Hong Phuc

Lead team TDV Ho6 Chi Minh 2

Két qua phong van dinh tinh

Stt Yéu t6 Truong phong Truwéng nhom ETC Nha thuorc Bien
Trade Thwdéc
Nhan thirc Khéng tin tudng vé Su: tln‘tuong.cufl TlAn tuong vao
1 nidm tin ADb M clla cone ¢ khach hang voi cong | cong ty do da
pp EY 1 tyvaheé théng lam viée tir 1au
| Quanngaivebao [ Quanngaiveviee |y o oae hang
Nhén thttc rai | mat thong tin, cac lién két cac tai s
2 \ o0 , R ,. | tinbirori, Itra
ro thu tuc khi hoan khoan ngan hang véi ddo
hang rac roi app
KH cam thay dé su
N ) dung nhu cac app | Giao dién va cac
3 Nhén thuc dé | Xay dung gidong voi TMDT khéc st dung nhu cac
st dung cac app TMDT khac | TDV quen véi viéc | app thuong mai
st dung cac cong cu dién tir khac
thu cong khac
A 1 {(hach‘l}ang cam Dé dang dit hang bat hang va
Nhan thirc thay sy tién dung dat R A A ,
4 < : A khong can phu thudc | xem cac ctkm
hiru ich hang ltc nao cling . )
vao TDV nhanh chong
duoc
Su khong ranh vé TDV khéng hiéu rd khagh ?angA 16n
R 2 A A A s tudi s€ khong
cong nghé cua KH ve€ cong nghé va canh vé con
. TDV khong nhan | khéng truyén dat 1o cong
Gia tri van Z >, , , . nghé
5 . thay duoc loi ich cua cho khach hang o
hoa T a1 TDV khéng
viéc sut dung App Bi 4p dat boi KPI . A 1A 1K
A g . AP .. | ranh v€ h¢ thong
nén chi st dung do | nén bat budc phai st N .
I A khong chi cho
cap trén €p budc dung KH
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Bang khao sat dinh Iwgng

Thua cac Anh/Chi

Em 12 L& Tan Luc, hién dang trong giai doan nghién ctru dé tai luan van thac sy: “Xac
dinh sy chap nhan st dung app Boston théng qua md hinh chap nhan cdng nghé ma rong
(TAM) tai khu vuc HCM ” nhiam dua ra cac giai phap nang cao kha ning chip nhan st
dung app Boston cua cong ty duoc Boston Viét Nam. Kinh moi Anh/Chi bo thoi gian dé
tham gia cuc phong van ngan nay.

Em cam két nhitng théng tin Anh/Chi cung cap chi phuc vu cho muc dich nghién cau.
Sy hd tro cua cac Anh/Chi s& dong gbp rat nhiéu cho bai nghién ctiru caa em va gitp cho
bai nghién ctru c6 y nghia.

Trong qué trinh tham gia khao sat, cac Anh/Chi c6 thé ding viéc khao sét bat ki 1dc nao
néu cac bac cam thay khéng thoai mai hodc khéng mudn tiép tuc tham gia khao sét.

Em xin cam on!

Phan 1: Bang cau héi san loc

Anh/Chi la nhén vién ctua Boston hay la Khach hang?

Khéch hang

Trinh dugc vién Boston

Anh/Chi c0 tung str dung app dat hang ctia Boston Pharma chua?
Co

Chua

Tan suat dat hang caa Anh/Chj thdng qua app Boston Pharma

« 0O o >0 o F

[

Trudc day co6 dung nhung bay gio dat thdng qua TDV Boston
[J 1 lan/thang

[J 2—4 lan/thang

[] Nhiéu hon 4 1an/thang

Phan 2: Bang cau héi nhan khau hec
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Anh (chi) vui 16ng cho biét mot s thong tin ca nhan bang cach danh diu chéo (x) vao 6
thich hop:
1. Gidi tinh cua anh/chi:
0 Nam
N
Do tudi caa anh/chi:
23-35
36 - 55
Trén 55
Thu nhap hién tai trong mot thang (d4 bao gdom trg cap):
Du6i 10 triéu
10 triéu — duai 20 triéu
Trén 20 triéu
Dia chi sinh song
TP.HCM
Khac

O o &> 0 0O O @ 0o o[>

o1

. Trinh d0 van hoa
[J Dugc si trung hoc/ cao dang
[] Duoc si dai hoc
[] Trén dai hoc
Phan 3: Bang cau héi khao sat
Thang do s& bao gdm 5 muc do nhu sau:
1. Hoan toan phan dbi
2. Phan déi
3. Trung lap
4.Dongy

5. Hoan toan dong y
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Dudi day 1a bang cau hoi

STT

Noi dung cau héi

Hoan toan
phan doi

Phan
doi

Trung
lap

Pong

Hoc"im toan
dong y

Perceived Usefulness

1

5

Q1

Boston App 1a mot
phuong tién dat hang
va thanh todn hiru ich

Q2

Str dung Boston App
gilp to1 nang cao hiéu
qué cong viéc

Q3

Boston App cho phép
st dung ing dung di
dong nhanh hon (vi du:
dat hang trén app)

Q4

Bing cach sir dung
Boston App, lua chon
cua toi véi tu céach 1a
nguoti tiéu dung duoc
cai thién (vi du: tinh
linh hoat, toc do xtr Iy
va giao hang)

Perceived Ease of use

Q5

Dé dang dé tro nén
thanh thao khi str dung
Boston App

Q6

Tuong tac voi Boston
App rét 1 rang (vi du:
1én kiém tra doanh sd,
don hang,...)

Q7

Dé dang thuc hién cac
budc can thiét dé su
dung Boston App

Q8

Dé dang dé st dung
Boston App

Perceived Trust

Q9

To1 tin tudng vao do tin
cdy ve hiéu nang cua
Boston App.
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STT

Noi dung cau héi

Hoan toan
phéan doi

Phg”m

Trung

lap

Dﬁng

NN

Hoé‘m toan
dong y

Q10

To1 tin tudng vao tinh
bao mat cua Boston

App.

Q11

T6i tin rang Boston
App cuia cong ty la
dang tin cdy

Q12

To1i tin tuwdng vao
Boston App

Q13

Ngay ca khi Boston
App khong dugc gidm
sat, toi van tin tudng
vao kha nang hoat dong
chinh xdc cta chung

Perceived Risk

Q14

Thong tin c4 nhan nhap
vao Boston App sé
duogc xur ly an toan

Q15

Boston App c6 du bi¢n
phap bao vé dé toi cam
thdy thoai mai khi str
dung chiing dé truy cap
cacdichvuy té

Q16

T6i lo ngai rang cac
Boston App phan phoi
dir liéu da thu thap
dugc ma khong c6 su
cho phép cua t61 cho
bén thur ba

Q17

T6i nhan thay cac
Boston App xam pham
quyén riéng tu nhiéu
hon so véi cac nén tang
y té khac

Behavioral Intention

Q18

Du dinh sir dung
Boston App cho cbng
viéc cua toi trong tuong
lai
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STT

Noi dung cau héi

Hoan toan
phéan doi

Phg”m

Trung

lap

Déng

NN

Hoé‘m toan
dong y

Q19

T61 du doan to1 s€ s
dung Boston App cho
cac trai nghiém lam
viéc cua minh

Q20

To1 dy dinh stir dung
Boston App thuong
Xuyén

Actual

System Use

Q21

To1 s€ thuong xuyén st
dung Boston App khi
dat hang

Q22

Viéc sir dung Boston
App rat phu hop voi
cong vi¢c tai nha thude

Q23

Str dung Boston App cé
lgi cho ngan sach cua
t0i

Q24

Toi thay rang viéc tai
App tur google play/app

store rat dé dang

Lack of technology knowledge
& Power distance

Q25

Quy dinh cua cong ty

gitip ban hiéu rd hon vé
ky vong cta to chtrc dbi
v6i cong viéc ciia minh

Q26

Vi¢c tuan thu quy trinh
1am viéc rat quan trong
d6i v6i hidu qua cong
viéc cua ban trong to
chuce

Q27

Ban c6 cam thay tu tin
hon khi xtr Iy nhitng
tinh hudng da timg gip
phai so v&i nhitng tinh
hudng méi chua c6

kinh nghi¢m
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STT

Noi dung cau héi

Hoan toan
phéan doi

Phg”ln

Trung

lap

Dﬁng

s

Hoé‘m toan
dong y

Q28

Ban c6 lo ngai rang
nhirng thay ddi trong
quy trinh Iam viéc co
thé dan dén nhirng rui
ro khéng mong mubn

Q29

Ban c6 nghi rang trong
mot s6 tinh hudng,
nguoi quan 1y nén dua
ra quyét dinh ma khong
can tham khao ¥ kién tir
cap dudi

Q30

Nguoi quan 1y khong
nén yéu cau cap dudi tu
van, vi ho ¢6 thé t6 ra
kém quyén lyc hon

Q31

Quyén ra quyét dinh
nén thudc vé ban quan
Iy cdp cao trong to chirc
va khong duoc uy
quyén cho nhan vién
cap dudi

Q32

Nhan vién khéng nén
chat van quyét dinh cia

nguoi quan ly

Két qua nghién ciu Pilot

Statistics

Tung su
dung app
dat hang
cua
Boston
Pharma

Doi
tuong

Tan suat
dat hang
théng
qua app
Boston
Pharma

Gidi
tinh | tudi

Thu
nhap

bia
chi

Trinh do
van hoa

N

Valid 100
Missing 0

100
0

100] 100
0 0 0

100

100

100
0
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Frequency Table

Péi twong
Cumulative
Frequency | Percent | Valid Percent Percent
Valid Khéach hang 45 45.0 45.0 45.0
Trinh duoc vién Boston 55 55.0 55.0 100.0
Total 100 100.0 100.0
Turng sir dung app dat hang cia Boston Pharma
Cumulative
Frequency | Percent [ Valid Percent Percent
Valid Co 100 100.0 100.0 100.0}
Tan suit dit hang théng qua app Boston Pharma
Cumulative
Frequency | Percent | Valid Percent Percent
Valid 1 lan/thang 24 24.0 24.0 24.0
2 — 4 lan/thang 32 32.0 32.0 56.0
Nhiéu hon 4 lan/thang 44 44.0 44.0 100.0
Total 100 100.0 100.0
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Giéi tinh

Cumulative
Frequency | Percent [ Valid Percent Percent

Valid Nam 53 53.0 53.0 53.0

N 47 47.0 47.0 100.0

Total 100 100.0 100.0

Do tudi
Cumulative
Frequency | Percent [ Valid Percent Percent

Valid 23 - 35 tudi 30 30.0 30.0 30.0

36 - 55 tudi 17 17.0 17.0 47.0

Trén 55 tudi 53 53.0 53.0 100.0

Total 100 100.0 100.0

Thu nhap
Cumulative
Frequency | Percent | Valid Percent Percent

Valid Dudai 10 triéu VND 13 13.0 13.0 13.0

i?é:ri%[;/ ND — dusi 20 71 71.0 71.0 84.0

Trén 20 triéu VND 16 16.0 16.0 100.0

Total 100 100.0 100.0
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bia chi

Cumulative
Frequency | Percent | Valid Percent Percent
Valid TP.HCM 100 100.0 100.0 100.0

Trinh d¢ van héa

Cumulative
Frequency | Percent [ Valid Percent Percent
Valid Duogc si trung hoc/cao dang 44 44.0 44.0 44.0
Dugc si dai hoc 40 40.0 40.0 84.0
Trén dai hoc 16 16.0 16.0 100.0
Total 100 100.0 100.0

Descriptive Statistics

N Minimum | Maximum | Mean | Std. Deviation
PR1 100 1.00 5.00 3.5600 94623
PR2 100 1.00 5.00 3.6100 .91998
PR3 100 2.00 5.00 3.6000 92113
PR4 100 1.00 5.00 3.5900 96499
PT1 100 1.00 5.00 3.6200 .80126
PT2 100 2.00 5.00 3.6600 .80679
PT3 100 1.00 5.00 3.6500 .85723
PT4 100 1.00 5.00 3.7200 87709
PT5 100 1.00 5.00 3.7000 .89330]
PEU1 100 1.00 5.00 3.3600 .85894
PEU2 100 1.00 5.00 3.3600 .81054
PEU3 100 1.00 5.00 3.4800 .83461
PEU4 100 3.00 5.00 4.0200 61922
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PU1 100 1.00 5.00 3.5400 79671
PU2 100 2.00 5.00 3.7800 .75985
PU3 100 1.00 5.00 3.5900 87727
PU4 100 1.00 5.00 3.6000 95346
BI1 100 1.00 5.00 3.6500 91425
BI2 100 1.00 5.00 3.4300 1.03724
BI3 100 1.00 5.00 3.4400 1.03787
ASU1 100 1.00 5.00 3.7500 .88048
ASU2 100 1.00 5.00 3.5300 .83430
ASU3 100 1.00 5.00 3.5700 87911
ASU4 100 1.00 5.00 3.7300 .82701
LPD1 100 1.00 5.00 3.7800 .99066
LPD2 100 2.00 5.00 3.7800 84781
LPD3 100 1.00 5.00 3.7200 92201
LPD4 100 1.00 5.00 3.9700 96875
LPD5 100 3.00 5.00 4.0200 61922
LPD6 100 1.00 5.00 3.7900 93523
LPD7 100 3.00 5.00 3.9000 61134
LPD8 100 2.00 5.00 4.0000 66667
Valid N (listwise) 100
One-Sample Statistics
Std. Error
Mean | Std. Deviation Mean

PR1 100  3.5600 94623 .09462

PR2 100  3.6100 .91998 .09200

PR3 100 3.6000 92113 09211

PR4 100 3.5900 .96499 .09650

PT1 100 3.6200 .80126 .08013

PT2 100  3.6600 .80679 .08068

PT3 100  3.6500 .85723 .08572
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PT4 100 3.7200 87709 .08771
PT5 100 3.7000 .89330 .08933
PEU1 100 3.3600 .85894 .08589
PEU2 100 3.3600 .81054 .08105
PEU3 100 3.4800 .83461 .08346
PEU4 100 4.0200 .61922 .06192
PU1 100 3.5400 79671 .07967
PU2 100 3.7800 .75985 .07599
PU3 100 3.5900 87727 .08773
PU4 100 3.6000 .95346 .09535
BI1 100 3.6500 91425 .09143
BI2 100 3.4300 1.03724 10372
BI3 100 3.4400 1.03787 10379
ASUL 100 3.7500 .88048 .08805
ASU2 100 3.5300 .83430 .08343
ASU3 100 3.5700 87911 .08791
ASU4 100 3.7300 .82701 .08270
LPD1 100 3.7800 .99066 .09907
LPD2 100 3.7800 .84781 .08478
LPD3 100 3.7200 92201 .09220
LPD4 100 3.9700 .96875 .09688
LPD5 100 4.0200 .61922 .06192
LPD6 100 3.7900 .93523 .09352
LPD7 100 3.9000 .61134 .06113
LPD8 100 4.0000 .66667 .06667
One-Sample Test
Test Value =0
Mean 95% Confidence Interval of the
df Sig. (2-tailed) | Difference Difference
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Lower Upper
PR1 37.623 99 .000 3.56000 3.3722 3.7478
PR2 39.240 99 .000 3.61000 3.4275 3.7925
PR3 39.082 99 .000 3.60000 3.4172 3.7828
PR4 37.202 99 .000 3.59000 3.3985 3.7815
PT1 45.179 99 .000 3.62000 3.4610 3.7790
PT2 45.365 99 .000 3.66000 3.4999 3.8201
PT3 42.579 99 .000 3.65000 3.4799 3.8201
PT4 42.413 99 .000 3.72000 3.5460 3.8940
PT5 41.420 99 .000 3.70000 3.5228 3.8772
PEU1 39.118 99 .000 3.36000 3.1896 3.5304
PEU2 41.454 99 .000 3.36000 3.1992 3.5208
PEU3 41.696 99 .000 3.48000 3.3144 3.6456
PEU4 64.920 99 .000 4.02000 3.8971 4.1429
PU1 44.433 99 .000 3.54000 3.3819 3.6981
PU2 49.747 99 .000 3.78000 3.6292 3.9308
PU3 40.923 99 .000 3.59000 3.4159 3.7641
PU4 37.757 99 .000 3.60000 3.4108 3.7892
BI1 39.923 99 .000 3.65000 3.4686 3.8314
BI2 33.069 99 .000 3.43000 3.2242 3.6358
BI3 33.145 99 .000 3.44000 3.2341 3.6459
ASU1 42.590 99 .000 3.75000 3.5753 3.9247
ASU2 42.311 99 .000 3.53000 3.3645 3.6955
ASU3 40.609 99 .000 3.57000 3.3956 3.7444
ASU4 45.102 99 .000 3.73000 3.5659 3.8941
LPD1 38.156 99 .000 3.78000 3.5834 3.9766
LPD2 44.585 99 .000 3.78000 3.6118 3.9482
LPD3 40.347 99 .000 3.72000 3.5371 3.9029
LPD4 40.980 99 .000 3.97000 3.7778 4.1622
LPD5 64.920 99 .000 4.02000 3.8971 4.1429
LPD6 40.525 99 .000 3.79000 3.6044 3.9756
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LPD7 63.794 99 .000 3.90000 3.7787 4.0213
LPD8 60.000 99 .000 4.00000 3.8677 4.1323
Scale: ALL VARIABLES
Case Processing Summary
N %

Cases  Valid 100 100.0

Excluded? 0 .0

Total 100 100.0

a. Listwise deletion based on all variables in
the procedure.

Reliability Statistics

Cronbach's
Alpha Based on
Cronbach's Standardized

Alpha Items N of Items

.897 .897 4

Item Statistics

Mean | Std. Deviation N
PR1 3.5600 94623 100
PR2 3.6100 91998 100
PR3 3.6000 92113 100
PR4 3.5900 .96499 100
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Inter-ltem Correlation Matrix

Scale: ALL VARIABLES

112

PR1 PR2 PR3 PR4
PR1 1.000 .683 654 .719|
PR2 .683 1.000 708 671
PR3 .654 .708 1.000 677
PR4 719 671 677 1.000]
Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |if Item Deleted | Correlation Correlation Deleted
PR1 10.8000 6.222 771 .603 .867
PR2 10.7500 6.331 773 .604 .866
PR3 10.7600 6.366 762 .589 .870|
PR4 10.7700 6.118 77 .609 .865
Scale Statistics
Mean | Variance | Std. Deviation | N of Items
14.3600 10.758 3.27994 4



Case Processing Summary

N %
Cases  Valid 100 100.0
Excluded? 0 0
Total 100 100.0

a. Listwise deletion based on all variables in

the procedure.

Reliability Statistics

Cronbach's
Alpha Based on

Cronbach's Standardized
Alpha Items N of Items
.898 .898 5
Item Statistics
Mean | Std. Deviation N
PT1 3.6200 .80126 100
PT2 3.6600 .80679 100
PT3 3.6500 .85723 100
PT4 3.7200 .87709 100
PT5 3.7000 .89330 100
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Inter-ltem Correlation Matrix

Scale: ALL VARIABLES

114

PT1 PT2 PT3 PT4 PT5
PT1 1.000 564 584 .609 .629
PT2 564 1.000 615 .663 712
PT3 584 .615 1.000 661 .666
PT4 .609 .663 661 1.000 .678
PT5 .629 712 .666 678 1.000
Item-Total Statistics
Corrected Item-|  Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |if Item Deleted| Correlation Correlation Deleted
PT1 14,7300 8.846 .690 480 .888
PT2 14.6900 8.580 .750 581 876
PT3 14.7000 8.374 .739 .550 .878
PT4 14.6300 8.155 .769 592 871
PT5 14.6500 7.967 .795 .639 .865
Scale Statistics
Mean | Variance | Std. Deviation | N of Items
18.3500 12.775 3.57425 5




Case Processing Summary

N %
Cases  Valid 100 100.0
Excluded? 0 0
Total 100 100.0

a. Listwise deletion based on all variables in
the procedure.

Reliability Statistics

Cronbach's
Alpha Based on

Cronbach's Standardized
Alpha Items N of Items
734 .703 4
Item Statistics
Mean | Std. Deviation N
PEU1 3.3600 .85894 100
PEU2 3.3600 .81054 100
PEU3 3.4800 .83461 100
PEU4 4.0200 .61922 100

Inter-l1tem Correlation Matrix

PEU1 PEU2 PEU3 PEU4
PEU1 1.000 .639 701 -.033
PEU2 .639 1.000 .698 126
PEU3 .701 .698 1.000 .099|
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lpeus

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases  Valid 100 100.0
Excluded? 0 0
Total 100 100.0

a. Listwise deletion based on all variables in
the procedure.

116

| -.033 126 .099 1.000|
Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |if Item Deleted [ Correlation Correlation Deleted
PEU1 10.8600 2.909 635 549 604
PEU2 10.8600 2.889 711 539 556
PEU3 10.7400 2.760 .739 .600 534
PEU4 10.2000 4.929 071 .046 .864
Scale Statistics
Mean | Variance | Std. Deviation | N of Items
14.2200 5.507 2.34663 4




Reliability Statistics

Cronbach's
Alpha Based on

Cronbach's Standardized
Alpha Items N of Items
.864 .864 3
Item Statistics

Mean | Std. Deviation N
PEU1 3.3600 .85894 100
PEU2 3.3600 .81054 100
PEU3 3.4800 .83461 100

Inter-ltem Correlation Matrix

PEU1 PEU2 PEU3
PEU1 1.000 .639 701
PEU2 .639 1.000 .698
PEU3 .701 .698 1.000]

Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |if Item Deleted| Correlation Correlation Deleted

PEU1 6.8400 2.297 727 535 .822
PEU2 6.8400 2.439 724 531 .824
PEU3 6.7200 2.284 T72 .596 779
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Scale Statistics

Mean Variance | Std. Deviation | N of Items
10.2000 4,929 2.22020 3
Scale: ALL VARIABLES
Case Processing Summary
N %
Cases  Valid 100 100.0
Excluded? 0 .0
Total 100 100.0

a. Listwise deletion based on all variables in
the procedure.

Reliability Statistics

Cronbach's
Alpha

Cronbach's
Alpha Based on
Standardized
Items

N of

Items

154

759

4
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Item Statistics

Mean | Std. Deviation N
PU1 3.5400 79671 100
PU2 3.7800 .75985 100
PU3 3.5900 87727 100
PU4 3.6000 .95346 100

Inter-1tem Correlation Matrix

PUL PU2 PU3 PU4
PU1 1.000 432 436 420]
PU2 432 1.000 530 407
PU3 436 530 1.000 418
PU4 420 407 418 1.000]

Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |if Item Deleted [ Correlation Correlation Deleted
PU1 10.9700 4.252 539 291 704
PU2 10.7300 4.260 .580 .352 .685
PU3 10.9200 3.872 583 .359 678
PU4 10.9100 3.820 517 .269 722
Scale Statistics
Mean | Variance | Std. Deviation | N of Items
14.5100 6.656 2.58001 4
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Scale: ALL VARIABLES

Case Processing Summary

N %
Cases  Valid 100 100.0
Excluded? 0 0
Total 100 100.0

a. Listwise deletion based on all variables in

the procedure.

Reliability Statistics

Cronbach's
Alpha Based on

Cronbach's Standardized
Alpha Items N of Items
.886 .885 3
Item Statistics
Mean | Std. Deviation N
BIl1 3.6500 .91425 100
BI2 3.4300 1.03724 100
BI3 3.4400 1.03787 100
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Inter-ltem Correlation Matrix

Bl1 BI2 BI3
BIl1 1.000 672 .654
BI2 672 1.000 .836
BI3 .654 .836 1.000}
Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |[if Item Deleted| Correlation Correlation Deleted

Bl1 6.8700 3.953 .692 479 811

BI2 7.0900 3.153 .834 726 787

BI3 7.0800 3.185 .821 714 .800]

Scale Statistics
Mean Variance | Std. Deviation | N of Items
10.5200 7.303 2.70234 3
Scale: ALL VARIABLES
Case Processing Summary
N %

Cases  Valid 100 100.0
Excluded? 0 .0
Total 100 100.0

a. Listwise deletion based on all variables in
the procedure.
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Reliability Statistics

Cronbach's

Alpha Based on

Cronbach's Standardized
Alpha Items N of Items
.891 .892 4
Item Statistics
Mean | Std. Deviation N
ASU1 3.7500 .88048 100
ASU2 3.5300 .83430 100
ASU3 3.5700 .87911 100
ASU4 3.7300 .82701 100

Inter-ltem Correlation Matrix

ASU1 ASU2 ASU3 ASU4
ASU1 1.000 .760 .656 .614
ASU2 .760 1.000 672 678
ASU3 .656 672 1.000 .658
ASU4 614 .678 .658 1.000
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Item-Total Statistics

Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted [if Item Deleted| Correlation Correlation Deleted
ASU1 10.8300 5.031 766 .620 .858
ASU2 11.0500 5.098 .806 .665 .843
ASU3 11.0100 5.101 745 557 .866
ASU4 10.8500 5.361 728 540 872
Scale Statistics
Mean | Variance | Std. Deviation | N of Items
14.5800 8.832 2.97185 4

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases  Valid 100 100.0
Excluded? 0 0
Total 100 100.0

a. Listwise deletion based on all variables in

the procedure.
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Reliability Statistics

Cronbach's
Alpha Based on

Cronbach's | Standardized
Alpha Items N of Items
717 .656 8
Item Statistics

Mean | Std. Deviation N
LPD1 3.7800 .99066 100
LPD2 3.7800 .84781 100
LPD3 3.7200 92201 100
LPD4 3.9700 .96875 100
LPD5 4.0200 61922 100
LPD6 3.7900 93523 100
LPD7 3.9000 61134 100
LPD8 4.0000 .66667 100

Inter-1tem Correlation Matrix

LPD1 LPD2 LPD3 LPD4 LPD5 LPD6 LPD7 LPD8
LPD1 1.000 507 430 .625 -.059 571 .097 -.061
LPD2 507 1.000 592 595 -.222 502 191 -.143
LPD3 430 592 1.000 AT7 -114 552 237 049
LPD4 625 595 AT7 1.000 -.184 584 182 -.031
LPD5 -.059 -.222 -114 -.184 1.000 -.150 032 .098
LPD6 571 502 .552 .584 -.150 1.000 175 -.065
LPD7 .097 191 237 182 .032 75 1.000 -.074
LPD8 -.061 -.143 .049 -.031 .098 -.065 -074 1.000]
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Item-Total Statistics

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases  Valid 100 100.0
Excluded? 0 0
Total 100 100.0

a. Listwise deletion based on all variables in
the procedure.
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Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |if Item Deleted| Correlation Correlation Deleted
LPD1 27.1800 10.088 613 479 637
LPD2 27.1800 10.856 .600 520 .646
LPD3 27.2400 10.366 625 468 .636
LPD4 26.9900 9.949 661 540 624
LPD5 26.9400 15.269 -.150 .082 771
LPD6 27.1700 10.244 636 487 632
LPD7 27.0600 13.592 213 .083 721
LPD8 26.9600 14.766 -.055 .067 762
Scale Statistics
Mean | Variance | Std. Deviation | N of Items
30.9600 14.928 3.86364 8




Reliability Statistics

Cronbach's

Alpha Based on

Cronbach's Standardized
Alpha Items N of ltems
.855 .856 5
Item Statistics
Mean | Std. Deviation N
LPD1 3.7800 .99066 100
LPD2 3.7800 .84781 100
LPD3 3.7200 92201 100
LPD4 3.9700 .96875 100
LPD6 3.7900 .93523 100
Inter-ltem Correlation Matrix
LPD1 LPD2 LPD3 LPD4 LPD6
LPD1 1.000 507 430 .625 571
LPD2 .507 1.000 592 .595 .502
LPD3 430 592 1.000 AT7 .552
LPD4 .625 .595 AT7 1.000 .584
LPD6 571 .502 552 .584 1.000
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Item-Total Statistics

Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted [if Item Deleted| Correlation Correlation Deleted
LPD1 15.2600 8.942 .657 467 .829
LPD2 15.2600 9.548 678 490 824
LPD3 15.3200 9.452 620 439 .838
LPD4 15.0700 8.793 711 530 814
LPD6 15.2500 9.078 .686 482 821
Scale Statistics
Mean | Variance | Std. Deviation | N of Items
19.0400 13.817 3.71706 5
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Két qua chay nghién ciru chinh thirc

Statistics
Tung s dung | Tan sudt dat
app dat hang |hang thdong qua
cua Boston app Boston | Gigi | B6 | Thu | bia [ Trinh do
Déi tuong Pharma Pharma tinh [tudi | nhap | chi | vin hoa
N Valid 514 514 514 514| 514| 514| 514
Missing 0 0 0 0 0 0 0
Frequency Table
Péi twong
Cumulative
Frequency | Percent | Valid Percent Percent
Valid Khéach hang 414 80.5 80.5 80.5
Trinh dugc vién Boston 100 19.5 19.5 100.0]
Total 514 100.0 100.0
Turng sir dung app dit hang ciaa Boston Pharma
Cumulative
Frequency | Percent [ Valid Percent Percent
Valid Co 514 100.0 100.0 100.0|
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Tén suit dit hang théng qua app Boston Pharma

Cumulative
Frequency | Percent [ Valid Percent Percent

Valid Trudc day c6 dung nhung

bay gio dat théng qua TDV 7 1.4 1.4 1.4

Boston

1 lan/thang 140 27.2 27.2 28.6

2 — 4 lan/thang 203 39.5 39.5 68.1

Nhiéu hon 4 1an/thang 164 31.9 31.9 100.0

Total 514 100.0 100.0

Giédi tinh
Cumulative
Frequency | Percent [ Valid Percent Percent

Valid Nam 289 56.2 56.2 56.2

N 225 43.8 43.8 100.0]

Total 514 100.0 100.0

P tudi
Cumulative
Frequency | Percent | Valid Percent Percent

Valid 23 - 35 tudi 100 19.5 19.5 19.5

36 - 55 tudi 295 57.4 57.4 76.8

Trén 55 tuoi 119 23.2 23.2 100.0

Total 514 100.0 100.0
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Thu nhap

Cumulative
Frequency | Percent [ Valid Percent Percent
Valid Duai 10 triéu VND 39 7.6 7.6 7.6
:-r(l)eljr{i; L;/ ND' = duti 20} 313 609 60.9 68.5
Trén 20 triéu VND 162 31.5 31.5 100.0
Total 514 100.0 100.0
DPia chi
Cumulative
Frequency | Percent | Valid Percent Percent
Valid TP.HCM 514 100.0 100.0 100.0
Trinh d¢ van hoa
Cumulative
Frequency | Percent | Valid Percent Percent
Valid Duoc si trung hoc/cao dang 172 33.5 33.5 335
Dugc si dai hoc 234 45.5 45.5 79.0
Trén dai hoc 108 21.0 21.0 100.0
Total 514 100.0 100.0
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Descriptive Statistics

Minimum [ Maximum | Mean [ Std. Deviation
PR1 514 1.00 5.00 3.6362 .92503
PR2 514 1.00 5.00 3.6265 97761
PR3 514 1.00 5.00 3.6809 .92156
PR4 514 1.00 5.00 3.5233 .98549
PT1 514 1.00 5.00 3.5973 .93829
PT2 514 1.00 5.00 3.6128 .90478
PT3 514 1.00 5.00 3.6089 .90526
PT4 514 1.00 5.00 3.5817 .90813
PT5 514 1.00 5.00 3.6556 .92406
PEU1 514 1.00 5.00 3.8054 .88141
PEU2 514 1.00 5.00 3.7938 .86759
PEU3 514 1.00 5.00 3.8638 .90101
PEU4 514 3.00 5.00 4.0195 .61147
PU1 514 1.00 5.00 3.5973 .95067
PU2 514 1.00 5.00 3.8113 .93105
PU3 514 1.00 5.00 3.6556 .94699
PU4 514 1.00 5.00 3.6654 .95559
BI1 514 1.00 5.00 3.6634 .94978
BI2 514 1.00 5.00 3.5350 1.06684
BI3 514 1.00 5.00 3.5428 1.03313
ASU1 514 1.00 5.00 3.7840 .89075
ASU2 514 1.00 5.00 3.6848 .90584
ASU3 514 1.00 5.00 3.6712 .90422
ASU4 514 1.00 5.00 3.8035 .92943
LPD1 514 1.00 5.00 3.8132 .98138
LPD2 514 1.00 5.00 3.6984 1.03191
LPD3 514 1.00 5.00 3.8424 .89207
LPD4 514 1.00 5.00 3.9027 .92942
LPD5 514 1.00 5.00 3.5584 .95793
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LPD6
LPD7
LPD8

Valid N (listwise)

514
514
514

514

1.00
1.00
1.00

5.00
5.00
5.00

3.8541
3.9222
3.6556

92196
.99989
83075

KET QUA CRONBACH’S ALPHA

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases  Valid 514 100.0
Excluded? 0 0
Total 514 100.0

a. Listwise deletion based on all variables in

the procedure.

Reliability Statistics

Cronbach's
Alpha

Cronbach's
Alpha Based on
Standardized
Items

N of Items

.880

881

4
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Item Statistics

Mean | Std. Deviation N
PR1 3.6362 .92503 514
PR2 3.6265 97761 514
PR3 3.6809 92156 514
PR4 3.5233 .98549 514

Inter-1tem Correlation Matrix

PR1 PR2 PR3 PR4
PR1 1.000 697 655 .639|
PR2 697 1.000 651 .655
PR3 .655 651 1.000 596
PR4 639 .655 596 1.000]

Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |if Item Deleted [ Correlation Correlation Deleted
PR1 10.8307 6.293 .763 585 .838
PR2 10.8405 6.041 .769 593 .835
PR3 10.7860 6.469 719 522 .855
PR4 10.9436 6.209 715 513 .857
Scale Statistics
Mean | Variance | Std. Deviation | N of Items
14.4669 10.690 3.26955 4
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Scale: ALL VARIABLES

Case Processing Summary

N %
Cases  Valid 514 100.0
Excluded? 0 0
Total 514 100.0

a. Listwise deletion based on all variables in
the procedure.

Reliability Statistics

Cronbach's
Alpha Based on

Cronbach's Standardized
Alpha Items N of Items
.898 .898 5
Item Statistics
Mean | Std. Deviation N
PT1 3.5973 .93829 514
PT2 3.6128 .90478 514
PT3 3.6089 .90526 514
PT4 3.5817 .90813 514
PT5 3.6556 .92406 514
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Inter-ltem Correlation Matrix

Scale: ALL VARIABLES

135

PT1 PT2 PT3 PT4 PT5
PT1 1.000 .659 631 637 627
PT2 .659 1.000 662 623 .633
PT3 631 .662 1.000 626 .631
PT4 637 .623 626 1.000 .641
PT5 627 .633 631 641 1.000
Item-Total Statistics
Corrected Item-|  Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |if Item Deleted| Correlation Correlation Deleted
PT1 14.4591 9.645 749 .562 875
PT2 14.4436 9.783 757 D77 873
PT3 14.4475 9.827 747 561 875
PT4 14.4747 9.848 .739 .548 877
PT5 14.4008 9.757 741 .550 876
Scale Statistics
Mean | Variance | Std. Deviation | N of Items
18.0564 14.888 3.85845 5




Case Processing Summary

N %
Cases  Valid 514 100.0
Excluded? 0 0
Total 514 100.0

a. Listwise deletion based on all variables in
the procedure.

Reliability Statistics

Cronbach's
Alpha Based on

Cronbach's Standardized
Alpha Items N of Items
724 .680 4
Item Statistics
Mean | Std. Deviation N
PEU1 3.8054 .88141 514
PEU2 3.7938 .86759 514
PEU3 3.8638 .90101 514
PEUA4 4.0195 61147 514
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Inter-ltem Correlation Matrix

Scale: ALL VARIABLES

137

PEU1 PEU2 PEU3 PEU4
PEU1 1.000 .633 .698 -.022
PEU2 633 1.000 692 .030]
PEU3 .698 .692 1.000 .051
PEU4 -.022 .030 .051 1.000]
Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |if Item Deleted| Correlation Correlation Deleted
PEU1 11.6770 3.108 .661 534 564
PEU2 11.6887 3.104 .681 523 551
PEU3 11.6187 2.880 735 594 508
PEU4 11.4630 5.501 .022 .009 .861
Scale Statistics
Mean | Variance | Std. Deviation | N of Items
15.4825 5.938 2.43686 4




Case Processing Summary

N %
Cases  Valid 514 100.0
Excluded? 0 0
Total 514 100.0

a. Listwise deletion based on all variables in

the procedure.

Reliability Statistics

Cronbach's
Alpha Based on

Cronbach's Standardized
Alpha Items N of Items
.861 .861 3
Item Statistics
Mean | Std. Deviation N
PEU1 3.8054 .88141 514
PEU2 3.7938 .86759 514
PEU3 3.8638 .90101 514
Inter-l1tem Correlation Matrix
PEU1 PEU2 PEU3
PEU1 1.000 .633 .698
PEU2 .633 1.000 .692
PEU3 .698 .692 1.000]
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Item-Total Statistics

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases  Valid 514 100.0
Excluded? 0 0
Total 514 100.0

a. Listwise deletion based on all variables in
the procedure.
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Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |if Item Deleted [ Correlation Correlation Deleted
PEU1 7.6576 2.647 124 .530 818
PEU2 7.6693 2.697 720 523 822
PEU3 7.5992 2.498 .769 592 775
Scale Statistics
Mean | Variance | Std. Deviation | N of Items
11.4630 5.501 2.34533 3



Reliability Statistics

Cronbach's

Alpha Based on

Cronbach's Standardized
Alpha Items N of Items
.836 .836 4
Item Statistics
Mean | Std. Deviation N
PU1 3.5973 .95067 514
PU2 3.8113 .93105 514
PU3 3.6556 .94699 514
PU4 3.6654 .95559 514

Inter-ltem Correlation Matrix

PU1 PU2 PU3 PU4
PU1 1.000 .550 .606 .566
PU2 .550 1.000 .556 .536
PU3 .606 .556 1.000 .549
PU4 .566 .536 .549 1.000
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Item-Total Statistics

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases  Valid 514 100.0
Excluded? 0 0
Total 514 100.0

a. Listwise deletion based on all variables in
the procedure.

141

Corrected Item-|  Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |if Item Deleted [ Correlation Correlation Deleted
PU1 11.1323 5.604 687 AT75 784
PU2 10.9183 5.826 647 419 801
PU3 11.0739 5.640 681 468 786
PU4 11.0642 5.713 .651 425 800}
Scale Statistics
Mean | Variance | Std. Deviation | N of Items
14.7296 9.601 3.09858 4



Reliability Statistics

Cronbach's
Alpha

Cronbach's

Standardized
Items

Alpha Based on

N of Items

909

910

3

Item Statistics

Mean

Std. Deviation

BlIl
BI2
BI3

3.6634
3.5350
3.5428

94978
1.06684
1.03313

514
514
514

Inter-ltem Correlation Matrix

Bll

BI2

BI3

Bl1
BI2
BI3

1.000
746
.753

.746
1.000
813

.753
813

1.000|

Item-Total Statistics

Scale Mean if
Item Deleted

Scale Variance
if Item Deleted

Corrected Item-

Total
Correlation

Squared
Multiple
Correlation

Cronbach's
Alpha if Item
Deleted

BIl
BI2
BI3

7.0778
7.2062
7.1984

3.998
3.447
3.551

787
834
.840

.619
.702
.709

897
.857
851
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Scale Statistics

Mean Variance | Std. Deviation | N of Items
10.7412 7.888 2.80857 3
Scale: ALL VARIABLES
Case Processing Summary
N %
Cases  Valid 514 100.0
Excluded? 0 .0
Total 514 100.0

a. Listwise deletion based on all variables in
the procedure.

Reliability Statistics

Cronbach's
Alpha

Cronbach's
Alpha Based on
Standardized
Items

N of

Items

911

911

4
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Item Statistics

Mean | Std. Deviation N
ASU1 3.7840 .89075 514
ASU2 3.6848 .90584 514
ASU3 3.6712 .90422 514
ASU4 3.8035 .92943 514

Inter-Item Correlation Matrix

ASU1 ASU2 ASU3 ASU4
ASU1 1.000 732 .703 .662
ASU2 732 1.000 749 732
ASU3 703 749 1.000 .739
ASU4 662 732 739 1.000

Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item

Item Deleted |if Item Deleted| Correlation Correlation Deleted
ASU1 11.1595 6.205 .768 .600 .895
ASU2 11.2588 5.947 .824 .680 876
ASU3 11.2724 5.988 814 .664 879
ASU4 11.1401 5.973 .786 628 .889

Scale Statistics
Mean | Variance | Std. Deviation | N of Items
14.9436 10.408 3.22616 4
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Scale: ALL VARIABLES

Case Processing Summary

N %
Cases  Valid 514 100.0
Excluded? 0 0
Total 514 100.0

a. Listwise deletion based on all variables in

the procedure.

Reliability Statistics

Cronbach's
Alpha Based on

Cronbach's Standardized
Alpha Items N of Items
754 738 8
Item Statistics
Mean | Std. Deviation N
LPD1 3.8132 .98138 514
LPD2 3.6984 1.03191 514
LPD3 3.8424 .89207 514
LPD4 3.9027 .92942 514
LPD5 3.8463 .76581 514
LPD6 3.8541 92196 514
LPD7 4.0000 77736 514
LPD8 3.6556 .83075 514
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Inter-1tem Correlation Matrix

LPD1 LPD2 LPD3 LPD4 LPD5 LPD6 LPD7 LPD8
LPD1 1.000 429 456 557 161 478 284 .000]
LPD2 429 1.000 .643 .555 .092 536 107 .038
LPD3 456 643 1.000 525 .090 572 202 034
LPD4 .557 .555 525 1.000 .160 D575 .186 017
LPD5 161 092 .090 .160 1.000 148 187 .082
LPD6 478 536 572 575 148 1.000 201 .016
LPD7 .284 107 .202 .186 187 201 1.000 -.036
LPD8 .000 .038 .034 .017 .082 .016 -.036 1.000]
Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |[if Item Deleted| Correlation Correlation Deleted
LPD1 26.7996 13.677 582 391 701
LPD2 26.9144 13.283 .601 497 .696
LPD3 26.7704 13.822 .640 .509 692
LPD4 26.7101 13.543 .652 490 .688
LPD5 26.7665 17.006 202 .065 767
LPD6 26.7588 13.684 635 461 692
LPD7 26.6128 16.643 .255 118 759
LPD8 26.9572 17.951 .032 012 794
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Scale Statistics

Mean Variance | Std. Deviation | N of Items
30.6128 18.865 4.34343 8
Scale: ALL VARIABLES
Case Processing Summary
N %
Cases  Valid 514 100.0
Excluded? 0 .0
Total 514 100.0

a. Listwise deletion based on all variables in
the procedure.

Reliability Statistics

Cronbach's
Alpha

Cronbach's
Alpha Based on
Standardized
Items

N of

Items

.849

851

5
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Item Statistics

Mean | Std. Deviation N

LPD1 3.8132 .98138 514

LPD2 3.6984 1.03191 514

LPD3 3.8424 .89207 514

LPD4 3.9027 .92942 514

LPD6 3.8541 .92196 514

Inter-Item Correlation Matrix
LPD1 LPD2 LPD3 LPD4 LPD6

LPD1 1.000 429 456 557 478

LPD2 429 1.000 643 .555 .536

LPD3 456 .643 1.000 525 572

LPD4 .557 .555 525 1.000 575

LPD6 478 536 572 575 1.000

Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted |[if Item Deleted| Correlation Correlation Deleted

LPD1 15.2977 9.636 583 .365 .839
LPD2 15.4125 8.948 670 492 .816
LPD3 15.2685 9.561 .687 504 812
LPD4 15.2082 9.350 692 488 .809
LPD6 15.2568 9.489 671 458 .815
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Scale Statistics

Mean Variance | Std. Deviation | N of Items
19.1109 14.149 3.76158 5

KET QUA PHAN TiCH NHAN TO EFA

Descriptive Statistics

Mean Std. Deviation | Analysis N
PR1 3.6362 92503 514
PR2 3.6265 97761 514
PR3 3.6809 92156 514
PR4 3.5233 .98549 514
PT1 3.5973 .93829 514
PT2 3.6128 .90478 514
PT3 3.6089 90526 514
PT4 3.5817 .90813 514
PT5 3.6556 .92406 514
PEU1 3.8054 .88141 514
PEU2 3.7938 .86759 514
PEU3 3.8638 90101 514
PU1 3.5973 .95067 514
PU2 3.8113 93105 514
PU3 3.6556 .94699 514
PU4 3.6654 .95559 514
BI1 3.6634 .94978 514
BI2 3.5350 1.06684 514
BI3 3.5428 1.03313 514
ASU1 3.7840 .89075 514
ASU2 3.6848 .90584 514
ASU3 3.6712 .90422 514
ASU4 3.8035 .92943 514
LPD1 3.8132 .98138 514
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LPD2
LPD3
LPD4
LPD6

3.6984
3.8424
3.9027

3.8541

1.03191
.89207
92942
92196

514
514
514
514

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .920

Bartlett's Test of Sphericity Approx. Chi-Square 8775.022
df 378
Sig. .000

Communalities
Initial Extraction

PR1 1.000 .760|

PR2 1.000 71

PR3 1.000 .709]

PR4 1.000 719

PT1 1.000 717

PT2 1.000 723

PT3 1.000 .729]

PT4 1.000 714

PT5 1.000 .705

PEU1 1.000 784

PEU2 1.000 765

PEU3 1.000 .820|

PU1 1.000 697

PU2 1.000 652

PU3 1.000 .684
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PU4
Bl1l
BI2
BI3
ASU1
ASU2
ASU3
ASU4
LPD1
LPD2
LPD3
LPD4
LPD6

1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000

.659
825
.856
.858
.769
.820]
.802
184
535
653
661
.668
.646

Extraction Method: Principal Component Analysis

Total Variance Explained

Rotation Sums of

Extraction Sums of Squared Squared

Initial Eigenvalues Loadings Loadings?
Compo % of Cumulative % of Cumulativ
nent Total | Variance % Total Variance e % Total
1 9.540 34.070 34.070 9.540 34.070 34.070 6.967
2 3.128 11.172 45.242 3.128 11.172 45.242 3.308
3 2.448 8.741 53.983 2.448 8.741 53.983 6.981
4 1.829 6.533 60.516 1.829 6.533 60.516 6.513
5 1.357 4.847 65.363 1.357 4.847 65.363 4.516
6 1.145 4.090 69.453 1.145 4.090 69.453 3.263
7 1.040 3.716 73.168 1.040 3.716 73.168 6.260
8 678 2.423 75.592
9 553 1.974 77.565
10 504 1.799 79.365
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11 483 1.726 81.091
12 446 1.593 82.683
13 419 1.497 84.180
14 402 1.436 85.617
15 393 1.404 87.021
16 379 1.353 88.374
17 355 1.268 89.642
13 339 1.210 90.851
19 329 1.174 92.025
20 318 1.135 93.160
21 292 1.043 94.204
22 286 1.021 95.225
23 266 952 96.176
24 250 894 97.071
25 239 853 97.923
26 213 760 98.684
27 204 730 99.414
28 164 586 100.000

Extraction Method: Principal Component
Analysis.

a. When components are correlated, sums of squared loadings cannot be added to obtain a total
variance.

Component Matrix@

Component

1 2 3 4 5 6 7

ASU3 772
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ASU2
BI3
BI2
PT1
ASU4
ASU1
PT2
PR1
PR2
BI1
PT5
PT3
PT4
PR3
PR4
LPD4
LPD3
LPD2
LPD6
LPD1
PEU2
PEU1
PEU3
PU1
PU2

.769
751
134
733
127
126
122
719
.702
.700
.692
.688
677
674
.659

792
.789
187
781
711

.645
610
.603

153

542
.533




PU4 514
PU3 503

Extraction Method: Principal Component Analysis.

a. 7 components extracted.

Pattern Matrix®

Component

1 2 3 4

PT3 880
PT5 .840
PT4 835
PT2 800
PT1 762
LPD4 821
LPD3 811
LPD2 804
LPD6 798
LPD1 721
ASU1 886
ASU4 879
ASU2 874
ASU3 842
PR2 852

PR4 840
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PR1 .831
PR3 815
PU1 827
PU4 816
PU2 816
PU3 .807
PEU1 897
PEU3 887
PEU2 863
BI1 912
BI2 909
BI3 .880|
Extraction Method: Principal Component Analysis.
Rotation Method: Promax with Kaiser Normalization.
a. Rotation converged in 6 iterations.
KET QUA TUONG QUAN
Correlations?
Thiéu
kién thuc
cbng
nghé va
Khoang
Nhan Nhan Nhan Nhan Su cach
thac rai | thac | thac dé | thac lgi | Y dinh |dung he| quyén
ro |niémtin|sedung| ich | hanhvi | théng | han
Nhan thuc P o e . o o
nan thuc Pearson 6337 146”| 307%| 5627 616 056
rai ro Correlation
Sig. (2-tailed) .000 .001 .000 .000] .000 203
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Nhan thic Pearson 633" 1| 2057 3647 550 598"  -.089*
niemtin  Correlation

Sig. (2-tailed) .000 .000 .000 .000[  .000 045
N:ha? thu:cPearson_ 146" 205" 1 261 3147 293 026
de sur dung Correlation

Sig. (2-tailed) .001 .000 .000 .000[  .000 557
Nhan thae Pearson. 3077 3647 2617 1| .4067| 3897 -.080
loi ich Correlation

Sig. (2-tailed) .000 .000 .000 .000[  .000 .069
Y dinh Pearson 562" 550|314 406™ 1| 596" -139"
hanh vi Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .002
) P - - - - o~ o~
St dung Pearson 616" 598 2037 389" 506 1| -130
hé thong Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .003
Thicu kien Pearson 056 -089"|  .026| -080| -.139" -.130" 1
thic cong Correlation
ngh¢  vagjg. (2-tailed)
Khoang
cich 203 .045 557 .069 002 .003
quyén han
**_Correlation is significant at the
0.01 level (2-tailed).
a. Listwise
N=514
KET QUA MO HINH PO LUONG & MO HINH CAU TRUC
Outer Loadings

ASU | BI LPD | LPD*BI |PEU |PR |PT |PU
ASU1 | 0.868
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ASU2

0.907

ASU3

0.902

ASU4

0.878

Bl
LPD

1.005

Bll

0.901

Bl2

0.927

BI3

0.932

LPD1

0.715

LPD2

0.791

LPD3

0.824

LPD4

0.800

LPD6

0.820

PEU1

0.861

PEU2

0.873

PEU3

0.917

PR1

0.875

PR2

0.874

PR3

0.847

PR4

0.836

PT1

0.857

PT2

0.849

PT3

0.843

PT4

0.827

PT5

0.835

PU1

0.835

PU2

0.801

PU3

0.835
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(50 I R S N U O B L)

Construct Reliability and Validity

_ | Average
Cronbach’s Composite :
rho_A L Variance
Alpha Reliability
Extracted (AVE)
ASU 0.911 0.914 0.938 0.790
Bl 0.910 0.911 0.943 0.847
LPD 0.851 0.863 0.893 0.626
LPD*BI 1.000 1.000 1.000 1.000
PEU 0.861 0.883 0.915 0.782
PR 0.881 0.882 0.918 0.737
PT 0.898 0.903 0.924 0.709
PU 0.836 0.838 0.891 0.670

Fornell-Larcker Criterion

ASU Bl LPD LPD*BI | PEU | PR PT PU
ASU 0.889
Bl 0.597 | 0.920
LPD -0.133 | -0.140 | 0.791
LPD*BI 0.054 | 0.058 | 0.006 1.000
PEU 0.296 | 0.320 | 0.024 0.055 | 0.884
PR 0.617| 0.563 | -0.061 -0.005 | 0.154 | 0.858
PT 0.599 | 0.553 | -0.094 0.043 | 0.206 | 0.632 | 0.842
PU 0.391 | 0.406 | -0.082 -0.020 | 0.262 | 0.307 | 0.368 | 0.819

Heterotrait-Monotrait Ratio (HTMT)

ASU | BI LPD |LPD*BI | PEU | PR PT PU
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ASU
Bl 0.655
LPD 0.148 | 0.158
LPD*BI 0.057 | 0.061| 0.043
PEU 0.330 | 0.354 | 0.043 0.060
PR 0.688 | 0.628 | 0.067 0.015 | 0.168
PT 0.662 | 0.607 | 0.105 0.046 | 0.233| 0.711
PU 0.446 | 0.465| 0.095 0.070 | 0.308 | 0.358 0.420
Inner VIF Values
ASU | BI LPD |LPD*BI |PEU |PR PT PU

ASU
Bl 1.024
LPD 1.020
LPD*BI 1.004
PEU 1.090 1.044
PR 1.685
PT 1.780 1.044
PU 1.219
f Square

ASU | BI LPD LPD*BI | PEU | PR | PT | PU
ASU
Bl 0.529
LPD 0.004
LPD*BI | 0.001
PEU 0.050 0.044
PR 0.115
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PT 0.062 0.124
PU 0.042
R Square
R R Square
Square | Adjusted
ASU | 0.359 0.356
Bl 0.446 0.441
PU 0.172 0.169
Path Coefficients
Mean, STDEV, T-Values, P-Values
Original Sample | Standard -
Sample Mean Deviation T Statistics | P
©) M) (STDEV) (|O/ISTDEV|) | Values
Bl -> ASU 0.589 0.584 0.037 16.113 | 0.000
LPD -> ASU -0.051 -0.056 0.035 1.443 | 0.150
LPD*BI -> ASU 0.020 0.019 0.043 0.451 | 0.652
PEU -> BI 0.174 0.175 0.037 4.675| 0.000
PEU -> PU 0.195 0.194 0.043 4479 | 0.000
PR ->BI 0.328 0.330 0.047 7.016 | 0.000
PT -> BI 0.247 0.246 0.045 5.480 | 0.000
PT -> PU 0.328 0.329 0.038 8.667 | 0.000
PU ->BI 0.169 0.166 0.040 4.266 | 0.000
Danh sach cac bai nghién ctru lién quan
Ténbdibdo | Tacgida |Nam| CSLT Muc tidu 1) 3 Ranking
nghién curu
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