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T6m tat: Luan van gidi thiéu tong quan hé thdng thdng tin web,
do luong vé sy hai long ciia ngudi dung ddi véi hé thdng théng
tin dya trén web. Nghién ciru cong cu dé do luong sy hai long,
ding cdng cu nay dé do luong sy hai 1ong cia nguoi dung ddi

vé6i hé théng thong tin dwa trén web.



Pit van dé

Nhirng tién b trong cong nghé thong tin va su phat trién
manh m& cua Internet trong thoi gian qua da lam thay doi déng
dé moi truong dién toan ngudi dung cudi. Vi vay can xét xét cac
do luong vé sy hai 1ong ciia nguoi ding véi hé théng théng tin,
dic biét 1a trong mdi truong dia trén web. Tuy nhién c6 rét it
cac nghién ctu vé do luong sy hai 10ng cia ngudi ding vai hé
thng thdng tin dya trén web, mot phan quan trong cua moi
truong dién toan ngudi dung cudi. Nghién ciru ndy s& xem xét
mot khai niém phd bién cho thanh cong cac hé théng thong tin
thdng qua viéc xem xét cac tiéu chi va cac do luong trong cac
tai liéu lién quan. Cac do ludong ndy duoc két hop véi nhau dé
nghién ciru kha ning cua hé thong thong tin. Nghién ctu tap
trung hé théng thong tin dua trén web. M6t thi nghiém thuc
nghiém duoc trinh bay dé danh gia trang web, nhu 1a hé thong
thdng tin dua trén web.
Cau tric luan vin
Chuong 1: Trinh bay téng quan vé hé thdng théng tin, hé théng
thong tin dya trén web, cac thanh phan, vai trd va su phat trién
cua hé théng thdng tin dua trén web.
Chuong 2: Nghién ctru vé su hai 1ong cta nguoi ding véi hé
thdng thong tin dua trén web.
Chuong 3: Gidi thiéu cong cu Doll va Torkzadeh

Chuong 4: Nghién cuu thuc nghiém



CHUONG 1: TONG QUAN VE HE THONG THONG TIN
DUA TREN WEB

1.1 Gii thiéu hé thdng théng tin dya trén web

Hé thdng thong tin dua trén web hoic hé thdng thang tin
web, 1a mot hé thdng thdng tin ¢ sir dung cdng nghé web
internet dé cung cap thong tin va dich vu cho nguoi sir dung hay
cac hé thng thong tin, tng dung khac. N6 1a mot hé théng phan
mém vé&i muc dich chinh 1a dé giup cho con ngudi biét dén va
duy tri dir liéu.
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Hinh 1.1: Hé thong thong tin dua trén web
Web dura trén mot ki thuat biéu dién thong tin sidu vin ban
(hypertext), trong d6 cac tir duoc chon trong vin ban cé thé
dugc "maé rong” bat ky Iic ndo. Su mé rong ¢ day co thé dugc
hiéu 1a chiing c6 cac lién két (links) téi céac tai liéu khac (co thé
1 vin ban, hinh anh, am thanh hozc hdn hop). Siéu vin ban la
mot loai vin ban thong thudng nhung lai chira mot hay nhiéu

tham chiéu t6i cac van ban khac



1.2 Cac thanh phan cua hé théng thong tin dua trén web
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Hinh 1.1: Cac thanh phan hé thdng théng tin

- Con ngudi (nguoi sir dung va chuyén gia hé thong théng tin)
- Phan ciing (cac may moc va phuong tién)

- Phan mém (cac chuong trinh va thu tuc)

- Dit liéu (dit liéu va co so kién trac)
- Mang (phuong thic truyén théng va hd trg mang)
1.3 Phan loai hé théng thong tin dya trén web

Pham vi va su phuc tap cua cac tng dung Web hién tai rat
khéc nhau: tir cac dich vu quy md nho, thoi gian ngan dén céc
tng dung doanh nghiép quy mé 16n dugc phan phdi trén

Internet, mang ndi bd cdng ty va mang ngoai. Cac (rng dung dua

trén web c6 thé dugc phan nhém thanh bay loai (Ginige va
Murugesan, 2001)

1.4 So sénh hé théng thong tin dya trén web va hé théng théng
tin thong thuong



Mic di c6 su twong dong giita cac hé théng thong tin
truyén thong va hé thong thdng tin dya trén Web, nhung ciing
c6 sy khéc biét dang ké. Hé théng thong tin dya trén Web hién
nay dit ra nhiéu thach thirc cho cAc nha phét trién, ngudi can
giai quyét nhitng van dé chua biét vé thiét 1ap mang va nguoi
dung,

1. 5 Tiéu chi chit luvong cho cac hé thong thong tin dya trén web

Céac nha quan 1y va ngudi thyc hién phat trién hé thng
thong tin Web xem bay tiéu chi chit luong quan trong nhat cho
su thanh cong caa trng dung Web (Offutt, 2002):

o d0 tin cay (reliability)

e Kkha nang str dung (usability)

e Bao mat (security)

e Tinh san sang (availability)

e kha nang m¢é rong (scalability)

e kha nang bao tri (maintainability)

e thoi gian dén thi truong (time-to-market)
CHUONG 2: TONG QUAN VE DO SU HAI LONG CUA
NGUOI DUNG VOI HE THONG THONG TIN DUA TREN
WEB

Xem xét cac tai lidu, phuong phap lién quan dén do luong
su hai 1ong cua nguoi sir dung dbi véi hé thdng thong tin dwa
trén web, tir d6 dua ra mot phuwong phap do luong thich hop
nhat.

2.1 Danh gia sy thanh cong hé thong thong tin



Panh gia sy thanh cong cia hé théng thong tin da dugc
cng nhan 1a mot trong nhiing van dé quan trong nhét trong linh
vuc hé thdng théng tin. Mot s6 nghién cau khai niém va thyc
nghiém da duoc tién hanh dé phat hién ra vin dé nay.

Theo dinh nghia cta 1ISO 9241-11, kha nang sir dung la
muc d6 ma mot san pham c6 thé dugc sir dung boi ngudi ding
xéc dinh dé dat dugc muc tidu xac dinh: hiéu qua, hiéu suit va

su hai 1ong trong mét bdi canh cy thé caa viéc sir dung.

Nguoi su
Hiéu qua
Tac vu
:> Hiéu suat
Thiét bi
Su hai long
Moi truong Chdt lwong cuia viég
Boi canh céc thanh do Iuwong sir dung
phan si dung

Chat lwong sir dung

Hinh 2.2: Cac nhan té khd nang sir dung
2.2 Sy hai 10ng ctia ngudi dung véi hé thong théng tin dua trén
web
Su hai long cua nguoi ding ndi chung dugc coi la mot

trong nhitng bién phap quan trong nhat cua su thanh céng cac
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hé théng thong tin. Tuy nhién, cé rat it nghién ciu vé do luong
su hai 10ng caa nguoi dung vai hé thong thong tin duya trén web.
Trong phan nay tim hiéu cac tai liéu lién quan dén do luong su
hai long ciia nguoi ding véi hé thdng théng tin, tir d6 dua ra
cdng cu phi hop nhét dé do ludng su hai long cua ngudi ding

dbi véi hé thong thong tin dya trén web.

CHUONG 3: MO HINH DOLL VA TORKZADEH

3.1 Xay dung sy hai 1ong dién toan nguoi ding cudi
Trong méi trudng xtr Iy dit liéu truyén thdng, nguoi ding
tuong tac gian tiép va co thé khong biét vé nhiing chuong trinh

cu thé duoc chay dé tao ra cac béo céo.

Adhocrequest

RoMﬁ / A
ﬁ

Hinh 3.1: Mai truong xir ly dit liéu truyén théng

Analyst /
Programmer

Trong mdi trudng dién toan ngudi dung cudi (hinh 3.2),

nguoi ding sé tuong tac truc tiép véi phan mém ang dung. Su
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hai 1ong ctia nguoi ding cudi duoc khéi niém hoa nhu 13 thai o
tinh cam ddi véi mot (g dung may tinh cu thé boi nguoi twong
tac tryc tiép vai ang dung.

3.2 Phuong phap nghién cuu

Xem xét cé4c tai lidu cua cac nha nghién ciru trude day dé
dua ra cong cu khao sat gom 40 cau hoi dugc phan loai theo
thang diém Likert. Nguoi ding duoc yu cau viét vao tén ing
dung cu thé cho mdi cau hoi dé dua ra cau tra i t6t nhat vé su
hai long caa ho déi véi tng dung nay. Mot bang cau hoi mo
cling duogc xay dung, ¢ d6 nguoi dung dugc hoi cac cau hoi mo.

3.3 Nghién ctru thi diém, phuong phap khao sat

Thu thap dix liéu tir 5 cong ty cho 40 cau hoi .Tién hanh
kiém tra hiéu lyc cau trac ciia mdi cau hoi, tinh hop 1é cua tiéu
chi dé giam s cau hoi xudng con 18.

Tiép tuc khdm pha cong cu 18 cau hoi véi mau 618 cau tra
161 ca ngudi ding cudi ¢6 thé st dung dugc. Tién hanh phan
tich nhan té va sira doi cdng cy, kiém tra tinh hop 1é, danh gia
dd tin cay cua cong cu da duoc chinh sira. Cudi cling cong cu
dugc xda bo giam xudng con 12 cau hoi dé do mirc d6 hai long
ctia nguoi ding cudi .

3.4 Két luan

Trinh bay nhirng tién bo dang ké huéng téi su phat trién
ctia mot tiéu chuan do ludng sy hai long caa ngudi dung cudi
v6i mot tng dung cu thé. Puoc thiét ké cho mdi trudng dién
toan ngudi dung cudi chir khdng phai 1a xir ly dir lidu truyén
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thdng, n6 ¢ thé dugc sir dung dé so sanh sy hai long cua nguoi
dung cubi véi cac thanh phan cu thé
CHUONG 4: NGHIEN CUU THUC NGHIEM
4.1 Thu thap st liéu
Nghién ctu thyc nghiém cua t6i dugc thyc hién vai sinh
vién dai hoc nam th 3 va nam tht 4. Nhitng nguoi thuong
xuyén sir dung céng thong tin dao tao cua truong. Bang 4.1 cung
cap théng ké md ta vé sb sinh vién tham gia khao séat
Bang 4.1: Cau hoi khao sét

(1= Rat khéng hai long; 2 = Khong hai Iong; 3 = Khong c6
y kién; 4 = Hai long; 5 = Rat hai long)

Heé thong co cung cg”ip thong tin

N1. f O A A
chinh xac ma ban can khong?

Li€u ndi dung thong tin cé dap

N2. |, PO
ung dugc nhu cau cua ban?

Li€u hé thong cung cap cac bao
N3. | cao ma duong nhu ding chinh 1123|415
xac nhiing gi ban can?

Heé thdng c6 cung cp day du

N4 thang tin khong?

C1. | Hé théng co chinh xac khong? 112]3|4]|5

Ban c6 hai long voi d§ chinh

2. Ak
¢ xac cua hé thong?

Ban c6 nghi rang dau ra dugc
D1. | trinh bay trong mdt dinh dang 112|3]|4]5
hitu ich?

D2. | Théng tin ¢c6 rd rang khéng? 112|3]|4]5




sl L? h¢ thong than thién nguoi 11213lals
dung?

S2. | Hé théng co d& sir dungkhéng? | 1 |2 |3 |4 |5

K1 Bkan C,O nha’n duogc thong tin ban 112131lals
can dung lac?
He¢ thong c6 cung cip thong tin

K2. cap nhat khong? 112|3]|4]5

4.2 Phéan tich dix liéu

- No6i dung

4.2.1 Po ludng do tin cay thang do bang hé s6 Cronbach’s
Alpha

Bdng 4. 1: D¢ tin cdy Crobach’s Alpha thanh phan Néi dung

Thong ké dd tin cay

Gié tri Cronbach Alpha

S bién quan sat

0,847

Bdng 4. 2: Hé s6 twong quan bién tong thanh phan Ngi dung

Thong ké bién-tong

Trung | Phuong
binh | sai thang
thang do | do néu
néu bién | bién nay
nay bi |bi loai bo
loai bo

Tuong
quan
bién -
tong
hiéu
chinh

Gia tri
Cronba
ch
Alpha
néu
bién
nay bi
loai bo
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Hé théng c¢6 9,52
cung cap théng
tin chinh x&c ma
ban can khong?

7,479 0,659 0,817

Liéu ndi dung 9,43
thong tin co dap
ung dugc nhu
cau cua ban?

6,994 0,722| 0,789

Liéu hé thong 9,55
cung cip cac béo
cao ma duong
nhu dung chinh
x&c nhitng gi ban
can?

7,275 0,674 0,810

Hé théng co 9,43
cung cip day du
thong tin khong?

7,386 0,682 0,807

- Chinh xéac

Bang 4. 3: B¢ tin cdy Crobach’s Alpha thanh phan Chinh xéc

Théng ké d§ tin cy

Gié tri Cronbach Alpha

S bién quan sat

0,774

Bang 4. 4: Hé s6 twrong quan bién tong thanh phan Chinh xéc

Théng ké bién-tong
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Trung binh | Phuong | Tuwong Giatri
thang do | saithang [ quan Cronbach
néubién | donéu | bién- | Alphanéu

nay bi loai | bién nay | tong hiéu | bién nay bi
bo bi loai bo [ chinh loai bo
Hé théng c6 chinh 3,21 1,330 0,633
xac khéng?
Ban c6 hai long voi 3,20 1,162 0,633
d0 chinh xac cua hé
thdng?
- binh dang

Bdng 4. 5: D¢ tin cdy Crobach’s Alpha thanh phan Dinh dang

Théng ké dd tin cay

Gia tri Cronbach Alpha

S6 bién quan sat

0,810

2

Bdng 4. 6: Hé sé tirong quan bién tong thanh phan Pinh dang

Théng ké bién-tdng

Trung binh | Phuong | Tuong Giatri
thang do | sai thang | quan bién| Cronbach
néubién | donéu | -téng | Alphanéu

nay bi loai | biénnay | hiéu | bién nay bi
bo bi loai bo | chinh loai bo
Ban c6 nghi r.%mg dau 3,30 1,184 0,681
ra dugc trinh bay trong
mot dinh dang hiu
ich?
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khong?

Thoéng tin ¢c6 r6 rang

3,26

1,170

0,681

- Dé str dung

Bang 4. 7: D¢ tin cdy Crobach’s Alpha thanh phan Dé sir dung

Théng ké dé tin cay

Gia tri Cronbach Alpha

S6 bién quan st

0,774

Bang 4. 9: Hé s6 twrong quan bién tong thanh phan Dé si dung

Thong ké bién-téng

Trung binh | Phuong | Tuong Giatri
thang do | sai thang | quan bién| Cronbach
néubién | donéu | -tong | Alphanéu

nay bi loai | biénnay | hiéu | bién nay bi
bo bi loai bo | chinh loai bo
La hé thdng than thién 3,11 1,159 0,632
ngudi dung?
Hé théng c6 dé su 3,24 1,183 0,632
dung khdng?

- Tinh kip thoi

Bang 4. 8: D¢ tin cdy Crobach’s Alpha thanh phan Tinh kip thoi

Théng ké dd tin cay

Gia tri Cronbach Alpha

S bién quan séat

0,669
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Bang 4. 9: Hé s6 twong quan bién tong thanh phan Tinh kip thoi

Thong ké bién-téng

Trung binh | Phuong Tuong Giatri
thang do | sai thang | quan bién | Cronbach
néu bién do néu -tong | Alpha néu

nay bi loai | biénnay | hiéu chinh | bién nay bi

bo bi loai bo loai bo
Ban c6 nhan duoc théng tin 3,21 1,014 0,503
ban can ding luc?
Hé théng c6 cung cap théng 3,26 1,056 0,503

tin cap nhat khong?

Nhu vay, sau kiém dinh Cronbach’s Alpha ca 5 thanh phan (noi

dung, d chinh xac, dinh dang, dé st dung, va tinh kip thoi) coa

su hai 1ong nguoi dung cubi déu dat do tin cay. Thong ké két

qua téng hop kiém dinh Cronbach’s Alpha cua tirng thanh phan
1a: noi dung = 0,847; d6 chinh xac = 0,774; dinh dang = 0,810;
dé sir dung = 0,774; va tinh kip thoi = 0,669.
4.2.2 Phan tich nhan t6

Bdng 4. 10: Hé s6 KMO

Hé s6 KMO va kiém dinh Barlett
Hé s KMO 0,640
Gia tri Chi binh 608,321
Kiém dinh Barlett phuong xap Xi
df 66
Gia tri sig. ,000
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Dua vao bang 4.12 ta thay, hé sé KMO = 0,640 > 0,5:
phan tich nhan t4 thich hop véi dir liéu nghién ctu.

Két qua kiém dinh Barlett’s 1a 608,321 Vi mirc y nghia
sig = 0,000 < 0.5, nhu vay gia thuyét vé mé hinh nhan té 1a
khong phu hop va s& bi bac bo, diéu nay ching to di liéu dung

dé phan tich nhan t4 1a hoan toan phu hop.

Bdng 4. 11: Tong phwong sai trich

Tong phwong sai trich

Eigenvalues khoi tao | Téng trich xuét cia hé s6 | Téng xoay cua hé sé tai

tai binh phuong binh phuong
o = o = o 2
g 2|l |22 |22
5 = S o S = S o S =1 S o
«Q Q g = B «Q Q g = B «Q Q = B
s EE|22 |9 |EEIZZ|8 |§E|Z2:2
O =} =TI O B o e3¢ O B [STEENN
> L o < E > 2 o ~< =] > 2 o < 3
«Q 2. & «Q 2. & Q@ 2. &
) 1) )

2,917| 24,308 | 24,308 2,917 24,308 24,308 | 2,743| 22,860 22,860
2,157 17,971 42,280 2,157 17,971 42,280 1,689| 14,076 | 36,937
1,514 12,614| 54,894 1,514| 12,614| 54,894 | 1,656 13,801 50,738
1,424 11,864 | 66,758 1,424 11,864 | 66,758 | 1,651 13,759 64,497
1,260 10,504 77,262| 1,260| 10,504 | 77,262 | 1,532 12,765| 77,262

,562| 4,685 81,947
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7 ,480| 4,003 85,950
8 404 3,367 89,317
9 378 3,150 92,467
10 352 2,936 95,402
11 290 2,417 97,820
12 ,262( 2,180 100,000

Phuong phép trich xuét: Phan tich thanh phan chinh.

Dua vao bang 4.13, ta thiy, gia tri tong phwong sai trich =
77,262% > 50%: dat yéu cau, khi d6 c6 thé néi rang cac nhan tb
nay giai thich 77,262% bién thién cua dit liéu.
Gia tri hé sb Eigenvalues caa nhan t6 =1,260 > 1.
Nhu vy, cac diéu kién thoa man dé ma tran xoay c6 y nghia
thng ké.

Bang 4. 12: Ma trdn xoay cac thanh phan

Ma tran xoay cac thanh phan

Thanh phan

1 2 3 4

Liéu ndi dung thong tin c6 dap| 0,856
{rmg dwoc nhu ciu caa ban?

Liéu hé thdng cung cip cac béo| 0,822
cao ma duong nhu dung chinh xéac
nhiing gi ban can?

16



Hé théng c6 cung cip day du| 0,811
théng tin khéng?

Hé thong c6 cung cap théng tin| 0,810
chinh xac ma ban can khong?

Ban c6 nghi ring dau ra duoc 0,913
trinh bay trong mét dinh dang hiu
ich?

Thoéng tin c6 rd rang khdng? 0,900

Ban c6 hai long vai do chinh xac 0,894
cua hé thong?

Heé thdng c6 chinh xac khong? 0,890

Hé thong c6 d& sir dung khong? 0,905

La hé thong than thién ngudi 0,888
dung?

Hé thdng co6 cung cap théng tin
cap nhat khong?

0,866

Ban c6 nhan dugc théng tin ban

can dung luc?

0,854

Phuong phép trich xuét: Phan tich thanh phan chinh.
Phuong phap xoay: Varimax.
a. Xoay hi tu trong 5 lan lzp.

Bang 4.14 1a ma tran nhan t6 caa céng cu do luong sy hai long
ctia ngudi dung cudi. T4t cAc tai trong ciia nam thanh phan chinh
déu trén 0,5. Vi vay toi giir lai tit ca cac yéu td trong cong cu
nay.

4.3 bBénh gia
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Bdang 4. 13: Su hai long cua nguoi dung véi hé thong thong tin

dwa trén web

A3 as Thanh Trung
Cau hoi phin | binh
He thong co cung cap thdng tin chinh xac ma ban
can khong?
Li¢u ndi dung thdng tin c6 dap ung dugce nhu cau
Cl.l? bar}? 7 ———7—— — Noi dung 3,16
Liéu hé thong cung cap cac bao cao ma duong
nhu dang chinh xac nhirng gi ban can?
Hé thdng c6 cung cap day di thong tin khong?
Hé théng c6 chinh xéac khéng?
- Chinh xéac 3,20
Ban c6 hai long véi do chinh xac cua hé thong?
Ban c6 nghi rang dau ra dugc trinh bay trong mot
dinh dang hiru ich? Pinh dang 3,28
Théng tin c6 rd rang khong?
L& hé thdng than thién nguoi ding? i
- - Désudung | 3,17
H¢ thong 6 dé st dung khong?
Ban ¢6 nhan dugc thong tin ban can dung 10c? Tinh kip 200
Hé théng c6 cung cép thong tin cap nhat khong? Thoi
Sw hai long clia ngudi ding véi hé thong thong tin dua trén 321

web

Théng qua két qua thu thap duoc trong qué trinh khao

sét, toi thdy hau hét nguoi dung chua hai 1ong véi hé thong
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thong tin dwa trén web, cu thé ¢ day 1a cong thong tin dao tao

cua Truong.

KET LUAN

Vi sy phét trién cua cong nghé ngay nay, viéc phét trién
va xac nhan mot cong cu do luong su hai Iong caa nguoi dung
V6i cac hé thdng thong tin dia trén web 13 rat can thiét. Trong
nghién ctru nay t6i da str dung codng cu do sy hai long nguoi st
dung duoc phat trién boi Doll va Torkzadeh (1988). Toi da thir
nghiém cong cu nay dé do ludng sy hai 1ong trong mdi truong
dia trén web 1a cong thong tin dao tao.
MJdi nghién cau ¢6 gigi han caa nd, nghién ctru caa toi chi tap
trung vao mot déi tuong 1a sinh vién va sé luong mau 1a khong
nhiéu. han ché thir hai 1a toi da ko xac dinh va kiém tra bat ky
thanh phan nao khac cua su hai long nguoi sir dung. C6 nhiéu
thanh phan khéc cua su hai 1ong cho cac hé thdng thang tin dwa
trén web ma chura dugc xem xét trong nghién ctu nay.
Do nhitng han ché trén, nghién ctru trong tuong lai s& ¢6 gang
xac dinh céc thanh phan bo sung cua sy hai long ma cu thé 1a
cho méi truong hé théng théng tin dwa trén web va mé rong ddi

tugng nghién ciru dé dam bao tinh khach quan
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