BO GIAO DUC -PAO TAO
PAI HQOC PA NANG

* % %

LE VAN BINH

NGHIEN CUU SU HAI LONG C UA KHACH HANG
DOANH NGHI EP KHI SU DUNG PHAN MEM K E TOAN
VIETSOFT ACCOUNTING C UA CONG TY TNHH
PHAN MEM VI ET

Chuyén nganh : Qun tri kinh doanh
Maé: 60.34.05

TOM T AT LUAN VAN THAC Si
QUAN TRI KINH DOANH

Pa Ning, Nam 2011



-2-

Cong trinh dwegc hoan thanh i
DAl HQC PA NANG

Nguoi husng din khoa lc: TS. Nguyén Thanh Liém

Phan bién 1: TS.bwong TH Lién Ha

Phan bién 2: PGS.TS. BPtc Hing

Luan vin duoc bao vé tai Hoi ddng cim Luan vin tot
nghip Thac § Quan tri Kinh doanh bp tai Pai hoc ba
Ning vao ngay 15 & 16 thang 0%m 2012.

* C6 thé tim hiéu lugn win tgi:
- Trung tam Thong tin - bt liéu, Pai hoc Pa Ning
- Thu vién treong Pai hoc Kinh €, Pai hoc Ba Nang.



-3-
MO PAU
1. Ly do hinh thanhde tai:

Trong thvi gian qua nganh coéng ngpi prin mém da chuygn
trong tam tr viéc cung dp sin pHim sang i thién chit luong sin
phim nhr: d& s dung, ko mat, 6n dinh vadé tin ciy. Mot sb sin
phim phan mém, dic biét 1a sr 13p lai cac @n prim aia Microsoftda
tri hodndé nang cao cit lugng sin phim. Nhr vay, chit lugng phin
mém dang té thanh cld ¢é quan tong trong nganh céng ndipi nay.
Theo trugn thong, yéu éu phin mém haic phii dam bio chic ning
hay khéngiam bao nhrng cui cling phii c6 chit lugng. Bé xacdinh
dugc chit luong thi in than cht luong phii duoc xacdinh. Hién
nay, clit lugng phin mém dang théu mot nén tang md hinh ¥ng
chic dé ¢anh gia va xadinh no.

Bourque (2000) choing thrc hién chit lvong trong not san
pham phin mém la nt nd luc cin dugc quan ly chinh thirc trong @
vongdoi caa nd. Clt luong duoc thec hién nén it dau v6i cacdic
diém ky thuat duoc yéu @u tir ngudi sir dung. Nhr mot cach tép cin
dé thie hién chit lwgng pHin mém. Suryn (2003)ta cho &ng ky luat
nayduoc dinh nghia la Caarng ding nmot cach liénc, cé & théng,
xtr 1y ky luat, dinh lrong duoc tiép cin v6i sy phat trén, va duy tri
chit luong sin ptam phan mém.

Hién nay clit lvong pHin mém tai Viét Nam ch mang tinh cht
twrong ddi do ngroi ding @m nhin qua qua trinhisdung. PAn mém
ké toan VietSoft Accountingimg khéng #m ngai 18. Nham danh
gia sr hai 1ong @a khach hang khiisdung pHin mém naydé tao ra
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uy tin dia nha cung4p sin ptim 1a \én @ dat 1én hangdau, 13 tai
san quy gia trong & lyc nang cao di luong sin phaim, tir d6 nang
cao ring lyc canh tranh. Tixc & kinh doanh cho #y, réu doanh
nghiép gia ingdugc 5% khach hang trung thanhon&r hai long @a
ho v& sin phim thi ki nhudn $ ting Iénduoc khaing 25 - 28%.

Nhan thic duoc van & trén, tac gi da chy dé tai: “Nghién cru
s hai long aia khach hang doanh nglfip khi s dung phin mém
ké toan VietSoft Accounting ga Céng ty TNHH Plan Mém Vigt”
lam d¢ tai nghién au.
2. Muc tiéu nghién aru

1. Xay drg moé hinh nghiéntm ar hai long @¢a khach hang
doanh nghip khi sr dung pHin mém ké toan VA.

2. Trén o s cAc mo hinh nghiénia dé danh gia, xadinh mic
d6 hai long @a khach hang

3. D& xuét cac gii phap nang caoushai 1d6ng @a khach hang.
3. Pdi twong va pham vi nghién atu

- Céc doanh ngbp hait dong Quyét dinh & 48/2006/@-BTC
ngay 14/09/2006 i@ B truong B Tai chinhva Quyét dinh s
15/2006/>-BTC ngay 20/03/2006:e Bj trueng Bs Tai chinhdang
hoat dong tréndia ban Thanh ghba Nang.

- Viéc nghién @u duoc tién hanhddi véi nhan vién & toan lam
viéc trec tiép trén pln mém ké toan VietSoft Accounting.

- Xacdinh cac tiéu chin danh gia phn mém ké toan.
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- VietSoft Accounting la pin mém ké toandéng goi,duoc cin
chinh (customize) theo nhiawe thyc & caa mdi doanh nghip khi
mua hang.

- X&c dinh cac nhandt anh hrong dén sr hai long @a khach
hang doanh nghp khi tng ding phtin mém ké toan VietSoft
Accounting.

4. Pheong phép nghién dru:

Nghién aru v by sir dung phrong phépdinh tinh i ky thuat
thao luan nhém va pbing van thi.

Nghién @u chinh thrc ar dung phrong phapdinh hrong. Ky
thuat phong van truc tiép va plong Vin thdng qua mng internet
dugc ar dung dé thu thip thong tin & khach hangisdung pHin mém
ké toan VA i cac doanh nghp tréndai ban Tpba Ning.

5. Y nghia thuc tién

- Cung ép mot cdng @ do ar hai long cho cong ty.

- Gilip Ban lanhtao, nhan vién cong tydm bit duoc cac thanh
phan tacdong lén s hai Iong @a khach hang khiisdung sin phim.

- Gilp cong tyap trung Bt hon vao @i thién chit luong dch w,
nang cao chuyén mén va céac tinimg ky thuat dé phuc wu tét hon
cho khach hang.

CHUONG 1- 00 SO LY LU AN VA MO HINH LY THUY ET
1.1. Chat lwgng dich va:
1.1.1. Khai niém chit lwong dich vu:

Chat luong dch w 1a mic d6 ma nét dich w dap ang duoc

nhu du va s mongdoi cia khach hang (Lewis & Mitchell, 1990;
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Asubonteng & ctg,1996; Wisniewski & Donnelly, 1996)
Edvardsson, Thomsson & Ovretveit (1994) chogr chit luong
dich wi la dch w dap ung dugc ar mongdoi cuaa khach hang va
lam thba man nhu#u cia hy.

1.1.2. Cac nhané quyét dinh chét lwong dich va:

Trén @ s nghién @u V& chit luong dch w va K thira cac bc
thuyét cia Parasuram vaong sy, nam 1990 Johnston va Silvestro
ddc Kt nam nhan & khac @a chit lugng dch w gdm: sr an @n
(helpfulness), 1 chim soc (care), s cam Kt (commitent), g hitu

ich (functionality) va s hoan o (integrity).
1.2. Sr hai long aia khach hang:
1.2.1. Khai ngm g hdi 10ng aia khach hang:

Su hai long @a khach hang tuy tide vao héu qua hay bi ich
cia sin phim, dich w mang 4i so Wi nhitng gi ma b dang K vong.
Khéch hang cé thco nhiing dip d6 hai long khac nhau. & hiéu
qua san ptim, dich w mang 4i thip hon so \6i ky vong, khach hang
s& bat man. Nu hiéu qua san phim, dich w khép woi cac k vong,
khach hangashai long. NMu hiéu qua sin pHim dich wi mang 4i cao
hon ci ky vong, khach hangsshét sirc hai long va vui ming.

1.2.2. Phén lai sy hai long aia khach hang:

1.2.2.1 Hai long tich @c (Demanding customer Staticfaction)
1.2.2.2. Hai longn dinh (Stablecustomer Staticfaction
1.2.2.3. Hai long th déng (Resignedustomer Staticfactign
1.2.3. Cac nhand quyét dinh s hai long khach hang:



1.2.3.1. Cht luwong dich w:

1.2.3.2. Gid é dich w

1.2.3.3. Véc duy tri khach hang

1.3. Méi quan h¢ giira chit lwgng dich vu va ar hai long aia
khach hang:

Su théa mén @a khach hang la & khai ném tong quat noi 1én
sy hai long @a hy khi tiéu dung it dich w, con noidén chit luong
dich wi la quan tan@én cac thanh pin oy thé caa dch wi (Zeithaml
& Bitner, 2000). \4y, chit lugng dch w la nhan & anh hrong, 14
yéu t quyét dinh tinhdén sr hai long @a khach hang. Cac md hinh
nghién &u vé sy hai long éng noi 1én ndi lién hé nay.

1.4. M6 hinh nghién &u s hai long aia khach hang:
1.4.1. M6 hinh clét lweng dich w Servqual:

Vat chit hiru hinh

Sy tin ciy

Su dam bao ;ﬂ Chat lugng dch w
Sy thiu cam 7"

Su dapung

(Ngwn: Parasuraman et al. (1988))
1.4.2. Mpt 6 mo hinh chit lwgng phian mém:
1.4.2.1. M6 hinh dft lirong phin mém aia McCall:



Truv xtét nawdn ce (Traceability

Chinh xac (Correctness) Hoan thén (Completenes

Nhit quan (Consistenc

Do tin cy (Reliability) Do chinh xac (Accurac

Dung sai di (Error Tolerance

Tinh toan ¢n (Integrity) Kiém soat truy ap (Access contro

Truv cap kiém dinh (Acces audit

Kha dung (Usability) Kha nana hcat dona (Operability

Huéna can (Trainina

Bao i (Maintainability) Giao tép (Communicativenes

Hiéu qua (Efficiency) Thuc hién hiéu aia (Execution
Luu trir hiéu aia (Storaae efficienc

Dbon aian (Simplicity)

Kiem thir (Testability) Naén con (Consisness

Trana thét bi (Instrumentatior

Tinh linh hat (Flexibility) Tu minh foa (Sel-descriptivenes

Kha nana ¢ rona (Expandability

Tuong thich (Portabiliy) Tinh pté bién (Generality

Phan & (Modularity!

Dung hi (Reusability)

PHin mém doc lap (Software svster

PFan cirnadoc lap (Machine
Kha ning &yng tac

(Interonerahilitv

Kha nina aiao t#p (Communictions

Chia ¢ dir lieu (Data communalit

Hinh 1.3. M& hinh cHit lwgng McCall et al. (1977)
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1.4.2.2. M6 hinh dft lirong phin mém Boehm:

Twong thich
(Portability'

Do tin ciy
DaliahilihN

Téng tién ic
(General

[RTSITRAY

Hiéu qua (Efficiency)

NV ky thuat (Human
Enaineerina

7

Kiém thir

(Tactahilihg

)\

Thiét bi doc lap (Device

(Sel-containednes

J P4 chinh xaAe (Accnirae

| Hoan clinh (Comnletenes

Tinh toAn en (Rahusiness

NbhAt atiAn (Consistenc

TrAch nhém (Acconntahilitv

Gian t&n (Commiinicativenes

Bao tri

RN

(Maintainabi
D& hiéu
M Indarctandahility

Kha ning gra doi
IMAndifiahilitv

Tu minh foa (Sel-descrintivenes

CAun triie (Structirednes

| Kha nana tép can (Accessibility
| Nafin con (Consisenes

RA rana (1 eqihilitv

Thiét bi hiéu ata (Device efficiency |
Kha nana di thién (Auament ability |

Hinh 1.4. M6 hinh cHit lwgng Boehrr phéng theoPfleeger (2003)
Boehm et al. (1976; 1978)

1.4.2.3. M6 hinh aft lwong phin mém aia Dromey:

M4au san pFam (Product Mode

(Component A
Thanh plin A

(Tangible quality carrying propertid
CHhit lwong hitu hinh

(Component B
Thanh plin B

‘Llnkages (Hight level quality attributes|

(Tangible quality carrying propertie
CHhit lwong hitu hinh

" Méilienhe

Thuéc tinh clit lvong cac

Hinh 1.5: M hinh chét lwgng Dromey
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1.4.2.4. M6 hinh dft lirong 1ISO-9126:

CHAT LUQING
(ndl b wa hirdamg
ngoail
I [
| Tinh néng | I B4 én dinh | | Tinh khé dyng | | Tinh higu qua | | Khé ning bas tri | | Tinh kha chuyén
- Kha nang phan Kha nang fuong
N " Tinh Indéu tich hop
Tinh phis hom Tinh hodn thign Tinh dé hoc THtkigm Hir Khi ndng thay Kh nang cai dat
Tinh chinh xdc Kha néng suea 18§ Khi ik gian adl Kha nang chun:
Tinh an toan Khd nang phuc '.:‘;2?‘ Tiét kigm tai Tinh can bing séﬁg g
Tinh trong tic hai Tinh hip din nguyen Khi nang kiém Kha nang thay
dinh thé

Hinh 1.6: M6 hinh chét lwgng 1SO-9126
1.5. Tém tat chwong 1:

Chuong 1 @iadé tai dé cap nhirng vin dé co 5 ly luan lién quan
dén sin pHim phin mém ding nhr tim hiéu V& sr hai long @a khach
hangddi vai san phim. Ngoai ra, chiong 1 condua ra cac mé hinh
danh gia g hai long, mé hinktanh gia cht lugng ptin mém. Dya
vao md hinh thichdp va tinh hinh thc t# cia th truong hién nay
tac gh £ cO bén phapdanh gia g hai long @éa khach hang 6t cach
chinh x&c nit.

CHUONG 2 - KHAO SAT THUC NGHIEM MO HINH HA|

LONG CUA KHACH HANG DN KHI' S U DUNG PHAN MEM
KE TOAN VIETSOFT ACCOUNTING

2.1. Tong quan W phin mém ké toan:

2.1.1. Khai ném phin mém ké toan:

Phin mém ké toan la mit cong @ ghi chép, ku trix, tinh toan,
téng hop trén @ s cac dr liéu diu vao @a cac ching tr goc.

Qua trinh % ly phai tuan thi cac chén murc ké toan va ch do

ban hanh.
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Do chinh xac @adiu ra béo céo phthudc vao yu té con ngroi

nhu ké toan thi cong.

2.1.2.Pgc trung aia phin mém ké toan:

Phan mém ké toan c6 cadic trung @ ban sau:

a. Phin mém duwoc mé t nhe the

f. Tinh kio tri, tien héa va sa

nao chiza diroc @ia phin mem
b. H¢ tin cgy g. Tinh Bo tri

c. Tinh chinh xac h. Tinh déng

d. Tinh & s dung i. Tinh kém tra

e. Tinh ¥in hanh

j- Tinh theo ddi

2.1.3. Tinh hinh#ng deng phan mém trong SXKD @a DN hign

nay:
2.1.3.1.Pgc diém tinh hinh

2.1.3.2. Xu hong dau tr vng deng va chi tiéu cho CNTTia DN
2.1.3.3. Mt s6 kho klin tronging ding vadau tw vao CNTT
2.2. Khao sét sr hai long khach hang khi s dung phan mém:

2.2.1. Nhan & anh hwéng dén s hai long:

1. Chrc mang
2. Tin @y
3. Kha dung

4. Heu qua
5. Bao hanh - BRo tri
6. Khi chuyén

2.2.2. Md hinh nghién gu ly thuyét:
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Chirc nang
Tin cay
Kha dung
Sw hai long aia
Hiéu qua khach hanc

Bao tri, bao hanh

Kha chuyvén

Hinh 2.5. M6 hinh nghién @&u ban dau
2.2.3. Céac lréc tién hanh khio sat nghién gu SAS dgia KH:
Bwéc 1: Xay drng bing cau bi
Buéc 2: Xacdinh $ luong miu cin thiét va thangio cho vic khio
sat
Bwéc 3: Gui phiéu diéu tra cho khach hang
Buéc 4: Lién ke voi khach hangté nhan két qua tra loi
Bwéc 5: Thu nhin phin hi tir khach hang
Buwéc 6: Xu ly dit lidu va thu nlin két qua théng qua phan tich SPSS
2.3. Phrong phap nghién aru:

Cossly Léy y kién

thuvét chuvén ai.

Nghién a¢ru dinh krong |«
v

Phan tichi¢ tin ciy
Cronbach’s Alpha va phan tic
nhan 6 kham pha EF.
v
Kiém dinh mé hinh va githiét
nghién c¢u

Thangdo chinh tlirc

Hinh 2.6. Oui trinh nahién «ku
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2.3.1. Céc gi thiét nghién aru mé hinh:

Chikc niang
Tin cay
Kha dung
Hie . Su hai long aia
leu qua khach hanc

B4o tri, bao hant

Kha chuyén

Hinh 2.7. CAc gi thi ét nghién aru md hinh

Gid thiét Hy: Thanh pln chrc ning duoc KH danh gia cang nbi thi
su thoa man da KH cang cao va ngc lai. Hay n6i cach khéac, thanh
phan chic ning c6 quan &icuing chéu voi sy thoa man aa KH.
Gid thiét H,: Do tin ciy cang cao thi SASia khach hang cangn.
Gid thiét Hs: Tinh khi dung c6 ndi quan i cung chéu voi SAS.
Gid thiét H,: Thanh phn hiéu cangduoc danh gia cao bao nhiéu thi
muc do hai 1ong cangdn biy nhiéu.
Gid thiét Hs: Bao hanh - Bo tri dwoc quan tam thi SASasty 1é
thuan voi no.
Gid thiét Hs: Kha chuyén c6 ndi quan & cing chéu voi SAS aia
khach hang.
2.4. Thac hién nghién aru:
2.4.1. Nghién éu so bg:

Nghién aru sy by dugc thec hign thdng qua plrong phap nghién
ctu dinh tinh. Nghién€u ar dung ky thuat thao luan chuyén gia.
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Hiéu chinh thang do

Sau khi lai bé cac bén quan sét theo yém cia cac chuyén gia,
thangdo sr hai long @a aia DN khi st dung pHin mém cho nghién
ctru gom 27 bén quan safto lwong 6 thanh pin nhr sau:

Nhan t6 So bién (thugc tinh)
1 Chic ning phin mém phu lyp véi yéu éu cdng véc caa DN.
Chic 2 Heé thong bao céo choé qua chinh x&c.
5 3 Cac phan &trong chrong trinh trong tacduoc vai nhau.
e 4 bam bio cac yéu &u bao mat cia dr liéu, aia ngroi dung...
5 Tuén thi theo quydinh aia Bo Tai chinh ¥ ché do ké toan.
6 Dir liéu thé nfap vao pli khép véi bao caadau ra.
Tin cay 7 Khoéng gp ar ¢d 16i trong qua trinhN@n hanh.
8 Phuc hoi 100% dr liéu khi bi sx ¢6 [6i ctia ptin mem.
9 PHin mém tao dugc sr yén tdm cho ngpi sir dung.
10 | Ngroi dung tr thao tac d dang khi cé nglép vu méi phat sinh.
11 | Tailieu heong din &€ hiéu, & ap ding vao thrc € cdng vic.
Kha dung | 12 Caidit va vin hanhdon gian.
13 Giao dé¢n lam viéc than thén.
14 | Phu bp vi nhiéu doanh ngidp.
15 | bapting nhu @u xir ly théng tin nhanh chéngjpk thoi.
Hiéuguw | 16 | Gim chi phi nhan céng
17 Tiet kiém thoi gian lam véc
18 | Kiém soat i trong qua trinhi& dung.
Kha nang | 19 Cé tle mé rong, diéu chinh theo thyc & haat dong aia DN
bao hanh,| 20 | Dé dang nangap khi can thiét.
bao tri 21 | DE dang kém tra tinhon dinh dia k¢ thong.
22 | Khéng Ay ra s ¢d lam anh hréng dén viéc sr dung. Kha nang
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khiac phuc ar ¢6 nhanh nht.

23 | Hat dongduoc trén nheu hé diéu hanh khac nhau.

o4 Bo cai dat duoc tich kyp du cac @u kién cn thiét cho hat déng
Kha cua ke théng pHin mém.

chuyén 25 | Khi ning trong thich va kt ndi véi cac pin mem khac.

26 | Dung thay thcho cac pin mém khac

27 | Pam bao haat dong Ht khi cé sr thaydoi vé madi trrong.

Dua trén nghiénteu cia Lassar va ctg (2000),thadg ar hai
long aia ngrodi doc gdom 3 bién nhr sau:

Biang 2.3 Thangdo ar hai long

Khai | Thang | Ky i L , L
. . Céc phat bieu do lwong cac khai ném
niém do hiéu

Nhin chung, Quy cong ty hai long ehdt lirong phin mém

M G SAS1| , .
Thang ke toan VietSoft Accounting.
do —
h"' Likert | SAS2 | Quy cong ty&gisi thiéu phan mém cho caaion vi khac.
ai "
long 5 diem Trong thvi gian dén, Quy cdng ty&tiép tuc 9 dung phin

SAS3| . T, . N
mém ke toan VA ga Céng ty TNHH Pén Mem Vigt.

2.4.2. Nghién éu chinh thec:
2.4.2.1. Plrong phép thu thp théng tin:

Phrong phép thu tip théng tindugc ar dung trongdé tai nay la
phuong phapdiéu tra y kén aia khach hang.
2.4.2.2. Chn miu:

Chon mau trong nghién @u dugc thyc hién theo plrong phéap
thuan tién. Bé thuc hién muc tién danh gia nec d6 hai long @a

doanh nghip £ mau cin thiét duoc xacdinh theo cong tinc:
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e 2x0)
e 2

+ D6 tin iy chon 95% = 1w nén z=1.96
Véi thangdo Likert 5diém nén gia trtrung binh aa thangié E = 3
Sai $ e = 0.05 x 3 = 0.196 léch chiin theo quyic 30
2.4.3. K hogch phan tich de ligu:

Dé nghién ¢u dinh krong thangio duvgc ma hda
2.4.4. Phrong phap phan tich @ ligu thu thgp:
2.4.4.1.Panh gia tinh tin gy cia thangdo
2.4.4.2. Phan tich nhag t
2.4.4.3.Panh gia nicc dg twong quan gia cac nhand
2.4.4.4 Panh gia taaiéng aia cac nhand 1én s hai long DN
2.5. Tém tit chwong 2:

Chaong nay tac di trinh bay mé hinh nghiénra qr hai
long aia khach hang, cachéti hanh nghiéntw, céach tkic chpn
mau, phrong phap phan tich. Nghiénire duoc thyc hién thong qua
thao luan nhém, ti loi bang cau bi. Chuong tiép theo & trinh bay
cu thé két qua kiém dinh. Phn danh gia & sir dung thng k& mo 4
va One way ANOVA.

CHUONG 3 - PHAN TICH KET QUA
3.1. M6 ta miu nghién atu
Toéng $ mau phét ra 1a 2606hg $ mau thu \é 240, b thit lac
20 mu. Trong 240 riu thu & c6: 6 niu khong lp Ié do ra chon
két qua tra 1oi khdng phu lop véi yéu du dat ra, 8 nau khong ta 1oi
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day du 30 cau bi, 226 ndu thu Wi tra 161 du 30 cau bi. Nhu vay, $
mau thu i di dé phan tich theo cacum tiéu nghién u ciadé tai.
3.2. Két qua khao sat:

+ Thei gian s dung phin mém VietSoft Accounting:Két qua mau
thu duoc nhr sau: 80 DN & dung < 1 rim (35%), 69 DN & dung tr
1 dén 2 nim (31%), 47 DN & dung tr 2 dén 3 rim (21%), 30 DN &
dung > 3 ram (13%)

+ S maydang ky st dung:

Két qua miu thuduoc c6 nhéu thaydoi: 55 DN sr dung 1 may
(24%), 50 DN & dung 2 may (22%), 10 DNisdung 3 may (cHim
4%), 14 DN & dung trén 3 may (6%)jac biét c6 97 DN khoéng t
|1 muc nay (43%). \i ty 18 DN bo trbng muc nay chém ty 18 16n
néndé tai $ khéngdanh gia nic 6 hai long theo & mayding ky.

+ Hinh thic s hitu vén cia doanh nghép:

Két qua miu thu duoc 1a: 95 DN TNHH (42%), 68 DN CP
(30%), 22 DN lién doanh (10%), 41 DNTN (18%).

+ Gidi thiéu phan mém cho caadon vi khéc:

Két qua miu thu duoc thdng ké theo & doanh nghip s gidi
thiéu phan mém chodon vi khac: 158 & gioi thiéu (70%), 68 DN
khéng co ydinh gisi thi¢u (30%).
3.3.Panh giadd tin ciy bang hé sb Cronbach’s Alpha:

3.3.1. Kt qud phan tich thangdo wi thanh phan tinh chic nang:

Thanh plin chic ning gom 5 bién quan séat. £5 bién déu c6 ¢
so twong quan kin t6ng > 0.3 néniugc chip nhin. Ngoai ra, B s
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Cronbach'’s alpha kha cao 0.911 (> 0.6) nén tlimnipanh phn tinh
Chirc ning dat yéu du, vadugc dua vao phan tich nhaa tiép theo.
3.3.2. Kt qud phan tich thangdo wi thanh phan tinh tin cgy:
Thanh pln tin ciy gdm 4 béén quan sat. £4 bién déu c6 1§
trong quan kin tong > 0.3 néndugc chip nhin. Ngoai ra, A 5
Cronbach’s alpha kha cao 0.935 (> 0.6) nén ttdanipanh phn tinh
tin cay dat yéu du, vadugc dua vao phan tich nha tiép theo.
3.3.3. Kt qud phan tich thangdo wi thanh phan tinh khd dung:
Thanh pln kha dung ¢om 5 bén quan sat. £5 bién déu c6 ¢
sb twong quan kin tdng > 0.3 nénluoc chip nhin. Ngoai ra, B
Cronbach’s alpha kha ca6.859 (> 0.6) nén thango thanh phn
tinh khi dung dat yéu du, duoc dwa vao phan tich nha# tiép theo.
3.3.4. Kt qud phan tich thangdo wi thanh phan tinh hiéu qud:
Thanh pln hiéu qua gdm 3 bén quan séat. £3 bién déu c6 ¢
sb twong quan kin tdng > 0.3 nénluoc chip nhin. Ngoai ra, B
Cronbach’s alpha kha cao 0.8080.6) nén thango thanh phn tinh
hiéu qua dat yéu du, duoc dua vao phan tich nhaa tiép theo.
3.3.5. Kt qud phan tich thangdo wi thanh phin kha nang bio
hanh - hio tri:
Thanh plin kha ning bao hanh -4w tri om 5 bén quan sat. £
5 bién déu c6 1§ sd twong quan kin tong > 0.3 néntugc chip nHan.
Ngoai ra, & s Cronbach’s alpha kha cao 0.9480.6) nén thangdo
thanh pln bao hanh - Bo tri dat yéu du, cac bén naydugc dua vao
phan tich nharbttiép theo.
3.3.6. Kt qud phan tich thangdo wi thanh phén tinh khad chuyén:
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Thanh pln Kha chuyén gdm 5 bén quan sat. €5 bién déu co
hé sb twong quan kin tong > 0.3 néntugc chip nhin. Ngoai ra, b
s6 Cronbach’s alpha kha ca.926 (> 0.6) nén thango thanh phn
kha chuyén dat yéu du, dugc dua vao phan tich nhatb tiép theo.
3.3.6. Kt qud phan tich thangdo s hai long:

Thangdo sy hai long gm 3 bién (SAS1,SAS2,SAS3). 43 bién
ndy déu c6 1§ sd twong quan biénding I6n hon 0.3 nén clip nhin
dugc. Ngoai ra, & sd Cronbach’s Alpha = 0.810 (> 0.6) nén thalog
s hai longdat yéu du. Pugc dua vao phan tich nha tiép theo.
3.4. Phan tich nhan é§ kham pha (EFA):
3.4.1.Phan tich nhan § cac thanh plén tAcdéng dén su hai long:
3.4.1.1. Phan tich nhas kham phadn 1:

Phan tich nhanjtdungdé danh giado hoi tu caa cac bén quan
séat theo thanh ph.

Két qua nay cho thy hé s KMO dat yéu du (0.804) va c6 sau
yéu t duoc trich ti Eigenvalue la 1.776 vang phrong sai trich
duoc 1a 76.692%. Nin vay, phrong sai trichiat yéu du (>50%).
3.4.1.2. Phan tich nhas kham phadn 2:

Phan tich nharjtlan 2 wi 26 bén quan sat. Kt qui KMO dat
yéu cu 0.805 va sauéy t6 duoc trich wi Eigenvalue la 1.774 va
téng phrong sai trichduoc 1a 78.635%. Nin vay, phrong sai trich
dat yéu déu (>50%).DPiéu nay c6 ngta 1a khi ning sr dung 6 thanh
phan nay gii thich cho 26 Win quan séat 1a 78.635%. Nhiay la
pheong sai tichdat yéu @u (>50%). Trong ng Rotated component
matrix cho thy tit ci cac bén quan sat cédoading bn hon 0.5.
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3.4.2. Phan tich nhand thang do mic dé hai long chung d@a
khach hang:

Két qua cho thiy hé s KMO dat yéu @u (0.707) va c6 duy rah
mot nhan & duoc trich ki Eigenvalue 1a 2.175 véng phrong sai
trich dugc la 72.502% (>50%). Nhvay, thangdo sr hai longduoc
danh giadat yéu @u.

3.5. Phan tich trong quan va phan tich i quy:
3.5.1. Phén tich#ong quan:

Méi quan 1§ tuong quan gia sy hai long (SAS) va kihchuyén
(KC) la cao nht (r = 0.589), k dén |a trong quan gia SAS va chic
nang (CN) (r = 0.197)uong quan dgia SAS va hiu qua (HQ) lar =
0.126, trong quan dgia SAS va kh dung (KD) la r = 0.1, vauong
guan gira SAS va Bo hanh - Bo tri (BHBT).la r = 0.032,uong
quan gira SAS va tin &y (TC) la r=0.022 | thp nHit.

Nhu vay, viéc ar dung phan tich &i quy tuyén tinh la phu bp.
Ngoai ra, kt qua phan tich tong quan @ng cho thy hé s5 tuong
quan gita cac bin doc 1ap & mac trong quan $u nén co th khéng

can quan tanién da @ng tuyén.

3.5.2. Kém dinh m6 hinh va gi thuyét nghién aku:

M6 hinh nghién &u c6 R hiéu chinh 14 0,509, ngia 14 50,9% ¢
bién thién éa mic do hai long (SAS)iugc giai thich i sy bién
thién dia cac thanh gim nhr: 1.Chrc ning (CN), 2. Tin @y (TC), 3.
Hiéu qui (HQ), 4. Khi chuyén (KC)

Ngoai ra, & sb Durbin-Watson la 1.860 {9 bing 2) cho thy

céc sai & trong mo hinhioc lap véi nhau.
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Tur két qua hdi quy ta thiy, cAc nhand kha chuyén (KC), chic
nang (CN), héu qu (HQ), tin dy (TC) anh hrong I1én & hai long
cia DN khi sr dung phin mém ké toan VA va cé y ngia & mat
thong K (Sig < 0.05). K sb chip nhin (Tolerence) kha céo ing
déu (=1.000) va &s VIF (< 10). Vi Wy hién trong da ddng tuyén
dbi véi cac bén doc lap nay At nho, chip nhan duoc.

Két qua hdi quy duoc biéu dién dréi dang toan ke nhr sau:

SAS =0.004 + 0.632*KC + 0.295*CN + 0.117*HQ + 0.69TC

3.5.3. Cac nhand tac déng 1én sr hai long aia DN khi s# dung
phén mém VA:

> Khd chuyén: Két qua, phan tich i quy cho thy sr twong quan
dwong gita nhan & Kha chuyén vsi Su hai long, 18 sb hoi quy la
0.632,diéu nay co y ngta: trongdiéu kién cac nhand khac khong
dbi, khi Kha chuyén ting lén 1don vi thi Sr hai ldng &ing 1én 0.632.
> Chic nang: Két qua, phan tich bi quy cho thy sr twong quan
dwong gita nhan & Chic ning Wi Sy hai long, & s6 hoi quy la
0.295,diéu nay cé y ngta: trongdiéu kién cac nhand khac khéng
d6i, khi Kha chuyén ting I&n 1don vi thi Sr hai long &ng 1én 0.295.
> Hiéu qui: Pay ding la yéu o tacdong Ién s hai long @a khach
hang khi & dung ptin mém. H¢ s5 twong quan gia nhan & Hiéu
qua va Sr hai long 0.117. WFc 1a khi cac nharjtkhac khongioi, néu
mirc d6 hiéu qua ting 1én 1 thi g hai long &ing 1én 0.1174n.
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> Tin aiy: Cui cuing, theo phong trinh i quy, mbi twong quan
gitta nhan & Tin cy vé6i Sy hai long c6 A s 1a 0.096. B SO twong
quan nay it thap nhing ding tacdong dén ar hai long @a DN.
3.5.4. Kém dinh céc gii thuyeét:

So Wi md hinh bantau, qua qua trinh nghiénra va »r ly sb
liéu thu thip duoc thida laai bo 2 gia thuyét:
Gid thuyet Hg: Tinh khi dung c6 néi quan i cling chéu wi SAS.
Gid thuyét Hs: Bao hanh - o tri dwoc quan tam thBAS s ty I¢
thugn vgi no.
3.6. Phan tich ANOVA:
3.7. Két luan chwong 3:

Chuong 3da trinh bay Et qua kiém dinh thangdo théng qua
danh giads tin ciy Cronbach’s Alpha va phan tich nharkham phéa
(EFA), kiém dinh sr phu lyp aia mé hinh cung céac qgithuyét di
kém \& viéc danh gia cac thanh ph theo cac thic tinh @a ddi
trong nghién ¢u. Piin mém SPSS 16.@ugc st dung dé phan tich
bo dir liéu khao sat. Tr két qua nay, mé hinh nghiénat cung cac
gia thuyét da duoc hiéu chinh. Saudo, sr phu kyp caa mé hinh
nghién @u duoc kiém dinh king phan tich & qui da bién va cii
cung la kém dinh cac gi thuyét.

CHUONG 4 - KET LUAN VA PE XUAT CHINH SACH
4.1. Binh luan két qua nghién aru vé sr hai long aia khach hang:
4.1.1. Tom ét két qua nghién azu:

Nghién ¢ru da xacdinh duoc cac nhand tac dong dén sr hai

long aia DN khi sr dung phin mém ké toan VA, bao §m 4 nhan é:
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(1) Kha chuyén c6 tacdong manh nhit ¢én ar hai Iong da DN (Wi
B = 0.632), itp theo (2) Chc ning (Wi p = 0.295), K dén (3) Hicu
qua (v6i B = 0.117), céi cung (4) Tin dy la nhan é tacdong nho
nhat d¢én ar hai long @a DN khi sr dung phin mém (voi p = 0.632).
4.1.2. Y nglia aia nghién azu:

+ Phrong phap nghiént, nghién ¢u nay b sung vao &
thong do lrong sr hai long @a khach hangdi véi Cong. Gitp cho
cac nha nghiéntu tng ding mé hinh nay nhmdé hinh tham ko
trong cac nghiéni khéac.

+ Gop phn thicdiy cac nha nghiénua trong thh wrc nghién
ctru hanh vi néi chung varh wrc ptan mém néi riéng, 1a thango
ludng trong nghiénieu cin phii dugc danh giado tin ciy va gia ti
trugc khi 9t dung cho véc do luong ap thé.
4.2.Pé xuat chinh sach théng qua kt qua nghién aru:
> Chirc nang: Xay dung pHin mém theo lréng mo daptng sr da
dang trong hat dong kinh doanh #ta doanh nglgp. Tich lyp tinh
nang phan tich chtiéu doanh &, chi phi dréi dang biéu db, db thi...
Tich hop céac chén két ndi dir liéu v6i cAc pin mém khac nBm
dong bb hoa dr liéu khi hi nhap haic két xuat dit liéu.
> Tin c@y: Cho phép truy xit sd liéu theo nhdu tiéu chi khac nhau
dé thuan tién trong véc danh gia, so sankiji chiéu giira cac bao céo
v6i sb ligu nhap vao.Ung ding céng ngh méi, ngdn ndgr moi dam
bao tinh chinh x&c, 4 mat dir liéu, kha nang phuc hoi di liéu khi
gap sr ¢o. Tang arong khi nang kiém soéat éa phin mém khi nhap
dir liéu bandau, théng bao #p thoi sai s6t. Tich bp cong @ truy
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xuit sb liéu ngroc nhim cho phép ngdi dung & dang kém soét 6
liéu.
> Higu qud: Phét tren phin mém dya trén @n tang internet cho
phép ngoi ding truy @p tir xa, bt cr noi dau dé thuan tién trong
quan ly, kiém soatduoc hat dong cong ty.Ddi voi DN hign nay
chua sr dung hosting, Cong tgay manh viéc xay ding cac éng hi
nhap di liéu cho phép & ndi véi cac ding file khac nhau nim tiét
kiém chi phi, tii gian.
> Khd chuyén: Phin mém thuong xuyéndugc diéu chinh nhing
phét sinh nii, thayddi phu hop voi cac chinh sachoa @ quan gan
ly nén & cap nhit phai duoc heu trik [En website cong ty 6t cach
thuong xuyén va théng bao ngay cho khach hang théndodjydtan
chim s6c khach han®i kém Wi né la véc xay drng ko tai liéu
hudng din hoan cinh nhim tién dén trién khai cong tac wsng din
qua video trc tuyén trén website cong ty. Khi cér suit hién cia b
diéu hanh ndi cac DN $ ung ding ngay.
4.3. Mot sb kho khin gip phai khi nghién cieu dé tai

+ Nguon tai lisu con han ch, con 6n tai mot sb diém khac nhau.

+ TAc gh chra c6 nhiu kinh nghém trong véc diéu tra ptong
van aing nhr thu thip théng tin, k& ning tiép cin va thuyt phuc
dbi tuong diéu tra chra thrc ar ot

+ Thoi gian va kinh phi fn hep nén quy mdiéu tra con nh.

+ Con ndt s ddi tugng diéu tradanh nfam két qua trong phéu
diéu tra, héu chra cau bi nén y kén thu thip duoc <5 bi anh hrong.

4.4. Han ché va dé xuit cho cac nghién @u tiép theo
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+ Nghién ¢u ch dugc thre hién tai Tp.ba Ning nén cha c6 tié
dai dién tong thé cho caatia phrong khac.

+ Chra di sdu nghiéneu cac nha cungip khac, 8 luong miu
nghién @u chradi 16n dé cho Kt qua chinh xac bn.

+ Nghién ¢u chpn miu theo plrong phap thén tién (1a not
trong nhiing phrong phap chn miu phi xac sét) nén tinhdai dién
con thip, kha nang khai quat héa aa cao.

+ Nhan g s dung phin mém tai mot sd doanh nghiip thuong
xuyén thayddi nén y kén dua ra cé th khéng khach quan.

+ M6 hinh nghién @u ch xem xét taaiong aia cac yu tb chit
lwong dén ar hai long @a khach hang khissdung sin pram.
4.5.P6ng gop dia dé tai
4.5.1.P6ng gop ly thuyét

+ Cung @p coéng @ cho Ban l&nhtao danh gia s hai long @a
cac gn phim khac éa céng tydang cungrng trén th truong.

+ Nghién @u ar hai 1ongdéi véi Iinh vrc CNTT ¢ Viét Nam
con mdi mé néndé tai gop pén néu ratuoc cac nhandanh hrong
dén chit lwong pHin mém duoc khach handanh gia.
4.5.2.PoNng gop thrc tién

Nghién dru d& dua radugc cac yu to mang tinh quét dinh dén
sy hai long @a doanh ngltp khi sr dung phin mém ké toan
VietSoft Accounting la Tinh afc nang, tinh tin @y, tinh kh dung
va tinh ko hanh Bo tri. Théng quatd, Ban ldnhdao cin phai chd
trong ton nira cdng tac kio sat nhu &u doanh ngldip, nang cao

cbng tdc chm soc khach hang.
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KET LUAN

Theodinh ngha hinh tirc vé chit lugng ptin mém aia T6 Chirc
Tiéu Chuin Quc Té ISO trong I tiéu chidn 8402, "clat lugng 1a
kha ning dapung toan din nhu éu cia ngrodi sir dung V@ tinh ring
cling nhr céng aing dugc néu ra rt cach trong minh hdc khéng
tuong minh trong niing ngr canh xacdinh". Ngay trongtinh ngha
nay chit lugng ding duoc dinh ngha mbt cach &t "mo", thiéu hin
yéu t dinh hrong. Thém #a, dé hiéu hét nhu @u cia ngroi sir dung
qua thuc 1a ét kho. Wi nhitng kho ktin Vé dinh krong trong khai
niém chit luong pHin mém, dé c6 duoc Mt phin mém 6t cach

théng throng nhit 14 tiép cin theo cht lugng quy trinh.

Viét Nam \in chra c6 ndt tieu chidn chungdé danh gia cht
lwong pHin mém va mic du né udn la Bi quan tam hangau Voi
DN va ngroi st dung. Dya trén cac mo hintédnh gia g hai long @¢a
khach hang khitsdung dch w va tiéu chén dé danh gia pAn mém
trong cacinh wrc khac nhauia céc & chic tiéu chidn qubc # va
cac tiéu chidanh gia ea cac DN Vét Nam. bé tai d& di sau
« Nghién aru s hai Iong aia khach hang doanh ngl@p khi si
dung phin mém ké toan VietSoft Accounting éa Cong ty TNHH
Phan Mém Viét » nhim tim ra cac nharbtanh hrong tnrc tiép dén
sy cam nhin aia khach hang khissdung ptin mém. Nhim giGp
doanh nghip tim ra gii phap 6t nhit, phi lyp voi tinh hinh thrc t.



