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LOI MO PAU

1. Tinh cap thiét caa dé tai

Mot khao sat &n dau tién & doc gia Internet @a hang ith wi
thong ké truy ép Nielsen/NetRatings condlmai day cho tiy 1/5
s6 nauoi luét web thichdoc bao mang hon cac phién dn phi tuc
tuyén. C6 B d6 cing chinh la rat dong hrc khién cac & bao ghy -
vira ladé canh tranh wa |a khong th cudng lai xu thé dién tr hoa -
ciing d& phii 1ap tac trién khai phién bn dién tir, trongdo phan I6n
phat hanhai cac bai baoit ban gidy va c6 é@p nhit thém théng tin
riéng

Cung \6i su phét trén chong nat cia cac cong nghkét nbi, gilp
day nhanh éc do truy i, s lugng cac & baodién tir ciing no ro
khip noi trén thé gi6i, truyén tai théng tin dréi moi hinh thic ma céc
loai bao truyn thing cung ép. C6 ti¢ coi baodién tir hién nay la s
hoi tu cua G bao ghy (text), bao #ng (audio) va bao hinh (video).
Nguoi luét web khdng chdugc cip nhit tin tac dudi dang chr viét
ma con co th nghe t nhiéu ké&nh phat thanh va xem témy hinh
ngay trén cac website bao chi.

Nhitng két qua trén chirng © baodién tir cua nréc tadé vadang co
mot vi tri kha xang dang trong xa i, lwong céng chingi@ né cé
xu huéng ting din theo thi gian.

Tuy nhién,hén naydang co tinh #ng xa bi muc dich, cachdua
mot sb théng tin théu tinhdinh hrong, théu sr nhay cam chinh ti
trén cac badién tir co én suit cao lon cac lai hinh bao chi khac.

Trén @ s d6, dé tai: “Nghién ciu cac yu o anh heong dén se
hai 1ong aia ngeoi doc doi véi baodién t¥’ duoc hinh thanh.

2. Muc tiéu nghién aru

Muc tiéu nghién gu cia dé tai tp trung vao 3 mic tiéu chi yéu:
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- Xacdinh céac $u t6 tacdong dén ar hai long @a ngroi doc
déi voi baodién tir.
- Xac dinh mic d6 quan tong aia cac yu t6 tacdong dén ar
hai 1ong @a ngroi doc déi vai baodién tir.
- Pua ra ngt s5 kién nghi nhim nang cao irc d6 hai 1ong da
nguoi doc ddi véi baodién tir.
3. Péi twong va pham vi nghién aiu
Déi tugng nghién ¢u: ngroi doc baodién tir tir 18 twHi tro 1én.
Pham vi nghién @u: do c6 nhdu loai baodién tir khac nhau, i
baodién tir c6 nhing nétdac thu riéng némé tai chon o baodién tir
vnexpress.neté nghién du.

4. Phrong phap nghién du va y ngha thuc tién cia dé tai
Nghién @ru nayduoc tién hanh theo haidsc chinh: Nghién &u
so bo dugc thee hién king phrong phap nghiénia dinh tinh théng
qua plbng Van cac chuyén gia la cac nha bamdrén dan baia
san sin.Nghién @u chinh thirc duoc thyc hién bing phrong phéap

nghién @u dinh rong. Miu duoc thu thip théng qua dng cau bi.

abng 1
TONG QUAN VE SU HAI LONG VA CAC NHAN T O ANH
HUONG PEN SU" HAI LONG C UA KHACH HANG

1.1. TONG QUAN VE SU HAI LONG KHACH HANG

1.1.1.Pinh nghia sr hai long

Su hai Iong d@a khach handuoc dinh ngha la éam giac thich hay
khéng thich \éc sr dung dch wi trong nét tinh hibng ai thé. Cam
giac nay co6 thla mot sy phan hoi lai ddi vai tinh hibng wra tri qua
hoic la mdt sr phan hoi téng thé dbi voi mot chibi nhiing tri
nghiém trudc d6 (Woodruff Gardial, 1996).
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1.1.2. Phén lai su hai Iong aia khach hang
1.1.2.1. Theo it S5 nha nghién atu
Hai long tich ac (Demanding customer satisfaction)

Hai longn dinh (Stable customer satisfaction)

Hai long thdong (Resigned customer satisfaction)
1.1.2.2. @n o vao phin #ng tinh than khi nhu cdu cia khach
hang dwec dap #ng cé tié phan chia s hai long aia khach
hang theo cac lai dwdi day
1.1.2.3. @n c vao cac dng lép khac nhau a@a hé théng kinh
doanh tiéu thu
1.1.2.4. @Gn cF vao giaidogn phét triégn khac nhau trong quéa
trinh mua, c6 tt¥ phan laii s hai long aia khach hang thanh
bén logi nher sau
1.2. CAC YEU TO ANH HUONG PEN SU HAI LONG
KHACH HANG
1.2.1. Ochva
1.2.1.1.Pinh nghia Vé dich vu

Theo Philip Kotler & Armstrong (1991): ibh w la mpi hanh
dong va Kt qua ma ndt bén cé th cung ép cho bén kia va ehyéu
la vo hinh va khéngah dén quyén s hitu cai gido. Sin prim oia
né co te co hay khdng an lién voi san phim vat chit.

1.2.1.2. CAc tinh ciit cia dich vu:gdm 4 tinh clit la tinh vo
hinh,tinh khéng thtach bit,tinh hay thaydéi va tinh & bi pha .

1.2.2. CHit lweng dich vu

1.2.2.1.Pinh nghia chit lweng dich vu
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Theo Bui Nguyén Hung (2004) thi atHuong dch wi 1a nhing gi
ma khach hangam nhin duoc.M&i khach hang thong am nhin
khac nhau & chit lugng va dodé viéc tham gia aa khach hang
trong viéc phat trén vadanh gia cht luong dch wi la rit quan tong.
Trong inh wc dich w, chit lugng 1& ndt ham @a aia nkin thic
khach hang. Noi cach khéac,atHuong dch w dugc xacdinh dra
vao nhin thrc, hay @m nhan oia khach hang lién quatén nhu éu
ca nhan ¢a hp

1.2.2.2. CAcu té cdu thanh chit lweng dich vu

Chit lugng trén plrong dién ky.
Chit lugng trén plrong dién chic nang.

1.2.3 CHit lweng dich vu dién tir

Malhotra, Parasuraman & Zeithaml (20088 dinh ngha chit
luong dch w dién tir 1a “su danh gid ¢ sy thuan tién caa website va
viéc mua &m, chuyn giao 4n phim va dch w ding nhr ky vong”.

Viéc danh gia cht lugng dch wi truyén thbng dra vao khang
cach gira cHit lugng ky vong va cht lugng éim nhin, cachdanh gia
nay kho ap dng cho dch w dién tir vi rit khé xacdinh cHit luong
ky vong. Vi Wy, viéc do luong tnrc tiép chit luong aim nhan cia
chat lugng dch wi dién tr 1a hop Iy (Bressolles Grégory & Nantel
Jacques, 2004).

1.2.4 Cac nhan é quyét dinh sir hai long aia khach hang

1.2.4.1. Clat lwong dich vu:

Chat lugng dch w ¢6 tré duoc hiéu théng qua cadic diém aia
no. Xét ndt cach dng the, chit lugng dch wi bao gm cacdac diém
:Tinh wrot troi,tinh dic trung dia sin pham,tinh cunging,tinh tha
man nhu &u va tinh 40 ra gia tf.
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1.2.4.2. Gi& aé dich vu:

Gia @& dugc xem nlr nhan thic cia ngroi tiéu dung ¢ viéc tir bo
hoic hy sinh not cai gidé dé duoc s hiru mdt sain phim haic mot
dich w.

1.2.4.3. .Véc duy tri khach hang

Bén anh viéc tap trung ¥ hoach tiép thi khach hang i, cac
doanh nghip Van duy tri tu¢n dau phong th cua hp |a gii gin va
chim soc khach hang én tai. Va cach #p cin 6t nhat dé giir gin
khach hang chinh |a mang tho hy sr hai long va gia fr diéu nay
duadén gr trung thanhat cao @a khach hang.

1.2.5 Mbi quan hé giira chit lwgng dich va va ar hai long aia

khach hang

Chat lugng dich wi |a tién t caa sr hai long,anh hréng dén ar hai
long. Cronin & Taylor (1992) dhra ring trong phan tich éi quan
hé nhan qa giira ar hai long, cht lugng dch w va xu hréng mua
lap lai thi cac ¢ sd hoi quy & c6 y ngha theo chiu hudng quan B
chat liegng dich w = s hai 1ong > xu heéng mua dip lai. Trong
khi d6 voi chiéu ngroc lai: xu huéng mua #p lai = sy hai long>
chét luong dich wi thi cac & sb hdi quy khéng cé y ngila (Sultan, F.
& Simpson, M.C., 2000).

1.3. LY THUYET VA CAC CONG TRINH NGHIEN C UU

VE SU HAI LONG C UA KHACH HANG

1.3.1. S hai long khach hang theo ly thugt ciia Parasuraman

Vo6i mbé hinh am khaing cach, Parasuraman & ctg (1985) cho

rang chit lugng dch wi l1a ham é caa khaing cach thr nam.
Theodd6 chit lugng dch wi duoc xacdinh nhr sau:
Chit lwgng dich vu = Mikc d9 cam nhan — Gia tri ky vong
1.3.2Sr hai long khach hang theo ly thugt caa Mattsson,1992
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Trongda $ cac céc nghién ¢u vé chit luong dch w, sr “mong
doi dugc xem nhr la ar tin twong vao niing thuc tinh dua ra nhr
tiéu chudn cho véc danh gia”.Mé hinh cft luong dch wi dua trén
gi4 tri dua ra & so sanh \ic sr dung tiéu chén nhan thirc duoc cGam
nhan, ckong li tiéu chuin dya trén kinh ngkém.

1.3.3 Sr hai long khach hang theo ly thugt ciaa Cronin va

Taylor

Comin & Taylor (1992, ah theo Thongsamak, 2001)égithiéu
md hinh SERVPERF, xatinh cHit luong dch w bang cach chdo
ludong chit lugng dch wi cam nhan. Thangdo SERVQUAL,d6 1a 1.
Phrong tién hiru hinh, 2. & tin cy, 3. Kha ning dap tng, 4. Kha
nang phuc wi, 5. Sr cam théng. M6 hinhio luong nayduoc goi la
mo& hinh am nhin (Peception model).

Theod6, Chat lweng dich va = Mirc @6 cam nhan

1.4. MO HINH VE SU HAI LONG C UA KHACH HANG

POI VOI CHAT LUQNG DICH VU PIEN TU

1.4.1 M6 hinh SITEQUAL (Yoo & Donthu (2001))

M6 hinh SITEQUAL duoc phat trén bsi Yoo & Donthu (2001)
gom c6 9 bén quan satéi 4 thanh phn 1a D2 sir dung (ease of use),
(2) Thiét ké (design), (3) $c do xu ly (processing speed) va (4) An
toan (security).

Nghién a@u cho Kt qua kha 6t khi do chit lugng website bargl
truc tuyén. Md hinh SITEQUAL khéng c6 thanh findo chit luong
théng tin.Tuy nhién, badién tir 14 dich w cung @p tin tic nén clt
luong théng tin & rdt thanh phn rat quan tong, nén thango nay
khéng phu bp dé do chit luong dich w baodién tir.

1.4.2 M6 hinh chit lweng dién tir EtailQ (Wolfinbarger &

Gilly (2003))
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M6 hinh EtailQduoc phat trén boi Wolfinbarger & Gilly (2003)
gom c6 14 bén quan satéi 4 thanh phn 1a: : (1) Thét ké (2) Dich
vu khach hang (3)tin cayva (4) An toan/bo mat.

Pay la nét thangdo dang tin dy dé danh gia cht lugng website
thuong mai dién tr. Tuy nhién, tong tr SITEQUAL, EtailQ ding
khéng co6 thanh gim do chit lugng thdng tin nén thandp nay ding
khéng phu bp dé do chit luong dich w baodién tir.

1.4.3 M6 hinh chit lwong dién tie WEBQUAL (Barnes &

Vidgen (2000))

WEBQUAL la mot trong nhiing thangdo chit luong website da
vao am nhin cia ngroi sir dung website. WEBQUAL 1.0 la phién
ban dau tiéndugc phat trén boi Barnes & Vidgend Truong Kinh
Doanh Mrong Qusc Anh.Tuy nhién, WEBQUAL 1.0 dhtap trung
do luong chit luong théng tin ma am quan tamién chit luong
tuong tac @éa website. Datd, WEBQUAL 2.0 radoi dé khic phuc
nhuoc diém nay. Vi iy, WEBQUAL 3.0d4 K thira c haiuu diém
cia hai phién #n. Cung i su chon loc, cii tién lién wc voi do tin
cay ngay cang caajén ram 2002 WEBQUAL 3.0dugc nang ép
lén WEBQUAL 4.0 i 22 bién quan sat va 5 thanhjsh

Tién lgi
Thiét ké
Chit lwong
Thong tin dich vu
Tin cay

Pong am
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M6 hinh chat luong dién tr WEBQUAL 4.0(khach hang. Ngu:
Barnes & Vidgen, 2002)
1.4.4Ung dung md hinh Webqual 4.0 cho \ic nghién aru sir hai
long khach hangdéi veéi chat lweng dich vu Website baodién tir
WebQual 1a mt phrong phapdanh gia cht luong aia nhing
trang web. Pirong phap nayta dugc phét trén lap di 1ap lai qua
tng ding trong cacihh wc khac nhau, baodg ca cac héu sach
Internet va cac trang wedéu gia Internet. M6 hinh Webquaf
duoc &p ding i nha sach: Amazon, BOL, va caartuan Internet.
Ngoai 5 thanh pin oo ban trong md hinh cit luong dch w dién
tir nhur d& trinh bay trén,wshai long @a ngroi doc con cliu tacdong
cia thanh phn viéc duy tri ngoi doc. Vi muc tiéu nghién ¢u da
xacdinh, mé hinh nghiénaai dé nghi nhu sau:

Tién lgi

H
Thiét ké A

Thong tir

Tin cAv

Pdna am

Su duy tri
nguoi doc

Céc gi thuyét cia mé hinh

Gia thuyét H1: Setién loi co tacdong deong 1€n & hai long aia
nguoi doc, ngha la khi ting mic do tién lpi sé lam ting mic do hai
long @ia ngeoi doc.
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Gia thuyét H2: Thiét ké co tacdong deong 1€n s hai long aia
nguoi doc, nghia |a khi thitt ké tot hon ¢ 1am ting mic do hai long
cua nguoi doc.

Gia thuyét H3: Théng tin c6 taeigng drong 1én & hai long aa
nguoi doc, ngha la khi chit ligng thdng tin &t hon s 1am ting mic
dé hai long aia nguoi doc.

Gia thuyét H4: Setin cdy c6 tAcdong deong lén & hai long a@ia
nguoi doc, ngha la khi ting mic dé tin cdy < lam ting mic dg hai
long a@ia ngeoi doc.

Gia thuyét H5: S dong @im c6 tacdgng deong lén & hai long
cua ngeoi doc, ngha la khi ting mic dg dong aaim & 1am ting mic
dé hai long ara nguoi doc.

Gia thuyét H6: Sr duy tri ngesi doc c6 tacdong deong 18n s hai
Iong aia ngeoi doc, ngha la khi ting mic dé duy tri ngeoi doc &
lam ting mic dé hai long @:a ngroi doc.

1.5 TOM TAT

Tém ki, chuong nay trinh bay & co so ly thuyét caa chit luong
dich wi va i quan 1§ caa nddén sr hai 16ng @a khach hang. it
sb mé hinh dungté do luong chit lwong dch w néi chung va cht
luong dich wi dién tir n6i riéng @ing duoc dé cap dén trong clwong
nay. Trén o sy d6 hinh thanh nén md hinh nghiéinucdya trén 6
thangdo WEBQUAL 4.0. Sau gi thuyét caa mé hinh nghiénva
ciing dugc néu ra.

Chuong tiép theo 8 trinh bay plrong phap nghiéniai dungdé tién
hanh kém dinh mé hinh thango, md hinh nghiént va kém dinh
cac gh thuyét da dé ra.
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Chwong 2
KHAO SAT THUC NGHIEM MO HINH S U HAI LONG
CUA NGUOI PQC POI VOI BAO PIEN TU

2.1. TONG QUAN VE BAO PIEN TU

2.1.1 Khai niém baodién tir

Trén t gioi, loai hinh baadién tir nay cé nhdu tén @i khac nhau
nhu “onine newspaper” (b&o uc tuyén), e-journal (electronic
journal - baodién tir), “e-zine” (electronic magazine ap chi dién
tir)... Tai Viét Nam, thdt ngir “baodién tr” duoc ar dung phb bién,
bén anh cac that ngi khac nhr: “bdo mang”, “bao chi Internet”,
“bao truc tuyén”...

2.1.2P3c diém va dic trung cia baodién tir

2.1.2.1. Tinh tl#i s va tinh phidinh ky.

Vi béo in, nlr ching tadd biét, ky phat hanhd da ch ding ki
ba Bn mot ngay. Baodién tir d& wot qua nling rao én vé& mat
khéng gian, thi gian va & rd tinh linh hat, ning dong c6 ndt
khéng hai. Ni dung théng tin ¢a béo trc tuyén khong b giéi han
trong khuén kh cb dinh han hep trén nat gidy, cing nhr khéng b
ché dinh i nhitng nguyénic bat di bat dich v thoi gian phat hanh
cia bao in.
2.1.2.2. Céch th hi¢gn thong tin va g tiép nhdn thong tin aia

cbng chiing bao twc tuyén.

a. C4ch tf# hién thdng tin

O béodién tir nhing Yéu to thé hién théng tin bai \dt (anh, tit,
sap0, chinhan) khong tié cung ndt IGc xuit hién trén trang bao do
han cté vé giao dén man hinh may vi tinh.
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Bao dién tir khdng co6 8 trang han dinh nhr béo in, baatién tr
ciing khéng quan tandén thoi gian, thdi luong phéat séng nénon
dung théng tin &a baadién tir phat trén khéng gbi han.

b. Srtiép nhin théng tin @a cong ching badién tr.

Doc gia cia bao chi wrc tuyén 1a I6p ngroi nang dong, nhay cam
c6 kién thic va hoc van cao, cadiéu kién va kh nang tiép can véi
nhitng tién b caa khoa lc, ky thuat, cdng ngh va cé & quan tdm
dac biét dén moi dung ding nhr hinh thic cia baodién ti.

2.1.2.3. Tinh #rong tac trén baafién tr (Interactivity)

Tinh twrong tac @a béo chi la khnang to ra s tacdong qua ai
gitta bao chi i cong chiing,do ra mdi quan ¢ chat ché va khép kin
gitta nha bao va cong chung.

Baodién tir do &in dung tinh ring aia mang Internetda thiét 1ap
duoc mot kénh théng tin pdn hoi toc do, tin ciy va dic biét hiéu
qua.

2.2 Phrong phép nghién @&u



Co o ly thuyét

Nghién aku chinh
thirc. Nghién au
dinh lurgng N=282

v

Cronbach Alph
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Thangdo
nhap

Thangdo
chinh

Nghién aiu so bg:
Thao Iuar] chuyén gia
Phong van thir

v

biéu chinh

Phan tich nhan

— Loai cac bén c6 trong quan kin tong < 0.3

— Kiém tra It sb Alpha

A 4

t6 kham pha

Thangdo
hiéu chinh

Phan tich di quy

Thangdo
hoan clinh

2.2.1 Nghién éu so bd

— Loai c&c bén c6 1 90 tainhan 6 < 0.5
— Kiém tra cac nharottrich dugc

— Kiém tra plrong sai trich

Nghién aru v b dugc thuc hién thdng qua plong phap nghién
cau dinh tinh. Nghién ¢€u nay & dung ky thuat thao luan chuyén
gia. Myc dich aia nghién ¢u nay la kham pha ra fihg yéu t6 tac
dong dén ar hai 1dng @a ngroi doc dbi voi baodién .

Hiéu chinh thang do

M6 hinh si hai long aia nguoi doc ddi véi bao dién tir
Sau khi lai bé va b sung cac BBn quan sat theo y & aia cac
chuyén gia, thando ar hai Iong @a ngroi doc baodién tir dugc ar
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dung cho nghiéniu ¢gom 25 bén quan satio luong 6 thanh pin

nhu sau:
Khai Thang |4 hhat bidu do lreng cac khai ném
niém |do
Toi cam thiy tén website &nho
Thang g, tyong tac aa toi Wi website 1a @ dang

Tién lgi [Likert —— ————— z " ,
5 didm [T0i cam thay de dang bét dugc cach truy &p website

Téi cam thay website @ sir dung

Website c6 giao @ thu hatdep mét

Thiét Iirllzrr]tg Thiét ké cua website thichdp voi loai website cung 4p tin tic
ke 5 didm |Website c6 nét riéng &indi bat hon cac website khac

Website 40 ra s trai nghiém thu \i cho toi

Website cungap thong tin chinh xac,trungith dang tin gy

Théng tin trén website X éhién quandiém riéngdoc lap
Thang |Website cung4p thong tindting ldc, Kp thoi

Likert |website cungdp day di thdng tin c6 lién quadén ar kién
Sdiem \y e psite cung4p théng tin & hiéu

Website cungap théng tin ludn ghi rd it s trich din.

Thoéng
tin

Théng tindugc trinh bay i bé cuc thich kyp

Website C6 danhéig bt
Thang .. _ z . .
Tin cay |Likert TOi cam thay an toan khi truy &p
5 diém |Théng tin ca nhan khi truyap vao websiteluoc giir bi mit
Website cungap dich wi diing nhr d& hia

Pan Thang N
. 9 Likert [Website b tro lva clon cac chuyén gt ma tdi quan tamyal
cam .2 ,
5 diém |thich

Website trugn dat cam giac éngdong
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Website 40 ar d& dang khi én lién & voi Ban Bién Bp/Tog
San

Website 40 cho ngoi truy cap c6 the bay t ching kién nhin
Xét aia minh ¥ théng tindang ti.

Viéc duy| Thang -
tri ngwoilLikert |Ban < gioi thiéu trang web cho nbil ngroi khac

doc

Ban dd,dang va & tiép tuc truy dp théng tin trén Web

5 diém

- Thang do sr hai long (SAS)
Dua trén nghiéniu cia Lassar va ctg (2000),thadg ar hai 1ong
cia ngroi doc gdm 3 bén nhr sau:
- Noi chung,téizm thiy hai 1dong \bi website.
- Toi hai long i quyét dinh st dung dich wi tai website.
- Website lata chpn thich lyp aia téi.
2.2.2. Nghién é&u chinh thirc
2.2.2.1 Thét ké nghién atu dinh lwong
a. Mdu diéu tra va cach thic diéu tra
M6 hinh kfao séat trong lan van gdm 6 nhan & doc lap voi 27
bién quan sat. Dd6, $ lugng Miu cin thiét cho dé tai la 270 rdu
tro 18n. Dé dam bao cho kich tikdc miu ona dé tai 450 Bng cau bi
dugc gri di phéng vin.
b.Thiét ké bang cau lai
c.Phuong tién nghién gu
- Phrong phap Cronbach Alpha
- Phan tich nhard ktham pha EFA
- Xay ¢ng phrong trinh i quy
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2.3 TOM TAT
Phrong phap nghiénia dugc thec hién qua hai béc: (1) nghién
cau dinh tinh va (2) nghiéni dinh lrong.

Chuong tiép theo 8 trinh bay plrong phap phan tich théng tin va
két qua nghién &u, bao §m mé & mau, danh gia thangio, phan
tich trong quan va & quy dé kiém dinh g thuyét. Ngoai ra, phan
tich ANOVA dé xem xét néi quan k¢ gita yéu t6 ca nhan vashai
Iong aia ngroi doc baodién tur.

@ong 3
PHAN TIiCH KT QUA

3.1. MO TA MAU

3.1.1. Nhu &u doc baodién tir

Trong Hng $ 282 nmu hop 1é thu thip duoc, c6 126 ngodi doc bao
dién tr hang ngay (44.7%), 75 mj doc 3-4 An/tuan (26.6%), 51
nouoi doc hang tan (18.1%) va 29 nghi thinh thaing mbi doc (10.3%)

3.1.2.Théng tin ca nhan

3.2 PHAN TiCH PANH GIA SO BO THANG PO

CAc bén (cac khai rdm nghién éu) dugc do luong bing thangdo
véi nhiéu bién quan sat (multi-item scale). Thadg dang Likert
dugc gr dung dé do cac khai @im voi 1 = hoan toan khéndong
y va 5 = hoan toadong y.

3.2.1.Panh gia thangdo bang hé sb tin cay Cronbach Alpha

a.panh gia thangdo cac thanh ptin tac dong dén sr hai long

cua baodién tr

Thanh pln tién loi c6 Cronbach Alpha 1a (0.713)5¢1 hon 0.6)
cac bén quan sat trong thanh phnay c6 A s5 tuong quan kin
téng lon (>0.30). Mit khac gid tr alpha sau khi kg bo tirng bén déu
nho hon gia ti bandau nén cac Bin thwc thanh phn nayduoc giir
nguyén. Vi gy cac bén do luong thanh pin naydéu duoc sr dung
trong phan tich EFA&p theo.

Thanh phn thiét ké c6 Cronbach Alpha la (0.725), caériquan
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sét trong thanh @im nay cé A s tuong quan kin tong lon (>0.3).
Mit khac gia tr alpha sau khi kg bo ting bién d¢éu nh hon gia ti
bandau nén cac kn thwe thanh phn naydugc giir nguyén. Vi gy
cac bén do luong thanh pan naydéu duoc ar dung trong phan tich
EFA tiép theo.

Thanh pln théng tin c6 Cronbach Alphar (0.894), cac bn
quan sét trong thanh fin nay cé B s6 twong quan kin tng lon
(>0.3). Mit khac gia tr alpha sau khi kg bo ting bién déu nhd hon
gia tri bandau nén cac ki thuc thanh phn naydugc giir nguyén.
Vi vay céc bén do luong thanh phn naydéu dugc ar dung trong
phan tich EFA ép theo.

Thanh phn tin cy c6 Cronbach Alpha la (0.801), caétiquan
sét trong thanh @im nay cé A s tuong quan kin tong lon (>0.3).
Mit khac gia tr alpha sau khi kg bo ting bién déu nh hon gia ti
bandau nén cac kn thwc thanh phn naydugc giir nguyén. Vi gy
cac bén do luong thanh pan naydéu duoc ar dung trong phan tich
EFA tiép theo.

Thanh p#n ddng am cé Cronbach Alpha kh&m (0.777), cac
bién quan sat trong thanh fhnay cé B sd tuong quan kin tong
lon (>0.30). Mit khac gié tr alpha sau khi kg bo ting bién déu nhp
hon gia ti bandau nén cac kn thuyc thanh phn nay dugc giir
nguyén. Vi gy cac bén do luong thanh pin naydéu duoc sr dung
trong phan tich EFA&p theo.

Thanh phn duy tri ngroi doc ¢d Cronbach Alpha khérn (0.809),
cac bén quan sat trong thanh phnay c6 A s5 tuong quan kin
téng lon (>0.30). Mit khac gid tr alpha sau khi kg bo tirng bén déu
nho hon gia ti bandau nén cac Bin thwc thanh phn nayduoc giir
nguyén. Vi vy cac bén do luong thanh pin naydéu duoc sr dung
trong phan tich EFA&p theo.

b.Thangdo mic dé hai 1ong chung ¢a ngeoi doc

Thangdo khai ném maic do hai long @a khach hang cé Cronbach
Alpha trong dbi cao (0.844), cac B quan sat trong thanh gmhnay
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c6 ke s tuong quan kin 16n (>0.30). Vi ¥y cac bén do luong
thanh pln naydéu duoc sr dung trong phan tich EFA&p theo.

3.2.2 Phan tich nhan & kham pha EFA

3.2.2.1. Phan tich nharptcac thanh plén tAcdéng dén s hai long

Két qua phan tich EFA4n 1 cho tly KMO=0.853dat yéu du, tai
muc gia ti Eigenvalue = 1 & phuong phap tich nhardtvéi phép
quay Varimax cho phép tiahroc 7 thanh pin tir 26 bén quan sét
va phrong sai tichdat duoc la 64.415%. Nin viy la phrong sai tich
dat yéu déu (>50%). Trong bng Rotated component matrix chdyh
bién “trai nghiém th \i”c6 s6 loading nkb hon 0.5 nén bloai.

Két qua phan tich EFA4n 2 cho thy KMO=0.848dat yéu d@u,tai
muc gia ti Eigenvalue = 1 & phuong phap tich nhardtvéi phép
quay Varimax cho phép tiahroc 6 thanh pin tir 25 bén quan sét
va phrong sai tichdat duoc la 61.509%. Ni viy la phrong sai tich
dat yéu déu (>50%). Trong bng Rotated component matrix chdyh
khéng c6 bdn quan séat nao c $oading ntd hon 0.5 nén & 25 bién
quan satféu dugc dua vao phan tichdp theo.

* Panh gia i do tin ciy caa thanh phn “thiét ké” sau khida bi
loai bién “trai nghiém tha v”.

Thanh pin 2: Cronbach alpha = 0.768 va cé&csh tuong
quan dng bién déu 16n hon 0.3, mit khac gia tr alpha sau khi kg bo
ting bién quan satiéu nh hon 0.768 nén cac & trong thanh pin
nay gir nguyén.

3.2.2.2. Phan tich nhandtthangdo mic dp hai l1dng chung aia

khach hang

Két qua caa phan tich nharbtduoc trinh bay trong ing 3.6. Kt
qua nay cho thy hé sb KMO dat yéu @u (0.711) va c6 duy b mot
nhan & duoc trich ti Eigenvalue la 2.299 véng phrong sai trich
duoc la 76.648% (>50%). Nhvay, thangdo ar hai longdugc danh
giadat yéu du.

3.3. PHAN TICH TUONG QUAN VA PHAN TiCH H Ol

QuUY
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3.3.1. Phén tich trong quan

Theo Kt qua phan tichtong quan, rdi quan & twong quan dia
su hai long (SAT) vas dong am (EMP) la r = 0.534 14 cao fitké
dén 1a wrong quan dia sr hai 1ong (SAT) va thit ké (DES) lar =
0.414 , rong quan gia sr hai 1ong (SAT) va thong tin (INF) la (r=
0.398),trong quan dia sr hai long (SAT) va tin &y (TRU) la (r =
0.307), vairong quan dia sr hai long (SAT) vastién loi (USA) la
r = 0.293 |a thp nhit

Nhu vay, viéc ar dung phan tich &i quy tuyén tinh 1a phu bp.

3.3.2. Kiém dinh mé hinh va gi thuyét nghién aiu

M& hinh nghién éu c6 R hiéu chinh 14 0.992, ngia 14 99.2% s
bién thién @a mic do hai 1dng (SAT)duoc giai thich boi su bién
thién @a cac thanh gim nhr: (1) Théng tin (INF); (2) Tin gy
(TRU); (3)Pong am (EMP); (4) Thét ké (DES); (5) Tén loi (USA)
va sr duy tri ngroi doc (MAI).

Ngoai ra, & sd Durbin-Watson 1a 1.734 §g hing 2) cho thy cac
sai $ trong md hinhioc lap v6i nhau

Phrong trinh i quy tuyén tinhduoc trich theo & sb Beta chén

SAS=0.395USA+0.301DES+0.531INF+0.405TRU+0.248EMP+0.
294MAI

3.4. PHAN TICH ANOVA

3.4.1 Givi tinh véi s hai long

Kiém dinh Levene ¥i sig = 0.142 > 0.05 king dinh phrong sai
cua gr hai long gira 2 nhom dii tinh (nam va @) 1a khéng khac
nhau nén & qua phan tich ANOVA c6 th s dung ©t. Phan tich
ANOVA vi sig = 0.083 > 0.05 nérékluan ar khac bét vé gioi tinh
khdnganh hrong dén mic do hai long @a ngroi doc baodién tir 1a
c6 y nghia thdng ké.

3.4.2 Tubi véi sir hai long

Kiém dinh Levene ¥i sig = 0.151 > 0.05 Kimg dinh phrong sai éa
s hai long gira cac nhém thi 14 khéng khac nhau nérétkqua phan
tich ANOVA ¢0 tté sir dung Ht. Phan tich ANOVA ¥i sig = 0.074 >
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0.05 nén k&t luan ar khac bét vé do tudi khdnganh hrongdén mirc do
hai long @a ngroi doc baodién tir 1a c6 y ngita thong ké.

3.4.3 Trinh @9 véi su hai long
Theo Kt qua phan tichs trén, kém dinh Levene i sig = 0.006 <
0.05 khing dinh phrong sai @a sr hai ldng gira cac nhom trinkto
la khac nhau nérékqua phan tich ANOVA khong thsir dung.

Tiép theo, kém dinh Kruskal-Wallis i sig = 0.011 < 0.05 nérék
luan sr khac bét vé trinhdo hoc van anh hrong dén mac d6 hai l1ong
ctia ngroi doc baodién tir,két qua cho thy nguoi cé trinhdo saudai
hoc c6 hang trung binhdn nhit va ngroi cé trinhdo cip 3 c6 hang
trung binh nk nhit.

3.4.4 Nglt nghiép véi sw hai long

Kiém dinh Levene ¥i sig = 0.363 > 0.05 king dinh phrong sai
cia gr hai long ¢ nghé nghiép 1a khéng khac nhau nédtlqua phan
tich ANOVA c6 tré sir dung %t. Phan tich ANOVA i sig = 0.060
> 0.05 nén &t luan sr khac bét vé nghé nghiégp khdnganh hrong
dén mic do hai long @a ngroi doc baodién tir 1a c6 y nglia thing
ké.

3.4.5. Thu nHip véi sw hai long

Kiém dinh Levene ¥i sig = 0.204 > 0.05 king dinh phrong sai
cia gr hai long gira cac nic d6 thu ntip la khéng khac nhau nén
két qua phan tich ANOVA c6 té s dung ©t. Phan tich ANOVA i
sig = 0.003 < 0.05 nérékluan ar khac bét vé thu ntip anh hrong
dén mic do hai long @a ngroi doc baodién tir .

3.5. TOM TAT

Chuong nay trinh baydt qua vé miu nghién éu dudi dang md &
théng ké, Kt qua vé kiém dinh cac thangto khai ném nghién éu,
két qua vé kiém dinh cac gi thuyét, phan tich ANOVAdé xem xét
mbi quan I giira Yeu t5 ca nhan &i sy hai long, tho luan vé két qua
va ing ding két qua nghién @u dé dua ra ndt sd kién ngh nham
nang cao mc do hai long @a ngroi doc di véi baodién ti.
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Chuong tiép theo & tom t toan § nghién ¢u, nhing déng gép
ciing nhr nhitng han ché caa nghién ¢u nay va cac wng nghién
cau tiép theo.
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Chwong 4
KET QUA NGHIEN CUU VA PE XUAT CHINH SACH

4.1. PANH GIA K ET QUA NGHIEN CUU VE SU HAI LONG
CUA NGUOI PQC POI VOI BAO PIEN TU

Théng qua kt qua nghién &u thi thanh pln théng tin (cht luong
tin tirc) Vin c6 tadcdong manh nhit dén mirc d6 hai long @a ngroi
doc. Piéu nay hoan toandp Iy vi béao chi la € quan trugn thdng
chuy@n cung 4p tin trc nén ngoi doc ludn mong mén nhan duoc
nhitng théng tin co6 cit lugng.

Theo nghién gu dinh tinh, ngoi doc danh gia nic d¢ quan tong
cia cac yu tb coanh hrong dén ar hai 1ong @a ngroi doc baodién
tir theo thr ty nhr sau: (1) Cht lugng théng tin 1a quan déng nkit,
ké tiép la (2) ) S tién loi, (3)Syr ddng am (4) Sr tin ciy, (4) Sr duy
tri nguon doc va (6) Thét ké.

4.2. PE XUAT CHINH SACH DUA TREN KET QUA

NGHIEN CUU
4.2.1. Kién nghi vé thanh phan thdng tin

Két qua nghién @u chi ra fang thanh phn théng tin (INF) co tac
dong manh nHit dén ar hai long @a ngroi doc (beta = 0.531). Do
dé, viéc nang cao ¢ luong thong tin nértugc uu tién hangdau.
Déi vai bat ky loai hinh bao chi nao thi yédwdau tién la pli cung
cap théng tindang tin @y, théng tin chinh xac, khach quanapranh
trung thrc ar kién. Hon nira, théng tin phi dang luc, Kp thoi gidp
ngudi doc cip nhat théng tin ndt cach nhanh ri

4.2.2. Kién nghi vé thanh phan tin cay

Bén anh viéc nang cao ch luong théng tin, cac badién tir con
phai nang cao s tin ciy cho naroi doc ddi véi bao (beta = 0.405).
Bai v 1 hién nay trén int ernet cétrnhiéu trang baafién tir,do Ay
nguoi doc € c6 xu hudéng click vao trang bao nao maudg doc
cam thay tién loi,dé dang.

4.2.3. Kién nghi vé thanh phan tién loi
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Céc baodién tir can thé hién gr tién loi (USA) sau §c hon voi
nguoi doc (beta = 0.395).18tién loi dugc thé hién khi website A tro
lya chopn cac chuyén ot ma ngoi doc quan tdmya thich fing
céng @ tim kiém va kh nang lueu trir théng tindé nguoi doc c6 the
xem hi céc tin tric di khi ho cin. Gin day, mt sb baodién tir hang
dau cia nroc ta (Vnexpress, Viethamnet, tuoitre dj cung ép tién
ich RSS (Really Simple Syndication idd w cung dp théng tin
cuc ki don gian).

4.2.4. Kién nghi vé thanh phan thiét ké

Céac baodién tr can chd tong W mat thiét ké website (DES).
Website phi c6 giao dén thu hat,dep mit. Baodién tir khac bao in
& chd ¢ thé cho mau & trung thrc va hinhanh sinhdong hon, cn
chu ydiéu naydé thu hat ngoi doc ngay tr cai nhindau tién. Tuy
nhién, cac baoimg khéng nénaim dung mau &c sic .

4.2.5Ki én nghi vé thanh phan déng cim

Baodién tir cin thé hién sr dong &im (EMP) sau & hon v6i nguoi
doc (beta = 0.220).18d6ng am duoc thé hién khi website B tro lya
chon cac chuy@n gt ma ngoi doc quan tamya thich ling céng a
tim kiém va khi nang lru trir thong tindé nguoi doc c6 thé xem hi
céc tin tic di khi ho can. Gin day, bt sb baodién tr hangdau caa
nudc ta (Vnexpress, Vietnamnet, tuoitre 43 cung &p tién ich RSS
(Really Simple Syndication -ibh w cung @p théng tin ac ki don
gian).

4.3.PONG GOP CUA NGHIEN C UU

Vi 282 miu thu thip duoc, thangdo dugc danh giado tin cay
Cronbach Alpha va phan tich nh@nkham pha EFA. thandp van
bao @m 6 thanh pin bandau vsi 25 bién quan sat. & qua danh
gia cho thy thangdo dat yéu du v d¢ tin ciy téng hyp, phrong
sai trich,do gia ti hoi tu va gia ti phan bét. Két qua nay co y
nghia sau:
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(1)Két qua nghién &u nayda givi thigu mot thangdo chit luong
dich w dién tir cu thé la thangdo chit luong dch w baodién tir tai
Viét Nam. Thangio WEBQUAL 4.0 la not cong @ tt dé do luong
su cam nhan Vé chat luong dich wi dién tir.

(2)Két qua nghién ¢u nay déing @i y cho cac & chirc haic doanh
nghiép cung ép dich w, cu thé trong nghién €u nay |a badalién tu:
khdng néndanh gia cht lugng dch w mot cach chung chung ma
chét luong dch w phai duoc do bang thangdo nhiéu thanh phn va
mbi thanh pln phii dugc do ludng king nhéu bién quan séat. Ngoai
ra, thangio phii duoc kiém dinh do gia ti vado tin ciy khi s dung
chung

M6 hinh nghién ¢u cé R hiéu chinh 1a 0.992diéu nay noéi 1én
raing cac thanh gim chit lugng dch wi 1a cac thanh gm cé tac
dong kha nanh 18n s hai long. Kt qua nay khing dinh thém Kt qua
ctia cac nghiéniw trudc day cho clht lugng dch wi 1a tién t caa sr
hai long,anh hrong dén ar hai 16ng hdc giai thich cho g hai long
khach hang nhnghién ¢u aia Cronin & Taylor (1992), Sultan, F.
& Simpson, M.C. (2000), Cunningham (2002), Pray2@0{7) ...

4.3 Han ché ciia nghién aru va hwéng tiép theo.

Ciing nhr bat ky nghién @u nao, nghiéniu nay d¢ing co not vai
han ché:

Nghién du ch thuc hién trén ngt trang baodién tir 1a bao
vnexpress.net

Nghién aru chi thuc hién tai thanh plé Ba Ning Wi phuong phap
chon méu thuan tién dé phan tich nén khning Hng quat hoa ia
nghién &u chra cao. Dod6, kha nang ©Hng quéat hoa & qua coa
nghién @u s cao fon Néu nd duoc Iap lai tai mot sb thanh pld, dia
phuong khac ra tai Viét Nam i phuong phap chn mau co tinh
dai dién cao lon
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KET LUAN

Trong nhing nim gin day, baodién tr ngay cangdéng vai tro
quan tong trong véc truyén thong. Tuy nhién, badién tir dang @nh
tranh ngay cang Kt liét khdng chi gita baodién tir va cac phong
tién truyén thong khac, ma con cé sanh tranh gia cac badién tir
dé thu hat ngoi doc. Nha gan tri baodién tir co thé tham kho két
qua nghién @u naydé hoan thén chit lugng dch wi nham nang cao
su hai long @a ngroi doc. Nguroi doc s hai long gu cac baatap
trng duoc nhu @u cip nhit théng tin @a hy véi chit lugng thdng tin
tét, tao ar tin ciy trong long ngoi doc, thé hién ar dong aim giira
bé&o va ngoi doc. Ngoai ra, cac bao con flguan tam & mat thiét
ké cua website vastién loi cho ngroi doc khi st dung.

Théng qua \dc sr dung ptin mém SPSS 16.0,usbién thién @a
mirc do hai longdugc giai thich ki sy bién thién @a cac thanh gim
chét luong dich wi (théng tin, g tin cy, sr ddng am, thiét ké va sr
tién loi). Piéu nay noi Iénang cac thanh gim chit lugng dch wi la
cac thanh pin c6 tacdong kha manh 1én s hai long. Kt qua nay
khing dinh thém Kt qua cia cac nghién i trugc day cho clt
luong dich w 14 tién t6 caa sr hai long,anh heéng dén ar hai l1dng
hoac giai thich cho g hai long khach hang ohnghién ¢u aia
Cronin & Taylor (1992), Parasuraman...

Trén o sv danh gia tlrc trang cHit luong dich w baodién tir,luan
vin da dé ra not sd giai phap,kén ngh nhim nang cao ch luong
cac trang badién tir trong thoi giandén.

Do thoi gian va kfa nang nghién ¢u han cré,luan van khéng tranh
khoi nhitng khiém khuyét nhit dinh.Vi vay,tac gh rat mong nian
duoc nhiu ar d6ng gop @a cac nha khoaok,va it ca nhing ai
quan tamién van dé naydé tiép tuc tu ctinh va hoan tkin.



