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TAP CHi CONG THUONG

DANH GIA HIEU QUA
VA CHAT LUGNG DICH VU CUA
WEBSITE THUONG MAI DIEN TU
POAN TRUONG DU LICH - PAI HOC HUE

® NGUYEN HOANG LONG

TOM TAT:

Tinh hinh dich bénh Covid-19 trong nudc va trén thé gidi dang dién bi€n ngay cang phiic tap,

lam thay d6i vé nhan thifc, t duy va cudc sdng. Lam viéc tir xa, hoc tap tir xa dang dan trd 1én phd

bi€n, d€ 1am dugc diéu d6, internet déng vai trd vO cling quan trong, dic biét 1a trong linh vuc
Gido duc. Trudng Du lich - Pai hoc Hu€ da 1ap ra website “Doan Trudng Du lich” xuat phat tir su
hoat d6ng manh mé va hiéu qua cia Poan Trudng Du lich cuing cdc ciu lac bd trong truong.

Trong d6, chat lugng dich vu 12 y&u t& tién quy&t din t&i sy ton tai va thanh cdng clia website. Bai

vi€t nhim d4nh gid chat lugng dich vu, so sanh trudc va sau khi thay d6i website “Poan Trudng

Du lich”, @& nhan ra nhitng vin dé lién quan dé€n chit lugng va d€ thiét 1ap nhitng tiéu chuin ro

rang cho viéc nang cao chat lugng dich vu.

T khéa: website “Doan Trudng Du lich”, chat lugng dich vu, dénh gid, so sanh.

1.bat van dé

Ngay nay, cong nghé thong tin khong nging
phat trién manh mé va hién dai. Cdc ¢ng dung
clia cong nghé thong tin ngay cang di sdu vao ddi
s6ng clia con ngudi va trd thanh bd phan khong
thé thi€u.

Tinh d&€n nim 2020, & Viét Nam c6 68,17 triéu
ngudi st dung internet (chi€m ti 16 70% dan s6) va
hang trim nghin website Viét Nam ra doi. P&
ddnh gid hi€u qua hoat dong cla website “Poan
Trudng Du lich”, can ti€n hanh thu thap, doc,
tong hgp, phan tich, hé thong héa, khdi quat cic
ngudn tai liéu 1y ludn va thyc tién c6 lién quan
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dé&€n danh gia hiéu qud hoat dong clia website
DPoan Trudng Du lich; ti€n hanh phdng vAn mot s6
sinh vién vé y ki€n clia ho khi danh gi4 hoat dong
website clia trudng 12 gi,tir d6 di€u chinh thang do
nhim thyc hién nghién ctru.

2. K&t qua nghién citu

2.1. Ddc diém thong ké cia doi tuong nghién
ciiu

Trong tong s6 mau diéu tra, ti 1& nam - nif c6
hdi chénh 1&ch, trong d6 sinh vién nit chi€m ty 1é
12 65%, cao hon ty 1é sinh vién nam rit nhiéu, ty
1€ sinh vién nam chila 35%.

D6i tugng dugc diéu tra 13 sinh vién Trudng Du
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lich - Pai hoc Hué&. Sinh vién K54 (chi€m ty 1& 1a
51,7%), ti€p theo la sinh vién K53 chi€m 31,7%.
Sinh vién K52 chi€m 10% va thap nhat 1a sinh
vién K51 chi€m 6,7%. Pa s6 sinh vién dugc hdi da
truy cAp vao website hon 3 1an (chi€m 49,2%), s&
sinh vién vio website 1 d&€n 3 14n ciling chi€m ty 1&
cao la 45,8%, ty 1& sinh vién chua bao gig vao
website chi chi€m ty 1& rat nhé 1a 5%. Piéu nay
cho tha'y website déng vai trd quan trong, khi sinh
vién muén tra cfu, cAp nhit thong tin mdi vé
trudng déu vao website d€ tim ki€m. Ty 1é sinh
vién tim ki€m dudc thong tin cAn thi€t & website
12 89,2%, diéu nay cho thdy website d3 cip nhat
dudc cdc thong tin cAn thiét cho sinh vién, nhu vay
can ti€p tuc phat huy d€ sinh vién ludn ludn cé
mot dia chi tin ciy dé cap nhat thdng tin chinh
thitc tir Trudng Du lich - Pai hoc Hué€, tranh cidc
thong tin sai 1éch & cdc kénh khong chinh thong.

Pa s6 sinh vién dugc héi déu c6 tham gia doi,
nhém, ciulac bo (ty 1& “c6” 1én dén 95,8%), ty 1&
sinh vién khong tham gia ddi nhém, ciu lac bd rit
it, chila 4,2%.

2.2. Pdnh gid cia sinh vién vé hoat dong
website ctia Truong Du lich - Dai hoc Hué

2.2.1. Bdnh gid ciia sinh vién doi vdi thiét ké
website (Bdng 1)

K&t qud tai Badng 1 cho thdy, da s6 sinh vién
rit ddng y vé thi€t k& website ctia Trudng Du lich
- Pai hoc Hu€ véi gid tri trung binh (GTTB) dao
dong tr 3,65 dén 4,71. Cu thé & tiéu chi “4.
Website ¢c6 mau sic dep hai hoa, thu hit” dugc
sinh vién ddnh gid & mdc do trung binh cao nhat,
véi GTTB=4,71. Qua d6 cho thdy, sinh vién da hai
long va déng y v6i nhitng mau sic hai hoa &
website.

Ti€p theo 12 tiéu chi “5. K&t hdp hai hoa gitta
vdn ban va hinh dnh.” dugc sinh vién ddnh gid
GTTB=3,84. Tiéu chi “Giao dién website bit mit,
b6 cuc sidp x&p hdp li, d& nhin.” va “Website cung
cAp diy dd thong tin can thi€t vé Poan Trudng.”
c6 GTTB lan luct 1a 3,69 va 3,68. Tiéu chi c6
di€m trung binh thdp nhat 12 “Website c6 giao
dién dep mit, dé dang tuong tdc va st dung” vé6i
GTTB la 3,65.

2.2.2. Pdnh gid ciia sinh vién déi voi Chdt
luong thong tin tir website (Bdng 2)

K&t qua tir Bidng 2 cho thdy, da sd sinh vién rat
ddng y vé& Chat lugng thong tin tir website clia
Trudng Du lich - Pai hoc Hué véi GTTB dao dong
tlr 3,75 dén 3,96.

Cu thé & tiéu chi “Thong tin dudc trinh bay rd
rang, hdp 1y, ndi dung chi tiét gitp t6i d& hi€u.”

BAng 1. PAnh gid cla sinh vién déi véi thiét ké website

. Mifc dd dong y Giatny | Dolech
Cactiéu chi =
1 2 3 4 5 trung binh chuan
1 .A~(3|a‘o dién website bat mat, bd cuc sap xép hop i, 5 9 36 59 18 360 0.89
dénhin.
2.‘ W7eb3|te c6 giao dién dep mat, dé dang tuong tac 4 6 37 54 19 3.65 0.92
va su dung.
3. V‘Vebsm‘e cung cap day du théng tin can thiét vé 5 6 31 58 20 3,68 0.95
Doan Trudng.
4. Website co mau s&c dep hai hoa, thu hit. 3 5 34 59 19 4,71 0,87
5. K&t hgp hai hoa gilia van ban va hinh anh. 4 2 30 57 27 3,84 0,91

Chii thich:

Theo thang do likert 1-Rat khong dong ¥, 2-Khéng dong ¥, 3-Binh thuong, 4-Déng ¥, 5-Rét dong y

(Nguon: Két qud xit Iy s&'liéu diéu tra, 2021)
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BAng 2. Panh gid cla sinh vién déi véi Chdt lugng thong tin 1 website

Cactiouahi Mc d déng y Giatr D3 lach
1 2 3 4 5 trung binh chuan
%i\évé(ianb.site cung cép nhiing thong tin can thiét ma 3 5 33 56 23 375 0,89
guv\\,I:Z:,th;:g ¢8p nhiing théng tin da dang, day 4 4 30 61 21 376 0,89
e et Rl Rl e B e
At i I R R R Rl e e

Chii thich:

Theo thang do likert 1-Rdt khong dong ¥, 2-Khong dong ¥, 3-Binh thuong, 4-Pong ¥, 5-Rdt dong y

dugc sinh vién ddnh gid & mic do trung binh cao
nhat v6i GTTB= 3,96. Qua d6 cho thdy sinh vién
rat dong ¥ ring thong tin & website dd dugc trinh
bay rd rang hop 1y, ndi dung chi ti€t va dé hiéu.
Noi dung website 1a cuc ky quan trong d6i véi
mot website, ndi dung diy di, dé hi€u sé gitip
sinh vién tim ki€m dugc thong tin cAn thiét, dong
thi tao nén sy hai long khi trdi nghiém trén
website. Ti€p theo Ia tiéu chi “Noi dung thong tin
st dung tlr ngif ngidn gon gidp toi dé tim nhitng gi
minh mudn”, véi di€ém danh gid trung binh

(Nguodn: Két qua xit Iy s&'lieu diéu tra, 2021)

GTTB=3,9. Tiéu chi “Website cung cip nhitng
thong tin da dang, ddy dd va chinh xdc” dat diém
trung binh GTTB=3,76. Va dat diém trung binh
thdp nhat la tieu chi “Website cung cip nhitng
thong tin cAn thi€t ma tdi cin”, véi GTTB=3,75.

2.2.3. Pdnh gid ciia sinh vién déi véi Cong cu
tim kiémva hé tro (Bdng 3)

K&t qud tir Bang 3 cho thdy, da so sinh vién rat
dong y vé cong cu tim ki€m va hd trg tir website
cta Trudng Du lich - Pai hoc Hu€, véi GTTB dao
dong tir 3,57 dén 3,63.

Bdng 3. Panh gid cla sinh vién d&i véi Cong cu fim ki€m va hé trg

e Mc 46 dong y Giat | Dolach
Cac tiéu chi ) e
1 2 3 4 5 trung binh chuan
10. Toc d6 truy cap vao website va tim kiém ndi 3 3 48 48 18 362 0.86
dung nhanh.
11 . Wg?sﬂe thudng xuyén cap nhat thong tin maéi 3 14 34 49 20 357 0.98
can thiét.
12 Cho phAep xem‘tat ca cac théng tin lién quan 4 10 34 50 2 363 0.98
dén hoat dong Doan doi.

Chui thich:

Theo thang do likert 1-Rdt khong dong ¥, 2-Khéng dong ¥, 3-Binh thuong, 4-Pong ¥, 5-Rat dong y
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Cu thé, & tiéu chi “Cho phép xem tit ci cdc
thong tin lién quan d&€n hoat dong Poan ddi” dugc
sinh vién ddnh gid & mifc dd trung binh cao nhat
v6i GTTB= 3,63. Qua do6, cho thdy sinh vién ddnh
gid cao viéc cdc thong tin lién quan d€n hoat dong
Poan ddi dugc dua 1én va cho phép xem dé dang,
gitip cho sinh vién c6 thé chi dong tim hi€u vé
hoat dong Poan doi d€ c6 thé tham gia vao.

Tiéu chi “T6c do truy cip vdo website va tim
ki€m nodi dung nhanh” c6 di€m dinh gid
GTTB=3,62 va tiéu chi c6 di€m ddnh gid trung
binh thip nhitla “Website thudng xuyén cap nhat
thong tin méi can thi€t” c6 GTTB=3,57.

2.2.4. Bdnh gid ciia sinh vién déi vdi Tinh than
thién (Bding 4)

K&t qud tir Bdng 4 cho thdy, da s& sinh vién rat
ddng y vé Tinh thin thién tir website ctia Trudng
Du lich - Pai hoc Hu€, v6i GTTB dao dong tir 3,84
dén 3,90.

Cu thé, § tiéu chi “CAu tric thu muc 1o rang,
phdng chit dé nhin” dugc sinh vién ddnh gid &

mifc dd trung binh cao nhi't, véi GTTB= 3,90. Qua
d6 cho thay, cu tric thu muc, phong chit hién tai
da dugc sinh vién danh gid cao, cAn phat huy diém
nay dé€ duy tri mic dd hai 1ong trdi nghiém cia
sinh vién d6i véi Website clia trudng. Tiéu chi con
lai “Thuén tién cédc thao tdc st dung” dat gid tri
trung binh la GTTB=3,84.

2.2.5. Pdnh gid ciia sinh vién doi vdi Su bdo
mdt Bdng 5

K&t qua tir Bing 5 cho thdy, da s6 sinh vién rat
ddng y vé su bdo mat tir website clia Trudng
Du lich - Pai hoc Hué€, GTTB dao dong tir 3,71
dén 3,72.

Tiéu chi “T6i cdm thdy an toan khi thuc hién
cdc thao tic trén website” dugc sinh vién danh gia
G mtic do trung binh cao nhit, v6i GTTB= 3,72,
qua dé cho thdy, viéc trdi nghiém website da
mang lai mic dd yén tAim vé bdo mit d6i vdi sinh
vién. Pay 1a yé&u t6 quan trong d€ duy tri va phat
trién lugng ngudi truy cip, trdi nghiém website
cta truong. Tiéu chi con lai “Pd bao mat thdng tin

BAng 4. Danh gié cla sinh vién ddi véi Tinh thén thién

o Mc do dong y Giatn | Dglach
Cactiéu chi N 4

1 2 3 4 5 trung binh chuan
13. Thuan tién cac thao tac st dung 3 3 34 50 30 3,84 0,91
14. C&u trdc thu muc rd rang, phong chii dé nhin 2 3 33 48 34 3,90 0,89

Chii thich:

Theo thang do likert 1-Rat khong dong ¥, 2-Khong dong ¥, 3-Binh thuong, 4-Pong ¥, 5-Rdt dong y

(Nguodn: Két qud xit Iy s&'liéu diéu tra, 2021)

Bdng 5. PAnh gid cua sinh vién déi véi Su bdo mat

2 tiu chi LG Giaty | Boléch
Cac tiéu chi ) A
1 2 3 4 5 trung binh chuan
15. D? bao mét théng tin c& nhan i tai 3 5 26 5 20 371 0.8
website cao
16}. T6i cam thay an toan khi thuc hién cac thao tac 3 2 ” - o 372 0.9
trén website

Chii thich:

Theo thang do likert 1-Rat khong dong ¥, 2-Khéng dong ¥, 3-Binh thuong, 4-Dong ¥, 5-Rét dong y

(Nguon: Két qud xit Iy s&'liéu diéu tra, 2021)

$6 26 - Thang 11/2021 217



TAP CHi CONG THUONG

cd nhan t6i tai website cao” dat gid tri trung binh
1a GTTB=3,71.

3. Mot s& giai phap nhim niang cao hoat
dong ctia website Poan Trudng Du lich - Pai
hoc Hué&

3.1. Gidi phdp cdi thié¢n thiét ké ciia website

Dya vao két qud khdo sdt clia website clia
Website Poan Trudng Du lich - Pai hoc Hu€, y
ki€n cida sinh vién d6i vé6i thi€t k& cla website
cho thiy, da sd sinh vién rdt dong y v&i thiét k&
cia website cia Poan Trudng, véi GTTB dao
dong tir 3.65 d€n 4.71.

Cu thé, tiéu chi “4. Website ¢c6 mau sic hai
hoa, thu hdt” duge sinh vién ddnh gid ¢ miic do
trung binh cao nhit v6i GTTB=4.71. Tur két qua
cho thdy, Poan Trudng Du lich di lam t6t trong
cong tc thi€t k& website.

Tuy nhién, bén canh dé, vin c6 mot s6 danh
gid chua tot vé€ giao dién va thiét k& clia website.
Poan Trudng can tich cuc xay dung website vdi
thi€t k& r6 rang, bd cuc hgp 1i d&€ ngudi truy cap dé
dang quan sit. Cai thién va phat trién hon nita
website ctia Poan Truong d€ duy tri va phat trién
webstie manh hon.

K§ ning thi€t k& phu thudc vao ngudi thi€t kE,
vi vay dé€ c6 mot website c6 thi€t k& dep mit, hai
hoa, ddp @ng dugc nhu ciu cla ngudi sit dung thi
cAn chon mdt nhin vién thi€t k& website chuyén
nghiép, ¢6 kinh nghiém va luén nang cao trinh do
clia nhan vién thi€t k€.

3.2. Gidi phdp nang cao chadt lugng théong tin
ctia website

Chat lugng thong tin 13 nhitng thong tin ma nha
cung cAp mang dé&n cho ngudi sit dung phdi trung
thuc, chinh xdc, khong nén “ddnh bdéng, thdi
phdng” sy that dé thu hit ngudi xem.

Chi't lugng thong tin tf website clia Trudng
Du lich - Pai hoc Hu€ véi GTTB dao dong tir
3,75 dé&n 3,96. Cu thé, tiéu chi “Thong tin dugc
trinh bay 16 rang, hdp 1y, ndi dung chi tiét gitp
t6i dé hi€u” dugc sinh vién ddnh gid ¢ mic do
trung binh cao nhat, véi GTTB= 3,96. Qua dé cho
thdy, sinh vién rdt ddng y thong tin § website da
dugc trinh bay 16 rang hop 1y, noi dung chi ti€t
va dé hiéu. Noi dung website 12 cuc ky quan
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trong d6i v6i mot website, ndi dung diy dui, dé
hi€u sé& gitip sinh vién tim ki€m dugc thong tin
can thi€t, déng thdi tao sy hai long khi trdi
nghiém trén website.

Khi ding nhitng thong tin vé Poan Trudng Du
lich cAn chd ¥ t6i cdc y&u t& nhu:

% Hinh dnh: Nén st dung nhitng hinh 4nh chat
lugng cao. Nhitng hinh dnh sé& gitp cho ngudi truy
cap bai ding vé cdc hoat dong Poan nhin thiy
mot cdch chan thuc va thuc t&€ hon.

< Thong tin ciia website: Vin béan trinh bay
ngin gon, dé hiéu.

Khi website cung cip day di thdng tin vé céc
hoat dong, chuong trinh ctia Poan Trudng va két
hgp hai hoa gitta hinh dnh vGi vdan ban sé gidp
ngudi truy cdp vao website doc thong tin s& bdt
nham chdn khi xem.

Pat di€m trung binh thdp nhit 13 tiéu chi
“Website cung cAp nhitng thong tin cAn thi€t ma
tdi can.” v6i GTTB=3,75. Qua d6 cho thdy,
website chuta cung cap ddy dd thong tin ma ngudi
truy cAp tim ki€m. Website cAn cAp nhit nhitng
thong tin thudng xuyén hon dé€ dap ng nhu ciu
clia ngudi st dung.

3.3. Gidi phdp da dang cong cu tim kiém va
ho tro

Duva vao nhitng k&t qua khdo sdt trén, y ki€n
cda sinh vién ddi v6i cong cu tim ki€m va hd trg
dudc ddnh gid & mic trung binh cao tir 3.57 dén
3.63, cho thdy cong cu tim ki€m va hd trg cla
webstie chua thuc sy t8t, chua ddp ng dude nhu
cAu cda sinh vién. Cu thé, & tiéu chi “Tdc dd truy
cAp vdo website va tim ki€m ndi dung nhanh” c6
diém d4nh gia GTTB=3,62, vi viy cin cii thién
ning cao vé téc dd truy cip vio website. Va tiéu
chi ¢c6 diém dinh gid trung binh thip nhit la
“Website thudng xuyén cdp nhat thong tin mdéi
can thi€t” c¢6 GTTB=3,57, nén website cin
thudng xuyén cip nhat nhitng thong tin mdi vé
Poan Trudng d€ phuc vu cho nhu ciu tim ki€m
thong tin cla sinh vién.

Pa dang cdng cu tim ki€m thong tin, tao
thém trang Fanpage dé€ sinh vién d& diang tim
ki€m thong tin ciing nhu gtti nhitng phan hdi vé
boan Trudng.



QUAN TRI - QUAN LY

4. Pé xuit, kién nghi

Qu4 trinh nghién cifu dé tai: “Pdnh gid chat
lugng webstie Poan Trudng Du lich - Pai hoc
Hué&” da dat dugc nhitng k€t qua nhu sau:

% Uu diém ctia Website:

- Sy hoat dong manh mé va hiéu qua cia Poan
TNCS Hb Chi Minh Trudng Du lich - Pai hoc Hué&
gitip cho Webstie dugc hoat ddng manh mé hon.

- C6 d6i ngii nhan vién chuyén vé website.

- Thi€t k& website hai hoa, dep. Thong tin
ngin gon, stic tich, dé hi€u.

% Nhugc diém ciia Website:

- Chua c6 trang Fanpage Facebook d€ lién két
quing ba thém vé website.

- Méi thanh 1ap nén con nhiéu thong tin chua
dudc cAp nhat mot cich ddy di nhat.

- T6c dd truy cap vao webstie chua cao.

P& cdc gidi phdp ning cao hoat dong clia
website Poan Trudng Du lich - Pai hoc Hué dudc
tot, tic gid dé xud't mot sd gidi phdp sau:

TAILIEU THAM KHAO:

- Chi trong dén thdng tin clia webstie, nén
thudng xuyén cap nhat nhitng thong tin, hoat dong
ciia BPoan Trudng trén website.

- Tdng cudng va ning cao hé thong bdo mat
clia website nhim tao sy tin tudng cho ngudi sit
dung.

- Tdng cudng va ning cao toc dd truy cip vao
website va tim ki€m thong tin trong website.

- Lap trang Fanpage Facebook chinh cho Poan
TNCS Hé Chi Minh dé cap nhat thém thong tin va
chia sé vé website.

5.Han ch& ciia dé tai nghién cifu

Do diéu kién gidi han vé mit thoi gian va tinh
hinh dich Covid-19, chi phi va tdng thé thyc hién
nghién cifu nén chua ddnh gid t6t cdc nhan td
dnh hudng dé€n hoat dong clia website. Thém
nita, diy 12 dé tai nghién citu ddu tién nén cd sé
nén tidng ki€n thitc 1y thuy&t va thuc tién chua dd
din d&€n mdt s6 phan tich va gidi phdp chua tip
trung sdu W
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ABSTRACT:

The complicated developments of the COVID-19 pandemic in Vietnam in particular and in
the world in general have changed our lives, awareness and thinking. Work from home and
distance learning have become more popular and the Internet plays an increasing important role
in the education field. As the Ho Chi Minh Communist Youth Union and student clubs of the
Tourism School (Hue University) works strongly and effectively, the school established a
e-commerce website of the schools Ho Chi Minh Communist Youth Union. The school
recognizes that the service quality plays a key role in the websites success. This paper is to assess
this websites service quality and poitns out issues relating to the service quality of website. Based
on the paper’s findings, some standards are proposed to impove the websites service quality.

Keywords: Ho Chi Minh Communist Youth Union of Tourism Schools website, service
quality, comparison.
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