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Tém tit:

Bai viét nay tim hiéu anh huong cia sie hai long téi hanh vi mua lai cdc khéa hoc tiéng Anh
truee tuyén cia nguoi di lam tai Viét Nam. Qua cude khao sat triee tiép véi hon 200 nguoi dang
theo hoc cac khoa hoc Topica Native, nghién cuu da xdac dinh, khi nguoi hoc hai long o mirc
diém HL = 5 thi xdc sudt (p) dé ngueoi ding dé tiép tuc mua cdac khéa hoc truc tuyén lén t6i
77.5%. M6 hinh nghién cieu véi cdc yéu té cau thanh nén chdt lwong dich vu nhw gidng vién,
phuong tién va dich vu hé tro, gia tri khoa hoc va gia ca duwoc kiém dinh va khcfng dinh, 3 yéu
16 phuong tién va dich vu ho tro, hoc phiva gia tri khoa hoc co anh huong tich cyc toi sy hai
long ciia nguoi hoc véi mire do tac dong giam dan. Trén co sé do, tac gia da dé nhitng gidi
phdp phit hop nham ting kha ning mua lai ciia nguoi hoc trén nén tang true tuyén cia Topica
Native, ddic biét la lam sao dé cdi thién phuwong tién va dich vu ho tro cia nguoi hoc truc tuyén.
Tiwr khéa: Khoa hoc truc tuyén, su hai long, quyét dinh mua lai.

Ma JEL: C30, C34, C51, C91

The effect of customer satisfaction on repurchase decision of e-learning platform’s
learners: The case of Topica Native

Abstract:

This study investigates effects brought by satisfaction on the repurchase decision of online
English courses by employees in Vietnam. A survey over more than 200 customers who were
attending Topica Native courses was conducted, and the study determined that when the
learner was satisfied at the satisfaction grade of five scores, the probability (p) for that learner
to continue his/her purchase of online courses reached up to 77.5%. The research model with
the constituents of service quality such as lecturers, facilities and support services, course
value and price that were tested and identified, 3 factors, including facilities and support
services, tuition and course value had impacts on the learner s satisfaction with the influences
gradually decreasing. On that basis, we propose appropriate solutions to increase the ability of
acquisition by learners on Topica Natives online platform, especially to address the problem
of how to improve support facilities and services for online learners.

Keywords: Online courses, customer satisfaction, repurchase decision.
JEL code: C30, C34, C51, C91.
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1. Giéi thiéu

Khéach hang mua lai trg thanh mét chi s6 do luong
két qua thuc hién (KPI) quan trong trong danh gia
chét lugng san phém/ dich vu va hoat dong marketing
ciia mdi doanh nghiép. Cung véi sy phat trién cia
cong ngh¢, dac biét 1a cong nghé thong tin, hoc tryc
tuyén ngay cang dugc tmg dung rong rii, mang lai
gi4 tri cho ca ngudi hoc va ngudi cung cép dich vu.
Thi truong dao tao truc tuyén ngay mot soi dong,
viéc duy tri va ting cuong luong mua cua khach
hang 14 vo ciing can thiét ddi voi cac don vi cung
cip co canh tranh gay git hon. Topica - don vi tién
phong trong cung cap dich vu ddo tao truc tuyén &
Viét Nam ciing dang dbi mat v6i tinh trang trén.

“Hoc moi noi, hoc moi luc, hoc sudt doi”, “Day
cho moi nguo6i voi moi trinh do tiép thu khac nhau”;
“Gitp cho ngudi hoc dat dwoc nhitng kién thirc va
k¥ nang, co thé tiép tuc viéc hoc 6 moi lic, moi noi”
1a khau hiéu ma UNESCO dit ra cho gido duc & thé
ky XXI. Mot trong nhimg giai phap dé thuc hién
nhi¢ém vu do, chinh la tan dung loi thé ctia cudc cach
mang cong nghiép 4.0, day va hoc trén nén tang truc
tuyén - E-learning. Viéc day va hoc khong con bi
giéi han trong nha truong ma di mé rong hon vé
khong gian, thoi gian va hinh thire, tao ra sy canh
tranh khéc liét gitra cac don vi cung cép dich vu.

Vi E-learning, lya chon cua nguoi hoc khong
con bi gii han boi bat ctr rao can vé dia 1y hay thoi
gian. Ho hoan toan c6 thé chu dong quyét dinh lya
chon chuong trinh, thoi gian va cach thic phu hop.
Céc don vi cung cip chwong trinh hoc truc tuyén
khong chi ding lai ¢ cu hoi: “Lam thé nao dé
nguodi hoc chon chung ta?”, “Lam thé nao dé tim
kiém nguoi hoc méi?” ma con 1a “Lam thé nao dé ho
nhd toi ching ta?” “Lam thé nao dé nguoi hoc chon
ching ta mot 1an nita?”. Long trung thanh va sy mua
lai cua khach hang tré thanh muyc ti€u cia cac don vi
cung cép dich vu dao tao truc tuyén.

Ty 1¢ khach hang (nguoi hoc) quay lai (quyét dinh
mua lai) tré thanh mot trong nhimng yéu t6 thé hién
sy trung thanh cia ngudi hoc ngay cang dugc quan
tam. Mdi quan tdm cua bd phan Marketing & céc
don vi dao tao truc tuyén (dac biét voi cac chuong
trinh dao tao ngén han) s€ khong dung lai ¢ viéc tim
kiém va thu hat ngudi hoc méi nita. Ho can dau tu
thoi gian va cong sirc dé trién khai qué trinh gia ting
doanh thu tr khach hang hién dang c6 (Retention
Process) dé gia tang sy hai long cua ho (Customer
Satisfaction) va khai thac gia tri tron doi cua khach

hang Customer Lifetime Value - (CLV). Diéu nay
khong chi giap tao nén nhém khach hang trung
thanh ma con gop phan tiét kiém chi phi.

Vay, liéu rang quyét dinh mua lai san pham cua
ngudi hoc c6 chiu anh huong béi sy hai long cua ho
hay khong? Li¢u, khi gia tang sy hai long cua nguoi
hoc, co hoi ho tiép tuc mua cac khoa hoc tiép theo
nhu thé nao? D6 chinh 13 cau héi ma nhom tac gia
dat ra dé tim kiém ciu tra 10i tir nghién ctru nay.

2. Tong quan nghién ciru

Lam sao d¢ gia tang ty 1¢ khach hang mua lai 1a
chu dé da duoc quan tdm nghién ctru thong qua cac
chu d& vé sy hai long ciia khach hang. Song, van
con nhiing tranh luan lién quan téi viéc, li€u su hai
long trong qua khtr ¢6 anh huéng dén hanh dong
mua trong tuong lai hay khong bdi cac nghién ctu
dé ching minh tac dong cu thé cia su hai 1ong t6i
quyét dinh mua lai cua khach hang lai chua nhiéu.
bac biét, vdi cac chuong trinh dao tao tryc tuyén, thi
céc nghién ciru twong tu lai cang hiém.

2.1. Khdi niém sw hai long

Oliver (1997) cho rang su hai long 1a phan tng
ctia khach hang d6i voi viéc mong mudn cua ho
dugce dap ung. Pinh nghia niy c6 ¥ rang suw théa
man chinh la hai long cua nguwoi khdach hang trong
vigc tiéu dung dich vu hodc san do dap vng nhitng
mong muon ciia ho, gom mirc 4o dap tmg trén mirc
hay duéi mic mong mudn. Theo Tse & Wilton
(1988), su hai long la su phan ung cua nguoi tiéu
dung khi woc lwong sw nhdn duwoc trdai nguoc gitta
mong muon truée do va két qua thiee sy nhie cam
nhdn cua minh sau khi tiéu dung.

Kotler & Armstrong (2014) thi cho ring sy hai
long cua khach hang 1a mtrc d6 trang thai cam giac
ctia mot ngudi bit ngudn tir viée so sdanh két qua thu
dwege tir san pham/dich vu véi nhitng ky vong cia
nguoi do. Ky vong la muc gia tri lgi ich ma khach
hang mong doi s& nhan duoc tir san pham trén co s&
hiéu biét va kinh nghiém cii. Ky vong cao c¢6 thé dan
t6i hanh vi mua nhung c6 thé s& lam giam cam giac
hai long. C6 thé noi, sy hai long cua khach hang 1a
mot cam giac vé tim 1y sau khi nhu cu ctia khach
hang dugc lam thoa man boi dich vy, san phém. Cam
giac éy dugc hinh thanh dya trén viéc trai nghiém
san pham, sau d6 ho s& co so sanh giita ky vong va
thuc té. Néu khong co sy trai nghiém thi khach hang
kho c6 thé dua ra y kién hai long hay khong.

2.2. Cdc yéu té anh hwéng dén sw hai long
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Zeithaml & Bitner (2000) cho rang, sy hai long
ctia khach hang bi tac dong boi nhiéu yéu t6 nhu:
Chat lugng san pham, chét lugng dich vu, gia ca
va cac yéu t khac. Ly do 1a chat lugng dich vu c6
lién quan dén viéce cung cép dich vy, con su hai long
chi danh gia duogc sau khi da sur dung dich vy; nhu
vay, chét lugng dich vu, chét lugng san phé‘im, gia
ca va sy hai 1ong ctia khach hang c6 lién quan dén
nhau. Cronin & Taylor (1992) va Kotler & Keller
(2009) cho ring, dich vu c6 chét lugng cao thi ciing
c6 nghia co hi dat dugc su hai long cua khach hang
cling cao hon.

Pham Thi Lién (2016) cho rang su hai 1ong cua
ngudi hoc (sinh vién) bi anh hudng béi 4 nhén té: co
s& vat chat, chuong trinh dao tao, giang vién va kha
ning phuc vu. Két qua nghién ctru cho thiy co so vét
chat cang 6t thi murc d6 hai 10ng ciia sinh vién cang
cao; Chat lugng ciia chwong trinh dao tao cang t6t thi
murc d6 hai long cua sinh vién cang cao va Kha nang
phuc vu ctia can bg, nhan vién trong truong cang tot
thi mirc do hai long ctia sinh vién cang cao vai hé s6
anh huéng lan luot 12 0.318, 0.226 va 0.357.

Pham (2019) nghién ctru anh hudng cia chét
luwong dich vu dao tao tryc tuyén toi sy hai long cua
nguoi hoc va duara két luan khéng dinh chat luong
hé thdng thong tin, chat luong doi ngii giang vién,
chét luwgng dich vu hd tro dao tao anh huong dén su
hai 1ong ctia sinh vién. Két qua nghién ctru cho thiy:
su hai long cua sinh vién lan luot tang 0.569, 0.624,
0.787 va 0.944 khi chit luong hé thong thong tin,
chét lugng doi ngii giang vién, chét lugng dich vu
dao tao hd trg 1an luot ting 1 don vi.

Nhu vy, ¢6 thé thay su hai long ciia khdch hang
bi tac dong boi: giang vién, dich vu hé tro va dao
tao, gid cd. D& tai clia tic gia s& tap trung vao nghién
clru cc yéu t6 nay dé nhan biét duoc sy hai 1ong cua
khach hang. Bén canh do, do hoc vién tai TOPICA
Native khi tham gia hoc tdp ngoai viéc hoc tap voi
giang vién, trai nghiém dich vu hd tro va dao tao, y
thuc vé gia ca, ho con dugc trai nghiém cac dich vy
gia tri gia tdng khac. Trong nghién clru nay, tac gia
cho rang su hai 10ng ctia khach hang s& bi anh hudng
boi 3 yéu td da duoc cong nhan tir cac nghién ctru
trén: giang vién, dich vu dao tao va hd tro, hoc phi
va cac dich vu gia tri gia tang.

2.2.1. Giang vién

Mdi quan hé giira giang vién va sy hai long ciia
ngudi hoc duoc khang dinh qua nhiéu nghién ciru.
Snipes & Thomson (1999) tim hiéu cac nhan t6 tac

dong dén chat lugng cam nhén trong dao tao dai hoc
cua sinh vién qua diéu tra y kién sinh vién 6 truong
dai hoc c6 quy md vira va nho tai 3 bang cua Hoa Ky
va két qua cho thay sy cam thong va quan tAm cua
giang vién dén sinh vién 1a yéu t6 quan trong nhat
cho dénh gia chat luong.

Nghién ctru ctia Nguyén Thanh Long (2006) st
dung thang do Servperf danh gia chat luong dao tao
qua danh gia cua sinh vién tai truong dai hoc nay.
Nghién ctru d3 chi ra, giang vién la thanh phan quan
trong nht tac dong dén sy hai 1ong cua sinh vién.
Hai thanh phan c6 tac dong dang ké tiép theo 1a co
s& vat chat va su tin cdy vao nha truong.

Tiép thu két qua nghién ctru cua Snipes &
Thomson (1999), cung véi thang do trong md
hinh Servperf, trong nhi€n clru nay tac gia st dung
cac thang do danh gia chat lugng vé chuyén mon,
phuong phap truyén dat, sy san long giai dap thic
mic ctiia ngudi hoc dé danh gia giang vién.

2.2.2. Dich vu ddo tao va hé tro

Trong nghién ctru nay tac gia tiép thu mot phan
quan diém cua Pham (2019) va Chai Har Lee &
cong su (2010) vé dich vu hd tro hoc vién theo hoc
chuong trinh hoc truc tuyén. Do d6, chat luong cua
cac dich vu hd tro s& duoc danh gia dya trén: chuong
trinh dao tao, ngi dung dao tao, dich vu cham soc
khac hang va phuong tién hd tro.

2.2.3. Hoc phi

Hoc phi 1a khoan tién nguoi hoc phai nop dé chi
tra mot phﬁn hodc toan bd chi phi cia dich vu gido
duc, dao tao. Murc hoc phi dugc xac dinh theo 10
trinh bao dam chi phi dich vu giao duc, dao tao do
Chinh phu quy dinh. Trong nghién ctru nay, tac gia
quan tam td&i hoc phi — chi phi hoc vién chi tra cho
mot chuong trinh dao tao Topica Native. Mdi 1§
trinh/khoa hoc khac nhau c¢6 mirc hoc phi khac nhau.

2.2.4. Dich vu gia tri gia tang

Gia tri gia tang la thuat ngir dung dé chi gid tri
tang thém dugc tao ra & mdi giai doan nhét dinh cua
qua trinh st dung san pham cua khach hang. “Dich
vu gié tri gia ting” (value-added service), duoc hiéu
1a nhimng gia tri cong thém mang dén cho khach
hang, khach hang dugc hudng khi str dung mot dich
vu/san pham nao do. Trong pham vi nghién ctru lan
nay, tdc gid dinh nghia dich vu gia tri gia tang la
nhiing dich vu dugc cung cip bo sung nhim mang
dén cho hoc vién cac gia tri méi khi ho tham gia hoc
tap tai Topica Native (cac chinh sach tri an khach
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hang, tai liéu ting kém mién phi,...).

2.3. Hanh vi mua lgi va cic yéu té anh huong
dén hanh vi mua lai

Hui & Zhao (2004) sir dung dinh nghia vé long
trung thanh (Customer Loyalty) dé mé ta vé hanh
dong mua lai. Ho xem long trung thanh nhu mét
thai d6 thay vi coi 1a hanh vi, giéng nhu ¥ dinh mua
lai. Va hanh dong mua lai chinh la hanh ddng trung
thanh (Behavioral Loyalty).

Hennig-Thurau (2004), Narayandas (1998) va
Zineldin (2006) cho rang hanh vi mua lai dwoc coi
la xudt hién khi ho mua lai san pham giong nhw san
pham da timg mua ciia doanh nghiép. Trong khi do,
Hume & cong su (2007) cho rang hanh dong mua
lai duoc dinh nghia bang viéc khdch hing quyét
dinh tham gia vao cdc hoat dong mua bdn tiép theo
véi doanh nghiép, khong nhat thiét 1a san pham tiép
theo mua phai gidng san pham cil.

Trén thé gi6i, dd co rat nhiéu cong trinh nghién
ctru vé quyét dinh mua lai cia khach hang. Lee &
cong su (2011) cho réng, quyét dinh mua lai truc
tuyén bi anh huong boi cac yéu td: nhan thic gia
tri, nhan thirc dé su dung, nhan thirc hiru ich, uy tin
thuong hi¢u, tinh bao mat, niém tin, do tin cay va
chtc nang, trong d6: (1) Nhdn thirc gia tri 1a cam
nhan cia khach hang vé gia tri san pham d6i véi
ho. Nhan thirc nay khong lién quan nhiéu toi gia tri
trén thi truong ma tap trung vao kha nang lam thoa
mén nhu ciu cua khéach (Hume, 2008; Guenzi &
cong su, 2009); (ii) Nhdn thirc dé sir dung trong boi
canh nghién ctru nay dé cap dén muc do ma nguoi
tidu dung tin ring mua sdm truc tuyén s& khong mat
cong stc (Chiu & cong su, 2009); (iii) Nhadn thirc
hitu ich dugc dinh nghia 1a mic d6 ma nguoi ti€u
dung tin rang viéc mua hang tryc tuyén s& nang cao
hiéu suét giao dich cua ho

Khi nghién ctru vé sy mua lai ctia khach hang,

Wong & Lee (2016) cho ré“mg, ¥ dinh mua lai bj tac
dong béi niém tin cua khdch hang vé san pham va
dich vu. Niém tin sé bi anh huwong boi sy thod man
ciia khach hang. Két qua nghién ctru da chi ra ring,
co hoi khach mua lai san phém s€ cao hon khi ho hai
1ong v6i san pham/dich vu. Tir d6, tac gia da dé xuat
thuong hiéu can tap trung nang cao chit lugng san
phém, dich vy, luu y dén nhan thirc can bﬁng vé gia
dé tang su hai 1ong ctia khach hang, tir 6 ty 1& mua
lai s& tang.

Wong (2004) khi nghién ctru quyét dinh mua lai
cua khach hang véi thuong hiéu dich vu xe khach
cho rang niém tin tic dong manh mé dén y dinh mua
lai ctia khach hang, ma niém tin bi 4nh huéng boi
su hai 1ong ciia khach hang. Cac bién doc lap anh
huong dén sy hai long ciia khach hang bao gom:
chét luong dich vy, chét lugng san phérn va nhan
thirc cong bang vé gia. Két qua cho thiy: Nhan thirc
chat lwong dich vu c6 tac dong manh mé& nhét t6i su
thoa mén cta khach hang, sau 6 dén chét lugng san
phim va cudi cung 1a nhén thic cong bang vé gia.
Thém nira, sy hai long c6 tac dong manh mé dén
niém tin (hé s6 anh hudng 0.99) va tham chi c6 anh
huong truc tiép dén quyét dinh mua lai (hé sb6 anh
hudng 0.94). Niém tin duoc két luan ¢6 anh huong
dén quyét dinh mua lai v6i hé sé anh huong 0.95.
Nghién ctru két luan rang, khi khach hang cé trai
nghiém tt vé chat lugng dich vy, san phélm va nhan
thirc cong bang vé gia thi sy hai long, niém tin s& c6
chiéu hudng tich cuc va xac suit mua lai cta khach
hang s& cao hon.

2.4. Dé xudit mé hinh nghién ciru

Nhur vy, c6 thé thay sy hai long cia khach hang
bi tac dong boi nhiéu yéu t6 khac nhau, song trong
bdi canh nghién ctru v& dich vu dao tao tiéng Anh
tryc tuyén cho nguoi di lam, tac gia lya chon 4 yéu
t6 di duoc cong nhan tir cic nghién ciru trén: chét

Hinh 1. Mé hinh nghién ciru d& xuét
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Nguon: Nghién cieu ciia nhém tac gid (2020).
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luong san pham, chit lugng dich vu, gia ca va gia
tri gia ting, 1a cdc yéu té c6 anh huong truc tiép t6i
su hai 1ong va sy hai long 1a bién s6 ¢6 anh huong
to1 quyét dinh mua lai cua nguoi hoc. TAt nhién, bén
canh do, s& con mot sb yéu t6 khéac c6 anh hudng toi
quyét dinh mua lai ctia hoc vién ma tac gia chua dua
vao nghién ctru.

Mdi quan hé tic dong giita cac yéu td trong mo
hinh (Hinh 1) dwoc ly giai nhu sau: quyét dinh mua
lai s€ dugc thyc hién sau khi nguoi hoc da su dung
va trai nghiém hoc tap chuong trinh hoc truc myén.
Hoc vién s& duoc truc tiép tham gia chuong trinh
dao tao, ndi dung dao tao, hoc cung cac giang vién,
tuong tac voi by phan cham séc khach hang, si
dung cac phuong tién ho tro, chi tra hoc phi va nhan
chc gia tri gia ting. Trong sudt qua trinh d6, ho s&
hinh thanh tam 1y hai long hodc khong hai long véi
chuong trinh. TAm 1y nay s& anh huong dén quyét
dinh mua lai (gia han) cac goi hoc trong tuong lai
ctia ho. Tir d6, nhom tac gia hudng tdi cac gia thuyét
nghién ctu:

HI: Giang vién co tac dong tich cuc dén sw hai
long;

H2: Dich vu hé tro va ddo tao ¢é tdc dong tich
cue dén sw hai long;

H3: Hoc phi co tac dong tich cuc dén sw hai long;

H4: Gia tri gia tang co tac dong tich cuc dén su
hai long;

H5: Sy hai long co tac dong tich cuc toi hanh vi
mua lai/gia han goi hoc.

3. Phwong phap nghién ciru

3.1. Nghién ciru dinh tinh

Tac gia thuc hién nghién ctu dinh tinh dé xay
dung mo6 hinh nghién ctru va hoan thién céc thang
do cho phu hop v6i dic diém cua hoc vién da ting
theo hoc tai Topica Native. Tu do6, xdy dung bang
cau hoi va lya chon cach thuc t1ep can phu hop trong
bbi canh Covid19. Do han ché vé thoi gian va ngudn
luc, tac gia chi thyc hién nghién ctru dinh tinh duoi
hinh thirc phong van sdu ca nhan. Déi tuong dugc
phong van 1a mot sd hoc vién da tung theo hoc tai
Topica Native. Tac gia tién hanh chon mu theo
phuong phap chon mau tién loi.

Trong qua trinh thyc hién phong van, dir lidu
dugc tac gia ghi chép lai trén gidy. Pong thoi dé
cudc phong van duge dam bao chinh xac va khong
bo qua nhitng phat hién quan trong, tac gia ghi am
va xem xét lai. Vi két qua nghién ctru dinh tinh,

tac gia da xay dung dugc bang cau hdi phu hop véi
khach thé va chu dé nghién ctru, lam co so dé tién
hanh nghién ctru dinh lugng.

3.2. Nghién ciru dinh lugng

3.2.1. Thu thap dir liéu

Tir mé hinh nghién ciru bao gém: bién doc lap
“Giang vién”; “Dich vu hd tro va dao tao”; “Hoc
phi” va “Gia tri gia ting” va cac bién phy thudc 1a
“Su hai long” va “Quyét dinh mua lai”, tac gia da
tién hanh xdy dyng cac gia thuyét nghién ctru va do
luong su dong tinh ctia ngudi tra 11 v6i phat bicu vé
cac bién doc 1ap va phu thudc qua thang do Likert 5
mirc do: tir 1 (rit khong dong ¥), 2 (khong dong v),
3 (khong co ¥ kién), 4 (ddng y) dén 5 (rat dong ¥).
Céc cau hoi phong véan tac gia dua ra duoc xay dung
bang viéc bam sat gia thuyét va mé hinh nghién ctru.
Cuobi cling, cac dir liéu dugc phan loai va xir 1y bang
phan mém SPSS 20.0 va Amos dé dua ra két luén va
kién nghi gidi phéap.

Tac gia tién hanh thu thap dit liéu cho nghién ctru
dinh Iuvgng qua hinh thiic bang khao sat. Do anh
huong cua Covid19, tac gia tién hanh thu thap ¥ kién
cua cac hoc vién da va dang theo hoc Chuong trinh
Topica Native bang cach gtri email tdi cac tat ca cac
account khach hang va thuc day nguoi hoc tra 10
thong qua viéc cung cap thém tai lidu hd trg hoc tap.

Dua vao Tabachnick & Fidell (1996), tac gia da
x4c dinh quy mdé mau téi thiéu can dat dé co thé
phan tich hdi quy tuyén tinh thi co miu tdi thiéu
can phai dat duogc: n = 50 + 8m. Trong d6: (i) n 1a
quy md mau dicu tra; (ii) m 1a s6 lugng nhan té doc
lap. Nhu vay, mau nghién ctru véi n = 50 + 8*7 =
106 quan sat la c6 thé chdp nhan duoc. Két qua, sau
1 tudn giri dén hoc vién theo danh sach hoc vién
dudi su cho phép cua Topica, tac gia da nhan duoc
221 phan hoi tir nguoi hoc — nhimg ngudi hoc co
phan ung tich cuc vdi cac hoat dong tir Topica. Co
thé khing dinh, mau nghién ciru thu duoc mang tinh
ngau nhién kha cao va két qua nghién ctru thu duoc
tr nhiing hoc vién c¢6 tinh than hoc tap tdt, va co su
hop téc véi dich vu cung cap boi Topica Native.

3.2.2. Phan tich dir liéu

Céc tac gia di tién hanh phan tich do tin cay cua
thang do qua hé s6 Cronbach Alpha. Sau do, bang
phan tich nhan t6 kham pha EFA, tac gia chon loc
dugc ra cac bién c6 gi tri cho nghién ctru, tac gié su
dung mo hinh phan tich mo hinh mang SEM dé tim
ra mbi quan hé gitra cac yéu t6 anh huong va su hai
1ong, tim ra dugc mirc ¢ anh hudng cia cac yéu to
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Bang 1. Két qua kiém dinh gia thuyét

Gia Mobi quan hé R SE CR P-value Bfic bé/
thuyét Chap nhin
H1 HL<- GV .047 .110 433 .665 | Bac bo
H2 HL<- GTGT 215 .056 3.831 .000 | Chép nhan
H3 HL<-DVHTDT 411 116 3.547 .000 | Chép nhan
H4 HL&- HP 397 .067 5.942 .000 | Chép nhan

Nguon: Nghién ciru ciia nhom tac gid (2020).

dén su hai 10ng 1a nhu thé nao. Dé tim ra dwoc mirc
d6 anh hudng cua 4 yéu to: Giang vién, Phuong tién
va dich vu hd tro va dao tao, Hoc phi va Gia tri gia
tang to1 su hai long clia nguoi hoc, tac gia su dung
mo hinh phan tich mo6 hinh SEM.

Bén canh d6, v6i bién phy thudc 14 “hanh dong
mua lai”, tic gia st dung co sé di li€u sin ¢ vé
hanh vi mua lai cia nguoi hoc va ma héa thanh bién
nhi phan (0) — Khong mua lai; (1) C6 mua lai va st
dung md hinh phan tich Binary logistic dé tim ra
mdi quan h¢ giira quyét dinh mua lai va sy hai long,
du doan sy anh huong cua sy hai 1ong dén quyét
dinh mua lai ctia khach hang.

4. Két qua nghién ciru

4.1. Phan tich cdc yéu to anh hwong dén sw hai
long

Phuong phép phan tich mé hinh SEM bang phan
mém SmartPLS duoc st dung dé kiém dinh mé hinh
nghién ctru. M6 hinh kiém dinh murc d6 tac dong cua
4 yéu t6: (1) Giang vién; (2) Dich vu hd trg va dao
tao; (3) Hoc phi va (4) Gia tri gia tang. Két qua udc
lwong mdi quan hé giita cac khai niém nghién ciru
cho thay chi c¢6 3 yéu t6 tic dong dén sy hai long &
murc ¥ nghia théng ké 5%. Gia thuyét H1 vé giang
vién c6 tac dong dén sy hai 10ng nhung lai khong thé
hién y nghia thdng ké & muc 5%. Két qua kiém dinh
gia thuyét duoc trinh bay tai Bang 1.

- Gia thuyét H1 cho rang yéu tb giang vién c6 anh
huong dén sy hai cua nguoi hoc. Két qua ude luong
SEM cho thiy yéu t6 nay c6 mdi quan hé thuan
chiéu v6i su hai long thé hién qua hé sé p = 0,253;
tuy nhién udc lugng nay dat ¥ nghia thong ké tai p
= 0,665>0,1 nén khong c6 ¥ nghia vé mit thong ke.

Do vay, chua thé két luan duoc viée giang vién co
anh huong thuan chiéu t6i sy hai long cua hoc vién.

- K¢é tiép, gia thuyét H2 cho rang gia tri gia ting
c6 anh huong dén sy hai long cua hoc vién theo hoc
tai TOPICA Native. Két qua phén tich mé hinh céu
tric tuyén tinh SEM cho thay yéu t6 gia tri gia ting
v6i s hai long c6 mdi quan hé thuan chiéu, tuyén
tinh thong qua trong s6 anh huong p= 0,215 va dam
bao ¥ nghia théng ké cia mdi quan hé nay vé6i do tin
cay 95%. Do do, gia thuyét duoc chép nhéan. Diéu
nay c6 nghia la ngudi hoc sé c6 thé nang cao sy hai
long cua minh danh cho khoéa hoc néu ho duoc trai
nghiém nhiéu dich vy gia ting khac nhu nhan sach
dién tir mién phi lién quan dén chuong trinh hoc,
gitip ho nang cao kha ning néi Tiéng Anh bén canh
cAc gido trinh da co san.

- Quan trong va rat dang dé quan tdm hon ca 1a
gia thuyét H3. Gia thuyét H3 phat biéu rang dich vu
hd tro va dao c6 anh huong rat 16n dén sy hai long
ctia hoc vién ddi véi chuong trinh hoc truc tuyén tai
TOPICA Native. Dua trén két qua mé hinh céu trac
tuyén tinh (SEM) cho thiy dich vu chim séc khach
hang c¢6 mdi quan hé thuin chiéu véi su hai long,
didu nay thé hién qua hé sb tic dong 16n nhit p =
411 va p = 0,000 < 0,1. Nhu vay, hoc vién s¢ cam
thdy vo cuing hai long néu nhu chuong trinh dao tao
dugc xay duyng bai ban, hitu ich, phu hgp voi trinh
d6 cia mdi hoc vién, dong thoi dap ing cac yéu cau
phat trién vé giao tiép Tiéng Anh cua hoc vién trong
twong lai. Ho ciing cam thiy hai 1ong hon néu nhu
céc ndi dung dio tao bao gdm ndi dung giang day,
céc bai kiém tra va bai tap vé nha hudng téi muc tiéu
chuin dau ra va thich hop vdi trinh d9 cua ho.

- Cudi cung 1a gia thuyét H4. Gia thuyét H4 cho

Bing 2. Két qua kiém dinh hé s6 hdi quy bién nhi phin

B Hé s6 Wald df Gia tri sig
Buéc1?
Hailong 1.149 36.114 1 .000
Hing s6 -4.506 10.608 1 .0001

Nguén: Nghién citu ciia nhom téc gia (2020).
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Béang 3. Mirc d§ du bao chinh xac

Du bao
Kha ning mua lai Ty 1€ diung
Quan sat Khéng C6
Buée 1 Kha nang mua lai
0.00 Khong 106 26 80.3
1.00 Co 27 62 69.7
Ty 1é du doan dung chuén hoa 75.6

Nguon: Nghién ciru ciia nhém tac gia (2020).

rang hoc phi ¢6 anh huong dén sy hai long ddi véi
hoc vién ciia TOPICA Native. Thong qua kiém dinh
mé hinh ciu trac tuyén (SEM) cho thdy tai liéu
nghién ctru ¢6 mdi twong quan thuan, tuyén tinh véi
murc do hai 1ong thé hién qua hé sb tac dong p=,397
va ude lugng nay co y nghia thong ké tai p = 0,000.
Chinh vi vay, gia thuyét dugc chdp nhan. Diéu nay
thé hién rang, khi hoc phi chuong trinh dua ra twong
xtng voi chat lugng hoc vién duge nhéan, hop 1y
hon so v&i cac thuong hiéu khac cung cap clng san
pham (tiéng Anh truc tuyén) thi sy hai long danh
cho chuong trinh s€ cang nang cao.

Nhu véy, qua phan tich mé hinh SEM kiém dinh
cac gia thuyét, ta nhan théy yéu t6 dich vu hd tro va
dao tao c6 trong s anh huong 16n nhat dén sy hai
long ctia khach hang (B = ,411), sau d6 dén yéu té
hoc phi (B =,397) va cudi cung 1a gia tri gia ting (B
= ,215). Day la ba yéu t o trong sé anh hudng 16n
nhét, ciing 1 yéu t6 TOPICA Native can cha y néu
mong mudn gia ting su hai long ctia ngudi hoc véi
chuong trinh hoc. Tir két luan nay, tac gia tiép tuc
phan tich cac danh gia ciia nguoi hoc vé ba yéu to:
dich vy ho tro va ddo tao, hoc phi va gia tri gia ting
dé rat ra duoc két luan cudi cliing.

4.2. Anh hwéng ciia sw hai long dén quyét dinh
mua lgi

D¢ kiém dinh mdi quan hé giita quyét dinh mua
lai va sy hai long ctia nguoi hoc, tac gia st dung
phan tich M6 hinh hdi quy nhi phan Binary Logistic.
Thuc hién hdi quy Binary Logistic, tac gia thu duoc
két qua nhu trinh bay tai Bang 2.

Trong Bang 2, hé s6 sig cua kiém dinh déu < 0.05
(d6 tin cay 95%). Piéu nay c6 y nghia khang dinh
rang sy hai 1ong c6 anh hudong dén quyét dinh mua
lai ctia khach hang. Dé kiém dinh mtrc d6 phu hop
cua mo hinh, tac gia dya trén mic d§ du bao chinh
xac va mirc d§ phu hop ctia mé hinh:

Mirc d6 du bao chinh xac & Bang 3 cho thiy phan
loai hoc vién mua lai va khong mua lai theo hai tiéu
chi: quan sat va du doan. C6 thé thay rang, s6 luong
nguoi hoc c6 mua lai khod hoc 1a 89 nguoi trong
d6 mo hinh du bdo ding 62 nguoi nén ta co ti 1€ du
bao chinh xac 1 69,7%; s lugng ngudi hoc khong
mua lai khoa hoc 1a 132 trong d6 mé hinh du bao
dang 106 tuc chiém 80,3%. Vay mo hinh dy bao
chinh xac 75,6% (Vé mat ly ludn, mé hinh chi can
trén 50% la dugc chip nhan)

Murc d6 phu hop ciia mo hinh dugc xac dinh dua
vao kiém dinh Omnibus v6i hé sb sig 14 0.00 < 0.01
(voi do tin cay 99%). Nhu vay, cac bién doc 1ap co
quan hé tuyén tinh véi bién phu thudc trong tong
thé. No6i cach khac, mé hinh Iya chon 1a phu hop.

Bang 4. Mirc do phu hop ciia mé hinh

Gia tri Chi binh phuwong Df Gia tri sig.
Budc 1
Budc 50.270 1 .000
Block 50.270 1 .000
M$ hinh 50.270 ] 000

Nguon: Nghién civu ciia nhém tac gia (2020).
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Tir céc két qua phan tich trén, ta c6 phuong trinh
hdi quy nhu sau:

log. ™ _ 4506 +1.149 x HL

PO

Bién su hai 1ong c¢6 hé sé B (1.149) > 0 cho thiy ¥
nghia sy hai long c6 anh huong thudn chiéu déi véi
quyét dinh mua lai cua khach hang. Cu thé 1a, néu
su hai long tang 1én 1 diém phan tram thi xac suit
ngudi hoc mua lai san pham sé tang 1,149%:

Thém nita, khi nguoi hoc hai long & murc diém
HL = 5 thi x4c suit (p) dé ngudi dung d6 mua lai
san pham la:

e—4—.506+1.149X5

P (1/0)=—— =77.5%

—4.506+1.149X5
Nhu vay, két qua nghién ctru da khang dinh su hai
1ong ctia ngudi hoc ¢6 tac dong rat 1on toi quyét dinh
mua lai cua ho. Sy hai long bi tac dong boi 3 yeu to:
dich vu hd trg va dao tao, hoc phi va gia tri gia tang.
Néu TOPICA Native mong muén ting ty 1¢ mua lai
cuia khach hang, ting s6 lugng nguoi hoc quyét dinh
mua lai khod hoc thi can cai thién su hai long cua ho.
5. Két luan
Trong bdi canh thi trudng gido duc truc tuyén
ngady cang trd nén canh tranh hon, mdi thwong hiéu
khong con chi tip trung vao chién luoc tim kiém
khach hang méi ma ho can hudng dén nhing chién

Tai liéu tham khao

lugc khac biét hoa, dem lai gia tri 1au dai xuyén subt
vong doi khach hang, khién khach hang tiép tuc mua
lai san pham va tro thanh khach hang trung thanh.
Topica — mot don vi cung cp san pham gido duc
truc myén tai Viét Nam tuy da dat dugc thanh cong
dang ké, nhung lai co ty 18 nguoi hoc quay lai thap.
Dua trén két qua nghién ctru, cé thé khéng dinh, c6
mdi lién hé giita quyét dinh mua lai ciia nguoi hoc
voi sy hai long cua hg. Cu thé nhu sau:

- Quyét dinh mua lai cia ngudi hoc bi tac dong
manh mé& va ciing chiéu boi su hai long cua ho qua
kiém dinh hé s6 hoi quy bién nhi phan véi hé s6 tac
dong B (1.149) va hé sb kiém dinh sig <0.05. Cu thé
13, khi su hai 1ong ting 1én 1 diém phan tram thi x4c
suat khach hang mua lai san phim ting 1.149 diém
phan tram. Khi khach hang hai long ¢ mirc d6 5, thi
xac suat dé khach hang mua lai 1a 77.5%.

- Sy hai long ctia nguoi hoc bi tac dong boi ba yéu
t6 chinh: dich vu dao tao va hd tro, gia tri gia ting va
hoc phi. Két luan nay dugc khiang dinh qua nghién
ctru m6 hinh SEM ma tac gia da thuc hién. Yéu tb
dich vu hd tro va dao tao c6 trong s6 anh hudng 16n
nhat dén sy hai long cua nguoi hoc (B = ,411), sau
d6 dén yéu t6 hoc phi (B =,397) va cudi cung la gia
trj gia tang (B = ,215). Pay 1a ba yéu t co trong sb
anh huong, ciing 1a yéu t6 Topica Native can chi y
néu mong mudn gia tang sy hai long ctia nguoi hoc
v6i chuong trinh hoc.
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