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Tém tit

Nghién ctru nay dugc thuc hién nhdm xac dinh cac tiéu chi lva chon
phin mém ké toan (PMKT) quan trong ma DN nhd va vira
(DNNVYV) nén ap dung thong qua viéc do ludng muc do thod man
cia DNNVYV trong tmg dung PMKT. Pham vi dugc gidi han trong
céc tiéu chi lién quan chit lugng phan mém va nha cung cép dich vu
trong qué trinh tng dung phin mém. K¥ thuat phan tich hoi quy boi
dugce sir dung trong nghién ciru. Két qua nghién ctru cho thiy co hai
nhan t& chinh tac dong dén mirc d6 thoa mén cia DNNVV khi sir
dung PMKT bao gdm: (1) Kha ning hd trg DN ciia NCC PMKT; va
(2) Tinh khé dung ctia PMKT.

Abstract

This research tries to identify important criteria for selection of
accounting software by measuring satisfaction of small and medium
enterprises (SMEs) managers with accounting software applications.
The criteria explored by this research are limited to quality of the
software and services offered by suppliers of applications. Multiple
regression analysis is used for measuring satisfaction of SMEs with
these applications. The results show that two factors that affecting
the SME satisfaction are: (i) Support from suppliers of accounting
software applications; and (ii) Utility of accounting software
products.
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1. GIOI THIEU

Hién nay, tai VN chi c6 48% DN da st dung PMKT [1] nén chic chin hon mot nira
DN con lai s€ phat sinh nhu cau lya chon PMKT trong tuong lai. Déi voi cac DN da
ung dung PMKT thi co thé s& phat sinh nhu cau lya chon mot PMKT méi khi PMKT
hién tai khong con phu hop va dap ng yéu cau quan 1y, cung cip thong tin ciia DN.
Do d6, van dé do ludng mic d6 thoa min cia DNNVYV trong tng dung PMKT dé tir
d6 dinh hudng cho viéc lya chon st dung PMKT phu hgp trong cac DNNVV tr¢ nén
cap thiét.

Nghién ctru dugc thyc hién bang cach két hop cac 1y thuyét vé do luong muc do
thoa min cua khach hang sir dung dich vu véi cac tiéu chi chit lugng phan mém dé xac
dinh tiéu chi chat luong tac dong chinh dén mutc dd thoa man cia DNNVV st dung
PMKT.

Bai viét trinh bay cic ndi dung chinh gdm: (1) Phan tich viéc st dung PMKT Ia tiéu
ding hang hoa vat chit hay tiéu dung dich vu; (2) Xéc dinh cac tiéu chi chat luong
PMKT tac dong dén muc do thoa man cuia DNNVV st dung PMKT; va (3) Bé xuét
mot sd giai phap mang tinh dinh hudng cho viéc lya chon PMKT phu hop cho
DNNVYV VN. Quy trinh thyc hién nghién ctru dugc mé ta trong Hinh 1:

Van dé& nghién cru
Nghién ctru sy thda man cia DNNVV khi str dung PMKT

Co s& ly thuyét
- PMKT, chéat lwgng phan mém Thiét ké nghién cru
va sy théda man cta khach hang va két qua nghién
str dung dich vu (PMKT) ctru dinh tinh
- M6 hinh nghién ctru ban dau
\ \
M6 hinh nghién cu chinh thuc
v

Két qua nghién ctru dinh lwong
- BDanh gia dé tin cay cua thang do (Cronbach’s Alpha)
- Phan tich nhan té6 kham pha EFA
- Bbanh gia dé tin cay cua thang do sau EFA

v

Piéu chinh mé hinh nghién cru

!

Két qua nghién cu dinh lwong (tt)
- Phan tich héi quy
- Kiém dinh gia dinh ctia mé hinh héi quy
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Hinh 1. Quy trinh thuc hién nghién ciru
2. SU DUNG PHAN MEM KE TOAN LA HOAT PQNG TIEU DUNG DICH VU

Phan mém tmg dung 1a mot chwong trinh hay nhém chwong trinh duoc thiét ké cho
ngudi st dung cudi cting. Phan mém tng dyung cu tra trén phan mém hé théng va bao
gdém cac chuong trinh co s¢ dit liéu, xtr Iy vin ban, bang tinh... C6 nhiéu loai phan
mém tmg dung nhu: bd img dung (Application Suite) chang han nhu bd Office; phan
mém DN (Enterprise Software)...

PMKT 1a bd chuong trinh ding dé tu dong xtr 1y cc théng tin ké toan trén may vi
tinh, bat dau tir khau nhap chung tir gbc, phan loai chimg tir, xir 1y thong tin trén cac
chtng tir theo quy trinh cua ché d6 ké toan dén khau in ra s6 ké toan va bao cdo tai
chinh, bao cdo ké toan quan tri [2]. Nghién ctru ndy xem xét tit ca cac PMKT va phan
thanh hai loai nhu nghién ctru cua Maziyar G. & cong su (2011). D6 la PMKT riéng
biét (Low-end), voi dac trung la tat ca cac chirc nang cua hé théng ké toan duogc két
hop trong mot phan mém va Phan hé ké toan trong méi trudng ERP-Enterprise
Resource Planning (High-end) 1a nhoém phan mém tich hop tit ca cac hoat dong cua
DN trong mét co s& dir liéu. Do d6, PMKT chinh 1a mét dang phin mém tng dung va
c6 ddy du cac dic tinh cia phan mém tng dung. Chinh vi thé, nghién ctru s& st dung
két qua cac nghién ctru vé phan mém tmg dung cho phan mém ké toan.

Hoat dong sir dung PMKT dugc phan loai la hoat dong tiéu dung dich vy vi dap
ting ca bon dic diém cua dich vu: (1) Tinh v6 hinh: PMKT 1a mét hang hoa v6 hinh
do khong thé dugc danh gia diy du bang cac giac quan trude khi mua, dic biét 1a d6i
v6i phan mém thiét ké theo yéu cau caa DN; (2) Tinh khong 6n dinh: Khi tng dung
vao mdi DN thi PMKT thuong phdm hay PMKT duoc thiét ké theo yéu cau déu can
dugc diéu chinh cho phu hop véi muc tiéu cua timg DN; (3) Tinh dong thoi: Bit dau tir
khi DN yéu cau NCC PMKT thuc hién giao dich thwong mai thi qua trinh nay phai
dién ra lién tyc tirc khong co sy tach biét rd rang giita qua trinh san xudt va qua trinh
tiéu thy. Tuy qué trinh san xuét dd duoc thuc hién mot phﬁn bé‘mg thao tac 1ap trinh
phian mém nhung cic hang héa nay lai cdn dwoc tiép tuc san xuét trong qua trinh
chuyén giao san pham phan mém va van hanh né cua khach hang; va (4) Tinh mong
manh: Do NCC PMKT khéng thé cat trit phan mém nhu hang ton kho vat chat dugc
boi néu khong ban duge cho khach hang thi PMKT ciing khong thé luu kho dé ban cho
khach hang khac. Vi vay nhom phin mém ké toan thuong pham c6 thé duoc xem la
dich vu chuan héa va nhom PMKT dugc thiét ké theo don dat hang cta DN co6 thé
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dugc phan loai vao nhom dich vu theo yéu cau cia khach hang (Ta Thi Kiéu An &
cong su, 2010).

M6 hinh chat luong dich vu SERVQUAL (Parasuraman & cong su, 1988) duoc
chap nhan rong rai va st dung phd bién trong do ludng chit lwong dich vu. Nghién ctru
dugc thuc hién dya trén mo hinh nay béi tinh phu hop cua ndé véi muc ti€u do luong
muc d0 thoda man cia DNNVV st dung PMKT. M6 hinh SERVQUAL dua ra 5
khoang cach, trong d6 khoang cach thtr 5 (khoang cach giita dich vu khach hang tiép
nhan thyuc té véi dich vu khach hang mong doi) thé hién chat luong dich vu. Chét
luong dich vy duge do ludng bang 5 thanh phan gdm: Tin cdy, dap ting, nang luc phuc
vu, sy dong cam va phuong tién hitu hinh.

Theo tong két cua Jadhav A.S. & R.M. Sonar (2009) vé cac nghién ciru cua rat
nhiéu tac gia cong bd vé tiéu chi lya chon phan mém, c6 nam tiéu chi phd bién: (1)
chat luong phén mém; (2) NCC phén mém; (3) Chi phi va loi ich; (4) Bac diém dau ra
ctia goi phan mém ; va (5) Y tudng thiét ké phan mém. Tuy nhién, vi muc tiéu nghién
ctru lién quan téi sy hai long khi tng dung PMKT nén nghién ctru chi xem xét hai tiéu
chi phé bién, d6 1a: chat luong PMKT va NCC phﬁn mém trong dich vu ho tro sir dung
phan mém boi ca hai nhom tiéu chi trén déu lién quan dén 5 thanh phan do ludng chit
lugng dich vu theo mé hinh SERVQUAL.

Tiéu chi chdt heong PMKT:

Theo tiéu chudn ciia VN (phat trién tir mé hinh chat luong ISO 9126 va cac tiéu
chuan cua hiép hoi nghé nghiép qudc té), chat lugng toan dién san phdm phan mém
can phai duoc quan tim tir chat luong quy trinh, t6i chat lwong phan mém ndi bo (chat
luong trong), chat lugng phan mém theo yéu cau cia ngudi ding (chit lugng ngoai) va
chit luong phin mém trong st dung (chit luong sir dung) (TCVN XXX-1, 2010).
Trong d6, chit luong ngoai dugc do ludng bang chirc ning, tinh tin cy, tinh kha dung,
tinh hiéu qua, kha niang bao tri va tinh kha chuyén ctia san pham phan mém (TCVN
XXX-1, 2010). Chat luong str dung dugc do luong bang tinh hiéu qua, tinh ning suat,
tinh an toan va tinh thoa man cia phan mém (TCVN XXX-3, 2010). Do muc tiéu
nghién ctru cua dé tai 1a danh gia chat lugng phan mém trén goc do nguoi s dung; vi
vay, nghién ctru chi tim hiéu tiéu chi danh gia chat luong ngoai va chét lugng sir dung.
Két hop nguyén tic xdy dung tiéu chi chit luong phan mém theo hiép hoi nghé nghiép
va cac tiéu chi chit lugng phan mém theo nghién ciru hoc thuat da cong bd (Jadhav
A.S. & R.M. Sonar, 2009), nghién ctru lya chon ti€u chi danh gia chét lugng PMKT
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phan mém gdm: Chirc ning, tinh ca nhan hoéa, tinh kha chuyén, kha ning duy tri, tinh
kha dung, tinh tin cay va tinh hi€u qua cua san phém phﬁn mém.

Chat lwong dich vu hé tro sie dung PMKT:

Theo két qua tong két cac nghién ctru hoc thuat da cong bd (Jadhav A.S. & R.M.
Sonar, 2009), cac tiéu chi chat lwong dich vu hd tro bao gdm: Hudng dan st dung phan
mém, sy hd tro cia NCC phan mém, huéng dan xir Iy sy cb, huan luyén, bao tri va
nang cap phan mém, kha ning tu van va giao tiép ciia NCC phan mém, ban ding thir,
sO 1an cai ddt ciia phan mém, thoi gian phan hdi va kinh nghiém cta NCC, lich str phat
trién san pham, tinh phd bién va k¥ ning kinh doanh ciia NCC, kinh nghiém kinh
doanh ctia NCC trong qua khir va cac khach hang hién tai cia NCC phan mém.

Quan hé giita NCC véi DN sur dung PMKT:

Ngoai hai tiéu chi trén, tac gia cho rang chit lwong PMKT tai VN con bi chi phdi
manh mé béi sy hop tac gitra NCC va DN tng dung phan mém. Do rit nhiéu cac DN
VN (ma chi yéu 1a cac DN & quy md nho va vira) khi trién khai mot PMKT ngoai yéu
cau vé PMKT, ho con yéu cau NCC PMKT hd trg tai phat trién hé thong thong tin ké
toan. Mot 1y do nira 1a nhan sy trong DNNVYV tham gia vao giai doan lya chon va ung
dung PMKT ctia mi DN 1a co kién thirc, kinh nghiém khac biét nhau nén ciing sé dua
ra cac yéu cau ¢ cac mirc do khac nhau ddi véi san pham phan mém va NCC PMKT.
Chinh vi vy ma qua trinh 1am viéc gitra hai bén cung cip PMKT va sir dung PMKT
ciing sé& tac dong dén cam nhén ciia DN vé chat lwong PMKT.

Suw thoa man cua khdach hang va mo hinh nghién ciru

Su thod man cua khach hang la phan ng cta ho vé su khac biét cam nhan gitra kinh
nghiém da biét va sy mong doi (Parasuraman & cong su, 1988).

Ly thuyét ky vong - xac nhan (ECT) (Richard, L.O., 1980) dugc sir dung trong
nghién ctru nay nham do luong mic do thoa man cua khach hang. Theo d6, sy thoa
min cta khach hang 1a mot qua trinh gdm ba giai doan: (1) Hinh thanh ky vong trudc
khi mua; (2) Tiéu dung san pham/ dich vu va cam nhéan vé hang héa; va (3) Quyét dinh
muc do thoa min dua trén so sanh cam nhan vé hang hoéa voi ky vong trude khi mua.
Néu khach hang thoa man v6i hang héa sé tiép tuc tiéu dung hang héa do.

Két hop 1y thuyét ky vong va cac phén tich tiéu chi danh gia chat luong phan mém
chat lugng nha cung cdp dich vu phan mém trong qua trinh str dung phan mém, cac gia
thuyét nghién ctru nhu sau:
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HI: Chat lwong PMKT ting hodc gidm thi mirc dé hai long cia DN ing dung
PMKT sé tang hodc giam twong ung.

H?2: Chat lwong dich vu hé tro sie dung PMKT tw NCC phdn mém tang hodc giam
thi murc do hai long cua DNNVV ung dung PMKT sé tang hodc giam tuong ung.

H3: Khi moi quan hé tot gitta NCC PMKT véi DN sir dung PMKT tang hodc giam
thi mure do hai long ciia DNNVV ung dung PMKT sé tang hodc giam twong ung.

Mo hinh nghién ctru ban dau duoc trinh bay trong Hinh 2.

—

Chit lugng CMKT

Chét luong dich vu hd tro st
dung PMKT

S Su hai long cua DN

Quan h¢ gitra NCC PMKT véi
DN

Hinh 2. M6 hinh nghién ctru ban dau
3. KET QUA NGHIEN CU'U PINH TiNH

Do mé hinh nghién ctru ban dau cin duoc diéu chinh cho phu hop véi thi truong
VN va phi hop PMKT nén nghién ctru dinh tinh da dugc thuc hién bang cach phong
van su (qua email va thao luan tay doi) 10 chuyén gia trong linh vuc giang day, phat
trién va st dung PMKT dé xac dinh céac tiéu chi chat luong PMKT chu yéu tai thi
truong VN.

Két qua nghién ctru dinh tinh cho thdy phan 16n cac chuyén gia dong y véi ba tiéu
chi chat lugng PMKT tac dong dén mirc d6 thoa man ctia DN str dung phan mém da dé
xudt trong mo hinh nghién ctru. Tuy nhién, thang do cu thé cta ting tiéu chi c6 mot sd
thay d6i nho do viéc hop nhit hay chia tach mot vai tiéu chi. Bang 1 trinh bay thang do
ctia 3 tiéu chi chat lwong PMKT tir két qua nghién ctru dinh tinh.
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Bang 1. Thang do chit hwong PMKT

Tiéu chi Thang do
Chit lrong Chure nang Tinh phu hop, tinh chinh x4c, tinh ma, kha nang tich hop,
PMKT muc d§ an ninh/ tinh an toan, tinh quy chuén

Tinh ca nhan Tinh linh hoat

hoa

Kha nang Chuén hoa viéc truyén thong, sy da dang clia nén tang
tuong thich méy tinh/ kha ning thich nghi, kha ning thay thé

Kha nang S6 lugng nguoi ding, tinh 6n dinh

duy tri

Tinh kha dung  Hinh thirc giao dién, phtl hgp véi nhiéu nguoi ding, kha
nang giao tiép

Tinh tin cay Sén sang, sao luu va phuc hoi

Hiéu qua Thoi gian xtt Iy phu hop
Chit lwong dich va  Tai liéu huéng dan sir dung, hd trg, huén luyén, bao tri va nang cap, tu van,
hd trg sir dung truyén thong, mo phong, thoi gian hd trg, kinh nghiém, lich sir san phém,
PMKT danh tiéng ciia NCC, k¥ niang kinh doanh, s6 lugng khach hang

Quan h¢ gitta NCC  Kha ning lién két gitra NCC PMKT vé6i DN sir dung phan mém
PMKT va DN

4. THIET KE NGHIEN CU'U PINH LUQNG
Thang do nghién ctru dinh lugng dugc trinh bay trong Bang 2:
Bang 2. Thang do trong nghién ciru dinh lugng

Chét lhrgng PMKT (spham01 - spham27)

Chirc ning

SphamO1 PMKT cung cép cac chirc ning thich hop v6i muc dich cung cép thong tin vé BCTC.

Spham02 PMKT cung cip cac chiic ning thich hop véi muc dich cung cap théng tin vé BCQT
cua DN.

Spham03 PMKT cung cap cac chirc ning thich hop v6i muc dich kiém soat thong tin ciia DN.
Spham04 PMKT cung cap thong tin chinh x4c theo dit liéu dau vao.

Spham05 PMKT cung cép théng tin phii hop véi phuong phéap tinh toan (nhu phuong phép tinh
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Spham06

Spham07

SphamO08

Spham09

Spham10

gi4 hang ton kho, khau hao TSCD...) da 1ap trinh sin.

PMKT cho phép DN tu dinh nghia cac tham sb trén cac chic nang dé phu hop véi
nhu cau thyc té nhung van dam bao nguyén tic chinh x4c, tin ciy v an ninh.

PMKT cho phép DN cii tién hay nang cép dé phu hop v6i nhu cau thyc té nhung van
dam bao nguyén tic chinh xac, tin cdy va an ninh.

PMKT c6 kha néng tich hgp va tuong thich dugc véi cac cong cu va ung dung khac
cua DN.

PMKT cung cip céc giai phap bao vé thong tin/ dit liéu (nhu nhan dang ngudi dung,
ma hoa dit liéu...) sao cho ddi twong khong duoc phép thi khong thé truy cap, doc hay

chinh stra dir liéu/ thong tin.

PMKT duoc xdy dung theo cac chuin, quy u6c va quy dinh chung lién quan dén linh
vuc ké toan va cac quy dinh phap 1y lién quan.

Tinh ca nhian héa

Spham1 1 PMKT cho phép diéu chinh noi dung cua cac chirc nang, quy trinh, giao dién, s6 ké
toan va bao cao dé phu hop véi muyc tidu ctia DN.

Spham12 PMKT cho phép diéu chinh vé& hinh thirc ctia cic chirc ning, quy trinh, giao dién, s6
ké toan va bao cao dé phu hop véi muc tiéu ciia DN.

Tinh kha chuyén

Spham13 PMKT c6 thé cung cép cac cong cu hd trg trao doi dir liéu/ thong tin trong DN.

Spham14 PMKT cho phép chay trén nhidu nén tang may tinh (nhu hé diéu hanh, phan cing,
thiét bi theo yéu cau) khac nhau.

Spham15 PMKT c6 thé ding dé thay thé cho mot phan mém khéc (vi du phin mém khai bao
thué...) v6i cling myc dich.

Kha nang duy tri

Spham16  Khi s6 luong ngudi ding ciing lic 1a tdi da theo thiét ké k¥ thuat thi PMKT van hoat
dong binh thuong.

Spham17 PMKT khong bi nhimng tic dong khong mong mudn (nhu bi ngung hoat dong, xir ly
sai, mat dit lidu...) sau khi tuy chinh.

Spham18 PMKT khong bi nhimng tic dong khong mong mudn (nhu bi ngung hoat dong, xir ly

sai, mt dif lidu...) sau khi nang cip hay thay ddi khac lién quan dén hé théng.

Tinh kha dung
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Spham19

Spham20
Spham21
Spham22
Spham?23

PMKT c6 giao dién dé nhin, thu hit ngudi dung gitp ho dé dang thao tac trong qua
trinh st dung.

PMKT c6 kha ning hd trg thao tac cho nguoi dung, dic biét 1a ngudi méi sir dung.
PMKT c6 kha ning hd trg théng bao 16i va huéng dan sira 15i.
PMKT dé dang cho nguoi ding hoc va van hanh né.

PMKT cho phép ngudi sit dung giao tiép dwoc voi dir liéu/ thong tin trén hé théng
thong qua cac menu giao dién trén man hinh.

Tinh tin cay
Spham?24
Spham25
Spham26

PMKT c6 thé hoat dong lién tuc va sin sang khi ngudi st dung can dung.
PMKT h trg giai phép sao luu dit liéu du phong.
PMKT hd trg giai phap phuc hdi dir lidu khi gap su cd.

Tinh hiéu qua

Spham27

PMKT c6 kha ning cung tmg két qua trong pham vi thoi gian hop ly twong tng véi
mure do va khéi lwong dir liéu yéu clu dé tao ra két qua.

Chit hrong dich vu h tro sir dung PMKT (dvu01 - dvul5)

Dwvu01
Dvu02
Dvu03

Dvu04
Dvu05
Dvu06
Dvu07
Dvu08
Dvu09
Dvul0
Dvull
Dvul2

NCC cung cip bo tai liéu huéng dan sir dung san pham.
Kha ning hudéng dan tét cia NCC cho ngudi sir dung hoc cach sir dung.

Kha ning huéng dan t6t ciia NCC cho nguoi sir dung vé cach xir Iy su ¢, sai sot trén
phan mém.

NCC hd trg cac khoa huan luyén dé hoc vé cach sir dung g6i phan mém.

Kha ning hd tro tdt tir NCC trong viéc bao tri va nang cip phin mém.

Kha ning hd trg t6t v& mat k¥ thuat cia NCC phﬁn mém.

Kha ning tu van tot cia NCC dé didu chinh san phdm phan mém phu hop véi DN.
NCC c6 cach truyén thong tot véi DN.

NCC luén sin c6 ban dung thir trén trang web va phién ban thir nghiém mién phi.
NCC dap tmg yéu cau vé mit thoi gian.

NCC c6 kinh nghiém vé phat trién san phim phan mém.

Phan mém dat dugc mirc d6 phd bién trén thi trudng.
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Dvul3 NCC c6 danh tiéng trén thi truong phan mém.
Dvul4 NCC c6 k¥ nang kinh doanh.
Dvul5 NCC c¢6 mdt lugng khach hang twong ddi 16n.

Quan hé giita NCC véi DN sir dung PMKT (qhe01)
Qhe01 Kha ning lién két gitra NCC PMKT véi DN sir dung phin mém

Mirc d§ thoa man ctia DN sir dung PMKT (thman01 - thman06)

Thman01 DN hoan toan hai long voi PMKT dang sir dung.

Thman02 DN hoan toan hai long véi dich vu hd tro sir dung PMKT tir NCC phﬁn mém.
Thman03 DN hoan toan hai 1ong véi két qua hop tac véi NCC phan mém.

Thman04 Thoi gian téi DN van tiép tuc sir dung PMKT hién tai.

Thman05 Ban s& gidi thiéu NCC PMKT cua DN ban cho cac DN khac.

Thman06 Ban s€ gidi thiéu PMKT cua DN ban cho cac DN khac.

Nghién ctru dinh luong duogc tién hanh vao thang 11/2013 bang email va phiéu tra
10i gidy v&i phuong phap chon mau thuan tién (tap trung tai TP.HCM, Dong Nai, Binh
Duong, Bac Liéu, Vinh Long, Long An). Sau khi gtri noi dung khao sat dén trén 1.000
dia chi email va 500 bang gidy, nhom tac gia nhan dugc phan hoi tir 357 ddi tuong.
Tién hanh loai bo mot sb bang tra 10i it hon 80% cau hoi khao sat, kich thuéc mau la
304. Trong do, c6 233 DN thudc quy md nhd va vura [3] (ty 1€ 76,65%) voi 165
DNNVYV da tng dung PMKT.

5. KET QUA NGHIEN CU'U PINH LUQNG

Pau tién, nghién ctru tién hanh danh gia do tin cdy cua thang do thong qua hé sb
Cronbach’s Alpha. Két qua tinh hé sé Alpha dugc trinh bay trong Bang 3 cho thay
khong c6 bién quan sat nio bi loai khoi thang do do hé sb Alpha déu nam trong khoang
[0,6; 0,8] va néu bo bdt mdt bién nao ra khoi thang do déu khong lam hé s6 tin cay
tang 1én ciing nhu xét vé gia tri ndi dung thi nén giit lai bién quan sat do.
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Biang 3. Két qua tinh hé so tin ciy Cronbach’s Alpha

Chit lwgng PMKT Cronbach’s Alpha

Chtre nang (spham0O1 - spham10) 0,794

Tinh ca nhan hoa (sphaml11 - spham12) 0,870

Tinh kha chuyén (spham13 - spham15) 0,642

Kha nang duy tri (spham16 - spham18) 0,810

Tinh kha dung (spham19 - spham23) 0,810

Tinh tin cdy (spham24 - spham 26) 0,759

Tinh hi¢u qué (spham27) Khong thuc hién [4]
Chat lugng dich vu hd trg sir dung PMKT (dvu01 - dvul5) 0,933
Quan h¢ gittra NCC va DN st dung PMKT (qhe01) Khoéng thyc hién
Mirc d§ mén ctiia DN st dung PMKT (thmanO1 - thman06) 0,906

Tiép theo, phan tich nhan t6 kham pha EFA duoc tién hanh nhim xé4c dinh cac nhan
t6 chat luong PMKT tac dong dén muc d6 thoa man cia DNNVV six dung phﬁn mém.
Xuét phat tr muyc tiéu la tdi thiéu hoa luong bién c6 hé sb 1on tai cung mot nhan td nén
phuong phap PCA véi phép xoay vudng goc duge sir dung. Bang 4 trinh bay két qua
phan tich EFA qua 5 1an rt trich cic nhan t5 cia thang do chat lugng PMKT véi tong
phuong sai trich (TVE) dugc 1a 75,2% cho 10 nhan té. Thang do muc d6 thoa man cta
DNNVV st dung PMKT trich dugc 1 nhén t§ (qua 1 lan rit trich) voi TVE la
68,194%. Do hé s6 KMO déu > 0,5 nén phan tich EFA trong trudng hop nay 1a phu
hop. Bang 4 ciing trinh bay két qua tinh lai hé sé Alpha cho timg nhan t6 trich duoc
sau phan tich EFA. Theo d6, nhan td thr 8 (tinh chinh xac cua PMKT) bi loai do c6
Alpha <0,6.

Bang 4. Két qua phén tich nhan t6 kham pha EFA

Thang do Cronbach’s
Alpha
Chit Iwone PMKT Ntol Kha ning hd trg DN ctia NCC PMKT (Dvu02, 0,933
ong Dvu03, Dvu04, Dvu05, Dvu06, Dvu07,
TVE:75,2% Dvu08, Qhe01)

Eigenvalue: 1,043
igenvatte: 4, Nt02  Tinh tin cdy ciia NCC PMKT (Dvul2, Dvul3, 0,891
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KMO: 0,812 Dvul4, Dvul5)

Nto3 Tinh kha dung ciia PMKT (Spham10, 0,808
Spham19, Spham20, Spham22, Spham?23)

Nto4 Kha nang duy tri cia PMKT (Spham07, 0,782
Spham16, Spham17, Spham18)

Nto5 PMKT cung cAp chirc nang phu hop 0,703
(Spham01, Spham02, Spham03, Spham09)

Nto6 Tinh tin cdy cia PMKT (Spham25, Spham?26, 0,799
Spham27, Dvu01)

Nto7 Tinh c4 nhan hoa cia PMKT (Sphaml11, 0,870
Spham12)

Nto8 Tinh chinh xac cia PMKT (Spham04, 0,550
Spham05)

Nto9 Tinh moé cua PMKT (Spham06)
Ntol0  Kha ning thay thé cia PMKT (Sphaml5)

Mirc d§ thoia man
ciia DN sir dung
PMKT

TVE: 68,194%
Eigenvalue: 4,092
KMO: 0,82

Thoaman  Muc d6 thoa man (thmanO1 - thman06)

Hinh 3 thé hién mé hinh nghién ctru hiéu chinh v6i 9 nhén t6 chat luong PMKT
(bién doc 1ap) tac dong dén mirc do thoa man cia DNNVV st dung PMKT (bién phu
thudc). Theo d6, co 9 gia thuyét nghién ciru véi ndi dung tong quat 1a khi bién doc lap
tang hodc giam s& dan dén mic d6 thoa man cia DNNVV sir dung PMKT ting hoic
giam tuong Ung.
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Kha ning hd trg DN ciia NCC PMKY

Tinh tin cdy cia NCC PMKT

Tinh kha dung cia PMKT

Kha nang duy trid cia PMKT — - Su hai Iong cita DN '
> J

PMKT cung cap chirc nang phii hop

Tinh tin cdy cuia PMKT

Tinh c4 nhan hoa cia PMKT

Tinh m6 cua PMKT

Kha ning thay thé cia PMKT

Hinh 3. M6 hinh nghién ctru hi¢u chinh
Tiép theo, phan tich tuong quan dugc thuc hién nham xac dinh c¢6 ton tai mbi quan
hé giira bién doc 1ap véi bién phu thudc khong? Néu két qua cho thdy c6 ton tai moi
quan hé thi phan tich hdi quy méi nén dugc thuc hién & bude ké tiép. Bang 5 mo ta hé
sd twong quan giira cac bién doc 1ap va bién phu thudc véi 4 bién doc 1ap (Nto2, Nto7,
Nto9 va Nto10) bi loai khoi phan tich hdi quy boi do hé sb tuong quan cua ching voi
bién phu thudc (Thoaman) khong c6 ¥ nghia thong ké.

Bang 5. Ma tran hé s6 twong quan giira cac bién trong mé hinh

Ntol Nto2 Nto3 Nto4 NtoS Nto6 Nto7 Nto9 Ntol0 Thoaman

Ntol 1 0,37870,553770,425770,416™° 0,642 0,226 0,169° 0,162 0,634
Nto2 1 0,39970,65770,455"0,398" 0,666™ 0,398 0,649™ 0,159
Nto3 1 0,40470,421"0,613™ 0,316™ 0,321" 0,175 0,516™
Nto4 1 036170431 0377 0,413 0,357  0,259"
Nto5 1 0374™ 0303 0,339 0,181" 0,228

Nto6 1 0330" 0358 0,158 0,415™
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Nto7 1 0,360 0,142 0,109

Nto9 1 0,096 0,076

Ntol0 1 0,099
Thoaman 1

Ghi chua: *. Mbi tuong quan c6 y nghia & mic 0,05 (2-dudi); **: Mbi twong quan c6 y nghia & muc
0,01 (2-dudi);

Pé xay dung mo hinh hdi quy, nghién ctru d3 lan lugt thuc hién kiém dinh dang
ham gitra 5 bién doc lap (Ntol, Nto3, Nto4, Nto5 va Nto6) vdi bién phu thude
(Thoaman). Két qua kiém dinh dugc trinh bay trong bang 6 cho thdy dang ham cua tat
ca cac bién doc 1ap v6i bién phy thude 1a ham tuyén tinh do c6 hé sb R? cao va kiém
dinh F ¢ y nghia thong ké (Hoang Trong & Chu Nguyén Mong Ngoc, 2008).

Bang 6. Két qua kiém dinh dang ham giira bién ddc 1ap va bién phu thude

Ntol Nto3 Nto4 Nto5 Nto6

Micy .,  Micy ,  Micy . Muacy Mic ¥

R? nghia nghia nghia nghia nghia
Tuyéntinh 0,402 0,000 0266 0,000 0,067 0,002 0,05 0,006 0,173 0,000
Logarit 0,395 0,000 0,219 0,000 0,061 0,004 0,03 0,019 0,150 0,000
Béc hai 0,406 0,000 0,295 0,000 0,069 0,008 0,07 0,005 0,180 0,000
Béc ba 0,437 0,000 0,317 0,000 0,069 0,022 0,08 0,005 0,185 0,000
e* 0,395 0,000 0,192 0,000 0,057 0,005 0,02 0,049 0,130 0,000

Ham mii 0,389 0,000 0,233 0,000 0,066 0,002 0,03 0,022 0,150 0,000

Nhu vay, mé hinh héi quy bdi duoc xay dung nhu sau:
Y =a + byntol + bynto3 + bynto4 + bynto5 + bsnto6 + &
Két qua phan tich hdi quy duoc thé hién qua trong s6 hdi quy B voi phuong phap
binh phuong nhé nhat thong thuong OLS dugc trinh bay trong Bang 7.
Bang 7. Két qua phan tich hdi quy bdi

Hé s6 chwa Hé sb Théng ké da cong
2 . 2 ‘ Mire Twong quan é
chuin ho4 chuin hoa tuyén
M hinh Giatrit y
Sai s6 i Riéng Tun
! 2 Beta nghia Bac 0 ! N g x g Dung sai VIF
chuan phan phan

1 Hiangsd 1,192 0,375 3,182 0,002
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Ntol 0,526 0,094 0,554 5,595 0,000 0,626 0,477 0,401 0,522 1,915
Nto3 0,336 0,112 0,290 3,015 0,003 0,518 0,281 0,216 0,552 1,812
Nto4 -0,047 0,073 -0,054 -0,649 0,518 0,165 -0,063 -0,046 0,751 1,331
Nto5 -0,157 0,088 -0,145 -1,782 0,078 0,165 -0,171 -0,128 0,770 1,299
Nto6  -0,017 0,108 -0,017 -0,160 0,873 0,446 -0,016 -0,011 0,439 2,278

Bang 7 cho théy cac bién Nto4, Nto5 va Nto6 bi loai khoi phuong trinh hoi quy do
khong c6 ¥ nghia théng ké. Pang chii y 1a hé sb twong quan cua ting bién Nto4, Nto5,
Nto6 v6i bién Thoaman (cot trong quan Bac 0) déu 1a s6 dwong, ching to cac bién
Nto4, Nto5, Nto6 cd quan hé cung chiéu véi bién thoaman. Tuy nhién, hé sb twong
quan timg phan (cot twong quan riéng phan) va tuong quan ban phan (cot trong quan:
timg phan) cua chung lai bi 4m. Diéu nay c6 nghia 13, cac bién con lai trong mé hinh
gém Ntol va Nto3 di giai thich thay cho cac bién Nto4, Nto3, Nto6.

Phuong trinh héi quy c¢6 dang:

Y =1,192 + 0,554 Kha nang hd tro cia NCC PMKT + 0,29 Tinh kha dung cua
PMKT + sai s6

Nhiam dam bao mé hinh hdi quy 1 phu hop, nghién ctru di tién hanh kiém dinh gia
thuyét vé do pht hop ctia mo hinh. Theo d6, R? diéu chinh 14 0,431 (> 0,4) vi viy md
hinh hdi quy 13 pht hop va két qua kiém dinh F c6 y nghia thong ké (Bang 8).

Bang 8. Kiém dinh gia thuyét vé do phu hop ciia mé hinh hdi quy

Théng ké mé hinh
Mb hinh R R? R? hiéu chinh Sais6 chuin  Durbin-Watson
1 0,676 0,457 0,431 0,62544 2,164
ANOVA?
Mo hinh Téng binh df Binh phuwong F Mirc
phuwong trung binh ¥ nghia
Hoi quy 34,871 5 6,974 17,829 0,000°
1 Phan du 41,464 106 0,391

Tong 76,335 111
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Két qua do tim sw vi pham gia dinh ciia mé hinh hoi quy bgi:

Gia dinh céc bién doc lap khong ¢ twong quan hoan toan voi nhau (khong ¢ hién
tuong da cong tuyén): Hé s6 VIF ding dé kiém dinh hién tuong da cong tuyén dugc
trinh bay trong Bang 7 déu nho hon 5 cho thdy khong c¢6 hién tuong cong tuyén xdy ra
hay céac bién doc 1ap trong mo hinh hdi quy boi khong c¢6 twong quan hoan toan véi
nhau.

Gia dinh phuong sai ctia sai s6 khong do6i (khong c6 hién tuong phuong sai thay doi):
Tién hanh kiém dinh Spearman 1an Iugt cho timg cip bién: Ntol va absRES (bién tri
tuyét d6i cua phan du), Nto3 va absRES dé kiém dinh hién tuong phuong sai thay ddi.
Két qua dugc trinh bay trong Bang 9 cho thay gia dinh vé phuong sai thay doi bi bac bo
do muc ¥ nghia ciia ca hai bién X; voi absRES va bién X, véi absRES déu > 0,05
(khong c6 co so dé bac bo gia thuyét HO tirc gia thuyét hé sb trong quan hang cua tong
thé bang 0).

Bang 9. Két qua kiém dinh hién twong phwong sai thay doi

Ntol Nto3 absRES

Heé s6 tuong quan 1,000 0,557 0,040

Ntol ~ Mtc ¥ nghia (2-dudi) 0,000 0,000 0,677

S6 quan sat 143 132 112

Hé sb twong quan 0,557™ 1,000 -0,009

Spearman's tho Nto3  Mtic y nghia (2-dudi) 0,000 0,000 0,924
S6 quan sat 132 146 112

Hé $6 tuong quan 0,040 -0,009 1,000

absRES Mirc y nghia (2-dudi) 0,677 0,924 0,000

S6 quan sat 112 112 112

Ghi chii: **: Mbi trong quan c6 y nghia & muc 0,01 (2-dudi);

Gia dinh lién hé tuyén tinh: D) thi duoc trinh bay trong Hinh 4 cho thay phan du
duoc phan tan mot cach ngau nhién trong ving xung quanh dudng di qua tung do 0, do
d6 gia thiét vé& quan hé tuyén tinh gitra bién doc 1ap voi bién phu thudc trong mo hinh
la dung.
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Hinh 4. P thi Scatter ciia phin dw va gia tri dw doan tir md hinh hdi quy tuyén tinh

Gid dinh vé phdn phoi chuan ciia phan dw: Hai d6 thi Histogram biéu dién tan s6
ctia phan du chuin héa va Q-Q Plot thé hién nhitng gia tri cua cac diém phén vi cua
phan phdi ciia bién theo cac phan vi ctia phan phdi chuan dugc trinh bay trong Hinh 5
cho thay phan du ciia phuong trinh hoi quy boi c¢6 phéan phdi chuan.

remprenl MNormal P-P Plot of
2 i Dew = G772
W=

Dependent Variable: thoaman

Frequenty
Expected Cum Prob

| XFTLD ,
20 =

Standardized Residual

o o8
Observed Cum Prob

Hinh 5. D6 thi Histogram va Q-Q Plot

Gid dinh vé tinh déc ldp ciia sai s6 (khong c6 tiwong quan gitka cac phan dw): Dai
luong thdng ké Durbin-Watson (Bang 7) 1a 2,164 gan vodi ngudng 2 nén chap nhén gia
thiét khong c6 tu twong quan chudi bac nhét gitta cac phan du hay noi cach khac, gia
dinh vé tinh doc lap cua sai s6 duoc chép nhan.

Céc thong ké mo ta ciia bién Ntol, Nto3 va bién Thoaman cho thiy chét lugng
PMKT va muc d¢ thoa man cuia DNNVV chi dat mic d6 trung binh. Cu thé, kha nang
hd trg DN ctia NCC PMKT c6 trung binh 14 3,4476 va do léch chuén 0,89777; tinh kha
dung cua PMKT co6 diém trung binh la 3,7425 va d6 1éch chuén 0,72889; Va muc d6
thoa man cia DNNVV sir dung PMKT dat 3,4406 diém va do 1éch chuén 0,84503.
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6. THAO LUAN KET QUA NGHIEN CUU

Két qua nghién ctru cho thiy hai nhan té chinh tic dong dén muc d6 thoa min cua
DNNVYV st dung PMKT gém: Kha ning hd trg DN ciia NCC PMKT tac dong manh
nhit va tinh kha dung ciia PMKT tac dong thir hai (khong ¢ co so bac bo gia thuyét
H1 va H3). Nhu vay, céc tiéu chi chit luong lién quan dén ban than PMKT khong tac
dong manh dén murc d6 thoa man cia DNNVV tng dung phan mém. Theo y kién cua
mot s6 chuyén gia thi ¢6 4 1y do chinh giai thich cho két qua nghién ctru d6 1a: (1) Thi
truong PMKT & VN c¢6 rat nhiéu cac NCC PMKT (phan khiic DNNVV) va tinh canh
tranh giita ho 1a rat khéc 1iét nén yéu t6 cht luong ctia ban than PMKT d3 gan tién dén
ngudng tuong dong nhau giita cac san pham khac nhau. Khi chit lugng PMKT phan
mém duge danh gia la tuong duong nhau thi yéu t6 dich vu hd tro va quan h¢ gitra bén
mua voi bén ban tré thanh nhan t6 tac dong chinh dén mirc d6 hai long ciia khach
hang; (2) Pa s6 cac DNNVV c6 ngudn luc gidi han vé ca mit tai chinh va nhén luc
nén kha ning ty tai phat trién HTTTKT 1a khong cao, chinh vi vay khi DNNVV muén
tmg dung mot PMKT ddng nghia voi viéc ho mong mudn NCC phan mém dong vai tro
hd tro trong viéc tai phat trién hé théng nén van dé chat luong dich vu va kha nang tao
mdi quan hé giita NCC PMKT véi DN tré nén quan trong va buc thiét; (3) Khi
DNNVYV st dung PMKT c6 nghia 1a ho dang tiéu dung mdt dich vu nén thuc ra qua
trinh van hanh phan mém méi 13 qua trinh mang lai loi ich cho DN, vi viy DNNVV s&
thoa man hon néu trong subt qua trinh van hanh phﬁn mém nhan duogc sy hd tro lién
tuc tt NCC PMKT; va (4) Trinh d0 cua nhan vién van hanh va st dung PMKT tai
DNNVV thong thuong 1a khong cao nén DNNVV s& thiy hai long véi PMKT khi
phan mém dé& dang sir dung.
7. KET LUAN VA MQT SO PE XUAT

Nghién ctru da chi ra hai nhan t6 chinh tac dong dén mtrc do thoa man cua DNNVV
VN trong tmg dung PMKT, trong d6 nhéan t6 dich vu hd trg st dung PMKT va kha
nang tao mdi quan hé tt gitta NCC PMKT vé&i DN g dung PMKT tac dong manh
dén mirc do thoa man hon 13 nhan t6 lién quan dén ban than chat lugng PMKT. Day la
mot kham pha méi kha tha vi tai thi truong PMKT VN (phan khuc khach hang 1a cac
DNNVV).

Mot s6 dé xuit nham hd trg DNNVV lra chon PMKT phit hop:

Péi véi ban than DNNVV: Ba giai phap tong quan can tién hanh bao gdm cai thién
quan diém va dinh huéng Gmg dung cong nghé thong tin (CNTT) dbi voi nguoi dimg
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dau DN, nang cao vai trd ciia ngudi phu trach ké toan va nhan vién ké toan trong tmg
dung PMKT, va nang cao vai trd ciia ngudi phu trdch CNTT va nhan vién CNTT trong
DN. Bén canh d6, DNNVYV ciing can thuc hién cac giai phap cu thé cho tung giai doan
g dung PMKT gdm: giai doan lya chon PMKT (dénh gia va lya chon PMKT dya
vao hai tiéu chi chinh: kha nang hd tro DN ctia NCC PMKT va tinh kha dung cia
PMKT), giai doan trién khai va giai doan van hanh PMKT (tiép tuc danh gia cac tiéu
chi lién quan dén dich vu hd trg st dung PMKT va kha nang tao quan h¢ tot gitta NCC
PMKT véi DN).

Péi véi cac co quan nha nude, cdc té chire cung cdp va trién khai PMKT, cdc hoi
nghé nghiép va cdc co s¢ dao tao ké toan, CNTT: Can dong thdi cé cac bién phap hd
tro dé tang cuong sy hiéu biét cua thi truong VN vé loi ich cua viéc tin hoc hoa cong
tac ké toan ciing nhu tiéu chi lva chon, danh gia PMKT ma DNNVV nén quan tam dé
nang cao mic do thoa man. Bén canh d6, cac giai phap hd tro v& mit tai chinh cho
muc tiéu nang cao mirc 6 tmg dung CNTT trong cong tic ké toan tai cac DNNVV
cling can dugce thuc hién.

8. HAN CHE VA HUONG NGHIEN CUU TIEP THEO

Han ché ctia nghién ciru: Do khong thé biét tong s6 DNNVV VN img dung PMKT
cling nhu khong thé thu thap dugce danh muc tong thé nén nghién ctru nay da chon mau
theo phwong phap phi xac suit. Cac DN duogc khao sat chi tap trung tai khu vuc phia
Nam va kich thuéc mau chi méi dap ing & mirc do t6i thiéu dé thuc hién cc phan tich
thong ké. Ngoai ra, nghién ctru chua xem xét dén tiéu chi gia phi cia PMKT tac dong
nhu thé nao dén mirc d6 thoa man cia DNNVV sit dung PMKT.

Hudng nghién ctru tiép theo: Nghién ctru chi méi xem xét dén tiéu chi lya chon
PMKT, do d6 cac hudng nghién ciru tiép theo c6 thé 1a nghién ciru vé phuong phap lua
chon PMKT, k¥ thuat danh gia PMKT va hé théng/ cong cu hd trg ngudi ra quyét dinh
danh gia va lga chon PMKT tai DNNVV VN. Nghién ctru cling chua xem xét cac tiéu
chi Iya chon PMKT gdm: tiéu chi vé chi phi va loi ich cia PMKT (c6 lién quan dén
van d& gia phi), tiéu chi lién quan dén dic diém dau ra ctia goi PMKT va tiéu chi lién
quan dén y tuong thiét ké PMKT. Pay c6 thé 1a hudng nghién ctu tiép theo. Hudng
nghién ctru tiép theo ¢ thé thuc hién 13 mé rong déi tugng nghién ctru cho cac DN VN
hodc nghién ctru trén nhém DN quy mé 16n. Va néu ¢ thé, hudéng nghién ctru tiép theo
dé cung cd két qua nghién ciru d6 1a mé rong kich thude maum
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