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TAC DONG CUA NIEM TIN Td1 V BINH SU DUNG
DICH UU GONG TRUG TUVEN CUA CONG DAN
TREN DIA BAN THANH PHO HA NOI
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Ngay nhén lgi: 14/04/2025

Hoang Hai Ha
Trwong DPai hgc Thuwong mai
Email: haiha@tmu.edu.vn

Ngay duyét dang: 17/04/2025

hién ciru nay diea trén viéc ké thira mé hinh ly thuyet chdp nhdn cong nghé TAM
(Technology Acceptance Model) va ly thuyet vé niém tin dién tir dé tién ~hanh danh

gia, do luong moi quan h¢ giita niém tin va y dinh sur dung dich vu cong truc tuyén ciia cong
dan trén dia ban thanh phé Ha Néi. Két qua kzem dinh SEM voi dir liéu khao sat tw 377 cong
dan dd chi ra sy tac dong thudn chiéu gzu"a niém tin véi Y dinh sir dung dich vu cong truc tuyén
dong thoi xdc nhdn yeu 16 tdc dong den niém tin. Cy thé, cdc yéu t6 tac dong thudn chzeu dén
niém tin vao dich vu cong truc tuyén bao gom: niém tin vdao chinh phu nhgn thirc vé rii ro,
niém tin vao cong nghé va chdt hrong thong tin. Nghién ciru ciing dé xudt mot s6 kién nghi gia

ting ¥ dinh sir dung dich vu céng truec tuyén théng qua cdi thién niém tin cia céng dan.

Tir khéa: niém tin, v dinh swr dung, dich vu cong truc tuyén, TAM.

JEL Classifications: LS81, L8S.

DOI: 10.54404/JTS.2025.205V.02

1. Pat van dé

Theo Bo Thong tin va truyén thong, Chinh
phu di¢n tir (CPDT) la chinh phu tng dung
cong nghé thong tin dé nang cao hicu luc,
hi¢u qua hoat dong, phuc vu nguoi dan va
doanh nghiép tot hon. Hay n6i mét cach khac,
day la qua trinh tin hoc hoa cac hoat dong cta
chinh phﬁ Mot trong nhfmg nhiém vu quan
trong cua CPDT la cung cap dich vu cong
trye tuyén (DVCTT). DVCTT gitp ning cao
hi¢u qua va tinh minh bach trong hoat dong
cung cap dich vu cua chinh phu. Tuy nhién
trong thyc té, viéc trlen khai CPDT con gép
nhiéu kho khin, khlen ty 1€ st dung chua cao.
Nguyén nhan chii yéu tir viéc thiéu niém tin

khoa hoc

va su ung hg, chap hanh cua cong dan (Al
Hujran et al., 2013). M6t by phan ngudi dén
kho khan trong vigc tiép can thong tin, hodc
su dung cac cong cu truc tuyen ho lo ngai vé
viéc dit liéu ca nhan bi mat cap, bi ro ri thong
tin hodc bi ban, s dung cho cac myc dich
thwong mai. Do do, cung véi nhimng nd luc
hoan thién thé che co ché, chinh sach, nang
cao nhén thiec, nlem tin cia cong dan vao
CPDT la yéu té can dugc chi trong.

Tai Ha Noi, UBND thanh phd d3 ban
hanh Ké hoach ) 161/KH-UBND ngay
09/06/2022 vé viéc trlen khai dé an “Poi
méi viée thuc hién co ché mot cura, mot cira
lién thong trong gidi quyét thu tuc hanh
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chinh”. Trong d6 c¢6 dé ra muc tiéu trong
giai doan 2023-2025, ty 1€ cong dan thuyc
hién cac DVCTT va thyc hién thu tuc hanh
chinh trén moi truong dién tur t6i thleu dat
50% so véi tong s6 hod so tiép nhan. Pé dat
dugc muc ti€u nay, bén canh viéc xay dung,
hoan thién h¢ thong DVCTT phu hop va dap
tmg duoc yéu cau xir Iy ho so thi viéc nang
cao su tin tuong, nang cao y dinh st dung
cac h¢ thong truc tuyen cua cong dan cung
la mot van dé can duoc quan tam, giai
quyet Do do, nghién ctru nay tap trung vao
xac dinh mdi quan hé giira niém tin va y
dinh su dung DVCTT, qua do dé xuat kién
nghi nham nang cao ty 18 s6 ho so dugc g1a1
quyet trén moi treong dién tr ndi riéng va
DVCTT trén dia ban néi chung. Bé dat duoc
muc tiéu do, nghién ctru di vao tra 161 cac
cau hoi sau: 1) Céc nhan t6 nao tac dong den
niém tin cua cong dan v6i DVCTT?; 2) Mbi
quan hé glu:a niém tin v6i y dinh st dung
DVCTT cua cong déan trén dia ban Ha N6i?;
3) Co thé tac dong gi dé nang cao niém tin
va y dinh st dung DVCTT cta nguoi dan
trén dia ban Ha No1? .

2. Co sé ly luan va cac gia thuyét
nghién ciru

2.1. Co s6 Iy ludn va thue tién vé mem tin
ciia cong din voi dtch vu cong triee tuyén

2.1.1. Nzem tin cua cong dan voi dich vu
cong truc tuyen

“Dich vu cong tryc tuyén 1a dich vy hanh
chinh cong va céac dich vu khac dugc cung
cap cho cac to chirc, ¢4 nhén trén moi trudng
mang” (Théng tu s6 26/2009/TT-BTTTT).
DVCTT cung cip mdt phuorng phap thuc hién
cac thu tuc hanh chinh méi, st dung cong
ngh¢ thong tin, Internet nhu mot cong cu dac
luc dé tang toc do thuc hién hiéu qua, hiéu
suat cao. Chinh phu cac nudc dang cho thay
su uu tién manh mé trong viéc cung cap cac
dich vu thong qua Internet, dac biét day la
mot cong cu hitu hiéu trong quan ly hanh
chinh nham gidm chi phi cting nhu thoi gian

trong giao dich gitra chinh quyén vé&i nguoi
dén, to chirc (Ebbers et al., 2008).

Niém tin cia nguoi dan d6i voi Chinh
phu va cac co quan nha nu6e con duge goi
12 niém tin chinh phii. Theo cac nha nghién
cuu, thong thuong c6 ba céach tiép can vé
nlem tin cuia ngudi dan: 1) La trang thai tdm
1y thé hién long tin ctia ngudi dan ddi véi co
quan nha nudc, 1a sy tin tudng cua ngucn
dan d6i v6i hanh vi dung dan, thich dang va
phu hop véi lgi ich cong cua chinh phu vaco
quan hanh chinh. Niém tin cia nguoi dan the
hién qua sy danh gia d6i v6i hanh vi va két
qud déu ra cua co quan hanh chinh trong
tuong lai; 2) La thai d§ cua nguoi dén doi
v6i thé che chinh sach, t6 chirc bd may va
ddi ngii cdng chirc hanh chinh (Pippa Norris,
1999) D6 co thé 1a thai do tich cuc, thé hién
sy ung hg, thra nhin va hai long, cling c6
the 1a thai do tiéu cuc, thé hién su phan ddi,
that vong va khong hai long, 3) La sy danh
g1a khach quan, khoa hoc ciia ngudi dan doi
vo1 muc do théa man sy mong doi cua nguoi
dan tor cac co quan hanh chinh (Miller &
Listhaug, 1990).

Nlem tin 12 nhéan t6 vo cung quan trong tac
dong dén sy thanh cong cia DVCTT. Niém
tin vao cac DVCTT duogc dinh ngh1a la mot
qua trinh trong d6 nguoi dan co thé xay dung
niém tin vao chinh phu va cac giao dich cua
ho sau khi thong tin v€ dich vu dugc cong b
thong qua trang web ctia chinh phu, diéu nay
cang thuc day y dinh st dung dich vu (Beldad
et al., 2012). Nlem tin 1a mot yéu t6 quan
trong trong viéc trlen khai CPDT & cac quoc
gia dang phat trién (Mustaf et al., 2020;
Ranaweera, 2016)

2.1.2. Bai hoc kinh nghiém trén the glm

Thuc té trién khai CPDT trén_ thé gii da
cho thay vai trd quan trong cua n1em tin trong
su chip nhan cta cong dan d6i voi céc
DVCTT.

Tai Nhat Ban nhitng nam dau thé ki XXI,
cac chinh quyén dia phuong tai Nhat Ban da

khoa hoc =
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bat dau dua cac thong tin vé cong dan cua
minh vio trang web trung tim nhu mot phan
cua mang dang ky thuong tri méi. Voi hé
thong méi nay, moi nguoi dén song tai Nhat
Ban s€ duoc cap mdt s6 nhan dang bao gom
11 chir sb de st dung trong cac giao dich vdi
chinh quyen dia phuong Nhung thong tin
nhu tén, ngay sinh, glou tinh va dia chi s& narn
trong mot file di 1i€u cia tirng nguorl va tat ca
cac dir liu duogc luu trit trén may chu trung
tam cua chinh phu Muc dich cua hé thong
nay la [am cho cudc song cua ngu:m dan va
viéc quan 1y cong dén cua chinh quyen thanh
phd tré nén dé dang hon, dy an nay duogc goi
dudi cai tén la mang Juki. Tai cac toa thi
chinh trén khap dat nudc Nhat Ban, cong dan
s€ duoc truy cap co so dir liéu, giao dich voi
chinh quyen mot cach don gian chi véi viée
danh vao ma s6 ID cua minh. Tuy nhién, vigc
truy cap dé dang nay cling glong mot hoi
chudng canh béo trén khap nudc Nhat Ban.
Sg rang, tinh riéng tu cua nhleu cong dan co
thé gip rui ro, nhi€u chinh quyen dia phuong
da tu ch01 ket ndi voi hé thong nay Phan tng
tir cac van dé lién quan dén sy rleng tu da
dugc du doan trudce, nhung viéc mét s6 thanh
pho tir chéi két nbi mang Juki da gay bbi roi
cho chinh phu. Do do, dleu luat méi da duoc
ban hanh nham nghiém cAm viéc sir dung ma
s6 dinh danh c4 nhan boi bét ky ai ngoai bd
phan hanh chinh va gin trach nhiém cho
nhiing quan chuc chinh phu pha1 bao mat
thong tin va ngan chan viéc 10 ri thong tin ra
bén ngoai. Bong thai nay da xoa diu va thuyét
phuc dugc ngudi dan tin tuong su dung, ung
ho hé thong.

Con tai My, dé bao vé an ninh truyén
thong trén khong glan mang, Chinh phu My
xay dung mot loat cac g1a1 phap dong bo: mot
13, xay dung hé théng cac co quan chuyén
trach vura 1a mang ludi phong thi cap nha
nuge vira la xur Iy cac thach thae voi an ninh
truyén thong; hai 13, hoan thién thé ché, chinh
sach dam bao an ninh truyén thong; ba la, day

manh lién ket cong - tu trong dam bdo an ninh
thong tin; bdn 1, trién khai cac 16p bao vé.
Viée xay dung va lién tyc hoan thién, b6 sung
cac diéu luat khong chi gitp hoat dong quan
Iy cia Nha nudc hiéu qua hon ma con tao
dugc sy an tam, tin tudng cua nguol dén thi
tién hanh cac giao dich truc tuyén, bao gdbm
cac DVCTT.

2.2. M6 hinh va gid thuyét nghién ciru

Niém tin duoc phat hién nhu mot tién dé
cua y dinh str dung trong cac nghién ctru khéc
nhau (Abu-Shanab, 2014; Hooda et al., 2022;
Ranaweera, 2016) Voutinioti (2013) cung
cho thay tAm quan trong clia viée bo sung cau
tric niém tin vao cac 1y thuyét 4 ap dung CPDT
(Voutlnlotl 2013) Renman va cong sy cho
rang niém tin vao chinh phu va Internet, cung
v6i mot sd bién sd khac, 1a cac yéu td quyét
dinh ¥ dinh st dung (Rehman et al. 2012)
Horst va cong su ciing da chi ra rang niém tin
vao cac co quan chinh phu tac dong den niém
tin vao CPDT (Horst et al., 2007). Nlem tin
vao cac DVCTT bi anh huong boi mot sb yeu
to Mot sb nghién ctu trude day cho thiy
nlem tin nay bi anh huong chi y€u boi hai
yéu té chinh: niém tin vao chinh pht va niém
tin vao cong nghé/Internet (Abu-Shanab,
2014; Ranaweera, 2016).

Nghién cru do Abu-Shanab (2014) chi ra
niém tin vao CPDT c6 tac dong thuén chleu
dén y dinh su dung CPDT. Trong do, cac blen
tac dong dén niém tin vao CPDT bao gom:
niém tin vao chinh chinh phu, muc d6 quen
thudc voi Internet, niém tin vao cong nghé,
chat luong thong tin cung nhu cac moi lo ngai
vé quyén riéng tu va bdo mat. Ranaweera
(2016) dé xudt nim tién dé chinh cua niém
tin: niém tin vao chinh phu va internet, nhan
thirc vé bao mét, nhan thiac vé quyén riéng tu,
nhan thic vé rii ro va chat luong thong tin.
Do DVCTT la mét phan quan trong va la tap
con cia CPDT do do6 c6 thé ké thira cac
nghlen ctru vé niém tin dién tir n6i chung va
niém tin voi CPDT noi riéng trong viéc
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nghlen clru vé mem tin d6i v6i DVCTT. Didu
nay ciing duoc khang dinh trong nghién ctu
trong nhidu nghién ctru trudc day (Fakhoury
& Aubert, 2015; Khan et al., 2021)

Bén canh do, cac nghién cuu trude day da
chi ra rang mo hinh chap nhan cong nghe
TAM 1a phu hop trong nghién ctru hanh vi
nguoi dung, y dinh st dung CPDT va
DVCTT (Abu-Shanab, 2014). .

Do d6, dé nghién ctru tdc dong cua niém
tin t¢1 y dinh sat dung DVCTT cua cong dén
trén dia ban thanh pho Ha Noi, tac gia da xay
dung mo hinh nghlen clru dua trén ly thuyet
nén chap nhin cong nghe TAMI cung cac
nhan t6 tac dong dén niém tin vao DVCTT ké
thtra tir cac nghién ctru trude day, bao gom
niém tin vao co quan chinh phu nlem tin vao
cong nghé, nhan thirc vé rui ro va chit lugng
thong tin (hinh 1).

(Nguon: Tac giad)

Chat lugng
thong tin
Niém tin vao Niém tin vao
cong nghé DVCTT
Y dinh st
Niém tin vao Nhan thie dung
chinh phu tinh hitu ich DVCTT
\ Thai do voi
Nhan thure / DVCTT
rii ro Nhan thtrc
tinh dé sur

2014; Alzahrani et al.,
Aubert 2015).

HI: Chat lu"ang thong tin co tdc dong
thudn chiéu dén niém tin ciia céng ddn vao
DVCTT

(2) Niém tin vao cong nghé (TiT - Trust in
Technology)

Cac yéu t6 vé cong ngh¢, bao gbm inter-
net, chat lwong hé thong, chit luong dir
licu, chét luong dich vu sé& tac dong dén
niém tin cua coéng dan véi cac DVCTT
(Alzahrani et al., 2017; Huy & Nhi, 2018;
Kanaan et al. 2023)

H2: Nlem tm vao cong nghe co tac dong
thudn chiéu dén niém tin cua céng ddn voi
cac DVCTT.

(3) Niém tin vao co quan chinh phu (TiG -
Trust in Government)

2017; Fakhoury &

Hinh 1: M6 hinh gid thuyét nghién ciru

(1) Chét luong thong tin (IQ - Information
Quality)

Thong tin cung cap trong cac DVCTT phai
chinh xac, day du va cap nhat. Chat luong
thong tin co y nghla quan trong trong vi€c xay
dung niém tin vao cac DVCTT nham ap dung
cac dich vu dién tor d6 (Aloud & Ibrahim,

Thai d0, hinh anh cua cac nhén vién va céac
co quan chinh phﬁ o tac dong nhat dinh dén
niém tin cia nguoi dén véi chinh phu Trai
nghiém va cam nhan t6t s& gitp nguoi dan
nang cao niém tin véi CPPT (Aloud &
Ibrahim, 2014; Alzahrani et al., 2017;
Fakhoury & Aubert, 2015).

khoa hoc =
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H3: Niém tin vio cdc co quan chinh phu
co tac dong tich cwc dén niém tin cia cong
dan voi cac DVCTT.

(4) Nhan thirc vé rii ro (PR - Perceived Risk)

Céc nhan t6 rui ro phd blen dugc nhic dén
trong céac nghlen ctru do6 la yeu t6 an toan bao
mat va tinh riéng tu. Khi ngu’0’1 dén nhan thue
dung, da va khong lo ngai vé cac yéu to do thi
niém tin voi DVCTT ciing s& tang 1én (Aloud
& Ibrahim, 2014; Alzahrani et al., 2017;
Kanaan et al. 2023)

H4: Nhdn thuc vé rui ro co tac dong thudn
chiéu dén niém tin cia cong din véi cdc
DVCTT.

(5) Niém tin vao DVCTT (TiEG - Trust in
eGovernment services)

Nghlen cuu trong linh vuc CPDT chi ra
rang niém tin dong vai trd quan trong trong
viéc du doan y dinh st dung DVCTT, béi vi
ncu nguoi dan khong tin tudng vao dich vu
dién t thi y dinh st dung s€ bi anh hudng
(Aloud & Ibrahim, 2014; Alzahrani et al.,
2017; TSUI, 2019).

H5 Nlem tin vao DVCTT co tac dong
thudn chiéu dén y dinh sir dung DVCTT ciia
cong dan

(6) Nhan thtic vé tinh d& sir dung (PEOU -
Perceived ease of use)

Muc do su dung cac dich vu CPDT de
dang, d& hiéu va dé tiép can sé tac dong dén
thai d§0 va y dinh st dung cia cong dan
(Abu-Shanab, 2014; Mensah, 2018; Mensah
et al., 2017).

H6a Nhdn thirc vé tinh de s dung
DVCTT c6 tac dong thudn chiéu dén nhdn
thire vé tinh hitu ich ciia DVCTIT

H6b: Nhén thirc vé tinh dé sw dung
DVCTT co tac dong thudn chiéu dén thdi d¢
cua cong dan voi DVCTT

(7) Nhan thérc vé tinh hitu ich (PU -
Perceived usefulness)

Céam nhén vé mirc do hiru ich khi sir dung
DVCTT cua nguoi dan. Str dung dich vu cong
dem lai hi€u qua va nang suat cong viéc cao

hon s& khién ngudi dan co thai do tich cuc va
xu huéng sir dung dich vu cong nhiéu hon
(Abu-Shanab, 2014; Mensah, 2018; Mensah
et al., 2017).

H 7a Nhén thirc vé tinh hiru ich c6 tdc
dong thuan chiéu dén thdi do cia cong dan
voi DVCTT. .

H7b: Nhdn thicc vé tinh hitu ich co tac
dong thuan chiéu den y dinh sw dung DVCTT
cua cong dan.

(8) Thai do v61 DVCTT (ATT - Attitude)

Khi ngudi dan c6 thai do tich cuc dbi véi
cac DVCTT thi y dinh sir dung s€ cao hon so
voi nhitng ¢4 nhan c6 thai do tiéu cuc
(Mensah, 2018; Mensah et al., 2017).

HS8: Thai do co tac d‘ong thuan chiéu t6i y
dinh sw dung DVCTT cua cong dan.

(9) Y dinh str dung DVCTT (BI - Behavior
Intention)

Mirc d6 ma nguoi dan du dinh, 1ap ké
hoach va mong dg¢i st dung cac dich vu
CPDT (Abu-Shanab, 2014; Aloud & Ibrahim,
2014; Alzahrani et al., 2017; Fakhoury &
Aubert, 2015; Huy & Nhi, 2018; Mensah,
2018; Mensah et al., 2017).

Ch1 tiét thang do duoc mo ta trong bang 1.

3. Phwong phap nghién ciru

Pé dat duge muyc tiéu nghién ctru, tac gla
st dung két hop 2 phuong phap: nghién clru
dinh luong va nghién ctru dinh tinh. Phuong
phap nghlen ciru dinh tinh duge st dung
trong giai doan dau tong hop déanh gia tai liéu
va xay dung khung ly thuyet xay dung md
hinh cung cac gia thuyét nghién ctru. Bén
canh tong quan tai li¢u, dir li€u dinh tinh con
duoc thu thap thong qua hinh thire phong van.
Ung vién tham gia phong van la cac nha khoa
hoc ¢ su hiéu biét vé van dé nghién ctru va
nhiing cong dén dd c6 trdi nghiém voi
DVCTT. Céc budi phong van dién ra truc
tuyén trén nen tang Google meet voi muc
dich tim ra bién méi ciing nhu gop ¥ va théo
ludn dé hoan thién thang do trudc khi tién
hanh khdo sat chinh thuec.

=
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Bang 1: Bang mo ta thang do

Bién doc lap/
phu thudc

Bién mo ta

Nghién ctru

Niém tin vao
cac co quan

T6i tin tuong cac nhan vién va cac co quan chinh phu
trong viéc ho cung cap DVCTT

(Alzahrani et al., 2017)
(Fakhoury & Aubert, 2015)

chinh pha T6i tin rang chinh phu luén dem dén nhiing loi ich | (Aloud & Ibrahim, 2014)
(TiG) tot nhét cho cong dan
T6i tin twéng chinh phu dang lam tot nghia vu ctia ho
d6i voi cong dan
Chét lugng DVCTT cung cip thong tin mdt cach day du (Alzahrani et al., 2017)
thong tin (IG) | DVCTT cép nhét thong tin mot cadch thuong xuyén | (Fakhoury & Aubert, 2015)

DVCTT cung cip thong tin médt cach chinh xac

(Aloud & Ibrahim, 2014)

Nhan thue vé
rui ro (PR)

Théng tin ca nhan cua t6i s& khong bi cac td chic
chinh phu str dung theo cach ngoai ¥y mudn

T6i cho rang cac DVCTT c¢6 céc tinh ning bao mat
dé bao vé dir liéu cta cdng dan khoi su truy cap trai
phép cia bén thir ba

T6i tin ring minh s& khong mat quyén kiém soat
théng tin c4 nhén ctia minh khi sir dung cdc DVCTT

(Alzahrani et al.,
2017)(Aloud & Ibrahim,
2014)(Kanaan et al., 2023)

Niém tin vao
cong nghé
(TiT)

To6i cam thiy tin tuéng vao mic dd bao mat trén
Internet

T6i cam thay yén tAm rang cac bién phap cong nghé
va phap ly ¢6 da kha nang bao vé téi trudc nhiing rui
ro khi sir dung Internet

T6i tin tudng vao kha nang bao mat cia may tinh khi
st dung n6 cho cac DVCTT

T6i tin tudng vao kha nang bao mit cua dién thoai di
doéng khi té1 sir dung n6 cho cac DVCTT

(Alzahrani et al., 2017)
(Aloud & Ibrahim, 2014)
(Kanaan et al., 2023)(Huy
& Nhi, 2018)

Niém tin vao
DVCTT
(TiEQG)

T6i tin rang cac DVCTT khong giy hai cho toi

Téi tin tuong cac DVCTT du t6i khong co6 day du
kién thuc vé dicu do

Céac DVCTT la dang tin cdy

(Aloud & Ibrahim, 2014)
(TSUIL, 2019) (Alzahrani et
al., 2017)

Nhan thtc vé
tinh dé sur
dung (PEOU)

T6i dé dang truy cap (hoic cai dat) DVCTT

T6i dé dang tim kiém thong tin vé DVCTT

Viéc hoc cach sir dung DVCTT véi téi rat d& dang

(Abu-Shanab, 2014),
(Mensah, 2018) (Mensah et
al., 2017)

Nhan thie tinh

DVCTT giup t6i hoan thanh céng viéc mot cach tién

(Abu-Shanab, 2014),

hitu ich (PU) | loi hon (Mensah, 2018) (Mensah et
DVCTT gitp t6i hoan thanh cong viéc hiéu qua hon | al., 2017)
DVCTT giup t61 hoan thanh c6ng viéc nhanh hon
Thai d6 voi St dung DVCTT la mét y tuong hay (Mensah, 2018) (Mensah et
DVCTT St dung DVCTT lam cho cong viéc thu vi hon al., 2017)
(ATT) T6i thich sir dung DVCTT
Y dinh str T6i ¢ y dinh st dung DVCTT trong thoi gian téi (Abu-Shanab, 2014),
dung DVCTT | T6i ¢6 y dinh sitr dung DVCTT mot cach thuong | (Mensah, 2018) (Mensah et
(BI) xuyén trong thoi gian téi al., 2017) (Alzahrani et al.,

T6i c6 y dinh s€ gidi thi€u nguoi khac st dung
DVCTT trong thoi gian téi

2017) (Aloud & Ibrahim,
2014) (Huy & Nhi, 2018)
(Fakhoury & Aubert, 2015)

(Nguon: Tac gia tong hop)

khoa hoc =
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V6i phuong phép dinh lugng, cac dir liéu
SO cap duogc thu thip thong qua hinh thirc
phiéu diéu tra. Phiéu diéu tra dugc thlet ke su
dung thang d6 Likert 7 mirc do. Phiéu diéu tra
dugc in ra va gui truc ‘glep thong qua cac moi
quan h¢ cua tac gia, dong thoi duoc gui true
tuy€n qua cac kénh zalo, facebook, gmall
D6i tuong diéu tra la cong dan dang sinh song
trén dia ban thanh phb Ha Noi.

Kich thudc mau nghién ciru duogc xac dinh
theo Hair va cong su. Trong cubén A Primer on
Partial Least Squares Structural Equation
Modeling, Hair va cong sy da de xuat quy tac
10 lan de xac dinh mau toi thleu trong PLS-
SEM (Hair et al., 2021). Quy tac nay nhu sau;

Quy tac I: Mau t6i thleu s& bang 10 1an sb
b1en quan sat cia mot ciu trac thang do
(bién) dang nguyén nhan co nhiéu bién quan
sat nhat.

Quy tic 2: Mau tdi thiéu s& bang 10 lan
s6 duong din tac dong hudng vao mot ciu
trac thang do c6 nhiéu duong din hudng
vao no nhat.

Khi ap dung 2 quy tic trén vao md hinh
nghién ciru ta déu co kich thude mau tdi thiéu
1a 40.

Tuy ning luyc thong ké van & mirc do chap
nhan dugc khi mau nho hon 100 nhung luong
mau cang cao cang ting tinh chinh xac cla
udc luong.

_Trong qua trinh dleu tra, tac gia thu vé 405
mau trong d6 c6 28 mau khong hop 18. Cudi
cung €6 377 phleu diéu nay la phu hop voi
yéu cau vé ¢ mau & trén va s€ dugc dua vao
phan tich & cac bude tiép theo.

Trong bai nghién cuu, tic gida st dung
phin mém SmartPLS 3.0 dé xir 1y va phan
tich dir liéu. Céc ndi dung phan tich bao gom:
DPanh gid m6 hinh do luong va Banh gia mo
hinh céu truc.

4. Ket qua nghién ctru va thio luan

Trong s6 377 cong dan tham gla khao sat,
ty 1€ nir g101 cao hon dang ké so véi nam gidi.
Ung vién gidi tinh nit 1a 264 nguodi tuong

duong 70.03%. Ung vién gi6i tinh nam 14 113
ngu’oi tuong u:ng 29.97%. Khong c6 u’ng vién
nao tham gia khdo sat lga chon gid¢i tinh
“khac”. Vige chénh 1éch nhiéu gitra ty 1€ gidi
tinh nam va nir c6 thé gy ra sy thiéu tinh dai
dién cua mau. Pay ciing 12 mot trong nhiing
han ché cia phuong thirc lay mau ngau nhién,
thudn tién. Nam sinh cua ung vién tap trung
phan 16n trong khoang tr nam 1981 - 1996
(chiém 52. 79%) va 1997 - 2012 (chiém
38.2%). Chi c6 6 ung vién tuong duong
1.59% sinh ra trude ndm 1965 va 28 ing vién
tuong duong 7.43% sinh ra trong khoang
1965-1980.

4.1. Keét qua danh gia mé hinh do lu’(‘rng

C6 hai loai md hinh do luong d6 la mo
hinh do luong két qua va md hinh do luong
nguyén nhan (hay con g01 1& m6 hinh cau
tao). O buge danh g1a mo hinh do ludng, can
danh gia 1an luot ca hai loai mo hinh nay
truge khi chuyén sang budc danh gia mo hinh
cAu tric.

4.1.1. Danh gia mo hinh do lwong
nguyén nhan

Céac md hinh do luong nguyén nhén trong
mo hinh nghlen ctru do la: Chat luong thong
tin, Niém tin vao cong nghé, Niém tin Vao cac
co quan chinh phu, Nhan thtc rai ro, Niém tin
vao DVCTT, Nhan thic tinh dé st dung,
Nhén thire tinh hiru ich.

Pé danh gia mo hinh do luwong nguyen
nhan, tac gia da tién hanh kiém dinh qua cac
bude: 1) Danh gia muc dg tin cdy cua bién
thang do thong qua hé sd Cronbach’s Alpha
2) Panh gia mirc 46 da cong tuyén glua cac
thang do (thang do) thong qua h¢ s6 Outer
VIF; 3) Danh gia muc y nghia thong ké cta
trong sO thong qua chi s P-value.

Viéc danh gia d6 tin cdy cua thang do va
gia tri thang do dugc thyc hién bang phuong
phap h€ s6 tin cdy Cronbach’s Alpha. Gia tri
qué Alpha 16n hon 0,8 la thang do luong tot;
tr 0,7 den 0,8 1a str dung duoc; tir 0,6 trd lén
1a c6 thé sir dung trong truong hop kha1 niém

=
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nghién ctru 13 méi hodc 1a méi trong bdi canh
nghién ctru (Hair et al., 2021). Cac thang do
trong mdé hinh do luong nguyen nhan cua
nghién ctru déu dat mirc do tot.

Theo Hair va cong su (2009) cho rang,
VIE > 10 s& xay ra da cOng tuyén manh
(Joseph F. Hair, 2009). Thudéc do muc do
phong dai phuong sai (Variance Inflation
Factor, VIF) doi héi phai nho hon 10, tham
chi & mac VIF bang 5 da co thé xay ra da
cong tuyén. Trong lan xoay ma tran thtr nhét,
cac thang do PEOU2 va TiT3 c¢6 mirc outer
VIF lan luot 13 6.319 va 6.486 16n hon tiéu
chudn nén sé& loai 2 thang do nay khoéi mo
hinh trudc budc klem dinh P-value.

Khi danh gla chi s6 P-value 1an mét, voi P-
value > 0.05, céac thang do TiEG2, PR1, TiG2,
PUI, IQ1 khong ¢6 y nghia do luong lan luot
cho cac bién TiEG, PR, TiG, IQ Do do tac
gla loai bo cac thang do nay va tién hanh danh
gla lai mirc d6 da cong tuyén Outer VIF va
muc y nghla thong ké P-value ctia md hinh do
luong nguyén nhan sau khi da loai TiEG2,

PR1, TiG2, PU1, IQ1.

Du0’1 day 1a két qua danh gla da cong
tuyén va P-value sau khi d loai cac thang do
khong hgp 1€ ¢ budc trén (TiT3, PEOU2,
TiEG2, PR1, TiG2, PU1, IQ1). Két qua cho

thay cc thang do con lai deu thoa man céc
dleu kién dé tién t6i budc kiém dinh mo hinh
céu truc.

4.1.2. Banh gia mo hinh do lu"ong két qua

Mo hinh do ludng két qua 1a mo hinh do
1u0’ng st dung mot tap hop cac thang do két
qua (effect indicators) hay con goi la cac
thang do phan anh (reﬂectlve indicators) d¢
do luong bién tiém 4n. Cac mé hinh do luon
két qua trong nghién ctru d6 1a: Thai 4o va 'Y
dinh st dung. bé danh gia mo hinh do luong
két qua, tac gia da tién hanh kiém dinh qua
cac budc: 1) Banh gia mire d6 tin cdy cua
thang do thong qua H¢ sO tai ngoai (Outer
loading); 2) Danh gid mtrc d§ chinh xac vé
hdi tu thong qua chi s6 AVE va 3) Panh gia
murc do chinh xac vé su phan biét thong qua
chi s6 HTMT.

Cac thang do déu c6 hé sb tai ng0a1 dat
muc yéu cau (16n hon 0.7) do d6 cac thang
do cua blen ATT va BI déu dat dugc muc do
tin cdy dé tién hanh cac budc kiém dinh tiép
sau. Theo Hair va cong su (2009), néu AVE
> 0.5 thang do dat muc d6 chinh xac vé su
héi ty. Khi AVE < 0.5 thi khong dat muc do
chinh xac vé& sy hoi tu. Nhu vy thang do
cua ca ATT (0.853) va BI (0.892) déu dat
duoc sy hoi tu theo yéu cau. Két qua danh

Bang 2: Pdnh gid da céng tuyén (outer VIF) lan 2

Tén bién Outer VIF Tén bién Outer VIF
value value
1Q2 2.655 TiEG1 2.946
1Q3 2.655 TiEG3 2.946
PEOUI1 2.674 TiG1 3.512
PEOU3 2.674 TiG3 3.512
PR2 2.825 TiT1 2.399
PR3 2.825 TiT2 4.034
PU2 2.659 TiT4 2.301
PU3 2.659

(Nguon: Tong hop dir liéu tir phan mém Smart SPL 3.0)

khoa hoc =
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Bang 3: Gid tri P value mé hinh do lwong nguyén nhén lan 2

P Values P Values

1Q2 >1Q 0 TiEG1 -> TiEG 0
IQ3 >1Q 0 TiEG3 -> TiEG 0

PEOUI1 -> PEOU 0 TiG1 -> TiG 0

PEOU3 > PEOU 0 TiG3 -> TiG 0.009
PR2 -> PR 0 TiT1 -> TiT 0.007
PR3 -> PR 0 TiT2 -> TiT 0.025
PU2 > PU 0 TiT4 -> TiT 0
PU3 > PU 0

(Nguon: Tong hop dir liéu tir phan mém Smart SPL 3.0)

gia murc do chinh x4c vé phan biét gifra cac
thang do, HTMT < 0.85 thi dat dugc murc do
chinh xac vé su phan biét gilra 2 cdp thang
do. Nhu vay, voi HTMT = 0.773, két luan
co su phan biét gitta thang do cia ATT va
thang do cua BL

4.2. Két qua danh gida mo hinh cdu triic

Danh gia mo6 hinh céu tric lién quan té1 ba
noi dung chinh: 1) Banh gia muc d§ da cong
tuyen gitra cac bién trong mo6 hinh thong qua
chi s6 Inner VIF; 2) banh g1a muc y nghia
thdng ké P-value va d6 16n cua hé s hdi quy
Sample mean; 3) Déanh gia vai tro gidi thich
ctia bién tac_dong _toi bién phu thudc thong
qua chi so R2 va £2.

Chi s6 Inner VIF giira cac blen trong mo
hinh déu nho hon 3, khong xuat hién da cong
tuyén gnra cac blen tiém 4an trong mo hinh
nghién ciru. Cac bién duoc  gilr nguyén dé tién
hanh céac buéc danh gia tiép theo.

Céac bién TiT, TiG, IQ va PR déu o tac
dong thuén chiéu t6i blen TiEG véi hé s hoi
quy lan luot 12 0.147, 0.351, 0.114 va 0.309.
Cac bién TiEG, ATT va PU déu co tac dong
thuan chiéu toi BI v6i hé so ho6i quy 1an luot
la 0.151, 0.456 va 0.25. Bién PEOU tac dong
thuén chleu dén ATT va PU vOi hé s6 hoi quy
lan luot 13 0. 231 va 0.677. Bién PU cung tac
dong thuan chiéu dén bién ATT v&i hé so hoi

quy 1a 0.584. Cac moi quan hé déu c6 y nghia
thong ké véi mure P-value < 0.05.

Nhu vay tat ca cac gia thuyét nghién ctru
deu dugc chap nhan. Chat luong thong tin,
Niém tin vao cong nghe, Nlem tin vao co
quan chinh phu, Nhan thirc vé rui ro c6 tac
dong thudn chleu dén niém tin ctia cong dan
v6i DVCTT. Y dinh st dung DVCTT cua
cong dan chiu tac dong thuan chiéu tir Niém
vin vao DVCTT, Nhan thtc tinh dé su dung,
Nhan thirc tinh hitu ich va Thai dg. Trong do,
Nhan thirc tinh dé sir dung c6 tic dong thuan
chleu téi Nhan thtc tinh hiru ich, Thai do
dong thoi 6 mdi quan hé tac dong gian tiép
dén Thai d6 thong qua Nhan thuc tinh hitu
ich. M6 hinh do luong ciu tric duoc thé hién
¢ hinh 2.

R2 hiéu chinh cua ATT bang 0.576, nhu
vy cac bién doc 1ap PU va PEOU giai thich
duge 57.6% su bién thién cua bién ATT. R?
hi¢u chinh ctua BI bang 0.563, nhu vay cac
bién doc lap PU, TIEG va ATT giai thlch dugc
56.3% su bién thién cua bién BL R? hiéu
chinh cua PU bang 0.457, nhu vy bién doc
lap PEOU giai thich dugc 45.7% su bién
thién cua bién PU. R2 hi€u chinh cua TIEG
bang 0.616, nhu vay cac bién doc lap IQ, TiT,
TiG va PR gidi thich duoc 61.6% su bién
thién cua bién TiEG.

=
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Bang 4: Pdnh gid moi quan hé tic dong P-value

Original Sample lS)t;Iil:;Zﬁ T Statistics P-Values
Sample (O) | Mean (M) (STDEV) (JO/STDEV))
ATT > BI 0.457 0.456 0.048 9.456 0
1Q > TiEG 0.118 0.114 0.072 1.643 0.1
PEOU -> ATT 0.232 0.231 0.051 4.536 0
PEOU -> PU 0.677 0.677 0.031 21.789 0
PR -> TiEG 0.316 0.309 0.059 5.318 0
PU > ATT 0.584 0.584 0.044 13.318 0
PU -> BI 0.25 0.25 0.049 5.096 0
TiEG -> BI 0.15 0.151 0.043 3.447 0.001
TiG -> TiIEG 0.342 0.351 0.079 4.305 0
TiT -> TiEG 0.142 0.147 0.066 2.14 0.032
(Nguon: Tong hop dir liéu tir phan mém Smart SPL 3.0)
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(Nguon: Dit liéu tir phan mém Smart SPL 3.0)
Hinh 2: Mo hinh két qua nghién ciru
_ khoahoe =
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V6i mic 2 > 0.35: PU c6 mic téc dong
manh dén ATT; PEOU c6 mic tac dong manh
dén PU. Véi mic 0.15 < £2 < 0.35: ATT ¢6
mirc tic dong trung binh dén BI Véi mirc 0.02
< 2 <0.15: PEOU c6 mec tic dong nho toi
ATT; PU va TiEG c6 muc tac dong nhd téi
BI; TiG, TiT va PR c6 mic tac dong nhd téi
TiEG Véi mie £2 < 0.02: IQ ¢6 mic téc dong
cuc ky nho t6i TiEG.

5. Két luan va kién nghl

Trong bai nghién ctru nay, tac g1a da tim
hiéu y dinh sir dung DVCTT cua céng dén
dudi sy tac dong cua yéu to n1em tin. Nghlen
ctru dugc tién hanh tai thanh phé Ha Noi voi
dbi tuong tham gia khdo sat 1a cong dén
dang sinh song trén dia ban thanh pho. Két
qua kiém dinh bang phéan mem SPSS 20 va
Smart PLS 3.0 v6i 377 phleu hop 18 cho thiy
nlem tin vao DVCTT co6 tdc dong thudn
chiéu téi y dinh sir dung Bén canh do,
ngh1en ctru cung chi ra cac nhan t6 tac dong
dén niém tin vao DVCTT dugc xac nhan bao
gom niém tin vao chinh phu nhan thic Ve
rii ro va niém tin vao cong nghé va chét
luong thong tin. Céc gia thuyét nghién ctru
déu duoc chap nhan.

Tu ket qua trén, tac gia dé xuat mot sé kién
nghi nham gla tang y dinh st dung DVCTT
thong qua cai thién niém tin cta cong dan.
Nlem tin c6 thé duoc x4y dung thong qua mot
s6 cach thirc, nhur:

- Nang cao uy tin va hinh anh cua cac co
quan chinh phu nham cai thién niém tin cua
cong dén doi voi cac co quan nha nudc. Khi
nguoi dan co niém tin véi cac co quan nha
nude thi niém tin cta ho voi cac DVCTT do
co quan nha nuéc cung cip ciing theo d6
duogc nang cao.

-Dé st dung cac DVCTT, cong dan can ¢
kién thirc va ki nang vé cong nghé. Cac hoat
dong Ve gido duc, tuyen truyen ho trg va phd
bién kién thuc s& glup ngu:(n dan cé nlem tin
vOi internet, véi cac nén tdng cung cap dich
vu tryc tuyén ciing nhu tin tuéng thyc hién

cac giao dich thong qua cac thiét bi nhu may
tinh hay di¢n thoai thong minh.

- Nhung lo lang V€ rui ro tiém an khi tham
g1a vao cac hé thong cung cap DVCTT s& lam
giam niém tin va ¥ dinh st dung dich vu. De
nguol dén yén tdm thi co quan nha nude can
c6 nhitng cam ket va hanh lang phap ly trong
viéc bao vé quyén neng tu, cd nhan va bao
mat thong tin cho cong dan.

Bén canh do, ciing tur két qua nghién ctru
c6 thé thay mirc do tiép can (truy cap va sir
dung) voi DVCTT dat mire d cao tuy nhién
van co ty 1& nhat dinh chua su dung, chua tIuy
cip vao cac nén tang cung cip dich vu cong.
Sau day 1a mot s6 kién nghi, c6 thé xem xét,
ap dung va trién khai nham nang cao y dinh
st dung DVCTT cua cong dan trén dia ban
thanh phd Ha Noi:

- Xy dyng va trién khai cac chuong trinh
tuyen truyén: Dé nang cao sy chap nhan cua
cong dan, chinh phu can dua ra céc chuong
trinh tuyén truyén mot cach hi¢u qua dé ho co
thé nhan thic duoc tAm quan trong va can
thiét trong vigc sir dung DVCTT. Céc chuong
trinh nay c6 thé thuc hién trén cac tmg dung
ma cong din thuong xuyén st dung nhu
Facebook, Instagram, Tiktok,.. ; to chirc cac
su kién thao ludn truc tuyen hay hop tac voi
nhirng ngudi ndi tiéng va cd stc anh hudng.

- Tich hgp céc tién ich thiét yéu: Chinh
phii nén xem xét, bd sung va nang cap cac
chuc nang DVCTT véi céc tién ich thiét yeu
m& rong quy mo st dung khong chi trong cac
thu tuc hanh chinh hay dich vu cong ma con
phuc vu cho cudc song hang ngay dé cac nén
tang cua chinh phu c6 the phat huy duoc tinh
hiru ich ctia minh. Mot sd chirc nang c6 thé ké
dén nhu chirc nang thanh todn giao dich, quan
1y ho so, tu van, nhic hen. .

- bam bdo bao mat thong tin: Cac nén tang
truc tuyen c6 thé gap nhi€u rui ro, dac biét
hau qua mang lai dbi véi cac ung dung dinh
danh dién tir rat lon va cyce ky nguy hiém. Vi
vdy, chinh phu can phai dam béo riang thong

=
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tin ctia ngudi dan duoc bao mat va khong thé
bi giad mao.

- HO tro nguoi dan trong quaé trinh dang ky
va st dyng: Chinh phu nén t6 chue cac dot
ding ky dé co thé hudng dan chi tiét va ho tro
ngudi dan trong qua trinh dang ky tai khoan,
dua ra cac quy trinh, cac budc dé nguoi dan
lam quen va mang lai su dé dang trong qua
trinh str dung. @
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Summary

This study is based on the inheritance of
the TAM (Technology Acceptance Model)
and the theory of electronic trust to evaluate
and measure the relationship between trust
and the intention to use e-government ser-
vices of citizens in Hanoi. The results of SEM
testing with survey data from 377 citizens
showed a positive impact between trust and
the intention to use e-government services
and confirmed the factors affecting trust.
Specifically, factors that positively affect trust
in e-government services include: trust in
government, risk perception, trust in technol-
ogy and information quality.The study also
proposed a number of recommendations to
increase the intention to use e-government
services by improving citizens’ trust.
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