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Tém tit —Thiét ké trai nghiém ngudi ding (User
experience design) la qua trinh nang cao sy hai long cta
ngudi dung véi san pham bang cach cai thién kha nang sir
dung, kha nang truy cép va sy hai long khi tuong tac vai
san pham. e-Doctor 12 tmg dung Y té dién tir dugc dé xuit
xay dung khi dai dich Covid-19 lan ra toan thé gidi. Su
thanh cong ctia mot tmg dung cong nghé duge quyét dinh
bang nhitng gia tri tich cwc, mang tinh giai phap cao ma
nd mang lai cho chinh ngudi dung muc tiéu cua mlnh
Thiét ké lay nguol dung lam trung tam (UCD) la nén
moéng thiét ké cho tit ca cac san phdm cong nghé chinh 1a
chia khoa m¢ ra sy thanh céng cho e-Doctor noi riéng va
thi truong eHealth ndi chung. Bai bdo nay s€ trinh bay
giai phap thiét ké trai nghiém ngudi dung dya trén mo
hinh UCDC cho tmg dung y té dién tir E-doctor.

Tir khéa— Thiét ké trai nghiém ngudi ding, thiét ké
tuong tac, ing dung di dong, y te,

I. MODPAU

Nganh cong nghlep cham soc stre khoe dang bude vao
ky nguyén ddi méi ky thuat sb, khi bénh nhén tim kiém
dich vu cham soc sirc khoe theo yéu cau vi lich trinh bén
ron cua ho. Xa hoi da tr¢ nén "di dong" hon rat nhiéu
trong thap ki qua. Thong ké gan day cho thdy hon 50%
tong s6 luot truy cép internet trén thé gidi 1a tir dién thoai
di dong. Hon bdn ty ngudi trén toan cau dang su dung
Internet va ban co6 thé bit dau thay nhitng kha ning ma
chuyén dbi sb trong cham soc strc khoe mang lai.

Kham, chira bénh tir xa, hd so stc khoe dién tir 1a
minh chimg rd rét nhat cho thiy cong nghé dang dinh
hinh lai hoan toan cach ching ta twong tac véi chuyén gia
y té, dit liéu dugc chia sé va lén ke hoach dleu tri ra sao.
Muc tiéu chinh cua chuyen dbi s6 trong y té 1a hop Iy héa
cong viéc cta bac si, t6i uu hoa h¢ thong, cai thién két
qué cua ngum bénh, giam thiéu cac 16i hay gip cua con
nguoi, giam chi phi thong qua trai nghiém website, app
mobile[1].
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Hién nay, c6 rat nhiéu start-up v6i rat nhiéu y tuong
va gidi phap maoi nham muc dich chuyén d6i s6 Y te,
chiém linh thi truong eHealth & Viét Nam da dugc trién
khai nhu e-Doctor, Med247, VOV BACSI24, Tuy
nhién, nhiing tng dung va dich vu nay van chua dat dugc
ky vong nhu mong mudn, chua thay d6i dugc thoi quen

“truyen thong cua nguoi dén — thoi quen dén kham tryc
tiép tai cac co sd y t&. Mot trong nhung nguyen nhén
chinh la do céc thirc nghién clru va phat trién cac ng
dung nay chua dugc nhin nhan va thyc hién mot cach day
da va dap tng dugc nhu cau nguorl dung va doanh nghiép.
Do do, viéc quan trong trong viéc phat trlen cac loai hinh
san pham y t€ di¢n tr nhu eDoctor la can phai xdy dung
mot chién luoc phat trién san pham toan dién lay khach
hang lam trung tam, tir d6 dua ra cach tiép can thyc tién,
tmg dung cac giai phap cong ngh¢ phu hop dé dap ung
nhu cau st dung dich vu ngay cang nang 1én cua khach
hang cling nhu cac muc ti€u kinh doanh cua doanh
nghiép.

Trong chién lugc phat trlen san pham toan dién lay
khach hang lam trung tam, thiét ké trai nhiém ngudi dung
(User experience-UX) duge coi 1a “kim chi nam” dinh
huong dé tao ra mot san pham thuc su than thién véi
ngum dung. UX 14 nén tang cua viéc thiét ké giao dién
nguoi dung hiéu qua va no co the glup cdc nha thiét ké
lam 13 nhing gi nguoi dung mubn va can [2]. Bit ké do 1a
ung dung danh cho thiét bi di dong, trang web hay giao
dién cho thiét bi gia dung — (101 v6i ngudi st dung né phai
c6 trai nghiém li€n mach. Dé dat dugc muc tiéu nhu vay,
didu quan trong la phai thu thap cang nhleu thong tin vé
nguol dung tlem nang, ky vong va nhu cau cta ho cang
t6t. Viée xtr 1y tit ca dir liéu d6 co thé 1a mot thach thirc,
nhung viéc quan ly thong tin mot cach khéo 1€o s& quyet
dinh dén sy thanh cong hay thit bai cia mot ung
dung[Alina Prelicz-Zawadzka]. Véi mé hinh User center
design Canvas (UCDC) dya trén thiét ké iy nguoi dung
lam trung tam, vigc sap xep tat ca dir liéu tro nén dé dang
hon va do d6 tap trung vao nhitng gi thyc sy quan trong -
dam bao trai nghiém nguoi dung tich cuc[3].

Béi vay, mé hinh UCDC dugc chon lam trong tam
nghién ctru ciia bai bao, tir 46 dé xut giai phap thiét ké
trai nghiém nguoi dung cho ung dung y t€ dién tu
eDoctor.
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Il. TONG QUAN VE THIET KE TRAI NGHIEM
NGUOIDUNG

Thiét ké trai nghiém nguoi ding (User experience
design UX) la qua trinh ning cao su hai long cia nguoi
dung véi san pham bang cach cai thién kha nang su dung,
kha ndng truy cép va sy hai long khi twong tic voi san
pham[l] Thiét ké trai nghiém nguoi dung that tot ludn 1a
mot phan ciia qua trinh phat trién san pham. Bang viéc
nghién ciru va tuong tac véi ngu(n dung, san pham cua
ban sé& hiéu nguoi dung hon va hoat dong dung theo cach
ngucn dung nghi. Bét ky san pham hodc dich vu thanh
cong nao, chang han nhu trang web hodc ung dung, déu
can thiét ké UX tbt. Vi no, khach hang s& van hai 1ong
va (ly tuong la) trung thanh véi doanh nghiép cua ban.
Néu khong c6 né, nguoi dung clia ban co thé that vong va
khé chiu voi san pham cia ban... dan dén cudi cung 1a it
nguoi dung hon[4].

Ba diéu co thé tao nén mot trai nghiém ngudi dung t6t
d6 1a: Tinh thuc t& (in reality), didu d6 con hon thé nira
(it’s more than that), sy don gian hoa (let’s keep it
Slmple) Hai diéu d4u tién 1a hiéu nhu cu ciia ngudi dung
va muc tiéu kinh doanh. Thir ba 1a c6 mot quy trinh gitp
ban 1ap ké hoach, nghién clru, thiét ké va phat trién san
pham. Thanh céng cia UX nam & quy trinh va chién lugc
ban st dung[4].

Hién nay, quy trinh thiét ké trai nghiém nguoi noi
chung thuong tuan theo quy trinh 7 budce (7stepUX)[5],
cach tiép can thiét ké lay nguoi dung lam trung tam
(User-centered design- UCD) dugc coi la tu duy chi dao
cua quy trinh thiét ké UX nay. Khii ni¢m thiét ké san
pham hodc dich vu dwa trén nhu cau cua ngudi dung duge
gidi thi€u vao ndm 1986 trong cudn sach "Thiét ké hé
thong lay ngum dung 1am trung tdm: Quan diém méi vé
tuong tac gilra con ngudi va mdy tinh" cua Donald A.
Norman va Stephen W. Draper. Diéu nay dugc thé hién rd
trong cac budc mot va hai cua quy trinh 7 buge, UCD la
nguyen tic chu dao trong giai doan nghlen ctru ban déu,
tat ca cong viée s€ duge xoay quanh nguoi dung, dua ra
két luan khach quan, cho muc tiéu thue sy cua ngudi
dung, sau d6 phén loai myc tiéu va tiép tuc su dung thlet
ké huong dén muc tiéu dé hoan thanh thiét ké cua tat ca
cong viée. Ngoai ra UCD 12 mét qua trinh thiét ké lap di
1ap lai trong d6 cac nha thiét ké tap trung vao nguoi dun
va nhu cau cua ho trong tirng giai doan cua qua trinh thict
ké. Trong UCD, cac nhom thlet ke lién quan dén nguoi
dung trong sudt qua trinh thiét ké théng qua nhiéu ky
thuat nghlen ctru va thiét ké, de tao ra cac san pham co6
kha ning sir dung cao va d& tiép can cho ho.

Tuy nhién, c6 rat nhidu ing dung mic du dugc xay
dung dya trén quy trinh UX 7 Steps, duoc ap dung tu duy
UCD nhung van chua hiéu qua hoac chi tao hi¢u ung
“bong bong” khi dugc tri€n khai vao méi truong thyc té
vi khong dat dugc ky vong kinh doanh ban d4u ciing nhu
chién lugc dinh vi thuong hiéu ctia doanh nghiép. Mot
trong nhitng nguyén nhan qua trong chinh 1a do ung dung
¢6 ti 16 chuyén ddi chua duge cha ¥ va hiéu qua, dan toi
tinh trang thua 16, kha ning kinh doanh kém hi¢u qua. -
Conversion Rate (CR) Ty 1¢ chuyén ddi do luong nhiing
gl s€ xay ra khi moi nguon truy cap tmg dung cta ban. Do
do, n6 bi anh huong rat nhiéu boi thiét ké va day la thong
sO quan trong can theo ddi dé danh gia lidu chién luoc trai
nghiém nguoi dung cta ban c¢6 hoat dong hiéu qua hay
khong[6][7].
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Ty 1€ chuyén dobi (CR Conversion Rate) duoc hiéu 1a
ty 1¢ gitra tong s nguoi dung truy cap vao ung dung trén
mot muc tidu cu thé (Co thé 14 sé nguoi dat hang, thanh
toan, hay dang ky thanh vién...).

Conversion Rate (CR) = Téng s6 muc tiéu dat dugc /
Tong s6 ngudi ding vao tmg dung.

Dan chung cta Deyan G vé vé ti 1¢ chuyén doi dang
ky thanh vién trong cac trang web cho thay mdc du ngu(n
dung biét rang ho phai cung cap mot so thong tin ve ban
than nhung ho van luén mudén bao mat nhing thong tin
quan trong cua minh. Chi mot sy thay d6i nho trong qua
trinh trai nghiém nguoi ding da khién cac trang web mat
di mét lugng khach hang 16n[8].

Bat buc yéu Khong can cung

cau SO dién cap So dién
thoai thoai
Ti 1€ chuyén 12% 17%

ddi

Hinh 1: Thong ké ti 1é chuyén doi

Dé c6 ty 1& chuyén d6i CR t6t, mot trong nhitng van
deé quan trong do la xay dung dugc chién lugc trai nghiém
nguoi dung Diéu nay s¢ dat ra cho nguoi lam thiét ké UX
pha1 xac dinh duoc tat ca nhimg thong tin xoay quanh
ngudi ding muc tiéu (Van &, Su lo lang, bong co) -
Doanh nghi¢p (Muc ti€u kinh doanh, Loi thé, D01 tha) va
San phdm dang xay dung (Thi trudng, Gia tri cdt 161).

Trong mot sd nghlen ctru trén thé gidi hién nay([trich
dan] c6 dua ra mo hinh User Centered Design Canvas dé
xéc dinh dugc nhiing thong tin trén mot cach hiéu qua va
¢6 to chirc. M6 hinh nay dugc sir dung ngay trong Giai
doan 1: Strategize khi trién khai quy trinh UX 7 Steps aé
thiét ké ung dung. M6 hinh UCDC sé& glup can bang glua
muc tiéu cua doanh nghiép va mong mudn vé loi ich cua
nguoi sir dung. Pac biét vai cac loai hinh tmg dung [5].

Do do, trong pham vi nghi€ém ctru ciia minh, tic gidi
s& tap trung tim hiéu va nghién ctru vé mé hinh UCDC dé
gitip cho viéc xdy dung chién luoc trai nghiém nguoi
dung cho ung dung eDoctor dap ung dugc nhu cau cua
ngudi st dung cling nhu myc tiéu kinh doanh cta don vi
y té va doanh nghiép phat trién san pham dat dugc hiéu
qua.

I1l. USER CENTER DESIGN CANVAS (UCDC) -
THIET KE LAY NGUOI DUNG LAM TRUNG TAM

Muc tiéu ma moi nha thiét k& UX mudn dat duoc 1a
tao ra mot san pham thuc su than thién v&i nguoi dung.
Bét ké d6 1a tmg dung danh cho thiét bi di dong, trang
web hay g1ao dién cho thiét bi gia dung - nguoi su dung
n6 phai c6 mét trai nghiém lién mach, bén canh d6 nguoi
thiét ké con phai két hop chat ché voi cac yéu cau kinh
doanh cta doanh nghiép. Vi san phim tao ra néu khong
mang lai loi ich cho doanh nghiép thi s&€ khong c6 1i do dé
phat trién. Dé dat duoc muc tiéu nhu vay, didu quan trong
la phai thu thap cang nhleu thong tin vé ngum ding tiém
nang, ky vong va nhu cau cua ho gén két véi muyc tiéu va
chién lugc kinh doanh san pham. Viéc xir ly tat ca dir lidu
d6 c6 thé 1a mot thach thic, ‘nhung viéc quan ly thong tin
mét cach “khéo 1€0” s& quyét dinh dén sy thanh cong hay
thét bai cta du an.
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Mo hinh UCDC dugc Alina Prelicz-Zawadzka (nha
tam Iy hoc) va Leszek Zawadzki (UX Designer) phat trién
trén co s& lay cam himg tr moé hinh “Business Model
Canvas” v6i céach tiep cén liy nguoi dung lam trung
tm[9]. UCDC baowgo‘m 9 truong dai dién cho cac danh
muc thong tin cu thé vé ngudi dung va doanh nghiép hodc
san pham.

Hinh 2: Cdu triic 03 phan trong mé hinh UCDC

Phdn bén trai cue} canvas hoan toan d,anh‘riéng cho
ngum dung va bao gém cac truong sau: van d¢, dong co
va ndi s¢ hdi. Viéc to chic cac loai thong tin d6 s& dé
dang hiéu dwoc nguoi dung va xac dinh muc tiéu cua ho.
Phia bén phai cia canvas chira thong tin ve doanh nghlep
cac gidi phap ma doanh nghlep cung cap, cac giai phap
thay thé ma nguorl dung c6 va loi thé canh tranh gitp
doanh nghi¢p ndi bat trén thi truong. Cot trung tam cua
canvas tap hop tat ca thong tin - doanh nghiép, nguoi
dung va Dé xuat gia tri duy nhat.

MOTIVES BUSINESS COMPETITIVE ADVANTAGES

PROBLEMS SOLUTIONS

dung Y té dién tr nhu eDoctor ngay cang cho thay vai tro
quan trong v tim anh huong cua minh ddi voi nganh y té
cling nhu sy phat trién cua chung cua toan xa hoi. Ung
dung Edoctor chinh la cau nbi tin cdy giita cac bénh vién,
cac trung tim y t& voi nhau va véi chinh bénh nhan.

Maic du tng dung eDoctor dugc danh gia 1a mot ing
dung tiém nang va hira hen s& mang lai nhiing gia trj 16n
v¢é mat nhan van ciing nhu 1¢i nhudn cho doanh nghiép,
tuy nhién theo nhan dinh ctia Shark Diing thi “doanh
nghiép dang 16 4 ty ddng vi chi phi chorMarketing chiém
dén 25 - 28% doanh thu, trong d6 chu yeu chay quang céo
trén Google, Facebook...” ma van khong dem lai hiéu qua
vé loi nhuan. Va theo nhu thong ké, danh gla cua Google
thi ng dung chi duoc xep hang danh gia 3.9/5 sao trén
CH Play; c6 rat nhiéu nguoi dung da phan 4anh vé nhiing
van d lién quan dén trai nghiém ngum dung ma ho gip
phai trong qua trinh st dung dich vu cla ung dung.

Mic du dau tu rat nhiéu vao viéc quang céo ting dung,
tiép can ngudi dung theo nhiéu cach khac nhau nhung
eDoctor van chua dem lai gla tri kinh té thuc sy cho nha
dau tu phat trién img dung nay. Didu nay da cho thiy ti 18
chuyén d01 (CR) cua eDoctor chua dat dugc ky vong nhu
mong muén. Va day chinh 1a Iy do khién nhom tac gla
quyét dinh thuc hién dénh gia thiét ké trai nghiém nguoi
dung cho g dung eDoctor.

Trong pham vi nghién cuu cua bai Vlet nhém tac gia
¢6 sir dung mé hinh “Honeycomb” bao gdom 07 yeu t6: D&
dung (Usable); hiing dung (Useful); tinh thAim my
(Desirable); dé dang tim klem thong tin (Findable);
creditable (Pang tin cay); dé tlep can (acceshible); tinh
gia tri (Valuable); dugce phat trién boi PeterMorville dé
danh gia tinh hiéu cta cua thiét ké trai nghiém ngudi ding
cua tng dung eDoctor [11][12].

Bdng |. Pdnh gid UX ciia itng dung eDoctor bang mé
hinh Honeycomb

FEARS ALT

USERS UNIQUE VALUE PROPOSITION

Hinh 3. 9 thanh t6 trong mé hinh UCDC

Céac chuc nang chinh cua mé hinh UCDC la giup
nguoi thiét ké hiéu duogc nguoi ding muc tiéu, xac dinh
dang san pham / thi truong phu hop, diéu chinh doanh
nghiép theo nhu cau cia nguoi dung va thi truong, xac
dinh lgi thé canh tranh, xac dinh gia tri cbt 16i cua san
pham, cai thién chién luoc truyén thong va phat trién
thuong hiéu.

IV. UNG DUNG MO HINH UCDC TRONG VIEC
THIET KE TRAINGHIEM NGUOI DUNG CHO
UNG DUNG A-DOCTOR

eDoctor 1a mot trong nhimg tmg dung eHealth dugc
x@y dung trén nén tang di dong kha sém tai Viét Nam.
Ung dung dugc xdy dung vao thang 09/2015 bdi cong ty
E-doctor [10]. eDoctor ra doi voi sit ménh nang cao tinh
chu dong trong chdm séc va bao v¢ strc khoe ctia cong
dong dua trén nén tang cong nghe thong tin, két ndi truc
tlep ngum dung vOi céac bac si chuyén khoa, cac chuyén
gia y t€ va strc khoe hang dau Viét Nam. Trudce su dién
bién phirc tap ciia dai dich toan cau Covid -19, cc tng
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Tiéu chi UX hién tai Panh gia
Kha niing . Thl];)t ke cua 1lllfng
stt dung ung bat mat va than Pat
(Usable) thién voi nguou dung, dé
hiéu va dé st dung
San pham cung cap
cac dich vu y t€ nhung
lai khong c6 phuong
Hitu ich thae s dung Bao hiém y
(Useful) té de dang ky > Khong Khong bat
thé hién dwoc loi ich va
vai tr0 quan tron cua Bao
hiém Y t& dbi véi toan
dan
San pham c6 thiét ké
Su 161 dep mét va hién dai, phu
cu6n, nhan ho‘p vOi sy phat tr1en cua D
X at
biet cong nghé va nhu ciu vé
(Desirable) | tham my cua khach hang
hién nay
Thong tin ve cac loai
Kha nang dich vu y té, cic goi
diéu huong | kham, lich hen khim, | pyt
(Findable) | quan tri trang c4 nhan,
. dugc to chirc sap xép
khoa hoc, thuin loi cho
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viéc thao tac va tim kiém
thong cia ngudi dung

Rat nhiéu nguoi dung
dd phan anh trén CH

nguoi dung ( Problems); sy lo ling (Fears); Pong co clia
nguoi dung (Motives).

Bang 1. Yéu 16 tim ly hoc dwoc | chon dva trén ly
thuyét tam Iy hanh vi nguoi dung cia Susan

Do tin cay
(Credible)

Play 1a ho nghi ngo vé
trinh d§ cla bac s ciing
nhu su chinh xac cta cac
két qua hoi chén, khong
dong ¥ vé6i hinh thirc thu
tién trudc tu van sau cia
ung dung.

Khong dat

Kha ndng
tiép cén
(Accesible)

~ Ung dung dugc thiét
ke ra trén ca 2 hé diéu
hanh ios/ android nén c6
thé phu hop véi moi tang
16p va trinh d6 cua ngudi
dung bat ky

Dat

Con nguoi nhan biét
thdng tin

- Nhan dang d6i twong
bang cach lién tuong téi
nhing hinh anh gan giii

- Quét man hinh dua
trén kinh nghiém va su ky
vong

Cach con nguwoi ghi
nhé

- Nhan dang thong
tin s€ tot hon 1a nhé lai

- Bo nhé ngan han la
c6 gidi han

- Chi ghi nhé dugc
742 thong tin clng mot
luc

Gia tri
(Valuable)

Vi nhiéu nguoi dung
lubn mang tam ly nghi
ngo, hay tham chi la
nhiing cam giac tiéu cuc
sau khi sir dung nén tng
dung chua thyc sy dem
lai nhing gia tri can thiét

Khoéng dat

Cach con nguoi mic sai
lam
- Ludn luén c6 thé bi
mdc 10i: Loi tich cuc; Loi
tiéu cuc, Loi trung tinh
- Séﬂmac sai 1am khi ho
cang thang hodc ap luc

- Thuong c6 xu hudng

Cach con nguoi quyét
dinh

- Quyét dinh vo thic
nhanh hon c6 y thtc

- Tam trang énh
hudng téi viéec ra quyét
dinh

- Bi phén tim néu co

va quan trong cho nguoi
dung

Tir bang danh gid trén, ta thiy ranﬂg ung dung eDoctor
chua déap ung dugc nhiing ti€u chi dé do luong tinh higu
qua cta UX la: Usable — Sy hitu dung; Credible — Sy
dang tin cdy; Valuable - Dem lai nhiimg gia tri cu thé cho
ngudi ding. Nguyén nhan dan dén thiét ké UX cua
eDoctor chua duoc thuc su tdi wu va hiéu qua la do chién
luge UX cua tmg dung nay chua thuc sy hop ly va su
dinh hudng chua thyc sy phu horp v6i nhu cau cia khach
hang tiém nang cling nhu nhu cau, thyc trang cua xa hoi
hién nay.

Do d6, dé xay dung duoc mot chién lugc UX hiéu qua
nham cai thién va téi uu thiét ké UX cho eDoctor, tac gid
s& 4p dung mé hinh UCDC lam co s& dé trién khai nghién
cliru va phan tich. M6 hinh UCDC sé& dé cap dén tat ca
nhimng y€u to xoay quanh ng dung eDoctor mot cach co
h¢ thong va co t6 chirc dé tir do, ta co thé xay dung ra mot
chién lugec UX méi, toan dién va hiéu qua hon. Trén co s
do, s& giup giai quyét cac van dé vé cac tiéu chi do luong
dang gdp phai 1a: Sy hitu dung — Sy dang tin cdy — Dem
lai gid tri thyc, qua do s€ gilp t0i vu trai nghiém nguoi
dung cho tng dung eDoctor mot céach triét dé va dem lai
hiéu qua cao trong méi truong thyc té.

Trén co s& nhu’ng danh gia va phan tich ¢ trén, trong
pham vi nghién clru cua minh, tac gia s€ két hop co so 1y
thuyet vé Tam 1y hanh vi trong thiét ké san pham cua tac
gia Susan [13] dbi voi nguoi dung va md hinh phan tich
SWOT cho don vi phat trién ung dung eDoctor, tir d6 sé&
lam co s6 cho viéc nghién ctru va khai thac nhiing thong
tin vé nguoi dung — doanh nghlep trong qua trinh xay
dung chién luoc UX thong qua mé hinh UCDC.

Trong ly thuyét tim 1y hanh vi cta tac gid Susan, tac
gia da nhan dién céac yéu t6: Nhéan blet thong tin; Suy
ngh1 lo lang, quyét dinh s€ 1a nhu’ng yéu tb dé phan tich
cac véan dé lién quan dén nguoi dung trong mo hinh
UCDC bao gom: Bong co st dung (Motives); Van d¢ cia
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d6 151 hon 14 ty nhan 15i qué nhiéu lya chon

- Hay lua chon theo
phan thuéng. sb dong,
hoéc thuong hi¢u

Bang 1|. Phan tich nguoi dung trong mé hinh UCDC
theo cdc yeéu tam Iy hoc da dwoc lva chon

Xac dinh ngudi dung | Van dé ciia ngwdi diung —

chinh - User Problems
- Nhu’ng nguoi cod - bi lai kho khan
nhu cau st dung dich vy Khon the
chim séc strc khoé theo - Khong o thdi gian xép
A hang 1y sb

yéu cau

- Nhu céu chim soc stc
khoé cho ban than, gia dinh
ngay cang 16n

- Nhiing nguf(n mic
bénh man tinh, cAn ché
dd cham so6c dac biét,
thuong xuyén

Lo ling cia ngudi
dung - Fears

Pong co cua ngwoi dung —
Motives

- Kho6 st dung ung - Sy hitu ich: Su dung

dung néu cé uu ddi, thanh todn
. 0 hid £
- Dudng truyén qua bao hiém y té
mang khong 6n dinh - Su tin cay Noi cung

cap dich vy 1a cac bénh vién
véi doi ngil bac si chuyén
mon cao

. - Tinh bao mét cua
ho so bénh an

. Trlgk} df') chuyén - Su uy tin: Puoc gidi
mon ctia bac st thiéu boi ban be, ngudi thén,
t6 chirc uy ti; Ung dung bao

mat cao

- Gia ca cua dich vu

- Tinh minh bach .
trong khau thanh toan - Sy hién dai: Thao tac de
dang, thiet ke bat mat, hop

v6i1 van hoa va hoan canh
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Tran Quéc Trung

Dé phan tich cac vén dérlién quan dén chién lugc kinh
doanh cta doanh nghiép doi voi ung dung edoctor trong
md hinh UCDC, tac gia da van dung mo hinh SWOT dé
lam dir liéu cho viéc xac dinh cac yéu t6: Sy tri canh
tranh (Alternatives):; giai phap (Solution) va Loi thé
canh tranh (CompetitiveAdvantages).

Bdng IV. M hinh S-W-O-T

Thé manh - S

- Pic diém doanh
nghiép hodc dy an dem lai
loi thé canh tranh so véi
ddi tha canh tranh.

Piém yéu - W

- Pic diém doanh
nghiép hodc du an khién
doanh nghi¢p hodc du
an yéu thé hon so voi
dbi th.

Cohoi-O Théach thiae - T

- Nhan t6 méi truong
6 thé tac dong tiéu cuc
dén doanh nghiép hoic
du an.

- Nhan t6 méi truong
¢6 thé khai thac dé gianh
duoc loi thé.

Bdng V. Phan tich doanh nghiép trong mé hinh UCDC
dva trén SWOT

Kinh doanh — Business Sw canh tranh,
- Doanh nghifp: Nhimg Exllternativde(;)
bénh vién trén toan quoc

- Cac tng dung
ddi thu canh tranh:
UMC (Bénh Vién Dai

Hoc Y Dugce TP. Ho

- Dich vu: Cung cip cac
giai phap ham soc suc khoé
tr xa, dat lich khém theo

yeu cdu Chi Minh) ; VOV
- Muc dich: San phim | BACSI24 (Dai Tiéng
dem lai loi nhuén cao, giam | N6i Viét Nam (VOV).

tinh trang qua tdi, chi phi
nhén luc; Nang cao chat
luong y té, nang cao vi thé
cua bénh vién.

- Chua tao dung
duoc niém tin cho cac
nha dau tu dai han

Loi thé canh tranh
(CompetitiveAdvantages)

Gidi phap -
Solutions

- Ung dung tién phong,
c6 kinh nghiém va hiéu

duoc Van de thuc trang cua
nganh y té

- D61 ngii bac si tu
van kham bénh duogc
tuyén chon ky cang,
tay nghe cao

- Pugc truyén thong
gidi thi¢u rong rai nho 1én
Shark Tank goi von thanh
cong

- Xay dyng nhom
cac chuc nang vé bao
mat, thanh toan —
minh bach bing cac
cong ngh¢ hién dai
(Xéac thyc bao mat 2
lop, Khiéu nai bac si
néu khong dong y voi
qué trinh kham chira
bénh, St dung xong

- Lién két véi cac bénh
vién uy tin trén ca nudc

- Ung dung cac cong
nghé hién dai nhu tri tué
nhén tao, dir liéu 16n, dién

toan dam may, ... dich vu m6i thanh
U , toan...)
- ba c6 mot tap khach . .
hang nhat dinh, c6 thé tin - Nhi€u wu dai hap

dan thong qua bao
hiém y té, dung thi
lan dau, dang ky theo

dung quéang cdo dich vu
bang hinh thirc marketing
truyén miéng - WOMM

SO 04B (CS.01) 2020

g01 kham, giam gia
ncu tai kham, hd tro
cude vién thong. ..

- Thay d6i hinh
thuucs quang cao
sang hinh thacTVC
dang dugc ua chudng

hién nay.

Sau khi nhin nhan mot cach c6 hé théng tir hai phia
(nguoi dung, doanh nghiép) trong m6 hinh UCDC, da
kham pha va tiét 1o mot cach toan dién vé nhu cau cua
nguoi dung va muyc tiéu kinh doanh cua ung dung
eDoctor. Doi voi nguoi dung, ta da di su vao viéc khai
thac cac véan de vé kho khan, 16i lo va dong co dé dua
quyét dinh. Pbi véi doanh nghi¢p, ta da lam rd dugc
nhiing khé khan cung nhu loi thé canh tranh cua doanh
nghlep, mat khac 1a cac giai phap dugc dé xuat Trén co
so cac dir licu d6 cho phép dua ra gla tri cot 15i cua ing
dung eDoctor, d6 la: Xay dung mot ung dung y té dién tir
hién dai, don gian, mach lac va tap trung vao nhu cau cia
nguoi bénh, dam bao tuong lai ctia ho va gia dinh, dong
thoi nang cao nhén thirc bao v¢ strc khoe cua ngudi dan.
Gia tri cot 16i nay s€ 1a co s¢ dé cho doanh nghlep xay
dung dugc chlen lugc thiét ké trai nghlem nguoi dung
mot cach téng thé, gép phan vao viéc cai thién ti 16
chuyén d6i ciia tmg dung eDoctor.

Mat khac, trong qua trinh ng dung mé hinh UCDC
vao eDcotor, ta da dé xuit dugc nhu’ng giai phap dé giai
quyét cac van dé vé trai nghiém nguorl dung ma ung dung
dang gap phai tir ké qua danh gi4 thong qua mé hinh UX
Honeycomb. Viéc xdc dinh tinh ning bao mat 2 16p, st
dung cac cong ngh¢ hién dai trong viéc bao mat ho so
bénh an (Soltions) s&€ néng cao sy tin cay cua ung dung
(Credible). Bang chién lugc lién két voi cac bénh vién va
cho phép thanh toan két hop bao hiém y té sé tao ra sy
ddng bo trong hé théng y t& ca nudc (Competitive
Advantages). Tu d6 tao ra sy tin tu’o’ng, hitu ich va dem
lai nhitng gi4 tri nhat dinh cho ngudi ding (Usable -
Valuable).

V. KELUAN

Vigc xdy dung chién lugc phat trién UX dua trén
nghlen ctru, t6 chire, quan 1y va khai thac triét dé thong tin
ve ngudi dung - doanh nghi¢p khi xay du’ng mdt ung
dung s€ la mot thach thire 16n db6i voi tat ca cac nha phat
trién ung dung cong ngh¢ hién nay. Tuy nhién, Van dé
nay lai ¢6 mot vai tro rat quan trong va can thiét, anh
huong toi ket qua cua qua trinh thiet ke trai nghlem ngu’dl
ding va quyét dinh truc tiép toi ti 18 chuyen dbi cua tung
dung. Qua d6 danh gla duoc vai tro, gia tri cia ung dung
d6i v6i nguoi ding va doanh nghiép.

V6i m6 hinh User center design Canvas (UCDC) dya
trén thiét ké 1dy nguoi dung 1am trung tdm, viéc sap xép
tat ca dir liéu tro nén dé& dang hon va do dé tap trung vao
nhing gi thyc sy quan trong - dam bao trai nghiém nguoi
dung tich cuc, lam co s& cho viéc xay dung chién lugc
trai nghlem nguoi dung, gop phan cai thién ti 1¢ chuyén
dbi cua ung dung. Diéu nay s& mang lai loi ich song hanh
cta nguoi dung va doanh nghiép.

Dbi voi tmg dung eDoctor, mé hinh UCDC da gitp
cho doanh nghi¢p xac dinh duge rd hon gia tri cot 181 cua
san pham, tir 6 lam co s& cho viéc xay dung chién lugc
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GIAI PHAP THIET KE TRAI NGHIEM NGUO'| DUNG DUA TREN MO HINH UCDC CHO IPNG DUNG......

trai nhiém nguoi dfmg mot cach co hé thong va cu thé dé
dap tmg dugc nhu céu cua ngudi st dung, cling nhu xéc
dinh dugc nhirng van dé dat ra trong qué trinh phat trién
san pham dé dap mg duoc cac van dé thyc tién cta linh
vuc dich vu y t€ trong b6i canh hién nay va trong twong
lai . vu vé y té toan dién va va nhan duoc sy tin tuong
tuyét ddi cua nguoi dan.
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USER EXPERIENCE DESIGN SOLUTION BASED
ON UCDC MODEL FOR MEDICAL APPLICATION
“E-DOCTOR”

Abstract: User experience design is the process of
enhancing user satisfaction with products by improving
usability, accessibility, and satisfaction with product
interactions. E-Doctor is the proposed Electronic
Medicine application built when the Covid-19 pandemic
spreads around the world. The success of a technology
application is determined by the positive, high-resolution
values it brings to the users. User-Centered Design (UCD)
is the foundation of design for all technology products,
which is the key to e-Doctor's success in particular and
the eHealth market in general. This paper proposes the
UCDC model based user experience design solution for
E-doctor electronic medical applications.

Keywords: User experience, user interface, User
center design, e-doctor, User center design Canvas
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