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Tdm tat: 

Bdi viet xem xet cdc nhdn to ddnh gid chdt lugmg dich vu ddo tgo true tuyin vd dnh hu&ng cua 
nhdn to ndy doi vai su hdi long vd long trung thdnh cua sinh vien. Chdt luang dich vu ddo tgo 
true tuyin duac cdu thdnh b&i 4 thdnh phdn: (I) tinh huu hinh, (2) do tin cgy, (3) tinh ddp ung 
vd (4) tinh dong cdm. Phdn tich thong ke chi ra chdt lucmg dich vu ddo tgo true tuyin co tdc dgng 
true liip t&i sy hdi long cua sinh viin vd gidn liip tai long trung thdnh cua sinh viin trong moi 
tru&ng hgc tap true luyen. Hem nira. su hdi long cua sinh viin co tdc dgng tai long trung thdnh 
cua sinh viin trong moi tru&ng hoc tap true tuyen. Kit qud cua nghien curu ndy Id ca sa khoa hgc 
cho cdc nhd qudn lyvd nghien cuu dua ra nhimg quyit sdch phii hap di phdt triin hinh thirc hgc 
true tuyen theo huang hiin dgi. 

Til' khda: Chat Iugng dicb vu giao dye, chat Iugng dich vy dio tao tryc tuyen, su hai Idng cua 
sinh vien, sy trung thinh cua sinh vian. 

Impacts of training service quality on student satisfaction and loyalty in online education 

Abstract: 

This paper investigates factors measuring service quality of online training and their impacts on 
student satisfaction and loyalty. Service quality of online education consists of four components: 
(I) tangibility, (2) reliability, (3) responsiveness, and (4) sympathy. Statistical analyses show that 
service quality of online education has a direct impact on student satisfaction and indirect impact 
on student loyalty in the online education context. In addition, student satisfaction has a direct 
impact on student loyally in the online education context. Findings from this paper serve as foun
dations for education managers and researchers lo map out appropriate policies to develop this 
type of online education towards modernization. 

Keywords: Service quality of education; service quality of online training; student satisfaction; 
student loyalty. 

1. Gidi thifu trudng dai hgc vi cao dang dua ra nhiau hinh thirc 

Hien nay, cuge song ciia con ngudi ngiy cing ban hgc tap phii hgp vdi ngudi hgc va bit diu xuit hien 
rgn ciing vdi nhu ciu hgc tap gia tang ddi hdi phii canh tranh giua cic co sd dio tao de thu hiit hgc 
cd hinh thiic dao tao mdi phii hgp va tien lgi ban. vien. De lam dugc dieu nay, cac td chirc giio dye 
Chinh vi vay, dio tao tryc myen ra ddi. Hinh thiic phii khdng ngiing ning cao chat lugng dao tao, chat 
hgc tap mdi niy dap iing dugc tieu chi tiet kiem thai Iugng dich vy hd trg sinh vian, coi sinh vien nhu 
gian, chi phi va t?o dilu kien tdi da hd trg sinh vian mdt khich hing thyc su, dap iing tdt nhit dilu kien 
hpc I9p tbeo phuang chim ngudi hgc tiep can vdi hgc tap cho ngudi hgc. Nang cao chit Iugng dio tao 
kiln thirc d mpi liic vi mgi nai. de lim hai Idng ngudi hpc dugc cac co sd giao due 

De dip ling nhu ciu hgc tap ciia con ngudi, cac xem li kim chi nam trong chiln lugc phat triln ciia 
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minh. Vdi su canh tranh giiia cac ca sd dio tao, 
ngudi hgc se cd lua chgn tot han ca sd hgc tap cua 
minh, cim thiy hiing thu han trong qua trinh hgc 
tap va no lyc hon nua trong viec hoin thanh khda 
hgc ciia minh. 

Muc tiau ciia nghian ciiu nay nham (1) xic dinh 
nhihig nhan to ciu thanh chat lugng djch vy dao tao 
true tuyin; (2) xem xet mdi quan he cd tha giiia chat 
Iugng dich vu dio tao true myln ddi vdi su hii ldng 
vi ldng trung thanh cua sinh vien trong mdi trudng 
hgc tap true myen; va (3) dua ra cac giii phap phat 
trien hinh dio tao true tuyen. 

2. Co sd K thuyet 

2.1. Cdc khdi nifm ca bdn 

2.1.1. Ddo tgo true tuyin 

Dao tao tryc myen Ii mdt hinh thiic hgc tap trong 
dd cd sy gian cich vl thdi gian vi khdng gian giiia 
ngudi hgc vi ngudi day (Verduin & Clark, 1991). 
Ngudi hgc cd tha hgc thdng qua cac phuang tien 
tmyan thdng, cic hgc lieu dien tir vi cd sy hd trg tit 
xa ve chuyen mdn cua ngucri hudng dan. Ngoai ra 
ngudi hgc dugc hudng nhiing dicb vy dio tao trong 
sudt qui trinh hgc tap. 

2.1.2. Chdt luang dich vu trong ddo tgo 

Trong Marketing, Philip Kotler (2001) cho ring 
chit Iugng dich vy dugc coi nhu bien phip hay Igi 
ich mi mgt ban cd the cung cap cho ben kia va cd 
tinh vd hinh hay phi vat chat. Theo Parasuraman & 
cgng sy (1988), chat Iugng dich vu dugc xem la 
khoing each giira sy mong dgi ve dich vu vi sy cim 
nhan ve dich vu ciia khach hing khi sir dung djch 
vu. Khich hing li nhiing ca nhan bay td chuc 
mi cac td chiic cung img dich vy dang hudng tdi. 
Khach hang la ngudi cd dieu kien ra quyet dinh mua 
sam, la ddi tugng dugc thira hudng cic dac tinh, 
chat lugng ciia sin pham hoac dich vu do doanh 
nghi?p cung cap. Ngiy nay, khii niem khich hang 
dugc hieu khdng chi la nhiing ddi tugng ban ngoai 
td chuc ma cdn dugc md rdng bao gdm cac ddi 
tugng ben trong td chiic. 

Chat lugng dich vu trong giao due dai hgc va dac 
biet trong giao due tir xa gan day mdi bat dau dugc 
quan tam dya tran nen tang trgng tam li smh vian 
(Stodnick & Rogers, 2008). Sy thay ddi quan dilm 
xuat phat tii mdi quan he giiia khach hang la sinh 
vien \ a dan \ i cung ting dich vu la cic td chuc giio 
dye (Oldfield & Baron, 2000). Viec cung img dich 

vu ddng vai trd quan trgng cho su thanh cdng cua 
mdt td chiic giao due vdi trilt ly phat trien ben virng 
dya tran chat Iugng dich vy cung iing cho khach 
hang la sinh vien. 

Chat lugng dich \y dio tao tmc myen dugc dinh 
gia bdi hai yau td chinh: chit lugng dich vu lien 
quan tdi kien thiic giao due va chat Iugng dich vy 
lian quan tdi he thdng dien tii (Harma & cgng sy, 
2010). Cic nha nghien ciiu vi quin ly giao due da 
bit diu dua khii niem thuang mai hda vao trong 
giao dye. Khii niem chit lugng dich vy trong giio 
dye dugc xic dinh la mdt thinh phan cdt Idi de giao 
due thanh cdng. Sinh vien dugc coi nhu mgt khich 
hing thyc sy cua td chiic giao dye vi sin pham bin 
cho sinh vien chinh la sin phim/dich vu dao tao. 

Amaad & Stephen (2012) da dilu chinh md hinh 
SERVQUAL dl dinh gii chit lugng dich vy trong 
dio tao true myln. Kit qui nghien ciiu cho thay 
chit lugng dich vy trong dio tao tryc myen dugc 
danh gii ngoai 5 nhin td chinh mi md hinh 
SERVQUAL dua ra, cdn mdt sd nhan td khac dugc 
do ludng dd la hgc lieu/tai lieu hgc t^p. Tii lieu hoc 
tap trong mdi trudng tryc tuyin dugc cung cip qua 
website, ngoii chit lugng ciia ndi dung thi nd con 
phai thi hien tran website mdt cich rd rang, hgp ly 
va bat mat. Mdt sd tic gia cung da cap tdi chat 
lugng djch vu dao tao thdng qua chit lugng ve mat 
chuyan mdn vi ha ting cdng nghe ky thuat. 

2.1 3. Su- hdi long cua sinh vien 

Ban canh chit lugng dich vy dao tao, sy hai long 
cua sinh vien cung li mdt chii dl dugc thio lu^ 
nhiau trong cic nghian ciiu gan day. Kaldenberg & 
cdng sy (1998) cho rang sy hii Idng ciia sinh vien 
phu thudc vao chit Iugng cua khda hgc, cic ho?t 
ddng giang day \ a cac ylu td khic cd lian quan tdi 
trudng dai hgc. Giing vien can phai thdng cim, thau 
hieu sinh vien vi san sing giiip dd khi sinh vien can 
hoac chi don giin la lang nghe nguyen vgng cua 
ngudi hgc. 

Sy hii Idng cua sinh vien cd the dugc dinh nghTa 
la nhin thiic ciia cac sinh vien lien quan den trii 
nghiem hpc dai hgc vi gia tri giio dye nhin dugc 
khi tham gia hgc tap tai mot ca sd giio dye (Astin. 
1993). Sy hii ldng cua sinh vien la mdt kit qua quan 
trgng cd anh hudng den ddng lyc cua sinh vien 
(Donahue & Wong, 1997) va la mdt ylu td tam Iy 
quan trpng trong thanh cdng hgc tap. Su hai Idng 
cung la ylu td dy bio dang tin cay ve khi nang ghi 
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nhd kiln thuc cua sinh vien (Astin, 1993). 
2.1.4. Long trung thdnh cua sinh viin 
Helgesen & Nesset (2007) chi ra ring sy hii Idng 

ciia sinh vien cd mdi lien he mat thilt vdi long trung 
thinh cua sinh vien. Ldng tnmg thirdi cua sinh vien 
cd mdi lien he mat thiet vdi hai yeu td: sy thda man 
ciia sinh vien va chat Iugng cua djch vy dio tao. 
Mgt trong nhirng ngudn thu nhap chu ydu ciia cac 
trudng Ii hgc phi, bdi vay viec sinh vien tiep tuc 
theo hpc tai trudng se giiip trudng duy tri hoat ddng 
trong tuong Iai. Theo ly thuyat quang cio, viec thu 
hdt sinh vien mdi se tdn kem ban viec giir sinh vien 
cu d lai. Reichheld (1996) cho rang nhiing sinh vian 
tiep tuc theo hgc tai trudng se giiip cic trudng giam 
thiau chi phi mdt cich dang ke. 

2.2. Mo hinh vd gid thuyit nghien cihi 
Theo ly thuyet khoing trdng, chat lugng dich vy 

quyet dinh bdi su khic biet giu:a ky vgng ciia khich 
hing va nhirng dinh gia ciia hg ddi vdi viec thyc 
hi?n tren thyc te ciia nhi cung cip dich vy. Md hinh 
SERVQUAL dugc sii dyng phd bien de do chat 
lugng dich vy (Van Dyke & cpng sy, 1999). Yang & 
Jun (2002) trong nghien ciiu cua minh da phan tich 
cac nhan td dinh gii chat lugng dich vy truyen 
thdng trong mdi trudng dich vu tryc myan va de 
nghi mgt cdng cu do ludng chat Iugng dich vu gdm 
7 nhan td (do tin cay, tinh tmy cap, dl dang sii dung, 
tinh ci nhin, tinh bio mat, uy tin vi tinh dip iing). 
Ngoii ra, Bames & Vidgen (2001) gidi thieu mdt 
phuang phap da dinh gia chat Iugng tdng tha dich 
vy thuang mai dien tii thdng qua 5 ylu td co bin: 
tinh tien dyng, thiet ke, chit lugng thdng tin, sir tin 
tudng va sy ddng cim. 

Han & Back (2004) nghien ciiu chit lugng dicb 
vy ngan hing tryc myen vi dinh gii tic ddng ciia nd 
tdi su hai ldng va long trung thanh cua khach hang. 
Kit qui ciia nghian ciiu nay da chi ra rang tinh huu 

Hinh 1: Md 

hinh, tinh tin cay, khi nang dap ling va su ddng cam 
ciu thanh chat Iugng dich vy ngan hang true myen; 
ngoii ra nghian cuu cdn khang dinh ve mdi quan he 
giiia chat lugng dich vu vi sy hai long cua khach 
hing, Cling nhu mdi quan he giiia sy hai ldng vi 
Idng tnmg thinh cua khach hang. 

Trong thdi gian gan diy, da cd nhiau nghian ciiu 
ve giio due ndi den khai niem chat lugng dich vu 
trong giao due, lay sinh vian la muc tiau, tiep can 
theo hudng coi sinh vien Ii khich hang, die biet coi 
sinh vien nhu la cac khich hing cua ngin hing. Do 
vay nghien ciiu nay dya tren nin tang cac nghian 
ciiu trong linh vyc ngan hang tryc tuyan cua Han & 
Back (2004), mdt nhan dinh rang chat lugng dich vy 
dio tao true tuyan cd mdi quan he thuan chieu vdi 
sir hii ldng ciia sinh vian va sy hai long ciia sinh 
vien cd mdi quan he tich cue vdi sy trung thinh cua 
sinh vian ttong mdi trudng hgc tap tryc tuyin. 

Vdi nhiing phan tich d tran, mgt md hinh nghian 
cim dugc de xuit nhu trinh biy d Hinh 1. 

Cdc gid thuyet: 

Gid thuyet HI: Chat lugng dich vu dao tao tryc 
myan (TSSQ) dugc do ludng bdi bdn (04) nhan td 
thanh phin, bao gdm: Tinh hiiu hinh (TAN); Dp tin 
cay (REL); Tinh dap img (RES) va Tinh ddng cam 
(EMP) 

Gid thuyit H2: Chit lugng dich vu dao tao tryc 
tuyan cd tac dgng tich cyc den sy hai long ciia sinh 
vien trong mdi tnrdng hpc tip tryc myan. 

Gid thuyit H3: Sy hii ldng cua sinh vien cd tic 
ddng tich cyc den ldng trung thanh cua sinh vien 
trong mdi trudng hgc tap true tuyan. 

Gid Ihuyel H4: Chat lugng dich vy dao tao tryc 
myan khdng cd tac ddng tryc tiep mi cd tic ddng 
gian tiap den ldng tmng thinh cua sinh vien trong 
mdi tnrdng hpc tip tryc tuyen. 

3. Thiet ke nghien cihi 

hinh nghien cmi 

REL, £)* tin c*y EMP- Tinh (teog cim 
TSSQ Chit lu-Tng dich vvd^t^D 
STSA- Su h*i lana eOa sinh vifin 
STLO Ldng tnjng thanh ciia smh vien 
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Phuang phdp nghien cuu 

Nghian Cliu sir dyng phucmg phap nghien ciiu 
dinh lugng nhim dua ra nhiing nhan dinh cd tmh co 
sd va sd lieu minh chiing. Phuang phip nghien ciiu 
tii lieu nhim dua ra nhiing nhan djnh mang tinh ly 
thuylt ve mdi quan he ttong md hinh nghien ciiu. 
Dilu tra khio sat va phan tich sd lieu bi bing hdi 
sinh vien. Su dung cic cdng cu kinh ta lugng de 
phan tich danh gia cac mdi quan he trong mo hinh 
nghian ciiu. 

Mdu nghien ciru 

Ddi vdi cac chuang trinh dio tao tryc myen hien 
nay, chuang trinh ciia tnrdng Dai hgc Kinh te quoc 
dan dugc thilt kl bii bin vi trien khai chuin tac 
nhat, do vay nhdm nghien ciiu da chpn ddi tugng 
sinh vien hgc chuang trinh dao tao tir xa E-Leaming 
cua trudng Dai bgc Kinh ta qudc din da khao sat. 
Mau gdm 1200 sinh vien, sd phieu hgp 1? thu ve la 
829 philu, 62% la Nam va 38% la nu. Vl dp tudi bi 
25 den 34 chiem tdi 55%, ttan 34 tudi chiem tdi 
33% va 86% la nhirng sinh vien da di lim. Ddi vdi 
dac thii he dio tao tir xa, da sd sinh vien da di lam, 
da cd kinh nghiem trong cudc sdng, tu tri hpc phi da 
hpc, do vay yau td lim sinh vien hii ldng li rit quan 
ttpng ttong qua trinh dao tao he dio tao tir xa true 
myen, 

Dfnh nghia vd do lu&ng cdc bien 

Moi nhan td dugc danh gii qua cac bien quan sit 
(gpi la Item), mdi bian quan sat tha hien mpt khia 
canh dugc dinh gii ciia timg nhin td. Thang do 
dinh gii mdi bien quan sit la thang do likert vdi 5 
mirc danh gia tir Hoin toan ddng y din Hoin toan 
khdng dong y: 

Tinh hOu hinh (TAN): Bao gdm chat lugng san 
phim li kien thitc, li hgc lieu, la mdi trudng hpc 
tip, li cdng cy vi thiet hi hd ttg hpc tap va giing 
day, Hpc lieu ludn dugc chuan bi tdt, cd tinh hiru 
dyng va tinh thuc te, ludn ddi mdi, cap nhat vi kich 
thich kha nang tu duy ciia sinh vicn Nhan td nay 
dugc do ludng bdi 5 quan sat. 

Do tin cgy (REL): La khi ning cung cip dich vu 
hd ttg dio tao nhu da hira mdt each phii hgp, diing 
hen va chinh xic. Nhan td niy dugc do ludng bdi 3 
quan sit. 

Tinh ddp ung (RES) Thi hien su mong mudn vi 
sin sang trg giup sinh vian cua can bd quin ly hgc 
tip, cung cap dich vy kjp thdi vi diing liic. Nhan td 

nay dugc do ludng bdi 4 quan sil. 

Tinh dong cdm (EMP): Bao gdm su cham sde va 
quan tam tdi rtmg ca nhan sinh vian. Su ddng cam 
bao gdm kha nang tilp can va no luc tim hieu nhu 
cau ciing nhu nguyen vgng ciia sinh vien. Nhan td 
nay dugc do ludng bdi 3 quan sat. 

Su hdi long ciia sinh vien (STSA): Sinh vien hai 
long vdi he thdng hpc lieu, vdi dich vy hd tto. cdng 
nghe quan ly, chit lugng giing day va dinh gia 
khda hgc la phii hgp. Nhan td nay dugc do ludng 
bdi 6 quan sit. 

Mirc dp hdi long cua sinh vien (STLO): Sinh vien 
cd quyat tam theo dudi chuang trinh, hoan thinh 
khda hgc dung han, sin sang gdp y va gidi thieu ban 
be, gia dinh tham gia vao khda hgc vi cho rang 
chuang trinh la mdt sy lua chgn phu hgp vdi ban 
than. Nhin to nay dugc do ludng bdi 6 quan sat. 

4. Ket qua nghien ciru 

4.1. Dp tin cpy cua thang do 

Kiem dinh Cronbach Alpha dugc sir dyng de do 
do tm cay ciia thang do, de dinh gia xem thang do 
cd do cung mgt khai niem hay khdng. Chi sd Cron
bach Alpha cang cao thi chiing td nhiing ngudi tta 
ldi phieu ciing hiau mdt khai niem cua ciu hdi, cau 
hdi cd cau tta Idi la ddng nhat, mang duong nhau 
ttong mdi bian quan sat. 

Kat qui tinh toin gii tri Cronbach's Alpha d 
Bang 1 cua 6 nhan td thinh phan do ludng tinh huu 
hinh, do tin cay, tinh dip ung, tinh ddng cim, su hai 
long va long trung thinh cua sinh vien dau cho gia 
tti >0 7 vi cic he sd tuong quan vdi bian tdng deu 
>0.3. Ve mat nghien ciiu thyc nghiem, cac bien 
quan sit (Items) cd he sd tuang quan biln tdng 
(Item Total Corelation nhd ban 0.3 se bi loai bo khdi 
bang hdi. Theo Nunnally (1978), Cronbach Alpha 
nen la 0.7 hoac ban thi thang do dd ding tin ciy vi 
giai thich hieu qua, ttong mdt sd nghien cim xa hpi 
hgc thi Conbach Alpha vio khoang 0.6 hoac han la 
cd y nghia thdng ke va kat qua cd y nghia do ludng 
(Gerrard & cdng sy, 2006). Ngoii ra de thang do cd 
do tin cay cao thi he sd tuang quan vdi bien tdng 
ciing phai cao, thdng thudng, he sd mang quan vdi 
biln tdng phai ldn ban 0.3 thi kat qui giii thich mdi 
cd y nghia. Do vay, cac nhdm bian quan sit cua timg 
nhan td diu cd do tin cay va ddng nhat do ludng mpt 
nhin td dai dien. Thang do cua cac bien quan sit diu 
dat yau ciu, cd y nghia thdng ke va y nghia phan 
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Bang 1: He so tin c^y cua cac bien quan sat va nhan to dai difn 

STT 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

26 

27 

Bien quan sat 

TANI 

TAN2 

TAN3 

TAN4 

TANS 

RELl 

REL2 

REL3 

RESl 

RES2 

RES3 

RES4 

EMPl 

EMP2 

EMP3 

STSAl 

STSA2 

STSA3 

STSA4 

STSA5 

STSA6 

STLOl 

STL02 

STL03 

STL04 

STL05 

STL06 

Nhan 16 thanh phan 

TAN 

REL 

RES 

EMP 

STSA 

STLO 

Tinh huu hinh 

Dp tin cay 

Tinh dap ung 

Tinh dong cam 

Su hai long ciia sinh vien 

Long trung thanh cua sinh vien 

He so tucmg 
quan voi bien 

timg 
.821 

.882 

.873 

.870 

.822 

.719 

.792 

.785 

.803 

.819 

.808 

.717 

.821 

.800 

.721 

.850 

.868 

.864 

.873 

.846 

.835 

.833 

.849 

.848 

.856 

.844 

.871 

He so tin 
cay khi bien 
QS bi xoa 

.939 

.929 

.930 

.931 

.940 

.867 

.803 

.809 

.871 

.865 

.869 

.902 

.802 

.822 

.890 

.946 

.944 

.944 

.943 

.946 

.948 

.944 

.943 

.943 

.942 

.943 

.940 

Cronbach's 
Alpha 

0.947 

0.878 

0.906 

0.887 

0.954 

0.952 

tich tdng hgp. 

Ddnh gid gid tri hpi tu vd gid tri phdn biet ciia bo 

thang do 

De dinh gii gii tti bgi tu, gia tri phan biet ciia cac 
bian quan sat, phuang phap phin tich nhan td khang 
dinh CFA dugc sir dung (CFA: Confirmatory Factor 
Analysis) cho phep chiing ta kiem dinh cic bien 
quan sit dai dien cho cic nhan td tdt dan mirc dp 
nio, chiing cd dii dd tin cay de dai dien vi cd tic 
ddng tdi nhan td tdng hay khdng. 

Dua vao cac chi sd CR (dd tin ciy tdng bgp), 
AVE (tdng phuang sai trich tmng binh), MSV 
(phuang sai chung tdi da), ASV (phuang sai chung 
tnmg binh) de danh gii. 

Dp tin cay tdng hgp (CR) dugc dinh gii nhu he 

sd Conbach's Alpha, cac be sd CR cua cic nhan td 
>0.8 (>0.6 la dat yeu cau), tha hien tinh ddng hudng 
cua cac biln quan sat tip trung vao mdt bian tiem an 
duy nhat. 

Gid tri hpi lu. Cic biln quan sat dai dien cho cac 
nhan to danh gia chit lugng dich vu dao tao deu dat 
gia tri hdi hi khi gia hi tdng phuang sai trich ttung 
binh (AVE) cua timg biln tiem in ldn ban 0.7, AVE 
dat tli 0.659 din 0.782, cd nghia la cic bien quan sat 
giai thich tdi thilu 65,7% su thay ddi cua bien tiem an. 

Gid tri phdn biel. Ddi vdi mdi bien tiem an, cic 
gii tri AVE dau ldn han cac gii tti MSV vi ASV the 
hien la cac bien quan sat dau dat gii tri phan biet. Kat 
qua \e he sd tuong quan giira cic bien quan sat nhd 
hon 0.9 va deu ldn hon 0.5 cho thay cic bien quan 
sit dat gia tn phan biet (Malhott^ & Dash, 2011). 
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Hinh 2: Phan tich nhan t6 khing dinh (CFA) 
CMIN: 1404 237, DF: 303, P: .000. CMlN/DF: 4.634 
RMR:-021 ; GFI: 899;AGFI : .874 
NFl- 950, RFI. 943; IFI. .961; TLI: .954; CFI: 961 
RMSEA: 062, PCLOSE .000 

Bang 2: Ket qua danh gia do tin cay, do h t̂i tu va gia tri phan bift cua cac nhan to 

Bien 

TAN 
REL 

RES 
EMP 
STSA 
STLO 

Nhan to thanh phan 

Tinh hiiu hmh 
DO tin cay 

Su dam bao 
Tinh dong ciim 
Su hai long cua sinh vien 
Long trung thanh cua sinh vien 

CR 

0.927 
0.879 
0.907 
0.852 
0.852 
0.851 

AVE (%) 

0.782 
0.708 
0.710 
0.659 

0.770 
0.764 

MSV 

0.771 
0.687 
0.618 
0.618 

0.687 
0.687 

ASV 

0.634 

0.655 
0.623 
0.610 
0.643 
0.612 

Diiu chinh hap ly mo hinh. Phan tich CFA cho 

thay tdn tai hiep phuong sai cua phan du giua cic 

bian quan sat ttong cimg mgt nhan td dai dien li 

tucmg ddi ldn, ^e loai bd sai lech kit qua danh gii ta 

phai thiet lap him mong quan cho cac cap cd hiep 

phuang sai Idn sau: cov(eI4,eI5), cov(el7,e20), 

cov(eI8,e2I), cov(el7,e21), cov(e22,e23), cov(e24,e27). 

Tren ca sd kit qua phin tich md hinh SEM, dinh 

gii sy phii hgp cua md hinh cho ta mgt so co sd dl 

loai bien va dieu chinh md hinh cho phii hgp: 

(i) Tdn tai ham hdi quy giua biln RES4 vdi RELl 

va REL2, do vay budc dau tien ta cd the lugc bdt 

biln RES4 ( quan sat ndi vl dich vu hd ttg H24/72). 

(ii) Tdn tai hdi quy tuang quan giiia hai nhan td 

TAN (bian ddc lap) va REL (bien phy thudc). Ta 

thiet I^p md hinh hdi quy giua hai bien ttong md 

hinh phin tich tdng de Ioai bd bdt sai sdt khi phan 

tich. 

(iii) Tdn tai mdi quan h? tac dgng ciia biln TANI 
doi vdi EMP2, do vay ta cd tha Ioai hiln TANI 
ttong md hinh phan tich de md hinh phii hgp hon. 

4.2. S^phii hop cua md hinh 
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Hinh 3: Ph5n tich SEM mo hinh danh gia quan b% TSSQ-STSA-STLO 
C M I N ; 1 0 a z . 9 7 1 ; DF - 2eOi P: .OQC: C l 
R M R : . 0 2 1 ; G F I : . 9 1 7 ; A G F I : -Sa6 
N F l : .aSS; R F I : .QS2: IF I : . 9 6 8 . T L I . 9 6 3 ; CF I 
R M S E A ; . 0 5 8 : P C L O S E : .OOO 

F: 4 . 1 6 S 

Dinh gia sy phu hgp ciia md hinh, ta sii dyng tieu 
chuin ddi chilu tir kit qua nghien cihi cua Hu & 
Bentler (1999) dl dinh gii. 

Kit qui danh gii sy phii hgp cua md hinh theo 
dinh gia ciia Hu & Bentler (1999) cbo thay, vdi md 
hmh cd df=260 bac ty do, cic chi sd CMIN/DF= 
4,165; RMR=0.021<0.1; GFI=0.917 gin tdi I va 
AGFI=0.896 >0.8 chi ra ring dd li mdt md hinh phii 
hgp vdi dii lieu dang nghien ciiu. Cic chi sd danh 
gii miic dg tdt cua md hinb: NFI=0.958, 
RFI=0.917, IFI=0.968, TLI-0.963 vi CFI=0.968 
cho thiy md hinh dinh gia rit tdt va hoan toin phu 
hgp vdi du lieu quan sit, phan anh diing su thay ddi 
va chiau tic dgng ciia cac biSn quan sat Vdi miic y 
nghia 5% (do rin cay 95%), gia tti 
RMSEA=0.048<0.05 vi tham sd kilm dinh 

RMSEA=0.000<0.05 cho thay md hinh hoin toan 

phu hgp vdi du Ii?u nghien ciiu. 

4.3. Ket qud kiem dinh gid thuyet 

Ket qui kiem dinh tii bang ttgng sd hdi quy chua 

chuin hda cho thiy vdi miic y nghia 5% (do tin cay 

95%t), gii tri kiam dinh ve mdi quan h? cd y nghia 

thdng ka (Pvalue<0.05=***), ta kit lu|n chat Iugng 

dich vu dao tao tryc myln (TSSQ) dugc dinh gii 

bdi 4 nhan td chinh dd la Tinh hiiu hinh (TAN), Do 

tin cay (REL), Tinh dip iing (RES) va Tinh ddng 

cam (EMP). Ddi vdi moi quan he tic dpng tryc tiep 

giira Chat lugng dich vy dio tao true myen ddi vdi 

Miic dp trung thanh cua sinh vien la khdng cd y 

nghia thdng ke vdi miic y nghia 5% (Sig P^ ,̂. 

^^=0.543>0.05). 

Bang 3: Ket qna ki@m dinh gia thuyet ve mdi quan h§ giira cac nhan to 

Moi quan hf 

TAN 
REL 
RES 
EMP 
STSA 
STLO 
STLO 
REL 

TSSQ 
TSSQ 
TSSQ 
TSSQ 
TSSQ 
STSA 
TSSQ 
TAN 

1.000 
.938 
1.381 
1.398 
.995 
.773 
.070 
.256 

.057 

.058 

.057 
034 
.029 
.030 
.033 
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Bang 4: Ket qua trong so hoi quy chudn hoa "r" trong do linmg TSSQ 

Moi quan he He so (r) 

TAN 
REL 
RES 
EMP 
STSA 
STLO 
STLO 
REL 
TAN3 
TAN4 
TAN2 
TANS 
REL3 
RELl 
REL2 
RES2 
RES3 
RESl 
EMP3 
EMPl 
EMP2 

TSSQ 
TSSQ 
TSSQ 
TSSQ 
TSSQ 
STSA 
TSSQ 
TAN 
TAN 
TAN 
TAN 
TAN 
REL 
REL 
REL 
RES 
RES 
RES 
EMP 
EMP 
EMP 

0.724 
0.680 
1.007 
1.002 
0.757 
0.825 
0.038 
0.257 
0.900 
0.910 
0.904 
0.855 
0.868 
0.782 
0.871 
0.878 
0 886 
0.841 
0.889 
0.769 
0.768 

Trpng so hoi quy chuan hoa cho biet khi bien doc lap tang 1 dom vi thi bi6n phu thuoc tang r don vi. 

Bang S: Tac d^ng gian tiep trong mo hinh giira TSSQ voi STLO 

Moi quan he He so Danh gia moi quan he v»ji dp tin cay 95% 

STLO <— TSSQ 0.770 Khi TSSQ tang 1 don vi thi STLO bi tac dgng gian tiip tang 0.770 don v 

Vol kk qua phan tich a d-en cho ta th^y ca 4 gia thuyit dua ra ban dau diu duoc chip nhan. 

5. Kit luan 

Khai ni?m dich vu dao tao moi thirc su di vao 
ITnh vuc giao due khi cac to chiic giao due coi sinh 
vien la khach hang thuc su. Sir thay doi quan diim 
xuat phat tir moi quan he giiia khach hang la sinh 
vien va dcm vi cung ling dich vu trong cac t6 chiic 
giao dye. Viie cung iing djch vu tdt se dem lai thanh 
cong cho to chiic giao due, noi each khac la phuc vu 
sinh vien, cac ea nhan khach hang ciia t6 ehiic se tao 
ra chat lupng va gia tii eho to chiie. Tren ca so coi 
sinh vien la cac khach hang dac biet, nghien ciiu nay 
da dua tren nghien ciiu eiia Han va Back (2004) di 
nghien eiiu ti-ong moi trucmg giao due true tuyin. 

Tac gia da van dung ban chit ciia nhom 4 nhan 16 
nay trong danh gia chat lui^ng dieh vu dao tao ti^uc 
tuyen. Tir ket qua phan tich ve moi quan he giiia 
nhom nhan to danh gia eh4t luong dich vu voi su hai 
long va long trung thanh ciia sinh vien. Kit qua cho 

thSy chat lugng dich vu dao tao tirre tuyin (TSSQ) 
dugc danh gia hoi bon nhan to thanh phin, bao g6m: 
Tinh huu hinh (TAN); Dp tin cay (REL); Tinh dap 
ling (RES) va Tinh dong cam (EMP). Chat luong 
dich vu dao tao tiye tuyen c6 anh huong true tiip tai 
su hai long va gian trip din long tnmg thanh eiia 
sinh vien. 

6. De xuat 

Nhan to dau tien dugc sinh vien danh gia cao do 
la "Tilth dap img-RES", vai nhiing sinh vien da di 
lam, viec di hgc thuc sir can co su ho tig t6i da tu 
eac nha quan ly, ciia dgi ngii ho trg dich vu hpe tap. 
Sir ho trg nhiet tinh, nhanh chong eiia dpi ngu can 
bp quan ly hgc tap, viec thong bao ehinh xae, kip 
thai eae nhiem vu hgc tap cho sinh vien va he th6ng 
h§ trp hieu qua tiong su6t qua trinh hpe tap la nhihig 
dieu sinh vien mong moi va danh gia eao. Viec dap 
img nhiing nhu eau cy the cho sinh vien dugc sinh 
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vien dinh gii cao va tao nen su hai Idng ciing nhu 
yen tam hpc tap. 

Yeu td thli hai khi ndi den chat lugng dich vu hd 
trg "Tinh cam thong-EMP", trong qui trinh td chuc 
dao tao, cdng tic quin ly ludn phai chi tiet v i ti mi, 
viec cham sde khach hang phai xuit phit tir y§u to 
tam Iy thich dugc phuc vy cua khich hang, cd nhu 
vay mdi dam bao chat lugng dich vy dugc thyc hien 
tdt. Viec dau tien ma smh vien mudn do tim dugc 
tieng ndi chung vdi chuang trinh, cic can bg phuc 
vu phii thuc sy co thien cam ddi vdi sinh vien, ludn 
cd thai dp quan tam va chi dan cho sinh vien trong 
qua trinh hpc tap, ddng thdi phai sip x^p thdi gian 
phu hop de dap iing nhu ciu ciia ngudi hpc. Ngudi 
hgc tim dugc su ddng cam trong trang dudng hpc 
tip khd khan cua minh, cd nhu vay mdi cd ddng lyc 
va ldng quySt tam de hoan thanh khda hpc diing thdi 
han. 

"Tinh him hinh" d day la nhiing san phim tri 
thitc dugc dua vao chuang trinh dao tao tryc my8n, 
nd the hien sy cim nhan ciia smh vien ve chat Iugng 
he thdng hgc lieu dien tu ciia chuang trinh. He 
thong hpc lieu duoc coi nhu mpt sin pham dich vu 
phyc vy hoc tap, ddi vdi miu khio sat thi he thong 
hpc lieu dien tir dugc hieu bao gdm cac san pham 
sau. tai lieu hudng dan dang file text, bai giang 
video, file Audio va he thdng ngan hang cau hdi trie 
nghiem. Dieu dau tien smh vien quan tam den dd li 
tinh thuc t6 cua he thdng hgc lieu dien tii, nghia Ii 
su gan ket giua kien thirc han Iam vdi yeu td thyc te 
cong viec, thyc te iing dung. Thii hai, he thdng hpc 
lieu phai dugc cap nhat, ddi mdi, dem lai su himg 
khdi cho ngudi hgc, Thic 3 la he thdng hgc lieu phai 
dem lai tinh ung dyng thuc te cho mdi ci nhan, thuc 
sy hiiu dung vi cd y nghia doi vdi ngudi hgc. Viec 
kich thich kha nang tu duy ddi vdi ngudi hoc dudng 
nhu sinh vien it quan tim han va khdng dinh gii 
cao trong viec do ludng nhan td chat lugng dich vy 
hd trg. 

Ddi vdi bit ky mot td chiic dao tao, yeu to "Do 
tin cdy" phii dugc dam bao. Ddi vdi mdt sd ca sd 
dao tao Idn nhu Dai hgc Kmh t6 qudc dan thi viec 
tao dg tin cay cho sinh vien dugc thg hien d chinh 
thucmg hieu nhiSu nam ciia trudng. Tuy nhien doi 
vdi moi chuang hrinh cung cin dim bao tinh kip 
thdi dieu chinh, khac phuc sy cd mot each nhanh 
nhit, tranh giy biic xiic cho sinh vien khi hg hgc tap 
tren mdi trudng true myen. Chuang trinh ludn phai 
cam k8t thyc hien nhirng gi da de ra va da cam k§t 

vdi sinh vien, lay chii tin lam dau cho mdt chuong 
trinh dio tao bai ban, chuyen nghiep cua td chiic 
giio dye ldn. He thdng cung cap dich vu ludn san 
sang, dam bao hd trg kip thdi va dimg hen. Chinh 
nhiing dieu niy gdp phin tao nen sy hai Idng cho 
sinh vien trong mdi tnrdng dao tao tryc myen va 
dugc smh vien dinh gia cao. 

Ndi ve chat Iugng dich vy trong nghien ciiu cua 
Han & Beak (2004) ciing chi ra rang chit Iugng dich 
vu hd trg cd tac ddng tryc tiep tdi sy hai Idng cua 
khich hang, tic ddng giin tiep ddi vdi miic dp trung 
thanh cua khich hang trong Iinh vyc ngan hing tryc 
tuy6n. Trong ket qua cua nghien ciiu niy ciing dua ra 
dugc nhung ket qua tucmg tu trong nghien cihi mdi 
trudng hoc tap tryc myen. Chat lugng dich vu dao 
tao khdng cd tic dgng tryc tiep ddi vdi miic do trang 
thanh cua sinh vien, my nhien nd Iai cd tac ddng gian 
tiep tdi mite do tmng thinh cua sinh vien. Ket qua 
thao luan vdi ldp ddng smh vien cho chung tdi thiy 
sinh vien khdng thda man se it tich cyc tham gia 
khda hgc, y chi vugt khd khdng cd va cd ty le bd hgc 
giira ky la rat cao. Nhirng y kien khdng hai Idng hay 
khdng thda man trong mgt sd van de cua sinh vien tir 
xa cd inh hudng "day tmyen" rat Idn, vdi mdi 
trudng hpc tryc my6n, viec truyen tii thdng tin diln 
ra rat nhanh va lan rpng, giy anh hudng den tam ly 
chung cho tit ca cac sinh vien khac. 

Miic dp tmng thanh cua sinh vien cdn dugc the 
hien d khi nang tmyen cam himg ve su hii Idng 
sang ngudi khic, khi co dugc sy hii long, sinh vien 
san sang chia se va gidi thieu vdi ban be va ngudi 
than. Khi dugc hudng mpt dich vy giao dye tdt, sinh 
vien cd nhiing y kien phin hdi tdt hon ve chucmg 
trinh, cimg ddng gdp xay dyng de chuang trinh 
ngay cang hoan thien hem va cd nhiing dinh hudng 
tuong Iai tot han ddi vdi nen giao dye cua mdt dan 
vi td cbifc dao tao Viec tham gia vao mgt khda hgc 
khac cimg co sd dao tao, viec gidi thieu cac giang 
vien cua minh cho ban be va ty hao ve chuang trinh 
hgc cua minh tai ca sd giao due la mdt trong nhiing 
yeu td the hien sy tmng thanh ciia sinh vien sau khi 
cim nhan dugc su thda man cua minh ddi vdi 
chuang trinh da vi dang theo hgc. Sy tmng thanh 
ddng nghia vdi viec sinh vien tin Mdng vio ca sd 
dao tao, tin tudng rang lua chgn ciia hg la phii hgp, 
Ii dinh hudng dung dan trong con dudng tiep can tri 
thiic va hoan thien ban than • 
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