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1. MO PAU

Trong bdi canh Viét Nam ngay cang hoi nhap sdu rong vao nén kinh té thé gioi, tri thirc
1a nhan t6 quan trong hang dau thiic dy sy phat trién toan dién ctia dat nude. Gido duc trong
xu thé hoi nhép kinh té dang tré thanh mot nganh dich vu ddy tiém ning. Trong quan 1y chat
lwong gido duc hién dai, triét Iy hudng ngudi hoc 1a trung tim dang dong vai tro chu dao.
Bén canh céc hinh thirc danh gi4 d4 c6, hinh thic danh gia phan hdi tir ngudi hoc luén danh
duoc nhiéu sy quan tim cua cac nha quan 1y gido duc, béi 18 theo xu hudng toan ciu hoa,
héi nhap hoa nén kinh té toan cau, tir hudng tiép can kinh té, gido duc duoc coi 1a mgt nganh
dich vu. Chat lugng dich vu gan lién v6i cam nhan va danh gia ctia khach hang (6 déy 1a
nguoi hoc) vé dich vu ho dugc hudng, chur khong don thuan duoc quyét dinh bdi cac van
ban hanh chinh. Panh gia chit luong dio tao qua phan hoi cua nguoi hoc tré nén thiét yéu
vi n6 dua ra dugc cho cac don vi dao tao mot céi nhin khach quan hon vé dich vu cta minh.
Thong qua phan anh ctuia nguoi hoc, cac don vi dao tao ndi chung va céc truong dai hoc noi
riéng s& ¢ cai nhin khach quan vé nhiing gi minh da cung cép, nhitng vi minh di ki vong
thay vi chi quan tam dén diu tu co s& vat chit, trinh d6 diu vao, dau ra va két qua hoc tap
ctia ngudi hoc va cac yéu t6 khac trong qua trinh dao tao. Vi mong mudn tir nhitng két qua
thu duoc tir viée danh gia mirc d6 hai long cua sinh vién ddi v6i chét lugng dich vu hd trg
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nguoi hoc tai trudng Pai hoc Thu d6 Ha Noi, nghién curu s€ ¢6 dong gop tich cuc trong vige
danh gid ding thyc trang, qua d6 gop phan tich cuc trong viéc cai thién va nang cao chat
lugng dich vy hd tro ngudi hoc ciia Nha truong trong thoi gian sép toi.

2. NOI DUNG

2.1. Mt s6 cAu héi va gia thuyét dit ra déi véi Nha truong

- Sinh vién hai 1ong vé chat luong dich vu hd trg ngudi hoc tai truong Pai hoc Thii d6
Ha Noi ¢ mic d6 nao?

- C6 sy khac biét vé mirc d6 hai 1ong ctia sinh vién d6i v6i dich vu hd trg nguoi hoc tai
truong Pai hoc Thu d6 Ha Noéi theo cac dac di€m cé nhan (gidi tinh, noi ¢, mic do tham gia
hoat dong ngoai khoa ...) khong?

- Gia thuyét HI1: Dich vu hd trg nguoi hoc tai truong Pai hoc Thu d6 Ha Noi lam hai
long sinh vién dang theo hoc tai truong.

- Gia thuyét H2: C6 sy khac biét vé muc do hai long cua sinh vién ddi v6i dich vy hd
tro nguoi hoc tai truong Pai hoc Thu d6 Ha Nai theo cac dic diém ca nhan.

2.2. Mt s6 md hinh do ludng sw hai long

a. M6 hinh nghién ciru sy hai l1ong trong dich vu ciia Parasuraman: Day la m6 hinh
dugc ung dung trong nghién ctru cac san pham dich vu véi tinh chat vo hinh. Nhan t6 tac
dong duogc xét theo khoang cach véi 5 thanh phan ky vong va 22 bién quan sat. Nam thanh
phﬁn ki vong bao gém: Tinh tin cdy, Sy phan héi, Su dam bao, Sy cam thong, Sy hitu hinh;

b. M6 hinh sy théa man cia khach hang theo Zeithaml va Bitner (1996): Theo nhu
cong trinh nghién ctru nay, sy hai long cua khach hang chiu sy tic dong boi 5 nhan t6 chu
yéu: Chét luong dich vu (service quality), Chéat luong san pham (product quality), Gia ca
(price), Nhan té hoan canh (situational factors), Nhan t6 ca nhan (personal factors);

c. Md hinh chi s6 hai 1ong ciia My (ACSI): gia tri cam nhan chiu tic dong boi chat
lugng cdm nhan, sy mong dgi cua khach hang. Khi d6, sy mong doi cua khach hang cé tac
dong truc tiép dén chét luong cam nhan. Sy hai long ctia khach hang dugc tao thanh trén co
s& chat lwgng cam nhén, sy mong doi va gia tri cdm nhan.

d. M6 hinh chit lwgng dich va SERVQUAL: m hinh phé bién nhit hién nay, ding
dé quan 1y chat lwong dich vu, dugc Zeithaml, Parasuraman & Berry phat trién vao giita
nhitng nam 1980 dé do ludng chat lugng trong mang dich vu. Céc tac gia ban dau dinh ra
mo hinh bao gém 10 bién vé chat lugng dich vy, nhung theo thoi gian, cac nhan td duoc thu
hep con 5 nhan t 1a: su tin cay (reliability), su ddm bao (assurance), su hitu hinh (tangibles),
su cam thong (empathy) va su dap ung (responsiveness).

Su tin cay (reliability): kha nang thyc hién dich vu phu hop va chinh xac véi nhitng gi
da cam két, hia hen; Sy dam bao (assurance): yéu td tao nén su tin nhiém, tin tudng cho
khéch hang dugc cam nhan thong qua su phuc vu chuyén nghiép cua nhan vién, kién thic
chuyén mén gioi, phong thai lich thiép va kha nang giao tiép t6t; Su hitu hinh (tangibles): su
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thé hién bén ngoai cua co s& vat chat, thiét bi, nhan vién va vat liéu, cong cu thong tin; Su
cam thong (empathy): thé hién sy an can, quan tdm dén tirng c4 nhan khach hang; Su dap
{mg (responsiveness): mirc d6 mong mudn va sin sang phuc vu khach hang kip thoi

M6 hinh gbc (1985) M6 hinh hi€u chinh (1988)
Phuong tién hitu hinh (Tangibles) _ 3 Phuong tién hiru hinh (Tangibles)
Su tin cdy (reliability) ______ 3 Su tin cay (reliability)
Dap ing (competence) » Su ddm bdo (assurance)

Nang luc phu vu (responsiveness)
Lich su (courtesy)

Tin nhi¢m (credibility)

An toan (security)

Tiép can (access)

Thong tin (communication)

Hiéu biét (understanding customers)

Mbi quan hé gitta mé hinh Parasuraman (1985) va (1988)

Su dép ung (responsiveness)

y Su cam thong (empathy)

Sw tin cay (reliability)

Swr dam bio (assurance)

Swhaild
Sw hitu hinh (tangibles)y —» wrhallong

/ (Perceived service quality)
Su cim thong (empathy)

Sw dap ung (responsiveness)
Mo hinh SERVQUAL (Parasuraman, Zeithaml & berry, 1988)

2.3. M6 hinh nghién ciru sy hai 1ong ciia sinh vién d6i véi chit lwong dich vu hd tro
nguoi hoe

Thong qua nghién ciru cac mo hinh do luong sy hai 10ng va mdi quan hé gitra chat lugng
dich vu va sy hai long, tac gia quyét dinh lga chon va van dung mé hinh SERVQUAL cua
Parasuraman hinh thanh khung 1y thuyét danh gia muc d6 hai long ctia sinh vién d6i voi chat
luong dich vu hd tro nguoi hoc tai truong Pai hoc Thu d6 Ha Noi

a. Su hiru hinh (H6 tr¢ Hoc tap, nghién ciru — Dich vu khac). Dy 1 tiéu chi do ludong
hinh dnh bén ngoai cua nha trudng: co s¢ vat chat, trang thiét bi, thai d§ phuc vu cua nhan
vién, sach, tai li¢u, gido trinh, thong tin lién lac ...
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b. Sw tin ciy (HS trg Hoc tap, nghién ciru — HS trg' Nghé nghiép). Nha truong xiy
dung su tin twong cho sinh vién bang cach cung cip day du kién thirc, ky ning can thiét cho
sinh vién cling nhu tu vén, gidi thi¢u viéc 1am cho sinh vién chuén bi tt nghiép.

c. Sw dap wng (HS tro Hoc tp, nghién ciru — HS tro' Nghé nghiép — Hb tro sire khoe,
tam ly). Day 1a tiéu chi do ludng kha ning giai quyét van dé nhanh chong, xir Iy hiéu qua
céc khiéu nai cua sinh vién; tinh than hop tac, sin sang giup d& sinh vién clia nhan vién.

d. Sy dam bio (Hoc tip, nghién ciru — HJ tro' Nghé nghiép — Hoat dong ngoai khoa
— H6 trg sirc khoe, tam 1y). Day 1a yéu t6 do luong sy tin nhiém cua sinh vién vé kha ning
phuc vu chuyén nghiép cua can bg phu trach.

e. Su cam thong (HS tro sirc khée, tim ly). Day la tiéu chi do luong sy quan tam,
cham soc sinh vién tai trudng.

2.4. Cac loai hinh dich vu hé tre tai trweong duge dua vao md hinh nghién ctru sy hai
long ciia sinh vién déi véi chit lwong dich vu hd tro nguoi hoc tai truwong Pai hoc Thi
doé Ha Noi

a. HO tro ky hoc tap, nghién ciru. Trang hé thong thong tin sinh vién; Thu vién: (tai
liéu hoc tap, tham khao); HO trg ngon nglr va tin hoc; HO tro céac hoat dong thuc tap, thuc té,
ngoai khod cua sinh vién

Sw hiru hinh Hb tro hoc tap,
(tangibles) nghién ciru
Sw tin cay HO tro nghé
(reliability) nghiép
Sw hai
10ng vé
P - chat
Sw dap ung HO tro sirc khoe, lwong
(responsiveness) tam 1y dich vu hé
tro nguwoi
hoc
Sw dam biao Hoat dong ngoai
(assurance) khoéa
Sy cam thong Cic dich vu Khic

(empathy)

Véin dung mé hinh SERVQUAL vao nghién ciku sw hai long vé chdt wwong

dich vu hé tro ngwdoi hoc tai trivong Pai hoc Thii dé Ha Ni

b. HS tro tw van nghé nghiép. Dao tao k¥ ning (T chirc thuong xuyén cac 16p ky
ning mém (k¥ ning giao tiép, trinh bay, k¥ niang lap ké hoach ...) voi da dang cac k¥ ning
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can thiét phuc vu cho sinh vién 1am hanh trang cho sinh vién khi ra truong); T6 chic cac
khoa hoc ngan han phat trién céc k¥ nang hoc tap, k¥ nang xin viéc, k¥ nang lam viéc; Cac
chuong trinh hoi théo, toa dam chu dé hudéng nghiép, ngay hoi viéc lam,. ..

c. H6 trg sirc khée, tam ly. T chire thuc hién kham stc khoé dinh ky cho sinh vién;
T6 chtic cac chuong trinh y té hoc duong; To6 chuc cac hdi thdo, cac 16p dao tao ngén han,
cac hoat dong tu van vé tam ly, surc khoe gioi tinh, 161 song cho sinh vién.

d. Céu lac b, doan hdi, thé thao (HP ngoai khéa). T chirc cac hoat dong van, thé,
my, cac cudc thi hoc thuat danh cho sinh vién; HO tro cac cau lac bo tai nang trong sinh vién,
phat trién, thuc day va hd tro cac khoa thanh 1ap cac cau lac bd phuc vu sinh vién nham giup
sinh vién phat huy hét cac nang khiéu dac biét, tao ra san choi bd ich, tao dong luc thi dua
giup sinh vién hoc tap hing say hon; Giao luu van hoéa, thé duc the thao gitra cac khoa

e. Cac dich vu khac. Nha an; Bai gui xe,...

2.5. Quy trinh xay dung cong cu khio sat
Tac gia dwa vao co s Iy thuyét, cic mo hinh thudng str dung trong dénh gia sy hai
10ng dé thiét ké mo hinh nghién ctru. Can cr vao mo hinh nghién ciru, tac gia trién khai xay
dung bd cong cu, thir nghiém dé diéu chinh, hoan thién bd cong cu chinh thire. Sau khi da
c6 bd cong cu chinh thirc, tac gia tién hanh khao sat chinh thirc, phan tich Kkét qua khao sat.
Quy trinh dugc mo ta thong qua hinh:
) Nghién ciru cac
Co s& Iy thuyét mo hinh danh
gia sw hai long

\/

M6 hinh nghién Xay dung bo Thi nghiém bo
citusitrdung  » congcukhio |— » congcukhio
trong deé tai sat sat

Hoan thién bd DPiéu chinh bd

Kh3io sat chinh
thirc

l

Phan tich két
qua Kkhio sat

«—— c¢cong cukhio «— congcukhio
sat sat

Quy trinh xdy dung cong cu khdo sdt

2.6. Thiét ké cong cu khio sat
Tac gia can clr theo md hinh SERVQUAL dé thiét ké phiéu khao sat ciia minh. Tuy
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nhién, trong‘qué trinh zgéy qu:ng phiéu, cting véi sy tu Vép gop y gﬁa chuyén gia, tac gia da
co r}hfrng di€u chinh d€ phiéu khao sat phu hop vi yéu cau cua dé tai. Sau khi thir nghiém,
phi€u khdo sat chinh thirc dugc mo ta nhu sau:

A. Théng tin chung: Gom 6 cau hoi vé thong tin c4 nhan sinh vién gom:

1. Gioi tinh;

2. Khoa dao tao;

3. Khoa dao tao;

4. Noi 6 cua sinh vién;

5. S6 1an 1én thu vién cta sinh vién trong hoc ky vira qua;

6. Mtrc d¢ thuong xuyén khi tham gia cac hoat dong ngoai khoa

B. Panh gia chit lwong dich vu hd trg ngudi hoc

Thang do st dung: Thang Likert (5 lya chon):

1. Hoan toan khong hai long 2. Khong hai long 3. Binh thuong

4. Hai long 5. Rét hai long

B6 cau hoi 26 cau hdi, tap trung vao do mure d¢ hai long cia sinh vién ddi v6i 5 tiéu chi:
1. Dich vu hd trg hoc tap - Bao gom 8 céu hoi lya chon

2. Dich vu hd trg nghé nghiép - Bao gdm 6 céu hoi lya chon

3. Dich vu hd trg strc khoe, tim 1y - Bao gém 6 cau hoi lua chon

4. Hoat dong ngoai khoa - Bao gém 5 cau hoi lua chon

5. Banh gia chung - Bao gdm 1 céu hoi lya chon

Téc gia thong qua cac gido vu khoa tién hanh phét phiéu khéo sat dén cac em sinh vién vao
thoi diém nghi giai lao giita cac tiét hoc. Sau thoi diém phat phiu khéo sat 3 ngay, tac gia dén timg
khoa nhan lai phiéu khéo sat da phat ra. Mau khdo sat tac gia lya chon mau khao sat ngau nhién
tir cdc em sinh vién ndm 1, ndm 2 va nam 3 dang theo hoc tai trudong.

Tong sb phiéu khao sat phét ra: 783 phiéu

Tdng s6 phiéu khao sat thu vé: 711 phiéu
2.7. Phan tich sy hai 1ong va cic yéu td anh hwong dén sy hai 1ong ciia sinh vién voi
dich vu hd trg ngudi hoc tai Truong Pai hoc thi dé Ha Noi
2.7.1. Mivc d¢ hai long ciia sinh vién vé dich vu hé tro hoc tip tai truwong Pai hoc Thii dé
Ha Nji

Nhom nhén t6 vé Dich vu hd trg hoc tap bao gdm 8 bién quan sat: HT1. Tai liéu hoc
tap, tai liéu tham khao dap tng nhu cAu cua sinh vién; HT?2. Phan mém dao tao than thién,
dé su dung; HT3. Két qua hoc tap cua sinh vién dugc cap nhat nhanh chong, chinh xac;
HT4. Phong hoc dap tng nhu cau ciia sinh vién; HT5. Phong thuc hanh dap tng nhu cau



104 | TRUONG PAI HOC THU PO HA NOI

ctia sinh vién; HT6. C6 van hoc tip hd trg sinh vién hiéu qua; HT7. Sinh vién dugc hd tro
trong nghién ctu khoa hoc hi€u qua; HT8. Nha truong sat sao vdi cac hoat dong thuc tap,
thuc té cua sv

Reliability Statistics
Cronbach's Alpha N of Items
.857 8
Item-Total Statistics
Scale Mean if | Scale Variance if [Corrected Item-Total] Cronbach's Alpha if
Item Deleted Item Deleted Correlation Item Deleted
HT1 23.29 20.311 614 .839
HT2 23.32 19.794 631 .836
HT3 23.39 19.323 .609 .838
HT4 23.61 19.005 .624 .837
HTS 23.51 19.002 .646 .834
HT6 23.05 20.490 445 .858
HT7 23.25 19.702 627 .837
HTS8 23.17 19.426 .625 .837

Két qud Cronbach's Alpha cho nhén t6 Dich vu hé trg hoc tip
Gi4 tri Cronbach's Alpha ctia nhom nhén t6 Dich vu hé tro' hoc tip = 0.857. Diéu nay
chung t6 nhém nhén t6 nay c6 dd tin cdy cao. Tat ca cac cau hoi cua nhom nhan t6 Dich vu
hé tro hoc tip déu c6 hé sd tuong quan bién tong (Corrected Item-Total Correlation) 16n
hon 0.3, cac cau hoi déu c6 do tin cay cao.

Sw hai long ciia sinh vién doi véi dich vu Hé tro' hoc tip

Mikc d§ danh gia (tinh theo %)
Item _ 2 3 4 S Danh gia
Rat khong Khéng Binh Hai long Rat hai
hai long hailong | thwong long

1 1.1 7.2 52.7 31.9 7 Binh thudng
2 2.1 9.7 48 33.2 7 Binh thuong
3 3.2 14.9 42.3 31.2 8.3 Binh thudng
4 5.2 20.8 44.6 22.5 6.9 Binh thudng
5 4.4 16 48.1 23.5 8 Binh thudng
6 2.5 6.8 35.9 37.6 17.3 Hai long
7 1.8 8.7 45.6 34.5 9.4 Binh thudng
8 2.1 7.9 42.6 34.5 12.9 Binh thudng

Tir két qua trén, nhan thay: Pa phan sinh vién cam thiy chip nhan dwoc d6i v6i dich
vu H§ tro hoc tap tai trudng Pai hoc Thi d6 Ha Noi. Trong cac yéu td do, yéu té ¢b vén
hoc tip duoc sinh vién danh gia hai long. Piéu d6 cho thdy ddy dang 13 mit manh cia dich
vu hd tro hoc tap tai truong, can duoc tang cuong va phat huy hon nira.

2.7.2. Mivc d¢ hai long ciia sinh vién vé dich vu hé tro nghé nghiép
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Nhom nhan t6 Dich vu hd tre nghé nghiép bao gdm 6 bién quan sat: NN1. Céc 16p boi
dudng k¥ ning mém duoc t6 chuc dinh ky; NN2. Cac 16p bdi dudng k§ ning mém c6 noi
dung phong phu; NN3. Cac 16p boi dudng k¥ ning mém dap Gng nhu cdu cia sinh vién;
NN4. Cac chuong trinh toa dam chu dé huéng nghiép duoc t6 chirc dinh ky; NN5. Cac
chwong trinh toa dam chu dé hudng nghiép c6 ndi dung phong pht; NN6. Cac chwong trinh
toa dam chu dé huéng nghiép dap umg nhu cau cia sinh vién.

Reliability Statistics

Cronbach's Alpha N of Items
914 6
Item-Total Statistics
Scale Mean if Item| Scale Variance if |Corrected Item-Total| Cronbach's Alpha if

Deleted Item Deleted Correlation Item Deleted
NN 16.44 13.166 739 901
INN2 16.41 13.020 796 .893
INN3 16.32 13.037 759 .898
INN4 16.27 13.259 759 .898
INNS5 16.27 13.066 752 .899
INN6 16.24 13.020 745 .900

Két qud Cronbach's Alpha cho nhén té Dich vu hé trg nghé nghiép
Gi4 tri Cronbach's Alpha ciia nhom nhan t6 Dich vu hé tro nghé nghiép = 0.914. Pidu
nay chimg t6 nhém nhan t6 nay c6 do tin cdy cao. Tat ca cac cau hoi ciia nhom nhan té Dich
vu hé tro nghé nghiép déu c6 hé sé tuong quan bién tong (Corrected Item-Total Correlation)
16m hon 0.3, céc cau hoi déu co6 do tin cdy cao.

Sw hai long ciia sinh vién doi véi dich vu Hé trg nghé nghiép

Mikc d§ danh gia (tinh theo %)
Item - 2 3 4 £ S . Danh gia
Rat khong Khéng Binh Hai long Rat hai
hai long hailong | thwong long
1 23 17.2 50.9 22.8 6.9 Binh thudng
2 1.7 16.7 49.4 26.3 5.9 Binh thuong
3 1.5 14.9 46.8 28.6 8.2 Binh thudng
4 1.4 11.4 48.5 30.8 7.9 Binh thuong
5 1.8 12.4 46.6 304 8.9 Binh thudng
6 24 10.7 45.9 3L.5 9.6 Binh thudng

Tir két qua trén, nhan thiy : Da phan sinh vién cam thay chip nhin dwgc dbi véi dich
vu H tro nghé nghiép tai trudng Pai hoc Thi d6 Ha Noi.
2.7.3. Mikc d hai long ciia sinh vién vé dich vu hé tro sivc khée, tim Iy tai truwong Pai hoc
Thii do Ha Nji

Nhom nhan t6 Dich vu hd trg sirc khée, tim 1y bao gdm 6 bién quan sat: SKTL1. Nha
truong to chire kham ste khoé dinh ky cho sinh vién; SKTL2. Nha truong t6 chic dinh ky
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cac chuong trinh y t& hoc duong; SKTL3. Hoat dong chiam soc sirc khoe dép tmg nhu cau
cua sinh vién; SKTL4. Hoat dong tu vAn vé tam 1y, suc khoe gidi tinh duoc t6 chuc dinh
ky; SKTLS5. Hoat dong tu van vé tam 1y, sirc khoe gidi tinh dap tng nhu cau cua sinh vién;
SKTL6. Thai d6 phuc vu cta can bd chuyén trach dap tmg nhu cau cia sinh vién.

Reliability Statistics
Cronbach's Alpha N of Items
901 6
Item-Total Statistics

Scale Mean if Item | Scale Variance if | Corrected Item- |Cronbach's Alpha if
Deleted Item Deleted Total Correlation Item Deleted
SKTLI1 16.51 14.163 .695 .890
SKTL2 16.43 14.059 784 .875
SKTL3 16.42 14.145 761 .879
SKTL4 16.30 14.462 751 881
SKTL5 16.27 14.407 729 .884
SKTL6 16.28 14.757 .667 .893

Két qui Cronbach's Alpha cho nhén t6 Dich vu hé tro sivc khée, tim Iy
Gia tri Cronbach's Alpha ctia nhom nhan t6 Dich vu hé tre sirc khée, tam Iy = 0.901.
Diéu nay chung t6 nhém nhén t6 nay c6 do tin cay cao. Tat ca cac cau hdi cia nhom nhan to
Dich vu ho tro sirc khoe, tdm Iy déu c6 hé so tuong quan bieén tong (Corrected Item-Total
Correlation) 16n hon 0.3, cac cau hdi déu cé do tin cdy cao.

Sw hai long ciia sinh vién doi véi dich vu Hé tro sivc khde, gidi tinh

Mikc d danh gia (tinh theo %)
Item _ 2 3 4 N Panh gia
Rat khong | Khong Binh Hai long Rat hai
hai long hai long | thuwong long
1 59 17 42.2 27.6 7.3 Binh thuong
2 3.9 15 42.8 32.2 6 Binh thudng
3 3.2 16.2 43 30.1 7.5 Binh thuong
4 1.8 12 46.3 30.2 9.7 Binh thuong
5 23 11.7 43.7 31.5 10.8 Binh thuong
6 3 10.4 44.6 31.6 10.4 Binh thuong

Tir két qua trén, nhan thiy : Da phan sinh vién cam thay chip nhéan dwgc dbi véi dich
vu Hb trg sirc khée, tim 1y tai truong Pai hoc Tha d6 Ha Noi.
2.7.4. Mikc dp hai long ciia sinh vién vé cdc hoat dong ngoai khéa tai trwong Pai hoc Thii
do Ha Noi

Nhom nhén t& Hoat déng ngogi khéa bao gdm 5 bién quan sat: NK1. Cac hoat dong
van — thé — my cho sinh vién duogc t6 chirc thuong xuyén; NK2. Cac hoat dong vin — thé —
my dap Gmg nhu cau cua sinh vién; NK3. Cac hoat dong Poan, Hoi thiét thuc, bo ich; NK4.
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Céc cau lac bd cua sinh vién hoat dong hi¢u qua; NKS5. Nha truong thudng xuyén td chirc
cac hoat dong giao Iuu van hoa, thé thao cho sinh vién.

Reliability Statistics

Cronbach's Alpha N of Items
.896 5
Item-Total Statistics

Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation if Item Deleted
NK1 14.18 9.027 17 .879
NK2 14.25 8.758 172 .867
NK3 14.20 8.719 778 .866
NK4 14.28 8.668 714 .880
NK35 14.18 8.536 742 874

Két qua Cronbach's Alpha cho nhén té6 Hoat dpng ngoai khéa Sw hai long vé hoat
dong ngoai khoa

Mikc d¢ danh gia (tinh theo %)
1 2 3 4 5
Item Rit Khéng Binh | Hailong | RAt hai Panh gia
khong hai | hailong | thuwong long
long

1 0.8 6.5 38.7 40.4 13.6 Hai long
2 0.8 8.2 40.9 37.8 12.2 Binh thuong
3 1.1 6.8 39.5 39.4 13.2 Binh thudng
4 1.8 9 41.2 33.8 14.2 Binh thudng
5 1.7 7.9 36.7 37.4 16.3 Hai long

Tir két qua trén, nhan thiy : Da phan sinh vién cam thay chip nhéan dwge dbi véi dich
vu Hb trog sirc khée, tam ly tai truong Pai hoc Thu do Ha Noi. Trong céac yéu t do, yéu tb
murc d6 thuong xuyén ctia Nha truong trong viée t6 chiic cac hoat ddng vin — thé — my cho
sinh vién va yéu t6 mic do thuong xuyén té chire cac hoat dong giao lwu vin hoa, thé
thao cho sinh vién duoc sinh vién danh gia hai 1ong. Diéu d6 cho thdy day dang 13 cic mat
manh trong viéc t6 chirc cai hoat dong ngoai khéa tai truong, can dugc ting cudng va phat
huy hon nita. Bén canh d6, yéu t6 thiét thyc cua cac hoat dong Poan, Hi ciing duoc sinh
vién danh gia cao. Didu do6 thé hién & phan trim s lugng danh gia tir chip nhin dwge dén
hai 10ng cua tiéu chi nay rat gan nhau.

2.8. Phin tich cac yéu t6 ciia swr hai 1ong ciia sinh vién ddi véi dich vu hd tro ngudi hoc
tai trwomg Pai hoc Thu do Ha Noi

Trong nghién ctru ctia minh, tac gia tién hanh phan tich mbi quan hé giita 4 bién doc lap
va 1 bién phu thudc cé trong nghién ciru. Cac bién doc 1ap 1a cac nhom nhan té: 1. HS tro
hoc tap; 2. HO tro nghé nghiép; 3. HO tro stc khoe, tam ly; 4. Hoat dong ngoai khoa
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Bién phu thude: Swr hai long cua ngudi hoc vai dich vu ho tro nguoi hoc tai Truong Pai
hoc Thu d6 Ha Noi.
Béang Anova, kiém dinh F ¢ sig=0.000 <0.05, két luan co sy khac biét gilta cac nhém bién.

Coefficients®
Unstandardized Standardized Collinearity
Model Coefficients | Coefficients ¢ Sig. Statistics
B Std. Beta Tolerance| VIF
Error
1 |(Constant) -.035| .109 =316 | .752
Hbtrohoctip 257 | .042 207 6.089 | .000 482 12.074
Hotrgnghénghiép 292 | .039 271 7.467| .000 426 | 2.346
Stckhdetamly 246 | .034 238 7.290 | .000 525 1.905
Hoatddngngoaikhoa | .227 | .033 214 6.947| .000 591 1.691
a. Dependent Variable: Hai long
Két qui mé hinh héi quy

Mo hinh héi quy da bién

Thong qua két qua tinh hdi quy da bién, ta thdy ring tt ca cac nhan t6 déu ¢ y nghia,
va c¢6 trong quan duong (thudn) v6i bién phu thudc (se hai long) cia sinh vién. Ta x4c dinh
dugc phuong trinh hoi quy.

Y =-0.35 + 0.257*Hbtrohoctap + 0.292*Hdtronghénghiép +
0.246*Strckhéetamly + 0.227*Hoatdongngoaikhoa

Cin clr vao phuong trinh hdi quy, nhan thay:

Nhan t6 Hé tro' nghé nghigp c6 anh huong nhidu nhat dbi v6i sy hai 1ong cua sinh vién
ddi véi dich vu hd trg nguoi hoc tai Truong Pai hoc Thu D6 Ha Noi voi hé $6 0,292. Cac
nhom cac nhan tb Hé tro hoc tip, Sirc khée tim Iy va Hoat dong ngoai khéa 1an lugt chiém
cac vi tiép theo trong su anh huong nhiéu nhét dbi véi su hai long cia sinh vién ddi véi dich
vu hd trg nguodi hoc tai Truong Pai hoc Thu B6 Ha Noi voi cac chi sb tuong ung 0.257,
0.246 va 0.227.

3. KET LUAN

Thong qua viéc nghién ciru, xir 1y s6 lidu, tic gia thdy rang hau hét sinh vién danh gia
tur chép nhéan dugc dén hai long dbi vé6i dich vu ciia Nha truong bao gém - hd tro hoc tap, hd
trg nghé nghiép, hd tro stc khoe, tAm 1y va cac hoat dong ngoai khda. Bén canh do, nghién
ctru cling tim ra nhiing diéu chua hai long cia nguoi hoc vé mot sb hoat dong cua Nha
truong. Qua day, nha truong can lam phong phti thém sé lwong tai liéu tham khao chuyén
nganh bang tiéng nudc ngoai (cu thé 1a tiéng Anh); cai thién chat luong phan mém dio tao,
tranh tic nghén khi dang ky hoc cho sinh vién; cap nhat két qua hoc tap can chinh xac, phu
hop; céi thién co s¢ vat chét; nang cao chét lugng céc chuong trinh ngoai khoéa, cham soc
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suc khoe, tam ly, cac cau lac bg; cai thi¢n thai d6 cia chuyén vién phong ban trong giai quyét
kho khan cho sinh vién va khong ngung tang cuong trinh d6 cua cac ¢o van hoc tap.
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EVALUATING STUDENT’S SATISFACTION TO THE
QUALITY OF STUDENT SUPPORT SERVICES AT
HANOI METROPOLITAN UNIVERSITY

Abstract: This research is conducted to study the application of SERVQUAL model in 5
groups of service (study and research support service, profession support service, health
and psychology support service, extra activity support service and other service) at Hanoi
Metropolitan University. The research is aimed to help HNMU eveluate precisely the
situation of this service and contribute to the improvement of the service quality for the
sake of students.

Keywords: Satisfaction level, learner support service.



