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MU'C PQ HAI LONG CUA SINH VIEN VE HOAT PONG PAO TAO THEO
HQC CHE TiN CHI TAI TRUONG PAI HQC KINH TE - PAI HOC HUE
Tran Thai Hoa
Truong Pai hoc Kinh té, Pai hoc Hué

Tém tit. M6 hinh chét lugng dich vu (SERVQUAL) cia Gronroos dé xuét chat
lwong cua mot dich vu dugce danh gia dua trén 3 khia canh co ban 1a: chit lugng
chirc niang (functional), chat lwong ky thuat (technical) va hinh anh cua co
quan/cong ty cung cip dich vu dé. Ba khia canh nay tac dong dén cam nhan cua
khéch hang vé chit lwong dich vu, tir d6 dan dén sy théa man hay khong thoa man
cua ho vé dich vu. Dya trén mé hinh ndy va cac dic diém dic trung cua dich vu
dao tao dai hoc, ching t6i nghién ciru va danh gia mirc @6 hai Iong caa sinh vién
(SV) vé hoat dong dao tao theo hoc ché tin chi tai truong Dai hoc Kinh té - Dai hoc
Hué (PHKT - BHH). Nhin chung, sinh vién (SV) truong DPHKT - BHH hai long
trung binh vé& hoat déng dao tao theo hoc ché tin chi cua truong. Tir ddy, chung toi
dé xuit cac bién phap nhim nang cao mirc do hai 1ong cua SV ciing nhu chit luong
hoat dong dao tao theo hoc ché tin chi tai truong DPHKT - BHH.

1. Pit van dé

Trong xa hoi hién dai ngay nay, gido duc dai hoc da va dang tré thanh mét nganh
dich vy, dap wng nhitng don dit hang vé nhan luc cua x& hoi. Néu hé thdng giéo duc dai
hoc dao tao nhitng con ngudi mai toan dién va ludn san sang cung ang nhirng dich vu
dao tao chat lwong cao, thi s& thu hat nhiéu SV thong minh va tai ning chon truong do
dé gui gam twong lai; chat lugng va uy tin cua truong nho d6 ngay cang ting. Do do,
mdi truong Pai hoc can nam rd mirc 6 hai long cua SV vé hoat dong gido duc, trong do
c6 hoat dong dao tao, dé khéng ngirng nd luc, cai thién dap tng nhu cau ngay cang cao
ctia ngudi hoc. Mic du danh gia mic do hai 1ong cua khach hang vé dich vu ma nha
cung cap dua ra 1a ndi dung rat quan trong trén thi truong kinh doanh, nhung danh gia
muc &6 hai 10ng cua sinh vién vé chat luong gido duc cua trudng dai hoc néi chung va
vé hoat dong dao tao cua trudong do néi riéng van chua dugc quan tdm thich dang.
Truong PHKT - DHH [a mot trong nhirng trudng dai hoc méi chuyén do6i sang dao tao
theo phwong thirc tin chi trong 4 ndm gan day, viéc danh gia mic do hai 1ong cia SV
dbi voi hoat dong dao tao cua nha truong 14 hét sic can thiét va cap bach.
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2. M6 hinh do lwong chét lweng dich vu va phwong phap nghién citu
2.1. Mb hinh chdt lireng dich vu (SERVQUAL) ciia Gronroos

Dua vao md hinh chat lwong dich vu cua Gronroos, Parasuraman va Gi-Du
Kang & Jeffrey James, md hinh danh gia mirc d6 hai long cta SV vai hoat dong dao tao
da duoc xay dung (xem Hinh 1.1). Theo d6, Mtrc do hai long cta SV duoc cho la chiu
anh huong cua 3 yéu té: chat luong ky thuat, chat lugng chirc nang va hinh anh.

Khia canh chat lwong k§ thuat chi danh gia chinh xac khi khach hang d sir dung
xong dich vu va cam nhan duoc nhitng gia tri dich vu mang lai cho ho. Péi twong thu
thap trong nghién cau nay 1a SV chinh khoa 42, 43 va 44, 1a nhitng ddi twong van dang
str dung dich vu, chua hoan thanh chuong trinh dao tao tai truong. Vi thé, nhém nghién
ctru khong dé cap dén khia canh chit luong ki thuat cua dich vu trong nghién ciu nay.

Hinh 1.1. M& hinh ddnh gid mirc dé hai 1ong cua SV déi véi hoat dong déo tao
tai truong DPHKT — PHH

2.2. Phwong phap nghién cuu
2.2.1. Ké hogch Idy mdu

Chung t6i lra chon mau ngiu nhién SV K42, K43 va K44 ¢ céc khoa véi s6
lugng 237 SV, trong do6 ¢6 136 SV nir (57,4%) va 101 SV nam (42,6%). D liéu duoc
phan tich va xtr Iy bang phan mém SPSS 15.0.

2.2.2. Thang do va do tin cqy cua thang do

Nhom tac gia van dung thang do nim mirc do cua Rennis Likert (1932) dé do
lwong mire d6 hai 1ong cia SV vé hoat dong dao tao tai truong DPHKT — DHH. Vé d6 tin
cdy cua thang do, nhom tac gia tién hanh kiém dinh do tin cay cua thang do (hé sb
Cronbach Alpha - CA) danh cho tat ca cac tidu chi xuyén suét trong ban hoi phiéu diéu
tra. Két qua kiém dinh cho thay gié tri hé s6 Cronbach Alpha cua ting khia canh danh
gia déu 16n hon 0,7; tic 1a thang do ludng duoc st dung 13 tt va dang tin cay.
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3. Két qua nghién cru va thao luan

3.1. Pdnh gid chung vé mikc dé hai 1ong cia SV doi véi chdt lwong dao tao ¢
trwong PHKT - DPHH

Tir biéu d6 cho thdy, mirc d6 hai long cia SV vé hoat dong dao tao tai truong
PHKT - BDHH la chua cao. SV hai 10ng nhit vé van dé theo hoc tai chuyén nganh hién
tai (3,76), va trinh d6 chuyén mdn cua giang vién (3,75). SV danh gia muc d6 hai long
cua ban than d6i véi hoat dong dao tao tai truong la thip nhat, tir do tac dong dén su
trung thanh cua ho ddi véi dich vu dao tao cua truong, cu thé 13 mie d6 SV hra chon lai
trudong dé hoc chi & mirc do thap (3,55).

Néu duge chon lai, van theo hoc chuyén nganh...
Murc do yén tam khi theo hoc chuyén nganh hién...
Mtrc d¢ hai long khi theo hoc chuyén nganh hién...

Mdrc dé hai long vé trinh dé su pham cla giang...

Mre dé hai long vé trinh dé chuyén mén cla...
Mrc dé hai long vé hoat dong dao tao tai treang

3.4 35 36 3.7 38
W Gia tri trung binh
Hinh 1.2. Pdnh gid chung vé mirc dg hai long ciia SV
3.2. Ddnh gid vé mirc dé tin cdy ciia hoat déng dao tao (Reliability)

C6 6 phét biéu dugc dua ra dé SV danh gia vé thudc tinh mac do tin cay caa
hoat dong dao tao tai truong. Nhin chung, cac cau tra loi cho thiy SV hai long ¢ muac do
vira phai vé cac tiéu chi nay, trong d6 cac tiéu chi duoc danh gia cao nhat Ia: giang vién
cung cap du ndi dung va phuong phép hoc co ban cua ting hoc phan (3,65) va sé tin chi
cua cac hoc phan hop ly (3,61). Tiéu chi SV danh gia thap nhit 1a “duoc hoc cac lop
theo dung nguyén vong dang ky”, chi dat muc gié tri trung binh la 3,20 va thir tu hoc
cac hoc phan hop ly voi diém trung binh 1a 3,21.

3.3. Pdnh gid vé mirc dp ddp iing yéu cau ciia nha trwong (Responsiveness)

Phiéu diéu tra dua ra 4 phat biéu dé do luong danh gia caa SV vé thugc tinh mirc
do dap ung yéu cau vé hoat dong dao tao. SV danh gia cao nhit ddi voi phat biéu cho
rang cong tac thdng béo kip thai, nhanh chong, cap nhat va dé tiép can; cong tac giai
dap thic mac cho SV V& c4c van dé lién quan dén hoat dong dao tao ciing duge SV danh
gia cao khi cho rang cac giang vién ciing nhu cac can bd phong ban ludn sin sang giai
dap cac van d& SV chua ndm rd trong qua trinh hoc tap va rén luyén. Hai tiéu chi con lai
la xtr Iy c&c van dé thic mac cua SV va kip thoi nhic nho, hudng din SV vé cac van dé
trong hoc tap ciling chi dirng lai & mic d6 trén trung binh va khéng c6 danh gia nao dat
gia tri trung binh trén 4 trong thang do 5 diém.
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3.4. Ddnh gid vé mirc dé dam bdo ciia hoat dpng dao tao (Assurance)

Tét ca 6 tiéu chi déu hudng dén danh gia mirc 46 bao dam cua hoat dong dao tao
tai truong déu duoc SV danh gia kha cao so véi cac tiéu chi khac, nhung nhin chung,
gia tri trung binh ciing chi ding lai & mic dudi 4 trong tong sd diém 5. Tiéu chi to ra
bao dam nhat 1a thai do cua giang vién dbi voi SV lich sy, ding muc véi 3,92 diém.
Riéng tiéu chi vé noi dung, chuong trinh hoat dong ngoai khda phu hop, hiru ich va hap
dan bi danh gia thdp nhat va thip hon han so véi céc tiéu chi con lai (3,23), vi tiéu chi
nay gan lién vai cac hoat dong doan, hoi va mot sb cac hoat dong ngoai khda khac — 1a
nhitng hoat dong con gap rat nhiéu kho khin trong thoi gian ddu mai chuyén sang hinh
thirc dao tao tin chi.

3.5. Ddnh gid vé mirc dé cam thong va thau hiéu (Empathy)

Qua két qua danh gia 7 tiéu chi, mirc d6 thau cam duoc SV danh gia & mac do
khong cao. Tiéu chi can bd van phong hiéu duoc nhu cau cua SV dugc danh gia thap
nhat (3,19). Diéu nay ciing d& hiéu vi thoi gian tiép xdc va tim hiéu caa can bo vin
phong dén SV la rat han ché. Vi tiéu chi dugc danh gia cao nhat 14 thoi gian hoc chinh
khoa thuan tién cho SV nhung hé sé do léch chuan lai kha cao (= 0,924) phan anh sy
danh gia khong dong déu trong danh gia ciia SV dbi voi tim quan trong caa nhan té nay
cho chat lwgng hoat dong dao tao.

3.6. Ddnh gid vé cac yéu té hizu hinh (Tangibles)

Céc dich vu hé trg khac

Trang phuc cua GV, ¢édn bo van phong lich...

Cdch bé tri van phong khoa, cac phong, ban hop...
Bai giang, tai liéu tham khao cung cap cho SV

Thu vién, phong doc tai liéu tham khao dép rng...
Phong thure hanh may tinh dam bao

Diéu kién hoc tap tai cac phong hoc, giang duong...

Trang thiét bi phuc vy giang day va hoc tap tai cac...

32 33 34 35 36 37 38 39
Hinh 1.3. Pdnh gid vé céc yéu té hiu hinh

Trang phuc cua giang vién, can bo van phong lich su, ding muc 1a tiéu chi duoc SV
danh gia cao nhat véi gia tri trung binh 1a 3,86. Diéu kién hoc tap tai cac phong hoc, giang
duong rat duge nha trudng quan tdm, chl trong. Pay 1a mot trong nhitng méi luu ¥ hang
dau cua nha truong, vi vay, diéu kién hoc tap tét, dap ang nhu cau cua SV (3,82).

3.7. Pdnh gid vé hinh dnh ciia trwong PHKT- PHH (Image)

Hé thong cac chuyén nganh dao tao phu hop yéu cau xa hoi dugc SV danh gia
cao nhat véi 3,84 diém. Mic du vy, danh gia nay van chi ding lai & mic do trén trung
binh. Céc tiéu chi con lai ciing dat gié tri trung binh tuong duong, va chwa thé hién nét
16
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noi bat ndo so véi céc tiéu chi con lai.
Gia tri trung binh

Tén tudi cua trudng trén cac phuong... =
 ——
Hé tro tot cac hoat dong cua SV, hoat... _
 —————————————
Chuongtrinh dao tao tién tién, hién dai _ W Gia tri trung binh
e ——
Danhtiéng cua truwong _

32 33 34 35 36 37 38 39

Hinh 1.4. Pdnh gid vé hinh dnh cia trirong
3.8. Phan tich héi quy tuyén tinh

Nhom nghién ciu tién hanh phan tich hdi quy dé xac dinh cu thé trong s cua
ting yéu tb tac dong dén mirc d hai long cua SV. Phan tich hdi quy dwoc thuc hién véi
5 bién doc 1ap muac do tin cay, mac d6 dam bao, mirc 6 dap (ng yéu cau, yéu tb hitu
hinh va mac do thiu cam va mot bién phu thudc sy hai 1ong cua SV (SATIS). Phuong
phap phan tich hdi quy boi véi 5 thanh phan caa chat lwong hoat dong dao tao duoc dua
vao cung 1 lic (enter) cho thdy méd hinh hdi quy thich hop sir dung dé kiém tra gia
thuyét (sig. F = 0,000). Mtc do giai thich méi quan hé gitra cac thanh phan bang
phuong phap hoi quy nay cho két qua twong ddi cao (R2 hiéu chinh = 0,577 > 0,5).

Két qua phan tich hdi quy tirng phan cho thay chi c6 bdn yéu té: mic do tin cay,
muc d6 bao dam, mirc do dap tng yéu cau va yéu té hiru hinh caa trudong c6 méi tuong
quan da manh va c6 y nghia thong ké khi dua vao mé hinh phan tich ( sig. T = 0,000),
yéu tb con lai trong thang do chit lugng dich vu khdng c6 ¥ nghia théng ké trong mo
hinh phan tich ( sig. t > 0,005). Nhu vay trong tap di liéu phan tich hién tai chua du co
s dé chung minh c6 mdi quan hé tuyén tinh giira yéu t6 thiu cam véi mac d6 hai long,
théa mén cua SV.

4. Két luan va kién nghi
4.1. Két lugn

- Vé6i hé sb CA cua tat ca cac tiéu chi déu dat mac trén 0,7 nén két qua nghién
ctru stir dung thang do cia nhdm nghién ciru dat do tin cay cao.

- Céc tiéu chi danh gia trong 5 yéu td cau thanh khia canh chat lwong chirc ning
hoat dong dao tao cua truong DPHKT - PHH dugc danh gia véi mac dd gan nhu nhau,
c6 diém danh gia nam trong khoang tir trén 3,0 diém dén duéi 4,0 diém. Khong c6 tiéu
chi nao dat diém danh gia trung binh trén 4,0. Biéu nay ching to mic d6 hai long cua
sinh vién d6i véi hoat dong dao tao cua truong DPHKT - PHH vén chua cao.
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- Hinh anh cua truong DPHKT - DPHH dugc danh gia ¢ mic do vira phai, danh
tiéng cua truong chua that sy noi troi so voi tiém ning va tén tudi cua truong it khi duoc
nhic dén rong réi trén cac phuong tién thong tin dai ching. Quy mé dao tao mac du
chwa 16n nhung hau hét SV déu cho rang cac chuyén nganh dao tao la kha phu hop véi
nhu cau cta xa hoi hién nay.

- SV 16 ra hai 1dng d6i vai trinh d6 chuyén mdn cua cac giang vién. Tuy nhién,
muc d6 hai 1dng van con khiém tén. Thai d6 cua giang vién dbi voi SV ciing 13 mot
trong nhitng tiéu chi dugc SV danh gia cao nhat trong tat ca céc tiéu chi.

- Nghién ctru cho thdy md hinh SERQUAL c6 kha nang st dung dé danh gia chét
lwong ctia hoat dong dao tao noi riéng, va chat lwong giéo duc nodi chung dem lai hiéu qua tt.

4.2. Kién nghi

- Can tién hanh thuong xuyén cdng tac thu thap y kién danh gia cua SV tai cac
khoa hoc vé hoat dong dao tao caa nha truong.

- Hoan thién va nang cap hé thong thu vién, ting cudng tai liéu tham khao cho SV,

- Cén bo phong ban tiép can nhiéu hon v6i SV dé nam bat nhu cau cua SV vé
c4c van dé lién quan dén hoat dong dao tao

- Tang cuong quang ba hinh anh cua truong trén cac phuong tién thong tin dal
chang.

- M6 rong va ting cudng hon nira mbi quan hé giira nha trudng va cac doanh
nghiép dia phuong ciing nhu trén toan qudc théng qua viéc to chac hdi thao, giao luru, tu
van viéc lam,... Véi hoat dong nay, SV s& nhan thuc rd hon vé vi tri ciia chuyén nganh
dang hoc, ciing nhu tinh thoi sy cua chuong trinh dao tao ma nha truong dang giang day
cho SV.

- Ch y hon nita d&én chét luong, ndi dung va s lwong cua cac hoat dong ngoai
khda, hoat dong doan — hoi dé thu hit SV tham gia tich cuc va nhiét tinh hon.
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STUDENTS’ SATISFACTION WITH CREDIT TRAINING ACTIVITIES AT
HUE UNIVERSITY’S COLLEGE OF ECONOMICS
Tran Thai Hoa
College of Economics, Hue University

Abstract. Gronroos’s Service Quality Model suggested that service quality is
assessed by three basic factors: functional quality, technical quality and company’s
image, which impact customers’ feeling toward service quality followed by their
satisfaction. Based on Gronroos’s Service Quality Model and special features of
training at universities, we assess students’ satisfaction level in College of
Economics’ credit-based educational programs of Hue University. From the result
that students’ satisfation stands at an average level, we suggest some measures
improving the situation as well as the quality of credit- based educational programs
at Hue University’s College of Economics.
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