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Torn tat 
Nghien cdu sd ditng phucmg phdp phdn tich vd kiem dinh mo hinh cd'u true tuyen tinh (SEM) 
vdi sU ho tra cua cdng cu SmartSPL 3.0 nhdm xem xet md'i quan hi gida Hinh dnh thuang hiiu 
Trudng Dai hoc Dong Thdp den Su hdi long vd Y dinh truyen mieng tich cue cua sinh vien. Ket 
qud nghien cidi cho thdy, cd mdi quan he true tie'p vd gidn tie'p gida cdc thdnhphdn, gom: Hinh 
dnh thuang hieu Trudng Dgi hoc Dong Thdp: St/hdi long sinh viin; vd Truyen miing tich cytc. 

Tlf khoa: Ktnh dnh thuang hieu, si/hdi long, truyen mieng tich cUc, TrUdng Dgi hoc Bong Thdp 

Summary 
This study employs analysis method and structural equation model with the support of 
SmartPLS 3.0 tool to assess the impact of Brand image of Dong Thap University on Student 
satisfaction and Positive word-ofmouth intention. The result reveals direct and indirect 
relations among Brand image of Dong Thap University, Student satisfaction and Positive 
word-of-mouth intention. 
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GlOl THIEU c a sd LY THUYET vA P H U O N G PHAP 
NGHIEN CLfU 

Nghidn ctfu ve hinh anh thtfdng hieu 
ndi chung la mdt va'n de khdng mdi, Cd sd ly thuyit 
tuy nhidn khi va'n de nghien ctfu de cap Kennedy (1977) da phan biet 2 thanh phan cua hinh 
dd'n ttfng dd'i ttfdng cu the, dac bidt la anh, bao gom: thanh phan chffc nang, hen quan de'n 
hinh anh thtfdng hieu trtfdng dai hoc, nhffng kich thich htfu hinh ma cd the do Itfdng mdt each 
thi cdn kha mdi me d Viet Nam. Hdn de dang, va thanh phan cam xuc, lien quan de'n dieu 
the nffa, tff lau stf hai Idng cua sinh vien kien tSm ly, ma trd nen rd rang trong cam giac va thai 
khi hpc tap tai trtfdng la mot bie'n sd' dO- Cha't Iffdng chffc nang (Functional Quality) de cap 
quan trpng. Vi le khi sinh vidn hai long, de'n nhffng tinh chS't vat ly, chang han la chung loai 
hp thffdng cd khuynh htfdng sff dung hang hda, bang bao gia each trang tri cu'a hieu. Trong 
cac dich vu radi, ma nha trffdng cung khi do, cha't Iffdng cam xuc (Emotional Quality) lai de 
ffng, dac bidt sff hai long cua sinh vien cap dd'n nhffng cdra gitic thudc ve ngtfdi tieu dung, de 
con la tien dl quan trpng cua hanh vi hp cd cam gidc htfdng vi ngon hay te, ciing nhtf cam 
truyin mieng tich ctfe. Do do, viec thtfc giac a'm ap cua hp dd'i vdi cu'a hing. 
hidn nghien cffu nham xem xet md'i Thee Sung va Yang (2008), hinh anh O-tfdng dai hpc la 
quan he trtfc tid'p va gian tid'p gitfa hinh dai didn cho nhan thffc cua sinh vien va la khai niera hie'm 
anh thffdng hidu Trffdng Dai hoc Ddng khi bat gap dtfdc thtfc hien trong ITnh vffc giao due. Con 
Thap, stf hai long va truyen raieng tich Nicolescu (2009) eho rang, khai niera hinh anh trffdng dai 
Clfc la ra't can thie't, hpc nen dffdc xem xet ehff khdng phai la sff khac biet. 
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HIMH: MO HIMH NGHIEN CtfO DE XUAT 

Ngii6n: Mhom tac gia de K 

BANG 1: THANG DO VA CAC BIEM 

Kh^i m$in 
So Itfdng 

biSn 
quan sat 

Thii trf bie'n 

Hinh dnh thUffng hifu (Brand Image) 

Nhiin thii'c ve hinh anh Trtfcfng Dai hpc 
D6ng Thdp (Cognitive Image - CI) 

Cam Xlic ve hinh anh Tru'dng Dai hoc 
Dong Thap (Affective Image - AI) 

T6ng the ve hinh anh TnTcing Dai hoc 
Dong Thap (Overall Image - OI) 

Slf hai long cila sinh vien (Student's 
Satisfaction - SAT) 

Truyen mieng tich ctfe 
(Word of Mouth - V '̂OM) 

21 

4 

1 

3 

3 

Bien quan sdt 1 -
Bien quan sat 21 

Bien quan sat 22-
Bien quan sdt 25 

Bien quan sdt 26 

Bien quan sat 27-
Bien quan sat 29 

Bien quan sat 30 -
Bi6'n quan sat 32 

Ngu6n T6ng hdp ciia nhom tac gia 

Stf hai long la mpt khai nidm rdng, ma nd dtfdc dinh 
nghia la stf so sanh giffa cai ky vong va nhffng gi nhan 
dtfdc bdi khach hang, Fomell (2016) cho rang, sff hai 
long la stf danh gia chung dffa trdn ket qua cua nhtfng 
gia tn san pham nhSn dtfdc sau khi mua va so sanh vdi 
nhffng ky vgng trffdc khi mua. 

Theo Arndt (1967), truyen mieng cd the' dtfdc dinh 
nghia la "giao tie'p bang midng, giffa ngtfdi nhan va 
ngtfdi giad tid'p ma ngtfdi nhan nhan thtfc la khdng 
mang tinh thtfdng mai, lien quan de'n thtfdng hidu, san 
pham hoac dich vii", 

Nghien cffu cua Jiewanto, Laurens va Nelloh (2012) 
cho rang, stf hai long cua sinh vien va hinh anh thtfdiig 
hieu trffdng dai hgc ddng vai trd lam tang y dinh truyen 
midng tich etfc. Cd thd' kd't luan rang, khi cac sinh vien 
cd hinh anh tich etfc dd'i vdi trtfdng dai hgc, hg se cd 
xu htfdng dtfa ra cac khuyen nghi dch etfc hoac truydn 
midng tich ctfe. 

Dffa vao viec Itfdc khao cac nghidn cffu trtfdc dd, 
nhdra tac gia de xua't md hinh nghien cffu nhff Hinh, 

Thang do khai niera nghien ctitf dffdc the hidn trong 
Bang 1. 

Cac gia thuye't diiiJc dtfa ra nhtf sau: 
H,: Nhan thtfc ve hinh anh Trtfdng Dai hgc Dong 

Thap tac ddng trtfc tid'p, ciing chieu de'n cara xuc ve 
hinh anh Trtfdng Dat hoe Dong Thap; 

H,: NhSn thffc vl hinh anh Trffdng 
Dai hoc Ddng Thap tic ddng tri/c tidp 
ciing chilu dd'n tdng the ve hinh anh 
Trffdng Dai hoc Dong Thap; 

H : Cam xuc vd hinh anh Trtfdng Dai 
hoc Dong Thap tac ddng trtfc tie'p, ciing 
ctiieu de'n tdng the ve hinh anh Trffdng 
Dai hoc Dong Thap; 

' H : NhSn thffc ve hinh anh Trtfdng 
Dai hoc Ddng Thap tac ddng giin tidp, 
cung chieu de'n tdng thd' vd hinh anh 
Trffdng Dai hgc Ddng Thap thdng qua 
hinh anh cam xuc; 

H-: Nhan thtfc ve hinh anh Trffdng 
Dai hgc Dong Thap tac ddng trffe tiep, 
ciing chieu de'n stf hai Idng cua sinh vien 
Trtfdng Dai hgc Dong Thap; 

H :̂ Cam xuc ve hinh anh Trffdng 
Dai hgc Dong Thap tac dgng trffe tid'p, 
ciing chieu dd'n stf hai long cua sinh vidn 
Trtfdng Dai hgc Dong Thap; 

H,̂ : Tong the ve hinh anh Trtfdng 
Dai hoc Dong Thap tac ddng trtfc tiep, 
ciing chieu dd'n stf hai long cua sinh vien 
Trtfdng Dai hgc Dong Thap; 

H :̂ Nhan thffc ve hinh anh Trtfdng 
Dai hgc Dong Thap tac ddng gian tie'p, 
cung chieu de'n sff hai Idng cua smh vidn 
Trffdng Dai hgc Dong Thap thdng qua 
cam xuc ve hinh anh; 

H :̂ Nhan thffc ve hinh anh Trtfdng Dai 
hgc Ddng Thap tac ddng gidn tie'p, eiing 
chieu dd'n stf hai long cua sinh vidn Trtfdng 
Dai hoc Dong Thap thdng qua cam xuc ve 
hinh anh va tdng the ve hinh ^nh; 

H|(,: Nhan thffc ve hinh anh Trffdng 
Dai hgc Dong Thap tac ddng gian tid'p, 
Cling chieu den stf hai Idng ciia sinh vien 
Trtfdng D^i hgc Dong Thap thdng qua 
tdng th^ ve hinh anh; 

H^: Nh|n thffc ve hinh anh Trtfdng 
Dai hgc Dong Thap tic dOng trtfc tie'p, 
cung chieu dd'n truyen mieng tich ctfe cua 
sinh vidn Trtfdng Dai hgc Ddng Thip; 

Hi^: Cam xuc ve hinh anh Trtfdng Dai 
hgc Ddng Thap tac dgng trtfc tie'p, ciing 
chieu dd'n truyen mieng tich effc eua sinh 
vien Trtfdng Dai hgc Ddng Thap; 

a^y Slf hai long cua sinh vien 
Trtfdng Dai hgc Dong Thap tae ddng 
trtfc tid'p, cung chilu de'n truyen midng 
tich etfc cua sinh vien Trtfdng Dai hoc 
Ddng Thip; * ' 

H,̂ : Nhan thtfc ve hinh anh Trtfdng 
Dai hgc Ddng Thap tic ddng gian tid'p, 
cung chieu dd'n truyen midng tich ctfe 
cua sinh vien Trtfdng Dai hoc Ddng 
Thap thong qua cam xdc ve hinh anh' 

26 



U^y Nhan thffc ve hinh anh Trffdng Dai 
hpc Dong Thap tie ddng gian tiep, cung 
chieu de'n truyen midng tich ctfe eua sinh 
vidn Trtfdng Dai hgc Dong Thap thdng 
qua cam xuc ve hinh anh va stf hai long; 

H^̂ : Nhan thffc ve hinh anh Trffdng 
Dai hgc Ddng Thap tac ddng giin tie'p, 
cung ehidu de'n truydn mieng tich ctfe 
cua sinh vidn Trtfdng Dai hgc Ddng 
Thap thdng qua stf hai long; 

Hj^: Nhan thffc ve hinh anh Trtfdng 
Dai hge Dong Thap tae dgng gian tie'p, 
ciing chieu dd'n truyen midng tieh effc 
cua sinh vien Trtfdng Dai hgc Dong 
Thap thdng qua td'ng thd' ve hinh anh va 
stf hailong; 

H,̂ : Nhan thffc ve hinh anh Trffdng 
Dai hoc Dong Thap tac dgng gian tiep, 
ciing chieu de'n truyen midng tich effc 
cua sinh vidn Trtfdng Dai hge Dong Thap 
thdng qua cam xuc ve hinh anh, tong thi 
ve hinh anh va stf hai Idng, 

PhUcfng phdp nghien citu 
Vdl td'ng so' phid'u phat ra la 200 

phie'u, thu vd 200 phie'u, trong dd so' 
phie'u hdp le la 200 phid'u, Dd'i ttfdng 
thara gia la cic sinh vidn Trtfdng Dai hgc 
Dong Thap. Thdi gian tie'n hanh khao sit 
tff ngay 01/01 dd'n ngay 15/01/2019, 

Nghien cffu sijf dung phifdng phap 
phan tich md hinh ca'u trdc tuye'n tinh 
(SEM) ban^ phin mdm SmartPLS dtfdc 
sff dung de kiem djnh md hinh nghidn 
cffu. Md hinh kid'm dinh md'i quan he 
va mtfc dd tic dgng cua 3 nhan td': (1) 
Nh§n thffc ve hinh anh Trtfdng Dai hgc 
Dong Thap (CI); (2) Cam xuc ve hinh 
anh Trtfdng Dai hgc Ddng Thap (Al); 
(3) Tong thd' ve hinh anh Trtfdng Dai 
hgc Ddng Thap (01) den Stf hai long 
(SAT) va Truyen mieng tich ctfe (WOM) 
cua sinh vien ve hinh anh thtfdng hidu 
Trtfdng Dai hgc Dong Thip, 

KET QUA NGHIEN CLfU 

Kiem dinh mo htnh do liidng 
Kd't qua Bang 2 cho tha'y, he so tai 

nhan td'cua cac bidn quan sat deu ldn hdn 
0,7, cho tha'y thoa man dieu kidn hgi tu 
(Hair va cdng stf, 2014). Ngoai ra, do tin 
cay tdng hdp (CR) cua cac thang do giao 
dong d mffc ttf 0,848 de'n 1, raffc phtfdng 
sai trich trung binh (AVE) cua cac thang 
do deu dat did'm cat, cho tha'y dd tin cay 
thoa dang vdi khoan tff 0,730 de'n 1. Ke't 
qua chtfng minh dtfdc rang, viec ltfa chgn 
md hinh do Itfdng la phu hdp. 

BAMG 2: KET QUA DO TIN CAY VA GlA TRI HOI Tg CUA THANG DO 

Thang do 
i (Constructs) 

Nhan thiJc ve hinh anh (CI) 
Cam Xlic ve hinh anh (AI) 
Tonn the ve hinh anh (OI) 
St/ hai long (SAT) 
Truyen mieng tich cilc (WOM) 

Bî 'n 
quan sat 
(Items) 

4 
3 
1 
3 
2 

H$ sS" tai nhan 
te'(Factor 
Loading) 
0,763-0.848 
0,718-0,852 

1 
0,811-0,857 
0,911-0,912 

DO tui c^y 
tong http 

(CR) 
0,878 
0,848 

1 

0,877 
0,907 

Phifcfng sai 
trich trung 
binh (AVE) 

0,643 
0,652 

1 
0,704 
0,830 

BANG 3: PHAN TICH MO HINH CAU TRUC 

Thang do 
phu thuSc 

Cam Xlic ve 
hinh anh 

(AI) 
R̂  = 0,359 

Tfl'ng th&' v^ 
hinh anh 

(01) 
R̂  = 0,494 

Sgf hai long 
(SAT) 

R̂  = 0,401 

Truyin 
mi^ng tich 

ctfe 
(WOM) 

R̂  = 0,569 

Thai^do 
dScISp 

^ C I 

^ C I 

^ AI 

•^ AI •^ CI 

<-CI 

^ A l 

^ 0 1 

^ AI ^ CI 

<- 01 ^ AI ^ CI 

^ 0 1 ^ CI 

^ C I 
<-A! 
•esHL 
4- AI ^ CI 
<r SAT ^ AI ^ CI 
e SAT •e CI 
<r SAT •^ OI ^ CI 
<- SAT ^ 0I<- AI 
^ C I 

Miicdd 
tac 

aOng 

0,599 

0,448 

0,676 

0,405 

0,598 

0.226 

0,150 

0,075 

0,061 

0,006 

0,017 
0,154 
0,653 
0,092 
0,049 
0.298 
0,004 

0.040 

Kilm 
duiht 

9,368 

6,255 

10,455 

7,365 

7,177 

3,135 

2,193 

1,525 

2,115 

0,547 

6,798 
2,559 

10,942 
2,503 
1,500 
4,830 
0,554 

2,088 

Mtfcy 
nghia 

thong ke 

0,000 

0,000 

0,000 

0,000 

0,000 

0,002 

0,029 

0.128 

0,035 

0.585 

0,000 
0,011 
0,000 
0,013 
0.134 
0,000 
0.580 

0,037 

Gia 
thuye't 

H, 

f*2 

H j 

Ĥ  

H. 

Ĥ  

H, 

Ĥ  

H, 
H,„ 
H„ 
H„ 
H„ 
H,, 
H„ 
H„ 
H„ 

H,8 

Ki€'m 
dinh gia 
thuyEft 

Chap nhan 

Cha'p nhan 

Chap nhfln 

Cha'p nhan 

Chap nhan 

Chap nhan 

Cha'p nhan 

Bac bo 

Chap nhan 

Bac bo 

Cha'p nhan 
Cha'p nhan 
Chap nhan 
Chap nhan 

Bite bo 
Chap nhan 

Bac bo 

Chap nhan 

l-g^^c 

Ngoai ra, de tid'p tuc phan tich do phan biet, nghien 
cffu tie'n hanh so sanh md'i quan he giffa cic nhan to' 
vdi phtfdng sai trich trung binh (AVE). Ket qua phan 
tich cho tha'y, he so' tai nhan to' cua tffng chi bio deu 
Idn nha't trong ma tran he sd' ttfdng quan cheo va cd 
y nghia thd'ng ke vdi p-value = 0,000. Nhtf vay, raau 
nghidn cffu dam bao do phan biet cua eac nhan to' do 
Iffdng. Ngoai ra, kiem dinh hidn ttfdng da cdng tuye'n 
deu cho gia tri VIF < 5 vdi gia tri ldn nha't la 2,049, nen 
md hinh khdng vi pham, 

Kie'm dinh mo hinh can trdc 
Ke't qua Bang 3 cho tha'y, gia tri R- = 35,9%, cd 

nghia la nhan to' Nhan thtfc ve hinh anh dtfa vao md 
hinh giai thieh dtfdc 35,9% stf bien thien cam xuc ve 
hinh anh; nhan to' Nh$n thffc ve hinh anh va cam xuc 
ve hinh anh giai thich dtfdc 49,4% stf bid'n thien tdng 
the ve hinh anh; Tong the ve hinh anh giai thich dtfdc 
40,1% sff bie'n thidn sff hai long va Sff hai long giai 
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thieh dtfdc 56,9% stf bid'n thien cua truydn mieng tich 
etfc (R^^ 56,9%). 

Ben canh do, bang vide sff dung chffc nang 
Bootstrapping vdi 1.000 lan lap lai de kiem tra md 
hinh can true. Ta nhan tha'y, eac bie'n ddc lap deu cd 
tic ddng cung chieu de'n bie'n phu thude va cd y nghia 
thdng kd (p > 0 va P-value < 0,05). Nen cic gia thuyd't 
H|,H,,H3, H3,H^,H,, H„,H,,, Hjjdeu dtfdc chap nhan. 
Bdn eanh do, xem xet mffe do tac dgng gian tid'p cua 
cac bie'n dgc Mp dd'n bie'n phu thudc, ta nhan tha'y, eac 
gia thuyd't: H ,̂ H ,̂ H,̂ , H , H^^dlu dffdc cha'p nhan 
(P-value < 0,05) va eae gia thuye't edn lai bao gdm: H,,, 
Hj^, H|3, H|,bi bac bd, vi khdng cd y nghia thd'ng ke 
(P-value > 0,05). 

KET LUAN VA H A M Y QUAN TRj 

Kd't qua nghien cffu mdi quan he giffa hinh anh 
thtfdng hieu Trtfdng Dai hgc Ddng Thap, Stf hai long 
va Truyen mieng tich ctfe da ehi ra rang, nhin thffc 
ve hinh anh Trtfdng Dai hgc Dong Thip dd'i vdi sinh 
vidn, bao gdm: Cd sd vat chat cua Nha trtfdng; Chi phi 
hgc tap tai Trffdng; Chat Itfdng ddi ngu giang vidn; Sff 
quan tara cua nha trtfdng dd'n smh vidn; Cam xiic vd 
hinh anh Trtfdng Dai hgc Dong Thap dd'i vdi sinh vidn 
la mgt mdi trtfdng hgc tap nang ddng, thoai mai va vui 
ve; Tdng the vd hinh anh la mdt ngdi trtfdng tich cifc; 
Mffe do hai long eua sinh vidn, eung nhtf stf cam nhan 
khic biet giffa gia tri mong ddi va thtfe te' nhan dtfdc 
la kha cao. Ngoai ra, sinh vien ed stf ddng thuan cao 
trong vide gidi thidu nhtfng dieu td't dep ve Nha trtfdng 
de'n mgi ngtfdi xung quanh. 

Dffa tren ke't qui nghidn clJu thu dffdc, nhdm nghidn 
ctfu de xua't ham y quan tri nhtf sau: 

Ddi vdi nhan td "Ca sd vat chdt Nhd trUdng": Danh 
gia hien trang va ttfng btfdc hoan thidn, nang eao eha't 
Itfdng phdng hge va trang thie't bi phuc vu giang day 
cho giang vidn va hgc tip cua sinh vidn; xay dtfng radi 
trtfdng hgc tap tich ctfe, nang dgng phat huy nang Iffc 
ngffdi hgc; nang ca'p va dau nr thera cic san chdi phuc vu 

cho nhu c^u giai tri va ren luydn stfe khoe 
cho sinh vien sau gid hgc; he thdng ttf heu 
phuc vu hgc tap can da dang ve chung loai 
va nhieu dau sach ehuyen nganh, 

Ddi vdi nhdn td"Chdt luang ddi ngu": 
Nha trtfdng can tap trung vao boat ddng 
bdi dtfdng va nang cao trinh do chuydn 
mdn cho ddi ngu giang vidn, tao dieu 
kien va khuyd'n khich giang vien tham 
gia hge tap nang cao trinh do, dac bidt 
la du hoc nffdc ngoai, Ngoai ra, can cd 
nhffng chinh saeh khuyd'n khieh^ giang 
vidn tang cffdng hoat dgng nghien cffu 
khoa hgc va sinh hoat chuyen radn tai 
cac bd mdn. 

Ddi vdi nhdn td "Chi phi khi hoc tap 
tgi Trudng": Ngoai cac khoan hgc phi 
bat bugc, sinh hoat phi (chi phi an, 6, 
di lai...) khi hgc tap tai Trtfdng Dat hgc 
Ddng Thip klia tha'p so vdi cac trffdng 
dai hgc khac trong khu vtfe. Do vay, 
Nha trtfdng can tao radi Jien ke't vdi cic 
nha trg tai khu vtfe de dn dinh mffc gia, 
cic dd'i tac da'u thau phuc vu can tin tai 
Trtfdng can tuan thu mffc gia hdp ly cho 
thtfc an va nffdc ud'ng.,. tang ctfdng van 
ddng cac manh thtfdng quan tai trd hge 
bdng eho nhffng sinh vidn khi, gidi cd 
hoan canh khd khan. 

Dd'i vdi nhdn td "Quan tdm cda Nhd 
trudng do'i vdi sinh viin": Nha trtfdng 
can thtfdng xuydn td chffc cic budi gap 
gd giao ltfu giffa cin bd khoa vdi sinh 
vien. Ban lanh dao Nha trtfdng vdi sinh 
vien de kip thdi nam bat nhffng thdng 
tin va giai quye't kip thdi. Ngoai ra, Nha 
trffdng can quan tam hdn nffa khau hdp 
tic vdi cac doanh nghiep bdn ngoai, day 
la kdnh quan trgng de sinh vidn xac dmh 
ro nhu cau cua nha tuyen dung.G 

_ TAILIEU THAM KHAO - _ _ _ _ _ _ 

1. Arndt, J, (1967). Role of Product-Related Conversations in the Diffusion of a Nevv' Product, 
Journal of Marketing Research, 4(3), 291 

2. Fornell, C. (2016). Satisfaction Barometer: The Swedish Experience, 56(1), 6-21 
3. Hair, J. F., Huh, G. T. M., Ringle, C. M., Sarstedt, M. (2014). A Primer on Partial Least 

Squares Structural Equation Modeling (PLSSEM), Thousand Oaks, CA: Sage 
4. H. Kennedy, S. (1977). Nurturing Corporate Images, European Journal of Marketing, 8-11 
5. Jiewanto, A., Laurens, C, Nelloh, L, (2012). Influence of Service Quality, University Image, 

and Student Satisfaction toward WOM Intention: A Case Study on Universitas Pelita Harapan 
Surabaya, Proeedia-Social and Behavioral Sciences, 40, 16-23 

6. Nicolescu, L. (2009). Applying Marketing To Higher Education: Scope and Limits, 
Management & Marketing, 4(2), 35-44 

7. Sung, M., & Yang, S.-U. (2008). Toward the Model of University Image: The Influence of 
Brand Personality, External Prestige, and Reputation, Journal of Public Relations Research 20(4) 
357-376 

28 




