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NGUYEN TH! HAG' 
Tdm tat 
Qua nghiin cffu cua tdc gid, cd 3 nhdn tddnh hudng thudn chieu di'n sU hdi long cua sinh viin 
TrUdng Dgi hgc Cong nghiip Thuc phdm TP. Ho Chi Minh, theo thff tu dnh hudng tff thdp de'n 
cao, ldn lugt Id: Hogt ddng hd trg hge tap, Cam ki't cua khoa vd Sff tffang xffng ve hgc phi vd 
chdt lU0ig ddo tgo. Tren ca sd do, tdc gid de xud't mgt vdi gidi phdp cho Ban Gidm hieu Nhd 
trudng nhdm cdi thien vd ndng cao chd't Iffang ddo tgo, ddp ffng nhu cdu cua sinh viin trong 
thdi gian tdi. 

Tif khoa: su hdi long, sinh viin, TrUdng Dgi hgc Cdng nghiep Thuc phdm TP. Ho Chi Minh, 
nhdn td'anh hudng 

S u m m a r y 
After an empirical research, the author reveals three factors that positively affect the satisfaction 
of students at Ho Chi Minh City University of Food Industry, in increasing order of influence, 
respectively: Learning support. Commitments of faculty, and Probability of tuition fee in line 
with training quality. From this finding, several solutions for the school board are proposed 
to improve training quality, meeting the needs of students in the future. 
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GlCfl THIEU md sinb v i en ha i Idng dmffe eao (Bdi vii't sff dung cdch 
vii't so'thgp phdn theo chudn qud'c te). 

Trong bd'i cdnh canh t ranh gay gat 
giffa cde Cd sd dao tao, de tdn tai va C a ^ s O LY THUYET VA P H U a N G PHAP 
phdt trien, cac trtfdng dai hgc phai ndng N G H I E N CUU 
cao cha't Itfdng va dieh vii dao tao n h a m 
thu hut smh vidn. Trtfdng D a i hgc Cdng Cdsd ly thuyet 
nghidp Thtfc pham TP. Hd Clii Minh Chd't lugng dich vu 
khdng dffng ngoai xu the' dd. Ol iver va B e a r d e n (1995) cho rang , ebd't Iffdng dieh 

Sff hai idng cua sinh vien Id nhan Id' vu Id sff khac bie t giffa ky vgng cua khdch hang trffdc 
quan trgng ddnh gia chd't Iffdng vd Id khi trai nghiera dich vu va sau khi sff dung dich vu. 
nhdn to' giup Nhd irffdng dat dffdc muc T h e o Pa ra su raman vd edng sff (1985), cha't Iffdng dieh 
tieu. Chinh vi the', mud'n ndng eao eba'l vu se dffdc khach hang ddnh gid Id thap ne'u khi sff 
Iffdng gido due, Nha trffdng can ddnh gid dung khdng ddp ffng dffdc mong ddi cua khdch hang va 
dtfdc mffc do hdi Idng cua sinh vien va cha't Iffdng se tang Idn nd'u khach hang c a m nhdn dtfdc 
tff dd cd cdc bien phdp khde phuc nhffng dich vu vtfdt qua mong ddi. 
nhan to Iam cho sinh vidn chtfa hai Idng, Tff md hinh cua Gronroos (1984), Pa rasuraman vd 
hoac hai Idng d mffc thd'p; ddng thdi, cd cdng sff (1985) da kd'thtfa va phdt t r i l n md hinh thang 
nhffng bien phdp phdt huy nhffng nhan t d do chd't Iffdng dieh vu, cd tdn Id S E R V Q U A L . Nam 

'ThS., Trtfdng Dai hpc Cong nghiep Thtfc pham TP. Hd Chi Minh I Email: haunt@cntp.edu.vn 
Ngdy nh$n bdi. 01/03/2019; Ngay phdn bien: 16/03/2019; Ngdy duyil ddng: 22/03/2019 
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HINH: mo HiMH MGHIEH CCTu DE XQAT 

Hi ChucfQg trinh dao tao 

MqLi6n Tac gia xay du^g 

1988, Parasuraman vd edng sff tie'p tuc hidu chinh md 
hinh ndy, theo dd cha't lffdng dich vu dffdc ddnh gid 
thdng qua 5 lieu chf, bao gdm: stf tin cdy, stf ddp ffng, 
nang life phuc vu, sff ddng cam, phtfdng tidn hffu hinh. 

Su hdi long 
Stf hai Idng eua khdch hang Id mdt vd'n dl rat quan 

trgng, vi khi khdch hdng hai Idng, thi hp mdi sff dung 
dich vu eua nhd cung ca'p, tff dd nha cung ca'p mdi ed 
the tdn tai va phat trien dffdc. Theo Tse va Wilton 
(1988), sff hai Idng khach hdng the hidn qua phan ffng 
cua hg dd'i vdi vide Udc Iffdng sff khac bidt giffa nhffng 
mong mud'n trtfdc dd va stf the hien thtfc stf eija dich 
vu d l nhdn dtfdc stf cha'p nhan cua khdch hang sau khi 
sff dting. 

Md'i liin hi giua sU hdi Idng vd chd't lugng dich vu 
Chd't Itfdng dieh vti va stf hdi Idng ciia khaeh hang 

Id hai khdi nidm hodn loan khac nhau, nhffng qua 
tham khao nhieu nghien cffu cd lidn quan cho thay, 
chiing cd mdl md'i lien he nha't djnh, cha't Iffdng dich 
vu se gdp phan ldm tang sff hai long cua khdch hdng. 
Parasuraman vd cdng stf (1985) da chffng minh, 
ehat Iffdng dich via va sff hai Idng tuy Id 2 khdi niem 
khac bidt, nhtfng ludn tdn tai md'i hen hd ehat che, 
eha't Itfdng dich vu anh htfdng de'n stf hai Idng cua 
khdch hang. Hay ndi each khde, cha't Iffdng dich vu 
dffdc xdc dinh thdng qua nhilu tteu chi khde nhau vd 
nhffng tidu chi nay la mgt phan nhdn to' quydt dinh 
stf hai Idng. 

Dtfa vdo cac ly thuyd't nghien cffu tren, ke't hdp 
nghien cffu linh hinh thffc le' tai Trffdng Dai hgc 
Cdng nghiep Thffc phd'm TP. Ho Chi Minh, tdc gia 
dl xud't 6 nhan id anh hffdng de'n stf hai Idng eua 
sinh vien dd'i vdi chd't Itfdng dich vu dao tao cua 
Trtfdng, bao gdra: Chtfdng trinh ddo tao (CTDT); 

Ddi ngu giang vien (DNGV); Cd sd vdt 
chd't (CSVC); Stf ttfdng xffng ve hpc 
phi va cha't Iffdng dao tao (HPHI); Cam 
kd't cua khoa (KHOA); Hoat ddng hd 
trd hgc tdp (HDHT). Md hinh dffdc thi 
hidn tai Hinh. 

Can cff vdo md hmh nghien cffu ly 
thuye't, lac gia xdy dffng phffdng trinh hdi 
quy mye'n linh bdi didn la cac nhdn id 
anh hffdng dd'n stf hdi long cua sinh vien: 

SHL = J30 -i- 'pr-'CTDT + p2*DNGV 
+ p3*CSVC + 04*HPHI + p^KHOA + 
p6*HDHT 

Trong dd: CTDT, DNGV, CSVC, 
HPHI, KHOA, HDHT la cdc bie'n ddc 
ldp; SHL Id bid'n phu thudc Stf hai long; 
P la he sd'hdi quy. 

Gia thuyd't nghidn cffu dffdc phat bieu 
nhtf sau: 

Hj: Chtfdng trinh dao tao cdng phti hdp, 
tht stf hai Idng eua sinh vien cang cao. 

H,: Ddi ngu giang vidn ed cha't Itfdng 
cdng eao, thi sff hai Idng cua sinh vidn 
cdng eao. 

H :̂ Cd sd vdl chd't cang td't, thi sff hdi 
long cua sinh vidn cang eao. 

H :̂ Sff tUdng xffng ve hgc phi vd chd't 
Itfdng dao tao cdng td't, thi stf hat long 
eua sinh vidn cang eao. 

H :̂ Cam kd't cua khoa dffdc thtfe hidn 
cang tdt, thi sff hai Idng cua sinh vidn 
cdng cao. 

W^: Hoat ddng hd trd hge tdp cang day 
du, thi stf hdi Idng cua sinh vien edng eao. 

Phuang phdp nghien cffu 
Tac gia tid'n hanh khao sat trtfc tid'p 

402 sinh vidn ve ehat Itfdng dich vu ddo 
taojai Trtfdng Dai hge Cdng nghidp Thtfc 
pham TP. Ho Chi Minh tff thdng 08-
12/2018. Bang cdu hdi va ma hda ihang 
do &Mi3c trtnh bay cu the tai Bang I. 

Dff lieu dtfdc xff Î ; thdng qua edng eu 
phan lich SPSS 20.0. Tdc gia lien hanh 
kilra dinh do lin cay cua thang do, phan 
tich nhan idkhara phd (EFA) va hdi quy 
tuye'n tinh bdi. Ddng thdi, tap trung kiem 
dinh cac gia thuye't nghien cffu vd md 
hinh nghien cffu. 

KET QUA NGHIEN CllfU 

Ddnh gid thang do 
Kiem dinh do tin cay d Bang 2 eho 

kd't qua he sdCronbach's Alpha cua cde 
thang do, nhtf sau: Chtfdng trinh ddo tao 
(0.863); Dpi ngu gido vien (0.903); Cd sd 
vat cha't (0.895); Stf tffdng xffng ve hoc 
phi va cha'l Itfdng ddo tao (0.881). Cam 
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kd'l cua khoa (0.919); Hoat ddng hd Ird 
hpc tap (0.906); Stf hai Idng (6.829). He 
so Cronbach's Alpha cffa cdc thang do 
diu cd gid tri Idn hdn 0.7, cho nen cac 
thang do deu dat do tin cdy. 

Mat khde, hd so ttfdng quan bid'n tdng 
cua cde bien quan sdt trong cde thang 
do deu cd gia tri Idn hdn 0.3, ndn khdng 
bie'n nao la bid'n rdc. Tdm lai, ede thang 
do diu dat do tin cay va td't ea cac bien 
dtfde giff Iai cho phan tich tid'p theo. 

Phdn tich EFA 
Kd'l qua phdn tich EFA cdc bie'n ddc 

lap cho bid't, ede bid'n CSVC4, DNGV3, 
DNGVl, DNGV2, KHO A3 cd he sd tai 
nhan Id'thd'p hdn 0.5, ndn bi loai bd. Cde 
bid'n edn lai dtfdc giff nguyen vd rut Irich 
thanh 6 nhan to nhff dl xud't ban dau. 

Dd'i vdi phan lieh EFA eho bie'n phu 
thudc Sff hai Idng, tdc gia eOng thffc hidn 
phdn tich nhdn Id' kham phd vdi 4 bid'n 
quan sat do Iffdng. Kd't qua kiem dinh 
Bartlett trong bang kiem dinh KMO 
vd Bartlett's vdi Sig. = 0.000 va chi sd 
KMO = 0.851 > 0.5, eho thd'y, phan tich 
nhdn to Id thieh hdp. Cde bid'n quan sdt 
thanh phan cua thang do "Stf hdi Idng" 
dffde rui trich thanh 1 nhdn Id'. 

Phdn tich tuang quan vd hdi quy tuye'n 
tinh bgi 

Kd'l qua phan tich tffdng quan Pearson 
cho tha'y, gia tri Sig. cua cac bid'n ddc lap 
va bid'n phu thudc diu < 0.05 va he so 
tffdng quan Pearson (r) eiia cdc bid'n dde 
lap deu >0.3. 

Tid'p dd, hdi quy tuye'n linh bgi dtfde 
thtfe hien de xac dinh cae nhdn td' anh 
hu'dng dd'n stf hdi Idng cua sinh vidn. 
Sau khi phdn tich hdi quy lan 1, cd 3 
nhan Id' bj Ioai do khdng dat y nghTa, 
dd la: Chtfdng trinh dao tao, Cd sd vat 
cha't va Ddi ngu giao vidn. Tac gia dd'p 
lue phdn tich hdt quy lan 2, kd'l qua cho 
thâ y, ta'tca cac bie'n deu cd Sig. < 0,01; 
do phdng dai phtfdng sai (VIF) eua 
td't ca cdc bie'n diu nhd hdn 10. Cd 3 
nhan id' lae ddng de'n stf hai Idng cua 
sinh vidn, bao gdm: Cam ke't cua khoa 
(Beta = 0.243); Hoat ddng hd trd hgc 
tap (Beta = 0.393); Stf ttfdng xffng vl 
hgc phi va chd't Itfdng ddo tao (Beta = 
0.135). Trong do, Hoat ddng hd trd hoc 
tap cd anh htfdng Idn nhd't. 

Nhtf vdy, cdc gia thuyd't H ,̂ H,, H^ 
dtfde ehd'p nhdn. Phtfdng trinh hdi quy 
dffdc vid'i iai nhtf sau: 

SHL = 0.580 -H 0.393mDHT + 
0.243^KHOA + 0.135mPHI 

BAMG 1: XAY DCTNG BANG CAG HOI VA M A HOA THANG DO 

Nh3n te' 

Chrftfng 
trinh 

dao tao 

DOi ngu 
giang vi&n 

Ccf s& vat 
chat 

Stf ttftVng 
xitng ve 

hoc phi va 
chat lu'cfng 

dao tao 

Cam k#'t 
cua khoa 

Hoat dong 
h6 trtf hoc 

t$p 

Stf hai 
long 

Ma hoa 
CTDTl 
CTDT2 
CTDT3 
CTDT4 
CTDT5 
CTDT6 
DNGVl 

DNGV2 

DNGV3 

DNGV4 

DNGV5 
DNGV6 
DNGV7 
DNGV8 
DNGV9 
DNGV 10 
DNGVl 1 
CSVCl 
CSVC2 
CSVC3 
CSVC4 
CSVC5 
CSVC6 

CSVC7 

CSVCS 
CSVC9 
HPHII 
HPHI2 
HPHI3 

HPHI4 

KHOAI 

KH0A2 

KH0A3 

KH0A4 
KH0A5 

KHOA6 

HDHTI 

HDHT2 

HDHT3 

HDHT4 

HDHT5 

HDHT(3 

HDHT7 

HDHT8 

SHL) 
SHL2 
SHL3 
SHL4 

Cac bi&'n quan sat 
06 muc tieu dao tao, chuan kie'n thu'c ro rang 
Tv le aitfa \</ thuyel va thu'c hanh, thu'c tap phiJ hdo 
ChtfOng trinh d&o tao phu h<Jp viSi nang lu'c cua sinh vien 
Ket ca'u chu'cfng trtnh dao tao phU hdp 
Chuans trinh dao tao dap iftie nhu cau thu'c te 
Chtfcfns trinh dSo tao co tich hdp cac kv nans mem vao aiang day 
Trinh do giang vien dap tfng nhu cau giang day 
GiSng vien cung cSp de ctTcfng hoc phan va each thu'c danh gia 
ke't aua hoc tap ro rana tru'dc khi tie'n hanh eians dav 
Giang vien cuna cap ten muc tieu hoc ohan ngay lH ban dau 
Giang vien ct5 phu'dng phap giang day gulp sinh vien nhanh 
hieu bai 
Giang vign dSm bao diing gid ISn ldp ya kS' hoach giang day 
Gi^ng vien than thifen ydi sinh vien va san siing chia sS vdi sinh vien 
Giang vien cong bang klii danh gia sinh vien 
Giang vien sil dung tot nhu'ng phu'dng tiSn h§ trd gianp day 
Giiing vien dtfa nhilu tinh hud'ng thu'c t6' vao bai giang 
Giang vien tao dieu kien cho siiih vien ttr nghien ciJu 
Giang vien chu y phat trien cic ky nang can thie't cho sinh vien 
Phong hoc trans bi day dii thiet bi hoc tSp 
Thie't bl thu'c hanh di/dc trang bi dav du 
Thong tin website du'dc cap nhat thtfdng xuyen 
He thong wit! dap tihg nhu cSu ngu'di hoc trong khuon vien tnJdna 
Ouv mo idp hoc cd sd' lu'dng sinh vien phu hdp 
Phdng hoc cd dii anh sangjhoang mat 
Thtr yien cd nguon tai !i6u giao trinh, sach dien ttf dap tfng vi£c 
hoc ciia sinh vien 
Kv tiic Ki khans trane sach se dap iJna nhu cau an d sinh vien 
Cac cd sd ben ngoai gan cd sd chinh tiSn ldi cho sinh vien 
Hoc phi tu'dng xtfng vdi dieu kifen vSt chi't va ch3.'t lu'dng dao tao 
Viec td chtfc ddng hoc ph! thu^n tiSn cho sinh vien 
Thdi gian ddng hoc phi phu hdp vdi sinh vien 

Hoc phi theo tin chi tao dieu kien thuan Idi cho viec ddng hoc 
phi sinh vien 
Lanh dao khoa giai quye't tnet de nhanh chdng thac m5c ciia 
sinh yien ve hoc vu 
Khoa la cau noi tot giii'a nha tru'dng va sinh vien 
Khoa cip nhat thdng tin hoc vu de'n sinh vien nhanh chdng va 
day diJ 
Khoa ttr van cho sinh vien chon mon hoc logic 
Gitio vu khoa than thien khi nep xiic vdi sinh vien 
Giiio vu khoa hu'dng dan va giai quye't v^n dl hoc vu cua iinh 
vien 10 rang cd hieu qua 
Klioa thu'dng xuy6n tS chtfc cic ciu lac bd nham lao dieti kien 
cho smh vi6n hoc tap va vui chdi 
Trtfdng, Khoa thu'dng xuyen td chtfc cac hdi thao chuyen de 
gitip sinh yien tim hieu thiTc te 
Tru'dng khuyen khich smh vien tham gia cac khoa hoc mien phi 
de nang cao ky nang mem do trtfdng td chtfc 
Tru'dng, Khoa cd nhieu hinh thtfc khen thu'dng sinh vien hoc 
gidi. hie'ti hoc. qua viec cSp hoc bong, cdc giai thtfdng... 
Sinh vien du'dc tham gia cac chu'dng tnnh sinh hoat cong dong nhir 
Mua he xanh. Tet xa nha, cdng tac xa hoi ren luyen kv nang song 
Tnfdng to chdc nhieu ldp hoc ngan han ddp ii'ng nhu cau hoc 
tiip ngoai chtfdng trinh dao tao cua smh vien. anh van, tin hoc 
Doan khoa td chtfc cic chu'dng tnnh boat dong bo ich cho sinh 
vien (c^m trai, cudc thi van nghe } 
Doan khoa thu'dng xuyen phat ddng phong trao thi dua gitfa cac 
[dp thdng qua cac cudc thi tim kiem tii thtfc trd 
Tdi cam thay vm khi hoc tai Tru'dng 
Tdi cam thay ttr hao khi kd vi Tru'dng vdi ban be 
Tdi hanb phiic khi la sinh vien cua Tru'dng 
Nhin chiina, toi hai Idna khi hoc tai Tru'dng 
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BANG 2: THONG KE KIEM DINH DQ TIN CAY CRONBACH'S ALPHA 

Thang do 

Chu'dng trinh dilo tao 

Doi ngu giio vien 

Cd sd vat chat 

SiJ tu'dng xtfng ve hoc phi 
va cha't kfdng dao tao 

Cam ke't cua khoa 

Hoat ddng ho trd hoc tap 

Slf hai Idng 

Ky 
hi^u 

CTDT 

DVGV 

CSVC 

HPHI 

KHOA 

HDHT 

SHL 

SfTbilTn 
qaan sAt 

6 

11 

9 

4 

6 

8 

4 

Cronbach's 
Alpha 

0.863 

0,903 

0.895 

0.881 

0.919 

0.906 

0.829 

Danh gid 

Chap nhan 

Chap nhan 

Chap nhan 

Chap nhan 

Chap nhan 

Chap nhan 

Chap nhan 

Nguon Ket qua truy xuat Id SPSS 

HAM Y CHINH SACH 

Qua nghien ciJu cua tac gia, co 3 nhan td'anh htfdng 
thudn chieu dd'n stf hdi long cua sinh vien Trtfdng Dai 
hoc Cong nghiep Thtfc ph^m TP. H 6 Chi Minh, theo 
thu" tlf anh htfdng tij' thap den cao, lan Itfdt la: Hoat 
ddng hd trd hoc tap; Cam kd't cua ichoa; vd Stf ttfdng 
xu'ng vl hdc phi vd cha't Itfdng dao tao. Tren cd s6 do, 
tdc gia de xud't mdt vai giai phdp cho Ban Giam hieu 
Nha trtfdng nham cai thidn vd ndng cao cha't Itfdng dao 
tao, dap u'ng nhu cau cua sinh vidn trong thdi gian tdi, 
nhtf sau: 

Dd'i vdi Hogt ddng hd trg hgc tap 
- Cac hinh thiJc to chu'c h§ trd cua Nha trtfdng can 

nham de'n so' ddng, mang idi ich thtfc tidn cho sinh 
vidn. Ho trd sinh vidn trong qud trinh thtfc tap, nhtf: 
tim doanh nghidp, ddn vi thtfc tap, hdp d6ng can bo 
doanh nghiep gitip dd... 

- T6' chtfc khen thtfdng cdc sinh vidn hoc tap td't va 
cac tap the hoat dong to't nhdm khuyd'n khich va dong 

vidn tinh than, cung nhtf ghi nh^n nhtfng 
dong gdp cua sinh vidn. Tap huan va dao 
tao cac chtfdng teinh ngan han mien phi 
danh cho cdc sinh vidn cd bid'u hidn tot 
trong hgc tap va hoat dgng xa hgi. 

Ddi vdi Cam ki't cua khoa 
- Lanh dao Trtfdng can danh nhilu 

thdi gian tid'p xuc vd giai quyd't nhtJng 
vtfdng mac cua sinh vien mgt cdch nhanh 
chdng, tha'u tinh dat ly. 

Xay dtfng mang Itfdi thdng tin 
chuyen nghidp de dam bao cdc quy dinh 
mdi, thong bdo mdi va nhu'ng ydu cau 
di ban lanh dao Trtfdng dtfdc cdp nhdp 
thtfdng xuyen va xuydn sud't dd'n cac 
phong ban, cdc khoa hrong Trtfdng. TiJf 
dd, cdc khoa cd the cdp nhdt nhiTiig thong 
tin dd'n sinh vien sdm nhd't cd the'. 

- Khen thtfdng cac giang vidn, gjao vu 
cdc khoa cd stf quan tam sdu sac dd'n sinh 
vidn, cung nhtf cd hinh thu'c nhac nhd, 
khien trach cdc giang vidn va gido vu co 
cdc bieu Men khong td't do'i vdi sinh vidn. 

- Thtfdng xuyen tdp hud'n va ddo tao 
cho can bg nhan vien, gidng vidn tii'ng 
khoa de nang cao chd't Itfdng dao tao, cai 
tid'n phtfdng phap giang day va ky ndng 
ttf vCn cho sinh vien theo tij'ng ca'p do 
hgc tap, 

Ddi vdi Su tuang xffng vi hoc phi vd 
chdt lugng ddo tgo 

Ban Gidm hidu Nha trtfdng can nang 
cao chd't Itfdng dao tao va cai thidn cd 
sd vat chat phuc vu vide hoc tap sao cho 
ttfdng xiJng vdi hgc phi hidn nay, 

Ngodi ra, td chu'c quy trmh ddng 
hgc phi thuan idi cho sinh vidn, nhtf: 
thdi gian hnh dgng khdng anh htfdng 
dd'n vide hoc cua sinh vidn, ddn gian 
hda cac thu tuc, hoac ddng hoc phi trtfc 
tuye'n hoac chuyen khoan thong qua tai 
khoan ngdn hdng.Q 
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