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TOM TAT:

Nghién ciétu xdc dinh cdc nhin 8 cht lugng dich vu dio tao 4nh hudng dén sy hai long clia hoc vién
hoc 14i xe tai thanh phd Nha Trang, tinh Khanh Hda. Phuang phap nghién citu sit dung dé xiy dung va
ki€m dinh mé hinh 1y thuy&t gdm hai budc chinh - nghién cttu dinh tinh va nghién cttu dinh lugng ciing
nhu dva trén miu khao sat, vdi mot mau kich thude n = 230 d€ kiém dinh mé hinh thang do va md hinh
Iy thuyét. Thang do dugc kiém dinh théng qua phén tich d3 tin ciy Cronbach'’s Alpha va phin tich nhin
t6 EFA. M& hinh 1y thuy&t dugc kiém dinh théng qua phén tich hdi quy tuy&n tinh boi.

K&t qua dm thiy 4 y&u 15, bao gbm: (1) Cam thong; (2) Ning Iy phuc vu; (3) P§ tin ciy; (4)
Phuang ti&n hitu hinh. Trong s8 nhitng y€u t6 nay, Cim théng 12 y&u t3 quy&t dinh quan trong nhat
dén sy hai long cla hoc vién vé chét luong dich vu dio tao.

Tir khéa: Sy hai 1ong, chdt lwgng dich vy, dao tzo 14i xe, thinh phd Nha Trang, tinh Khanh Hoa.

1.Pat vindé

Dich vu ngay cing déng vai trd quan trong trong
nén kinh t& quéc dén, thong qua viéc tao ra gié tr
déng g6p cho nén kinh 1€ quéc gia. Nhin ra tAm
quan trong cuia dich vu, cdc nha nghién cttu han
lAm trén th€ gidi di tip trung vio nghién cifu linh
vife nay tir diu thip nién 1980 (Gronroos, 1984).

@ Viét Nam n6i chung vii Khdnh Hoa néi riéng,
thu nhip cta ngudi din ngay cang dugc cdi thién,
nén nhu cu vé mua xe ciling gia ting theo. Vi viy,
cdc o0 s8 dio tao 1di xe ngay cang phat trién vé
chét lugng ciing nhu vé s6 lugng. Hién tai, Nha
Trang ¢é hang chuc trudng tham gia dich vu dao
tao. Cdc trudng, trung tAm dugc diu tw md rong, cai
tao ning cdp, ting cudng ddi ngii gido vién,.. €
hap din hoc vién.

tranh giifa cic trudng, trung tim ddo tao cling ting
theo: ngudi hoc ngdy cang cé nhiéu cd hoi d€ lua
chon ndi nio ¢6 thé thda madn minh t6t nhdt, va ho
trd nén khé tinh hon thdng qua viéc doi hdi cao hon,
cu thé nhu cdch day, cdach phuc vy cta gido vién,
nhin vién tai cdc trung tAm. Do dé, cdc trudng,
trung tdm phdi khong ngirng cidi ti€n chit lugng
dich vu dao tao d€ tao ra su hai long cho ngudi hoc
va ngay cang thu hdt thém nhiéu hoc vién médi.
Viy, dich vy dao tao ldi xe phai théa min nhiing
ti€u chi ndo thi duge coi 1a chét lugng dich vu dao
tao to1?

Do d6, nghién cttu nhiim x4c¢ dinh cdc y&u to cau
thanh nén chit lugng dich vu dao tao ldi xe tai Nha
Trang, ciing nhu xem xét mifc d6 dnh hudng cua
ching dé&n sy hai long clia hoc vién da va dang theo
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g6p phin vao dinh hu’dttg chién lugc cho trudng,
trung tdm dao tao trong Viéc nang cao mic do hai
1dng cla hoc vién.

2. Cd'sé Iy thuyét va méd hinh nghién ciiu

Cé nhiéu quan di€m khic nhau vé mitc do thoa
min khdch hang (Olivey, 1997). Bachelet (1995)
dinh nghia su thoa man ca khach hang 1a mjt phin
(fng mang tinh cam xic cpia khiach hang, dap tng lai
v&i kinh nghiém ctia ho bing mdt san phdm hay
dich vu. ’

Céc nha kinh doanh dich vu thuting cho riing, chilt
lugng dich vu chinh 13 su|thdéa mén cta khdach hang.
Tuy nhién, nhidu nghién citu cho thdy, chit lugng
dich vu va su thoa miin khich hing 1a hai khdi niém
phan biét (Zeithaml & Byitner, 2000). Sy théa min
cha khéch hing 12 mot khai niém téng quét, néi 1én
sif hai long clia ho khi tiu diing mét dich vu. Trong
khi d6, chit hrgng dich vulchi tip trung vio cdc thanh
phan cu thé cia dich vu (Zeithaml & Britner, 2000).

Theo Zeithaml va Britner (20003, dich vu la
nhitng hanh vi, qua trinh, cdch thic thye hién mot
cong viéc niao d6 nhdm tao gid tri s dung cho
khich hang, lam théa mdn nhu cdu va mong dgi
cha khich hing. Theo Kotler vd Armstrong (2004),
dich vy 13 nhitng hoat dfng hay ldi ich ma doanh
nghiép ¢6 thé c8ng hi&n ¢ho khach hang nhiim thiét
1ap, cling & va m& dng nhitng quan hé, hdp tic lau
daivdikhichhang.

Chat lugng dich vu 12 mde d6 ma mot dich vu
dip dng dugc nhu ciu va sy mong dgi ctia khdch
hang (Lewis va Mitchgll, 1990; Asubonteng va
cong su, 1996; Wisniewski va Donnelly, 1996).
Theo Edvardsson, Tho jsson va Ovretveit (1994)
cho ring, chat lugng dich vu 13 dich vu ddp dng
dugc s mong ddi clia khiich hing va lam thda min
nhu ciu cla ho.

Nhiéu nhii nghién ¢ty da thi€t 1ap mdi quan hé
niy va cho thiy ¢6 mdi quan hé giita chat lugng
dich vu vi sy thda min cda khach hang (Cronin
&Taylor, 1992; Spreng & Mackoy, 1996).

D3 c6 nhiéu nha nghién cifu 4p dung md hinh
SERVQUAL cta Parasuyaman va ctg (1985, 1988)
d€ do ludng chat lugng dich vy trong linh vuc dao
tao. Nhu Snipes, R. L |va N. Thomson (1999)".
Chua (2004); Sherry, Bhat va Ling (2004),... va
thang do SERVQUAL dua ra cy thé gém 5 thinh
phin ciia chi't lugng dich vu dao tao: (1) Mifc do tin
cdy, (2) Tinh hitu hinh| (3) Sy ddm bdo, (4) Sy
thong cAm, (5) Mifc dd ddp dng cdc yéu ciu.

Tuy nhién, viée sif dung cdc md hinh chit lugng
vi khodng cich lam cd s& cho viéc danh gid chat
lugng dich vu ciing c6 nhiéu tranh luin (Carmen,
1990; Babakus va Boller, 1992; Cronin &Taylor,
1992). Cronin &Taylor (1992) vdi md hinh
SERVPERF cho riing, mitc &6 cAm nhén c¢da khich
hang d6i véi sy thic hién dich vu ciia doanh nghiép
phan dnh 5t nhit chit iugng dich vu. Theo md hinh
SERVPERF thi: Chit ludng dich vu = Mic dé ¢dm
nhin. K&t luin ndy di dugc dong finh bdi cdc tdc
gid khdc nhu Lee va ¢dng su (2000), Brady va cdng
st (2002). Bo thang do SERVPERF ciing s& dung
muc phat biéu wong ty nhu phin hdi vé cdm nhin
clia khdch hang trong mdé hinh SERVQUAL, bd
qua phan héi vé k¥ vong.

Theo d6, mifc d& hai long cla ngudi hoc dude
cho 1a chiu dnh hudng bdi 5 nhém y€u 14: Phudng
tién hitu hinh, tin ciy, ddp Ung. ning luc phuc vy,
cdm thong. Dua vao dd, tic gia xdy dung md hinh
nghién cfu nhu Hinh 1.

Hinh 1: M6 hinh nghién citu dé xudt

[ Phucng tién hilu hinh

[ Milc dé tin cay

[ Miic 46 dép (ing

—
. Nang lyc phuc vy

( Sy cam thong

3. Phueng phap nghién ciu

Nghién citu sd bd biing phudng phdp dinh tinh
nhim khim ph4, diéu chinh, xdy dung mé hinh
nghién citu vé sy hii 1ong cla hoc vién déi vdi chat
lwgng dich vy dio tao ldi xe tai dia ban thanh phd
Nha Trang, tinh Khanh Hoa.

Nghién aifu chinh thite duge thyc hién bing
phuong phdp dinh luwgng, théng qua phuong phap
1y miu thudn tién, phdng van truc ti€p ngudi hoc.
Dir li¢u thu thap tif thdng 6/2019 dén thing 9/2019.
Sau d6, dit liéu xit 1y bing phin mém SPSS.

Thang do dide ding dé do luding mic d6 thda
min nhin vién la thang do Likert 5 diém (cip do
théa min cla nhan vién ting tir | dén 5, tif hoan
toan khong ddng ¥ dén hoan toin ddng $).
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Bai vi€t sit dung cdch vi€t sd thap phén theo tidu
chuan quéc té.

4. K&t qua va thao luin

Phén tich nhdn 16 khdm phd EFA thang do “Su
hai lomg”

K&t qua phén tich EFA ciia thang do “Sy hai
long”, EFA trich duge gom vio mét yéu t6 tai
Eigenvalue 13 2247, téng phuong sai trich dat
74,903% va vdi chi s6 KMO Ia 0.720, kiém dinh
Bartlett ¢6 muic y nghia Sig. 1a 0.00 (< 0.05). Vay
viéc phan tich nhan 18 1a phd hdp, thang do vin
dugc sit dung cho céc phin ti€p theo.

Phén tich nhéin t& kham phd EFA thang do chdt
lugng dich vu

Sau 5 1dn phan tich, cudi cing EFA trich dudc
nhiin g tai eigenvalue la 1.455 va phuong sai trich
duge 13 64.330% % véi chi s6 KMO 12 0.890. Nhw
vdy, vi¢c phén tich nhin t8'1a thich hgp va phuong
sai trich dat yéu ciu (>50%). C4c bién quan sét
déu c6 factor loading 16n nhit tr 0.50 trd lén va
khodng cdch gita hai hé s6 tdi nhin t6 (Factor
Loading) cha cing 1 bién & 2 nhan t& khdc nhau >
0.3 . Su phén tich EFA hoan tdt vi i dat d6 tin cay
vé mat thdng ké.

Tinh todn hé s6 Cronbach's Alpha cho cdc nhan
16 mdi, riit trich ra tit phén tich nhén 16 EFA

Sau khi phén tich nhin t6 EFA nhur trén, * Su hai
long” ¢6 1 bién biloai bd; = Chat lugng dich vy dio
tao” ¢ 6 bi€n bi loai; con lai 21 bi€n quan sit . Vi
vdy, cin thi€t phai danh gis lai hé s Cronbach’s
Alpha.

Cdc thang do méi déu c6 hé s6 Cronbach’s
Alpha > 0.60, cdc hé s6 rwong quan bién tong ciia
cdc bi€n do ludng thanh phin nay > 0.30, hé s&
Alpha néu loai bé bién ctia cic bién déu nhd hon hé
s0 Cronbach’s Alpha. Nhu vay, cdc thang do nay
déu didm bio do tin ciy vé mit théng ké.

Sau khi ddnh gid d& tin cdy Cronbach’s Alpha
cla thang do va phén tich nhin t& kham phd EFA
thi k€t qui cho thdy khong xuft hién cdc nhan t&
mdi anh hudng dén sy hai 1ong. Thanh phin thiét
k€& ban ddu gém 5 nhin t5 dudc giit nguyén gdm:
Thanh phan sy cim théng, thanh phin phudng tién
hitu hinh, Thanh phan mifc d6 tin ¢iy. Thanh phin
nang lc phuc vu, Thanh phdn mdc do dép tng.

Sau phin tich nhin t6 EFA, mét s6 bién quan sit
biloaibd: HH4, TC1, TC4, DU2, NL5, NL6.
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Ddnh gid dj phix hop cia mé hinh héi guy tuvén
tinh boi

M@ hinh hdi quy bdi c6 dang:

Suhailong = 0 + BI*Mucdodapung

+ f2*Phuongtienhuuhinh + f3*Sucamthong

+ B*Mucdotincay + B5*Nanglucphucvu

Dé tién hanh phan tich hdi quy tuy&n tinh boi,
céc bi€n duge dua vio méd hinh theo phudng phip
Enter. Tiéu chuiin kiém dinh la tiéu chuin dudgc xay
dung vao phudng phdp ki€m dinh gia tri thng ké F
vd xdc dinh xdc sudt tuong Ung cla gid tri théng ké
F, ki€m dinh mitc do phi hgp gitta miu va tdng thé
théng qua hé 8 xdc dinh R%, Céng cu chin dodn
gidp phdt hién sy ton tai clia cong tuyén trong div
lieu duge danh gid mic do nay lam thodi héa tham
8 udc lugng la: Hé sé phéng dai phuong sai
(Variance inflation factor - VIF). Quy tic Ia khi VIF
vugt qud 10, d6 [a diu hiéu cla da cong tuyén
(Trong & Ngoc, 2005). K&t qua hdi quy cudi cliing
dvgc tém titnhe 3 Bang 1.

Hé 6 xdc dinh hi¢u chinh Adjusted R-Square 1a
0.462, nghia 1 m6 hinh hdi quy tuyén tinh da xay
dung phit hop véi tap dit liéu dén muc 46.2 %, didu
nay con cho thi'y moi quan hé giita bi€n phu thudc
va cdc bién doc 1ap khé chitt ché, ci 4 bién s6 trén
g6p phén gidi thich 46.2% sy khdc biét cia mic do
hai 1dng clia ngudi hoc duge quan st ddi véi chit
lugng dich vu dao tao.

Kiém dinh F s& dung trong bing phan tich
phudng sai vin 1a mjt phép kiém dinh gid thuy&t vé
dd phi hgp cla mé hinh hdi quy tuyé&n tinh t6ng
thé. Theo két qua Bang 2. ta thay kiém dinh F c6
gid tri 12 50.080 vdi Sig. = .000(a), ching t6 md
hinh héi quy tuy&n tinh bdi 1a phi hop véi tap dir
liéu va cé thé sit dung dudc.

Ta thay, tit ca cdc gid tri VIF déu < 2.315: Hién
tuong da cOng tuyén giita cdc bién doc lap inh
hudng khong dang k€ d€n md hinh.

bai lugng thdng ké Durbin-Watson (d) = 2.040
gin biing 2 nén cdc phin dv trong miu khong w
tudng quan véi nhau. (Bing 2)

K&t qui cho thdy (Bing 2), cic hé s B’ déu
khic 0 va Sig. < 0.05, chiing t6 c4c thinh phin trén
déu tham dy viio sy hai long ctia ngudi hoce. So sanh
gid tri (49 16n) cita B’ cho thay: Sy cAm thong 13 vin
dé quan trong nhat, tic dong 16n nhat d&n su hai
long cha hoc vién (B'= 0.297). Mdi mdt don vi
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Bdng 1. K&t qud cac thong s6 mé hinh hdi qui

M3 hinh 6m tit ()
" by | S8 Ui o gy o Hess |
2 - d o 3 i -
bnh | R LR ain u;;‘uéﬁ;\ HosSR | HesSF | Bactu | Bdcty | Hes3Sig.F W’b'"
' goh ' g | g
M| saukhidh | sultidd| dof | o2 | sauiigh  eson
| 1 6862 471 462 58889 471 50.080 4 225 000 2,040
a Du béo: (Hdng 56), nanglucphucvu, phuongtienhuuhinh, sucamthong, mucdotincay
b Bién phu thujc: Suhailong
[ Phuong sai - ANOVA(b)
M3 hinh Tang binh phuong Bacty do Mean Square Kiém dinh F Sig.
H&i qui 69.468 4 17.367 50.080 000(@)
1|  Phandy 78.027 225 347 i
‘ l Téng s6 147.496 i 229 | |
J
a Dy bdo: (Hang $6), panglucphucvu, phuongtienhuuhinh, sucamthong, mucdotincay
b Bién phu thujc: Subailong
BAng 2. H& s6 hdi quy chudn héa clia phudng trinh
Coefficients(a)
Mo hinh Hé s8chuachudnhéa | Hésdchudnhda t Sig. | Théng ké Collinearity
n|
B Std. Error Beta Tolerance VIF
(Héng s8) 367 255 1440 | .151
phuongtienhuuhinh 186 058 168 3.218 .001 863 1.159
1 | sucamthong 293 055 297 5373 000 | 770 1.298
mucdotincay 193 084 . 169 . 2307 Q22 436 _. 2.29
nanglucphucvu J 280 076 273 3.698 000 432 2.315
a Biéh phy thubc: Suhailong -
(chufin héa) thay ddi & Sy cdm thong thi mic dd sy Su hai long cia hoc vién
hai long cia hoc vién thay ddi 0.297 don vi, vuot ={.168% "Phuong tign hitu hinh ?
troi hon so vdi dnh huding clia cdc yéu 8 khdc: +0.297% “Syt cam thong ”
Ning luc phuc vu (B'#0.273); Mitc do tin cdy + 0.169* ”Mitc df tin cdy”
(B’=0.169); Phuong tién hitu hinh (B’=0.168). +0.273% ”Ndng lyc phuc vu”
Tir k€t qua trén, phubng trinh thé hién sy hai Kiém dijnh cdc gid thuvét clia mé hinh
1ong clia ngudi hoc i trdfing, trung tim dao tao 141 Sau khi phin tich EFA, 5 nhin 6 dugc dva vao
xe du dodn theo tit ci caq bién doc lap la; m6 hinh 14: (1) Su cdm thdng, (2) Phuong tién hitu
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hinh, (3) Miic 40 tin ¢cdy, (4) Ning luc phuc vu, (5)
Mitc d6 ddp (ing. Sau khi phén tich hdi quy cic
thanh phan mdc d6 d4p @ng bi loai ra khdi mé hinh
do khong dép ng dugc tiéu chudn (Sig. > 0.05) nén
cdc gia thuyét H3 bi béc b6 vdi mic ¥ nghia thong
ké 5%. Nhitng thanh phin con lai (¢6 Sig. = 0.000),
riéng thanh phin Mic d6 tin ciy ¢6 Sig. = 0.022, 1
cdc gid thuy&t HI, H2, H4, H5 dugce chip nhan véi
mifc ¥ nghia théng ké 5%.

5. Nhitng kién nghi ddi véi hoat dong quén 1y
chit lugng dich dio tao vu tai trudng co s¢ dao
tao 14i xe trén dia ban thanh phé Nha Trang

K&t qud nghién cffu niy di chi ra mot s6 ham ¥
thi&t thyc d6i vdi hoat dong quan 1y chit lugng dich
vu cu thé nhu sau:

5.1. Nghién citu va kiém sodt sy hai long ctia
hoc vién vé chdt ltong dich vu dao tao li vige cin
thuc hién thudng xuyén

Ngdy nay, véi sy thay ddi nhanh chong clia xa
hdi va nhu ciu cla ngudi hoc thi viée theo doi sy
hii long clia hoc vién vé chat lrgng dich vy dao tao
14 thyc sy cin thi€t vi ¢6 thé mifc hai long ngay
hom nay lai 1a mic khéng hai long trong thdi gian
sau. N€u hoc vién hai long thi gia tang sy thu hit
hoc vién. Nhi quén tri chat lugng dich vu can ¢
quan diém phong nglra “phong bénh hon chita
bénh”, dirng dé khi hoc vién d&n hoc thua dan va
khong tuyén sinh duge rdi méi tim hiéu nguyén
nhan va bién phap thu hit ngudi hoc.

K&t qua nghién citu cho thi'y cic y&u td clia chat
lwgng dich vy tdc dong dén sy hai long clia nguwi
hoc va céch do ludng né. Diu nay thuc sy hitu ich
ddi vdi nha quan 1y chit lwgng, vi ho ¢é thé theo doi
va ki€ém sodt sy hdi long clia hoc vién thong qua
di€u chinh cic y€u t& tic déng ndy.

5.2. Phén tich miic dp quan trong ciia titng yéu
16 tdc dong vao si hai long ciia ngudi hoc vé chit
lugng dich vy dio tgo 0 ¥ nghia quan trong trong
viéc gia tdng sy hai long ciia hoc vién, cé thdi dp

TAILIEU THAM KHAO:

Tiéng Viét

chink sdch qudn Iy chdt lwong dich vy phit hop dé

gia tang sy thu hiit va giit chdn hoc vién theo hoc
Viéc phén tich mitc dé quan trong cla tiing yéu

t0 Anh hudng dén sy hai 1dong clia ngudi hoc vé chal

. s e .
vong dich vu dao tao la rat quan trong 301 vdi cdc
chinh sdch quén ly. Tuy viy, ngudn lyc clia trudng
va trung tim thi luén c¢é gidi han nén chdng ta cin
x4c dinh mic do quan trong cda ting véu td anh
hudng dé xdc dinh wu tién ci tién diéu chinh, ddu
t sao cho ¢6 hiéu qua nhat.

Trong giai doan hién nay, trudng va trung tim
nén gia ting sy hai long clia hoc vién bing cdch tic
dong diéu chinh vao nhitng yéu & ¢6 trong s6 [’
cao, nhv Sy cim théng 13 van d€ quan trong nhit,
tdc ddng 16n nhit d€n sy hai long clia ngudi ho (B'=
0.297), vugt trdi hon so v6i anh hudng clia cdc yéu
6 khac: Nang luc phuc vu (p’=0.273); Mifc d6 tin
cdy (B’=0.169); va Phuong tién hitu hinh
(p’=0.168).

Theo két qua thdng ké mé ta d6i véi thang do Sy
cdm théng cho thay: Pa s6 hoc vién déu d4nh gis &
mifc 36 “ddng ¥ véi ca 4 bién quan sdt trong thang
do (trung binh Mean tir 3.36 - 3.59). Trong dé, tiéu
chi CT2 “Hoc vién 12 trung tim cda qud trinh dao
tao” dugc ddnh gid thip nhit vdi di€m trung binh [a
3.59, vi th€ céc trudng, trung tim nén tap trung cdi
ti€n tiéu chi nay, that sy coi “Hoc trd la Trung
tdm!”.

5.3. Quan tém dén su khdc bi¢t gifta cdc nhém
lao dong

Nhu di trinh bay, su khdc biét giita cdc nhém
ngudi hoc tip (dudc phén chia theo gidi tinh, do
tudi, chitc danh nghé nghi¢p, thim nién cdng tdc,
thu nhép vi trinh d6 hoc van) vé mic do hai long
v&i chdt lugng dich vu khdc nhau. Piy 14 nhitng
di€m nha quin 1y chat lugng cin nghién cidu siu
hon va ¢6 cde chinh sach quan 1y chat lugng dich
vy dao tao phit hgp véi tirng nhém hoc vién dén
hoc tip.. ®

Hoang Trong & Chu Nguy&n Mdng Ngoc (2005), Phdn tich dit ligu nghién citu véi SPSS, NXB Thang ké&, Ha Nai.
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ABSTRACT]

This study identifies factors of training service quality affecting the satisfaction of driving
learners in Nha Trang City, Khanh Hoa Province. This study employed qualitative research
and quantitative fesearch methods to build a research model with 230 surveyed samples. The
survey scale was|tested by using the Cronbach’alpha and exploratory factor analysis (EFA)
analyses. Meanwhile, the theoretical research model was tested by using the multiple linear
regression analypis. This study’s findings find that 4 factors including (1) Empathy, (2)

Service capacity
learners. In whi

(3) Reliability and (4) Tangible means affect the satisfaction of driving
h, the empathy factor is the most important determinant of the driving

learners’ satisfaction with the quality of driver training services.
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