
Cac nhan to anh hiTorng den 
sir hai long cua sinh vien 
doi v6i chat lUOng djch vu dao tao 
tai Hoc vien Hang khong Viet Nam 

LE NGO NGQC THU' 
Tom tat 
Nghien cffu trinh bay ca sd ly ludn vd mo hinh cdc nhdn Id tdc dgng de'n sU hdi Idng cua sinh 
vien ve chdt lugng dich vu ddo tgo tgi Hgc viin Hdng khong Viet Nam (VAA), thdng qua tim 
hieu thuc trgng nguon luc vd khdo sdt sinh viin ve chd't lugng dich vu ddo tgo lgi VAA. Tdc 
gid xde dinh duoc 4 nhdn td, dd Id: Su ddp ffng vd do tin cdy cua Nhd trudng ddi vdi sinh vien; 
Dgi ngd gidng vien; Co sd vdt chd't cua Nhd trudng vd Suphuc vu cda nhdn vien dnh hudng 
din sU hdi long cua sinh vien vi chdt luong dich vu ddo tgo lgi VAA. Tff do, tdc gid de xudt 
mgt sdhdm y qudn tri nham ndng cao hieu qud chdt luong dich vu ddo tgo lgi V/iA. 

Tuf khda: chdt lugng dieh vu ddo tgo, sUhdi long cua sinh viin, Hgc Viin Hdng khdng VielNam 

Summary 
This study presents the theoretical basis and model of factors affecting student satisfaction with 
training service quality at Vietnam Aviation Academy (VAA) through analyzing the current 
status of VAA's resources and surveying students on the quality of VAA's training service. 
The author identifies 4 factors impacting student satisfaction with training service quality 
al VAA, which are The responsiveness and reliability of the school for students; Lecturers; 
Facilities and Staff service. From this finding, the author proposes a number of administrative 
implications to enhance the efficiency of training service at VAA. 

Keywords: training service quality, student satisfaction, Vietnam Aviation Academy 

G161 THIEU hai long. Nd'u mffc do cam nhdn phu hpp 
vdi sff mong^ddi, thi khach hdng se hdi 

Gido due ddo tao dai hoed Vidt Nam dang cd nhieu long. Cdn neu nhff mffc dd cam nhan 
sff cai rie'n, nhieu trtfdng dai hpc da rd't chu trong dd'n cua khdch hdng vffdt qua sff mong ddi, 
cha't Itfdng dao tao cung nhff ngdy cang quan tdm hdn thi khdch hang ra't vui mffng. 
tdi thai dp vd sff hai Idng cua sinh vien. Chinh vi vdy, Cronin vd Taylor (1992) da de xud't 
vide nghien cffu cdc nhan td anh hffdng dd'n sff hai thang do SERVPERF va cho rdng, sff 
Idng cua sinh vien dd'i vdi cha't Iffdng ddo tao tai VAA dung thang do nay td't hdn thang do 
la c^n thiet. SERVQUAL. Thang do SERVPERF dffdc 

dffa ra dffa tren viec khac phuc nhffng klid 
CO sd LY THUYET VA PHl /ONG PHAP N G - khan khi sff dung thang do SERVQUAL 

H I E N CL/U Thang do SERVPERF cung sff dung 
5 nhdn td chat Iffdng dich vu cua thang 

COsdly thuyet do SERVQUAL yd vdi 22 bid'n quan sdt 
Kotler Philip va cdng sd (2005) cho rang, sff hai (tffdng ttf nhtf ph^n hoi ve cam nhan cua 

long cua khdch hang phu thudc vao mffc dp cam nhdn khdch hang trong thang do SERVQUAL, 
ve san pha'm trong qua tiinh phdn phd'i gid tri ttfdng nhiftig bd î ua phan hdi ve ky vpng) difdc 
dd'i so vdi stf mong dpi cua khdch hang. Ne'u mtfc dd sff dung de do lffdng 5 nhdn td châ t l,.._,ag 
cam nhan cda khach hdng ve san pham tha'p hdn ky (Uch vu. Cronin va Taylor (1992) ke't ludn 
vong cua ho vd san pham dd, thi khach hang se khdng rang, mffc dp cam nhdn cua khdch hang 
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ddi vdi viec thffc hidn dich vu cua mot 
doanh nghidp nao do se phan dnh td't nha't 
vd chd't Iffdng dich vu. Cu die, chd't Itfdng 
dich vu = mffc dp cam nhdn. 

Cha't Iffdng dich vu la trpng tdm eua vide 
ddnh gid va do ltfdng, la vi cha't Itfdng dich 
vu phan dnh nhdn thffc cua khach 
hang thdng qua 5 nhan td' cu the de do 
Iffdng cha't Iffdng dich vu. Ngffdc lai, sff 
hai long thi toan didn hdn va dffdc xac 
dinh bdi: stf nhdn thffc vd chd't Iffdng dich 
vu; cha't Iffdng san pha'm; gid ca; cdc 
nhan to'tinh hud'ng; cdc nhan td'cd nhan. 

Sherry C. & cdng stf (2004) dd thtfc 
hidn nghien cffu do Iffdng ky vpng va cam 
nhdn cua sinh vien trong ntfdc va ntfdc 
ngodi ve Hpc vidn Cdng nghe UNITEC, 
Auckland, New Zealand vdi thang do 
SERVQUAL 5 nhan td vdi 20 bid'n quan 
sdt. Ke't qua cho tha'y, thang do dat dd rin 
cdy cac khoang each giffa cam nhan va ky 
vpng cua 5 nhan to deu dm va cd y nghTa 
thong ke, dieu nay cd nghTa Id UNITEC 
cdn nhieu viec phdi lam dd ndng cao chd't 
Iffdng dich vu ddo tao. 

Lffu Thidn Td (2008) cung sff dung 
thang do SERVPERF de danh gia cha't 
Itfdng dao tao tai Trtfdng Dai hpc Cdng 
nghe Sdi Gdn. Nghien cffu dffdc tie'n 
hanh vdi sinh vien he dai hpc thudc 
7 khoa, dd la: Cd khi, Dien - Didn tff, 
Didn tff - Vidn thdng, Cdng nghd thdng 
rin, Cdng nghd thifc pham, Quan tri kinh 
doanh, Ky thudt cdng trinh. Thang do 
gdm 22 bie'n quan sat, vdi khoang 518 
hdi dap hpp id. Kd't qua cho thd'y, thang 
do dat dp tin cay cdc nhan to' anh hddng 
de'n sff hai long cua sinh vien la sff dap 
ffng va mdi trffdng giang day. 

Tff cd sd ly thuye't trdn, md hinh do 
Itfdng cdc nhdn to' anh htfdng de'n stf hdi 
long cua sinh vidn ve cha't Itfdng dich vu 
dao tao tai VAA dffdc de xua't nhff Hinh 1. 

Phuongphdp nghien cdu 
De tien hdnh nghien cffu, tdc gia sff 

dung phffdng phap nghien cffu dinh tinh 
va nghien cffu dinh Iffdng. Trong dd, 
nghien cffu dinh tinh thdng qua thao ludn 
nhdm, nham xdc dinh vd hoan thidn ban 
phdng van. 

Nghidn cffu dinh Iffdng dung ky thudt 
thu thdp thdng rin trffc rie'p bang each 
phdng van sinh vidn (phieu dieu tra). 
Phidu dieu tra gom 29 phdt bieu, trong 
do ed 26 phat bieu ve chat Iffdng dich 
vu ddo tao tai VAA, 3 phat bidu ve sff 
hdi long eua sinh vien. Mdi cau hoi dffdc 
do lffdng dffa tren thang do Likert gdm 

HINH 1: MO HINH NGHIEN CO'G DE XGAT 
"Tin—I 

niiS-J 

BANG 1: KET QGA HE SO CRONBACH'S ALPHA 
(SAG KHI DA LOAI CAC BIEN RAC) COA THANG DO 

CHAT LG0NG DjCH Vg DAO TAO 
BiSii auan sat 1 Ttfi6i& auan hif% tdn? 1 Aloha n^u l i ^ bî n^ 
PhiTtm^ tien hffu hinh tHuuhinh): Alnha = .696 
Huuhinhl 
Huuhinh^ 
Huuhinh3 
Huahinh4 

.494 

.496 

.418 

.514 

.623 

.621 

.671 

.611 
D6 tin c3v (Tincav): Aloha = .796 

T]ncav2 

DaDune2 

Dapune4 

Nanelucl 

CamrhonB4 

.554 
618 
.658 
603 

.769 

.742 

.719 

.747 
iifii: AlDha = .798 

647 
691 
597 

.724 

.673 

.771 

508 
.537 
.441 
.548 
.422 
.446 

.698 

.691 

.717 
689 
728 
715 

mthone): Aloha = .713 
.618 
.415 
395 
.5M 

.574 

.704 

.707 

.597 

BANG 2: Hf s6 CRONBACH'S ALPHA CGA THANG DO Sd 
HAI LONG CGA SIMH VIEN 

Bigh quan s^t I Tifrfne 1""" hiŜ n tfag i Alptia ng'u loai bigii 
Su" hai long cua smh vien ve cha'i lifcfng dao tao (Hailong): 

i a = J 3 5 

Nguon Ket qua nghien CLTU cua tac gia 

HINH 2: MO HINH HIEU CHINH CAC NHAN Td ANH HddfNG 
DEN Cda sg' HAI LONG CGA SINH VIEN 

V6 CHAT Ld0NG D|CH VG DAO T^O TAI VAA 

Su dap itiia va dp Uu c^v Cl'ia 
nba InXnic a!i\ v<M slob ticu 

DptiiEfleiaiig™!! 

Ctrsovslrlialcfia iilia (iii(>iig 

Sv plmr "J cfia iihan vlpii 

HI {+) , 

• 

Sir biti IDU 

flol vM cha 

dao t 

icfla 

olai 

siuh vien 

g djrli >ii 

VAA 

Mauon De \ua\ 
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BANG 3- Hg SO TGdNG QGAM GldA CAC BIEN 

Sif dap u'ng va do tin 
cay cua nha tru'dng 
doi vdi sinh vien 
Doi ngu giang vien 
Cdsci vat cha't ciia 
nha tru'dng 
Sif phuc vu cua 
nhan vien 
Sif hai long 

Stf dap ffng va d9 tin 
cSy c^a nha trtfcfng 

dcTi vdi sinh viSn 

1 

325" 

281" 

.321" 

.589" 

D^ingij 
giang 
vlfen 

1 

246" 

373" 

573" 

CtSsdvM 
ch^t cua 

ahk trtfcTng 

1 

.229" 

593" 

Stf phuc vu 
c u a i ^ n 

vifin 

1 

334" 

Stf 
hii 

1 
* Tifdng quan co y nghia tai ml?c 0 01 (kiem dinh 2 phia). 

BANG 4: KET QGA R̂  CGA MO HINH HOI QGY LAN 2 
1 M&binh R 

.810' 
R^ 1 
.6561 

R^dittfc diiu chinh 1 
.6531 .356271 

a. Bie'n giai ttiich: (Hang so), Cd sd vai chat cua nha tru'dng, Doi ngu giang vien, Su' 
dap iJng va do tin cay ciia nlia trUdng do'i vdi sinh vien; 

b. Bien phu thuoc- sii hai long 

BANG 5: PHAN TICH PHGCtNG SAI ANOVA 
ANOVA" 

M6hinh 

Hoi quv 
Phancdn lai 
Tons cons 

Td'ng cac d^ l^ch 
binh nhtftfne 

93.312 
48.994 

142,307 

df 

3 
386 
3«9 

Binh phiftfng 
trune hinh 

31 104 
127 

'--.^ 
245.054 

Sig. 

000^ 

a. Bien giai thich (Hang sS'), Cd sd va,t chS't cia nhi trifdng, Ddi ngii giang vien, Su 
dap itng va do tin cay cua nha tnfdng A6i vdi sinh vien; 

b. Bie'n phu thuflc: sif hai long 
Mguon Ket qua nghien CLfu cua tac gia 

5 diem. Mlu nghidn cffu durdc tiiu thap bang phifOng 
phap ngau nhien theo sff thuSn tidn, lay theo ddn vj 
Idp d cac khoa va cd mot sd sinh vien da difdc mdi 
cpng tac trong giai doan thu thap dff lieu. 

Theo Dinh Phi Ho (2014), de phan tich hdi quy dat 
dffdc kd't qua tot nhS't, thi kieh thffdc mlu can phai thoa 
man theo cdng thffc: n > = 8m + 50; trong dd: n la cd 
mSu va m la sd bid'n ddc lap cua md hinh. 

Cd 450 phid'u khao sat dffdc tac gia phat ra va thu 
ve 429 phid'u. Trong do cd 39 phie'u khdng hdp le do 
bj thie'u nhieu thdng tin va cd qua nhidu d trd'ng. Ke't 
qua la 390 phieu khao sat hdp Id dffdc sff dung lam dff 
lieu cho nghidn cffu. Khao sat dddc thdc Men trong 
thdi gian thang 3/2011. ^ ^ 

Tid'p do, tac gia sff dung phan mem SPSS 16.0. tien 
hanh phan tich dff lieu khao sat, kiem tra do tin cay cua 
thang do bang he sd Cronbach's Alpha va kiem dinh 
md hinh ly thuyd't cung cac giS thuyet da dat ra (Nghien 
cffu sff dung cdch vii't sd thap phdn theo chudn qudc ti'). 

KET QUA NGHIEN CLTU 

Phdn tich Cronbach's Alpha 
Thang do chd't luong dich vu ddo tgo 
Bang 1 cho thay, thanh phan cac nhan td Phffdng 

tien hffu hinh cd Cronbach's Alpha la 0.696; Thanh 

ph^n cdc nhan td Dd ii ^^ 
Cronbach's Alpha la 0.796; T phan 
cac nhin to Dap ffng cd i- i bach's 
Alpha m 0.798; Thanh phan L̂ ---- "han td 
Nang lffc phuc vu cd Cronbach's Alpha 
la 0.742; Thanh phan cac nhan to Cam 
thdng cd Cronbach's Alpha la 0.713. 
Cap he sd tffdng quan bid'n tdng cua cac 
bie'n do lifdng thinh phdn deu Idn hdn 
0.3. Vi v|y, cfic bien do Iffdng thanh 
phan deu dffdc sff dung trong phan tich 
nhan td' khdm pha (EFA) tie'p theo. 

Thang do mffc do hdi long cua sinh vien 
Thang do mffc do hai long cua sinh 

vien (Bang 2) co he sd' Cronbach's 
Alpha = 0.735, cac bie'n quan sat trong 
thanh phan nay co he sd'ti/dng quan bie'n 
tdng tffdng dd'i Idn, nho nha't la hailong2 
(0.515), ndn dffdc sff dung trong phan 
tich EFA tiep theo. 

Phdn tich EFA 
Kd't qua phSn tich EFA cho tha'y, 

thang do chat Iffdng dich vu difdc xac 
djnh bdi 4 nhSn td' la: Sd dap ffng va 
do tin cay cua Nha trffdng dd'i vdi sinh 
vidn; Ddi ngu gi^ng vien; Cd sd vat cha't 
cua Nha trffdng va Sif phuc vu cua nh^n 
vien. Do dd, md hinh nghien cffu can 
dffdc hidu chmh cho phu hdp dd dam bao 
vide kiem djnh cac gia thiet nhff Hinh 2. 

Kiem dinh md hinh hi^u chinh bang 
phan tich hoi quy bgi 

Hi sd tuang quan giffa cdc bii'n 
Bang 3 cho thS'y, sff tifdng quan khdng 

qua cao giiJa cac bid'n ddc lap, vi vay 
thffc hien hdi quy giffa bid'n phu thudc la 
Sif hai long cua sinh vidn va 4 bid'n ddc 
lap: (1) Sff dap ffng va dd tin cay cua 
nha tru'dng ddi vdi sinh vidn, (2) Ddi ngu 
giang vien, (3) Cd sd vSt chat cua nha 
tru'dng, (4) Su phuc vu cua nhan vidn. 

Phdn tich hoi quy 
Ke't qud hdi quy l^n 2 sau khi loai 

mgt bien Sff phuc vu cua nhan vien dffdc 
trinh bay trong Bang 4. 

^ Bang 4 cho thS'y, gia tn R dieu chinh 
bang 0.653 cd nghTa md hinh trdn giai 
thich du'dc 65.3% sur thay ddi cua bie'n 
Sff hai long cua sinh vien la do cac bie'n 
ddc 13p trong md hinh tao ra, con lai 
34.7% dffdc giai thich bdi cac bie'n khdc 
nam ngoai md hinh. 

Thong ke F trong ANOVA co £i^ ^ 
0.000 (Bang 5), do do md hinh hdi quy 
tuyd'n tinh bdi dffde xay dUng phu hop 
vdi dff lidu d dp tin cSy 95%. 

Phffdng tnnh hdi quy cd dang nhtf 
Hinh 3. 
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DE XUAT HAM Y QUAN TR! 

Nham nang cao sff hai long cua sinh 
vien ve chat Iffdng dich vu d^o tao tai VAA, 
tac gia dffa ra mdt sd de xuat nhff sau: 

Thff nhd't, tdng cudng ddu tu ca sd^ 
vdt chd't cua Nhd trffdng. Cu thd, mdt sd 
dung cu, thid't bi cu hoac da khau hao 
hdt tai cac phdng thi nghiem, thffc hanh 
nen thay the' va mua sam mdi. Vide dau 
tff thay thd', mua sam mdi trang thie't bi 
phai ddng bd va gan kd't chat che giffa 
ly thuye't vdi thu'c hanh, thffc tdp, sdt vdi 
cac ITnh vffe chuyen mdn nghidp vu thffc 
te tai cac ddn vj trong nganh hang khdng 
va trong xa hdi Ddng thdi, Nha trffdng 
thffdng xuyen lay y kid'n ddng gdp tff 
phia giang vien va sinh vidn de kip thdi 
dffa ra nhffng giai phap thich hdp nh^m 
dam bao cha't Iffdng cd sd vat chat. 

Thff hai, ndng cao sU ddp ffng vd tin 
cdy cua Nhd trudng. Qua khao sat thffc 
td cho thay, sff dap ffng va tin cay cua 
Nha trffdng cung la nguyen nhan lam 
cho sinh vidn khdng hai long dd'i vdi 
chS't Iffdng dich vu dao tao tai VAA. 
Do vay, ndn tie'n hanh la'y y kie'n phan 
hdi cua sinh vien (cud'i hoc ky) ve cdng 
tac giang day cua giang vien. Bdi, sinh 
vien la ngffdi gan giang vien nha't. Ho 
thu hffdng djch vu tff giang vien va cd 
the giup nha trffdng nhin ngu'di thay tff 
nhieu gdc dp khac nhau, toan dien hdn, 
xac thffc hdn ve ndi dung, phffdng phdp 
truyen dat, tac phong, thai dp ffng xff, 
diai dp chinh tri, tinh than trach nhiem 
cung nhff dao dffc cua giang vien. 

Ben canh dd, viec cd' dinh thdi gian 
giang day d mdt sd mdn chuydn nganh, 
vdi sff tham gia cua cac chuyen gia dau 
ngdnh la rd't khd khan, vi cdn phai phu 
thudc vao iich cdng tdc cua cac chuydn 
gia. Do do, can hnh hoat trong vide thie't 
ke chffdng tiinh sao cho dam bao muc 
tidu dao tao nham khac phuc va han che' 
cac hffdng hdp khach quan ndy xay ra va 

HINH 3: mO HINH CAC NHAN TO ANH HddNG DEN CdU Stf HAI LONG 
CUA SINH VIEN VE CHAT LddNG DICH Vg DAO TAG Jfy\ VAA 

Si) dApirngvi^ dg tin cSy ciia 
ntiA ll irong Boi v6i smh IIPU 

Hen 

Spl usB SiiiiiS viin 1 He 

Cvsdr vat chai cua tni'tmg 

H^sdllolqiiy 0 ZS6 
\ s H ? s 6 B e l a 0 360 

ohoiqii)': 0,354 ^ Su-liai long 

1 a io 1̂ 0 

' T i f s6h6t qiiv- 0340 
H^ so Beta: 0.40J 

uu Hinli iieD 

rtnig iljch VII 

Mgu< Ket que nghie 

thdng bao nhanh chdng kip thdi cho sinh vidn khi kd' 
hoach cd sff thay ddi. 

Thff ba, bdi dudng vd phdt tnen dgi ngu gidng vien. 
VAA la ndidao tao cac chuydn nganh hang khdng dac 
thu vd thffdng xuydn cd sff ddi mdi trong ddo tao. Do 
dd, Nha trifdng can tao dieu kidn cho cac giang vidn 
thamgia vao cac cdng viec tap hud'n thffc td'ngan ngay 
tai cdc san bay trong nffdc. Chang han nhff: tham gia 
vao cac hoat ddng dieu khien, van hdnh, quan ly trong 
cac vai trd khdc nhau trdn cd sd dam bao cap nhdt 
kid'n thffc chuyen nganh, trau ddi thdm kinh nghiem 
thffc te' va hoan thdnh cdng vide difdc giao. De dat 
dffdc ydu ciu nay, ddi hoi Ban Giam dd'c VAA hd trd 
va giup dd trong viec tang cffdng hdp tac vdi cdc cang 
hang khdng, san bay trong ca nffdc. 

Cung vdi do, giang vidn chu dpng len kd' hoach tff 
dao tao theo nam hpc nham nang cao, md rdng kie'n 
thffc va ky nang giang day cung nhff cd dieu kien tham 
khao ve cha't Iddng dao tao cua cac td chffc cung cap 
djch vu ddo tao khac. 

Thff tu, Nhd trudng edn ddi mdi vi chdt trong cdng 
tdc qudn ly, bdi le chinh sff quan ly chffa hdp ly, thie'u 
sff kiem soat va chdm ddi mdi cung la mdt nguydn 
nhan ldm han chd chat Iffdng dich vu dao tao tai VAA. 
Nd'u khdng manh dan ddi mdi quan ly todn dien, quyet 
liet va cd tinh dot pha, thi khd cd the nang cao dffdc 
cha't Iffdng djch vu dao tao. 

Nha trffdng cdng can tang cffdng xay dffng va phat 
trien cac quan he hdp tac vdi cdc ddn yj trong vd ngoai 
ngdnh nhidu hdn de vide dao tao ngudn nhdn lffc trong 
Nha trffdng trd ndn thie't thffc hdn va ddp ffng tdt hdn 
nhu cau thdc td'.Q 
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