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S\J HAI LONG CUA SINH VIEN 
DOI VOfi CHAT LlJCfNG DICH VU DAO TAO 

CAC MON KHOA HOC CCf BAN TAI 
TRUCfNG DAI HOC CONG NGHE SAI GON 

• HA NAM KHANH GIAO - TRAN THj MY VAN 

TOM TAT: 
Nghidn cffu n&y dffdc thffc hien nham danh gia mffc dd anh hffdng ciia cac yd'u td' dd'n sff hai 

Idng (SHL) ctia smh vien dai hpc ve cha't Iffdng dich vu dao lao cac mdn khoa hpc cd bdn tai 
Trffdng Dai hpc Cdng nghd Sai Gdn (STU), bang viee khao sat 380 smh vidn nam 1 va nam 2, 
cdng cu Cronbachs Alpha, EFA va phan tich hdi quy bdi dffdc sff dung, vdi phIn mem SPSS 20.0. 

Ke't qua da dffa ra dffde md hinh sff hai long cua sinh vidn gdm 4 nhin td, sap xe'p theo thff 
Iff dp manh giam dan: (1) Chi phi khda hpc; (2) Dpi ngu giang vien; (3) Chffdng trinh dao tao; 
(4) Ca sd v3t chat. Tff do, nghien cihi dl xua't eac ham y quan tri de'n Ban Chij nhiem Khoa Khoa 
hpc Cd ban - Trffdng Dai hoc Cdng nghe Sai Gdn nham nang cao sff hai Idng cua sinh vien. 

Tif khoa: Sff hai long, chat Iffdng dich vu dao tao, SERVPERF, mdn khoa hpc cd ban, Trffdng 
Dai hpc Cdng nghd Sai Gdn. 

1. Tdng quan 
Ch '̂t Iffdng dao tao ludn la va'n de quan trong 

va dffdc cae trffdng dai hpc hien nay dac biet quan 
tam, khi ma Bd Giao due va Dao tao da khang 
dinh viec ddi mdi quan Iy giao due dai hpc la khau 
ddt pha de tao sff ddi mdi toan dien giao due dal 
hpc va phat tnen quy md phai di ddi vdi dam bao 
chat Iffdng dao tao. 

Trong bd'i canh dd, Trffdng Dai hpc Cdng nghd 
Sai Gdn (STU) eung da tffng bffdc thffc hien cae 
hoat dpng nham nang cao chat Iffdng dao lao. Tren 
tht/c te', hai nam dau tien bffdc chan vao giang 
dffdng dai hpc, sinh vien thffdng gap nhieu bd ngS, 
can sff tff va'n va hd ird tff phia Nha trffdng va thay 
ed. Sinh vien se phai tie'p can cac mdn BQioa hpc 
Cd ban bao gdm cde kie'n thffc giao due dai cffdng 
can thie't, va trong nhffng nam dau lien sinh vien 
thffdng cd thai do hpc tap cdn ban chd. Vi vay, viec 
nghidn effu cae yeu Id' anh hffdng de'n sff hai long 
cua sinh vien ve eha't Iffdng dieh vu dao tao cac 
mdn Khoa hoc cd ban tai Trffdng Dai hpc Cdng 
nghe Sai Gdn trd nen can thiet. 

2. Khai luan ly thuydt 
2.1. Chat lU^ng dich vu vd sU hdi long cua sinh 

vien trong gido due dai hoc 
Nganh Giao due la mdi trong nhffng linh vu'c 

dieh vu va dffde coi la xffdng sd'ng, ddng gdp quan 
trpng trong phat trien da't nffdc va nen kinh te cua 
mdt qud'c gia. ChS't Iffdng giao due cung la mOt 
thach thffc ddi vdi cac trffdng dai hpc trong nffdc 
ndi rieng va tren the' gidi ndi chung (Ha Nam 
Khanh Giao, 2018). "Va sinh vien la nhffng "khach 
hang" cua mot trffdng dai hpc" (Huang, 2009). 

Berry (1995) eho rang "Dich vu \k mdt trong 
nhffng yd'u td' quan trpng nang cao gia tri tieh cffc 
va cd the dnh hffdng de'n sff thanh cdng cffa mOt 
trffdng dai hpc. Nhan thffc cua sinh vien ve sff hai 
long nhff la mdt cdng cu can thie't d l nSng eao chS't 
Iffdng dich vu cac trffdng dai hpc". Oldfield & 
Baron (2000) them vao "Giao due dai hpc cd th^ 
dffdc xem nhff la mdt "dich vu thuan tuy", eho thay 
no cd tat ca cac dac diem doc dao cua mpt dich 
vu ". Chinh vi vay, "Cd gang de danh gia mffc i36 
chat Iffdng dich vu va sff hieu biet ve cac yeu td 
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khac nhau anh hffdng de'n cha't Iffdng dich vu long 
the la rat quan trong, dd la ye'u td de' cac td chffc 
giao due dai hpc cd the thie't ke' dieh vu cua hp 
theo each lot nha't cd the" (Firdaus, 2006). 

Firdaus (2006) da chi ra trong md hinh Hed-
PERF nhffng Hoat ddng ngoai chuyen mdn, Hoat 
ddng chuyen mdn, cac Chffdng trinh dao tao, truy 
cap va uy tin la ye'u td' quye't dinh chat Iffdng dich 
vu trong giao due dai hpc. Kuh va Hu (2001) da 
tuyen bd rang, sff Iffdng tae mdt each hidu qua giffa 
sinh vi6n va giang vien la mdt ye'u to' tac ddng 
manh me cua sff hai Idng eua sinh vien. 

2.2. De xuat mo hinh nghien ciiu 
Ke't hdp vdi ke't qua nghien cffu tff md binh 

HedPERF cua Firdaus (2006), Tuan (2012), Pham 
Thi Lidn (2016), Nguyin Thi Xuan Hffdng, 
Nguyen Thi Phffdng va Vu Thi Hong Loan (2016), 
Vd Van Viet (2017), Huang (2009), Muhammed 
(2010), Athiyaman (1997), Vrana va ctg (2015), va 
tff tdng hdp y kid'n tff cac chuydn gia (Lanh dao 
Phdng/Ban/Khoa), nhdm tac gia de xu '̂t md hinh 
nghidn cffu vd sff hai Idng eua sinh vien dd'i vdi 
chat Iffdng dieh vu dao tao cac mdn Khoa hpc Cd 
ban tai STU tai SHL = f (Chi phi khda hpc; Dpi 
ngu giang vien; Chffdng trinh dao tao; Cd sd vat 
chat, Ddi ngia hd trd) va cac gia thuye't nghien cffu. 

HI: Chi phi khda hpc tac ddng ciing chilu d6'n 
SHL. 

H2: Dpi ngu giang vien tac ddng ciing chieu 
SHL. 

H3: Chffdng trinh dao tao tac ddng cung chieu 
de'n SHL. 

H4: Cd sd vat eha't tac ddng cung chieu de'n 
SHL. 

H5: Dpi ngu hd trP tac ddng cung chieu de'n 
SHL. 

3. Ke't qua nghidn cffu 
3.1. Thdng tin mdu nghien cvtu 
Ddi tffdng khao sat la nhffng sinh vidn nam thff 

nha't (Khda 2018) va sinh viennam thff hai (Khda 
2017) da va dang theo hpc cae mdn Khoa hpc Cd 
ban tai Trffdng Dai hpc Cdng nghe Sai Gdn. Tong 
cdng ed 380 bang khao sat dffdc phat ra, thu ve 380 
bang (Khdng ed bang khao sat nao khdng dat yeu 
cin) dat ty le 100% ffen tdng sd'bang khao sat phat 
ra. Bang cau hdi dffdc ma hda v^ dffdc xff ly sd' 
lieu bang pb^n mem SPSS 20.0 (Bang 1). 

3.2. Kiem dinh thang do bdng he so tin cay 
Cronbachs Alpha 

Nhdm tac gia phan tich he sd' Cronbachs Alpha 
de loai cac bid'n khdng phu bdp han chd' cae bid'n 
rac, ke't qua eho thay eae bien ed he sd Cronbachs 
Aalpha Idn hdn 0.55 va cd he sd' tffdng quan bid'n 
tdng Idn hdn 0.33 (Hii Nam Khanh Giao & Bui 
Nha't Vffdng, 2019) (Bang 2). Cac bie'n nay d\i<3c sff 
dung trong phan tich EFA dep theo. 

Bdng 1. So lieu khdosattheo phacfng phap tdn suat phan tang 

SoiUdngSVkhaosat (TilS%SVkhaosat) 

Nganh hpc 
CNKT Co dien Itl 

CNKTDi§n, DientLI 
CNKT Dien til Viehttiong 

Cong ngtie Thong tin 
Cong ngtie Thuc pham 

Quan tti liinh doanh 
Ky thuat Xay dung 

Thiet ke cong nghiep 

SV nam 1 
SV nam 2 

Nam 
NO 

25 
26 
7 

101 
32 
142 
29 
18 

Nam hoc 
219 
161 

6,6 
6,8 
1,8 

26,6 
8,4 

37,4 
7,6 
4,7 

57,6 
42,4 

Giai tfnh 
230 
150 

60,5 
39,5 

Nguon: Tong hap lie nghien cd:u cua nhdm tdc gid 
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Bang 2. He so tin cgy Cronbachs Alpha 

Nhan to 

DOI ngu giang vien (DNGV) 

D6inguh6'tro(DNHT) 

Chuong trinh dao tao (CTDT) 

Chi phi khoa hoc (CPKH) 

Co s6 vat chat (CSVC) 

Su hai long (SHL) 

So bien quan sat 

6 

6 

6 

5 

7 

5 

Cronbachs Alpha 

0,779 

0,817 

0,803 

0,861 

0,774 

0,837 

H§so tuong quan bien-

tonq nho nhat 

0,460 

0,367 

0,443 

0,649 

0,388 

0,620 

Ngudn: Tdng hap lU nghien cifu ciia nhdm idc gia 

3.3. Phdn tich nhdn td'kham phd EFA 
Cd 30 bie'n ddc lap dffdc dffa vao phan tich ye'u 

td'EFA vdi phffdng phap hich Principal Component 
va phep quay Varimax. Sau khi loai 3 bie'n quan sat 
DNHT6, CSVC2, CSVCl d lan EFA dau tien. Ke't 
qua kiem dinh Barlett vdi sig bang 0 (< 0,005) va 
he sd KMO bang 0,872 (> 0,5), Eigenvalue bang 
1,370 va phffdng sai trich la 55,387% (> 50%) dat 
yeu eau. Mo hinh hoi quy se cd 05 bie'n ddc lap 
(Bang 3). 

Phan tich EFA cho bie'n phu thudc "Sff hai 
long", ke't qua cho tha'y cac bie'n quan sat cd tffdng 
quan du manh de chay EFA thdng qua kiem dinb 
Bartlett vdi sd' sig bang 0 nhd hdn 0,05 va KMO 
bang 0,771 Idn hdn 0,5. Ke't qua cd 1 nhantd'dffdc 
trich tai hd sd' Eigenvalue bang 3,033 va tdng 
phffdng sai trich la 60,652%. He sd'tai nhan td'ciia 
5 bie'n quan sat deu dat yeu cau Idn hdn 0,5, 

3.4. Phdn tich tiidng quan tuye'n tinh vd phan 
tich hdi quy 

Ma tran tffdng quan Pearson eho tha'y rSng mffc 
y nghTa cua cac he so'rat nhd (.sig < 0,50) nen cae 
he sd tffdng quan cd y nghTa thd'ng ke va deu du 
dieu kien de dffa vao phan tich hdi quy 

Ph§n tich hdi quy tuye'n tinh bdi diTdc thffc hien 
bang viec ,sff dung phffdng phap Enter lan 2 cho 
ke't qua nhff trong Bang 4, trong do, nhan td Ddi 
ngu hd trd bi loai. 

Ke't qua phan tieh phffdng sai ANOVA cho thay 
tri thd'ng ke F = 89,525 vdi gia tri sig = 0,000 chffng 
td md hinh hoi quy phu hdp vdi tap dff lieu. Durbin-
Watson la 1,819 < 3 eho thay, khdng cd sff tffdng 
quan giffa cac bie'n trong md binh. He sd VIF cua 
cac bie'n deu < 10 chting td khdng xay ra hien tffdng 
da cdng tuye'n. He so R- hieu chinh 0,483 cho tha'y 
48,3% sff bie'n thien cua bie'n phu thudc dffdc giai 

thich bdi eac bie'n ddc lap. Phffdng tnnh hdi quy 
chffa chuan hda: SHL = 0,976 + 0,409 * CPKH + 
0,124^'CTDT+0,178''DNGV+0,086* CSVC. 

3.5. Kiem dinh sU vipham cua cdc gid dinh hoi 
gui 

Do thi phan tan Scatterplot cho tha'y phan dif 
phan tan ngau nhien xung quanh dffdng di qua tung 
dp 0 va dao ddng nhieu d bien dp +/- 1, chffng to 
rang gia dinh lien he tuye'n tinh khdng bi vi pham. 
Bieu do tan sd' Histogram cho tha'y dffdng cong 
phan phd'i chuin dat chdng len bieu do tan so', gia 
tri trung binh rat nhd gin bang 0 (mean = 1,10E-
15) va dd lech chuan gan bdng 1 (Std. Dev = 
0,995), cho tha'y phan phd'i cua phan dff xa'p xi 
chuan. Bieu dd P-P plot cung cho tha'y eae 6iitn 
quan sat khdng phan tan qua xa dffdng thang ky 
vong nen cd the ke't luan rang gia thie't phan dff co 
phan phd'i chuan khdng bi vi pham. Nhff vay, mo 
hlnh hdi qui tuye'n tinh trdn la phu hdp. 

Bang 4 eho tha'y 4 bie'n ddc lap cd tac ddng 
cung chieu vao bie'n phu thupc SHL theo thff ti( 
giam dan- Chi phi khda hpc (P = 0,486), Ddi ngu 
giang vien (P = 0,164), Chffdng trinh dao tao (P = 
0,121), Cd sd vSt chat (p = 0,097). Cac gia thuyet 
H1, H2, H3, H4 deu difde chap nhSn d do tin c|y 
95%, gia thuydt H5 hi bac bd. 

3.6. Kiem dinh sUkhdc hiit 
Kilm dinh T-test va ANOVA m6t chieu dffdc 

sff dung, ke't qua cho tha'y khong ed sff khac biet 
giffa nam va nff, nam 1 va nam 2 ve SHL, tuy 
nhien cd sff khac biet giffa cac nganh hpc ve SHL. 

4. Kd't luSn va d^ xud't ham y quan tri 
4.1. Ke't luan 
Qua qua trinh nghien cffu, hhc;,, , j ^ „,^ ^g gj 

dung phffdng phap nghien cffu duili' j . fn/phu hdp, 
xff \f sd lieu bang phffdng tien ihoiif; '. ^,^i ^6 thi 
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Bdng 3. Ket qud phan tich nhdn to 
khdm ptia Idn 2 

Yeu to 

1 2 

CPKH3 0,831 

CPKH4 

CPKH1 

CPKH6 

CPKH2 

DNHT3 

DNHT1 

DNHT2 

DNHT4 

DNHT5 

CTDT1 

CTDT3 

CTDT4 

CTDT2 

CTDT6 

CTDT5 

DNGV2 

DNGV1 

DNGV5 

DNGV4 

DNGV3 

DNGV6 

CSVC6 

CSVC4 

CSVC7 

CSVC3 

CSVC5 

0,739 

0,739 

0,733 

0.725 

0,840 

0,837 

0,823 

0,700 

0,613 

3 

0,718 

0,714 

0,663 

0,612 

0,598 

0,568 

4 

0,701 

0,673 

0,673 

0,655 

0,606 

0,583 

6 

0,736 

0,708 

0,699 

0,636 

0,561 

Ngudn: Tong hdp tit nghien ciiu ciia nhom lac gid 

xac dinh dffde 4 yeu to'danh gia SHL, sap xe'p theo 
thff tff tac ddng giam dan: Chi phi khda hpc; Dpi 
ngu giang vien; Chffdng tnnh dao tao; Cd sd vat 
chat va tff dd de xua't cac ham y quan tri mang tinh 
khach quan 

4.2. Hdm y qudn tri 
4.2.1. Chi phi khda hoc 
"Chi phi khda hpc" cd mffc dd anh hffdng cao 

nha't vdi p = 0,486 va mean la 3,2911. Do do, Nha 
trffdng nen can nhae, tinh toan, quan tam hdn nffa 

cac mffc hoe phi d ta't ca cae nganh va bae hoc de 
sinh vien earn tha'y hai Idng bdn vdi cac mffc hpe 
phi dffdc ap dung tai trffdng. Nhin chung, chi phi 
khdahoeeac mdn KHCB tai trffdng STU phu hdp 
vdi nhieu dd'i tffdng sinh vien, phu hdp vdi chuyen 
nganh va bae hoe, ke ca khi so sanh vdi mat bang 
chung d ta't ca cac trffdng ngoai cdng lap. 

4.2.2. Ddi ngu gidng vien 
"Dpi ngij giang vien" cd mffc do anh hffdng 

xe'p thff bai vdi p = 0,164 va mean la 3,8430. Vi 
vay, Nha trffdng can cd nhffng chinh sach thu hiit 
cac giang vien cd trinh dp chuyen mdn cao, cd 
kinh nghiem giang day, cd kie'n thffc sau rdng 
thffc te' ve ITnh vffc giang day, ve cdng tac chinh 
thffc tai trffdng. Ngoai ra, Nha trffdng can ehu 
trpng nang cao cha't Iffdng ddi ngu giang vien cd 
hffu hien cd bang each: Tao dieu kien thuan tdi 
cho giang vien cd c6 hpi hoc tap nang eao trinh 
do d bac sau dai hpc, khuye'n khich nghien cffu 
khoa hpe, hd trd hdn nffa cho giang vien tham gia 
eae hdi thao nghien cffu khoa hoc trong nffde va 
qud'c te. Ben canh dd, ngoai trinh dd ehuyen mdn, 
cac giang vien can trau dot eac ky nang nhff: Ky 
nang sff pham, cac phffdng phap gidng day; Ky 
nang tin hoe; Ky nang ngoai ngff, .. Trdng qua 
trinh giang day, giang vien can cd binh thffc kidm 
tra va danh gia diem sd' eua smh vien mpt each 
cdng b^ng, hdp ly, cd thai do gan gui va than 
thien vdi sinh vien, cd bien phap ddn dd'c, theo 
ddi, nha'c nhd sinh vien de'n Idp hpe, thffdng 
xuyen la'y y kie'n phan hdi cua sinh vien giiip sinh 
vien cam thay hai Idng va tm tffdng ve ddi ngu gi
ang vien cua trffdng. 

4.2.3. ChUcfng trinh ddo tao 
Mean cua nhan td nay la 3,6781 Trong tuan 

gap gd sinh hoat d^u khda chao ddn cac tan sinh 
vidn, Nha trffdng se phat so tay sinh vien, men 
giiim nam hoc, trong dd cd cac ndi dung: Muc tieu 
dao tao; Chffdng trinh dao tao; Khd'i Iffdng kie'n 
thffc tieh luy (cac mdn hpc bat buoc va mdn hpc tff 
chpn); Phffdng thffc danh gia mdn hpe; Cae quy 
dinh eua trffdng, cac quy che hpc vu; Chuan dau 
ra cua nganh hpc,... de sinh vien nam dffdc tdng 
quat mffc dd can thie't cua cac mdn hpe ndi chung 
va cua cac mdn hpc KHCB ndi rieng (khd'i kid'n 
thffc bat budc) trong chffdng trinh dao tao. Sinh 
vien danh gia cao d ye'u td nay la do Chffdng trinh 
dao tao ed muc tieu ro rang, dap ffng yeu cau ye 
chuan kie'n thffc, ky nang thffc te ma sinh vien can 
cd. Cdng tdc quan ly dao tao, dang ky mdn hoc. 
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Bang 4. Ket qud hoi quy 

Mo hlnh 

1 (Hang so) 
CPKH 
CTDT 
DNGV 
CSVC 

Bien phu thuoc: S 
R2 hieu chinh: 0, 
Thong l<e F (ANC 
MOc y nghia (Sig 
Du bin-Watson: 1 

H$ so chi/a chuan hoa 

B 
0,976 
0,409 
0,124 
0,178 
0,086 

HL 
483 
VA)' 89,525 
cua ANOVA) 
,819 

Sai so chuan 
0,175 
0,037 
0,049 
0,048 
0,039 

0,000 

H#scf 
chuan hoa 

Beta 

0,486 
0,121 
0,164 
0,097 

T 

5,575 
11,099 
2,524 
3,689 
2,220 

Sig. 

0,000 
0,000 
0,012 
0,000 
0,027 

Thong ke da cOnj tuySn 

Dung sai 

0,712 
0,597 
0,689 
0,718 

VIF 

1,405 
1,674 
1,451 
1,392 

Nguon: Tong hop tH nghien ciiu cua nhdm lac gid 

sap xd'p lieh hpc, bd' tri lich thi cua trffdng hdp Iy 
tao dieu kien thuan ldi cho sinh vien. Chinh vl vay, 
trong thdi gian tdi, Nha trffdng can tiep tuc duy tri, 
phat huy va thffc hien td't ye'u td nay nhieu hdn nffa, 

4.2.4. Ca sd vdi chdi 

Mean cua nhan td' nay la 3,4253. Vi vay, ddi 
vdi eae trang thie't bi, dung eu hd trp hoe tap, cd 
sd vat cha't toan dien, Nha trffdng can cdke hoach 
kiem tra dinh ky hang nam de kip thdi siJa chffa, 
thay the cae trang thie't hi hff hdng, tranh tinh trang 
ldi thdi khdng phu hdp vdi nganh nghe dao tao, 
lam anh hffdng de'n qua trinh giang day va hoc tap 
eua giang vien va sinh vien. Ben canh dd, thff vidn 

Trffdng nen tie'p tuc bd sung, cap nhat cac dau sach 
mdi, xay dffng dff lieu thff vien dien tff vdi nhieu tai 
lieu, sach, giao trinh, eac nghign cffu khoa hoc giiip 
cho sinh vien tie'p can de dang. 

4.3. Han che cua de tdi 

Mae du de tai da giai quye't xong muc tieu 
nghidn cffu da de ra, nhffng vSn cdn mdt sd han che 
nhff sau: (1) Phffdng phap lay mlu ngau nhien tai 
STU, do dd, ke't qua mang tinh dai didn chffa eao, 
(2) van edn mdt sd' yeu td' khac anh hffdng den sff 
hai Idng cua sinh vien, (3) Mdt sd sinh vien chffa 
that sff quan tam tra ldi bang khao sat. Dd cung 
chinh la gdi y cho nhffng nghien cffu tie'p theo> 
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ABSTRACT 
This research is to measure the satisfaction of students with the quality of basic science courses 

provided by Saigon Technology University (STU). This re.seareh was conducted by surveying 380 
freshmen and sophomores and using Cronbach's alpha, exploratory factor analysis (EFA) and 
multiple linear regression analysis with SPSS 20.0. The researchs results show that the satisfaction 
of students with the quality of basic science courses taught by STU is affected by 4 factors which are 
listed in the descendmg order of importance, namely (1) Cost of the credits; (2) Faculty members; (3) 
Curriculum; (4) Facility. Based on results, this research proposes some managerial solutions the 
leaders of Department of Basic Science, STU to enhance the students satisfaction with the quality of 
basic science courses taught by the department. 

Keywords: Satisfaction, quality of education services, SERVPERF, basic science course, Saigon 
University of Technology 
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