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TOM TAT:

Nghién cifu nay duge thuc hién nhim dénh gia mic 6 4nh hudng cla cdc y&u 18 d&n sy hai
long (SHL) ctia sinh vién dar hoc vé chit lugng dich vy dio tao cdc méon khoa hoc ¢d ban tai
Trudng Pai hoc Céng nghé Sai Gon (STU), bing viéc khdo sét 380 sinh vién nim 1 va nim 2,
cdng cu Cronbachs Alpha, EFA vA phin tich hdi quy béi dudc s dung, vdi phin mém SPSS 20.0.

K&t qua d3 dua ra dugc m hinh sy hai 1ong cha sinh vién gém 4 nhan 8, sip x&p theo thif
ty 8 manh giam dan: (1) Chi phi khéa hoc; (2) D6i ngli gidng vién; (3) Chudng trinh ddo tao;
(4) Co 58 vat chat. TiY 46, nghién cttu dé xua't cdc ham ¥ quin trj d€n Ban Chd nhiém Khoa Khoa
hoe Cd ban - Truding Pai hoc Cong nghé Sai Gon nbim nang cao sy bai 1dng clia sinh vién.

Tu khéa: Sy hai 1dng, chit lugng dich vy dao tao, SERVPERF, mdn khoa hoc cd ban, Tnidng

Pai hoc Céng nghé Sai Gon.

1. Téng quan

Chiat lugng ddo tao luén 13 vin dé quan trong
va dudc cdc trudng da1 hoc hién nay dic biét quan
tam, khi ma B6 Gido duc va Pao tao di khing
dinh viéc déi mdi quén 1y gido duc dai hoc 1a khau
d61 phi dé 1ao sy d8i mdi toan dién gido dyc dai
hoc va phét tnén quy mé phai di d6i véi ddm bio
chat lugng dao tao.

Trong bdi canh d6, Trugng Pai hoc Cong nghé
Sar Gon (STU) ciing di timg budc thye hién cdc
hoat dong nhiim ndng cao chit lugng dio tao. Trén
thyc 1€, hai nim ddu tién budc chin vio gidng
duding dai hoc, sinh vién thudng gip nhiéu ba ngd,
cdn sy van va h trg tiv phia Nha trudng va thiy
¢6. Sinh vién s& phii ti€p cin cdc mén Khoa hoc
Cd bdn bao gdm céc ki&n thite gido duc dai cudng
cdn thi€t, vi trong nhitng nam dau Gén sinh vién
thudng ¢6 thii do hoc tap con han ché. Vi vay, viéc
nghién ctu cdc y&u 18 anh hudng dén sur hai tong
clia sinh vién vé chat ludng dich vu dio tao cic
mdn Khoa hoc ¢d bdn tai Trudng Pai hoc Cong
nghé Sai Gon tré nén cin thi€l,
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2. Khdi luan Iy (huy&t

2.1. Chal lugng dich vu va su hai long ciia sinh
vién frong gido dyuc dai hoc

Nganh Gido duc 1a mdt trong nhirng linh vyc
dich vu vi duge coi ld xudng séng, déng g6p quan
trong trong phat tri€n dat nude va nén kinh t€ cia
mét qudc gia. Chat lugng gido duc ciing 1a mt
thich thite d&i v6i céc truding dai hoe trong miée
néi riéng va trén th€ gid1 ndi chung (Ha Nam
Khdnh Giao, 2018). "V sinh vién | nhitng "khéch
hing” cla mét trudng dai hoc™ (Huang, 2009).

Berry (1995) cho riing “Dich vu la mot trong
nhirng y€u t8 quan trong ning cao gi4 tri tich cyc
va ¢o thé 4nh hudng dén sy thanh cong ctia mt
trudng dai hoc. Nhdn thic ciia sinh vien vé sy hai
1ang nhy 13 mét cong cu cdn thi€1 d€ nang cao chit
luong dich vu céc trudng dai hoc™. Oldfield &
Baron (2000) thém vao “Gijio duc dai hoc c6 thé
dudc xem nhu Ja mét "dich vy thuin iy", cho thay
N6 ¢d tit cd cdc dic diém dge dio ¢ (ia mt dich
vy". Chinh vi vy. “C§ gé\nc ae dénh ¢ig mie do

chat lugng dich vu va sy hiu bigt « ¢ yéu It
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khac nhau dnh hudng d€n chat lugng dich vy 6ng,
thé 1 cdt quan trong, d6 12 y&u (5 d€ cdc 16 chire
gido duc dai hoc ¢ thé thiét k& dich vy clia ho
theo cdch 13t nhat c6 thé ™ (Firdaus. 2006).

Firdaus (2006) da chi ra trong md hinh Hed-
PERF nhiing Hoat dgng ngoai chuyén mén, Hoat
ddng chuyén mén, cdc Chudng trinh dio tao, truy
cap va vy tin 12 y&u t§ quy€t dinh chit lugng dich
vy trong giio duc dai hoc. Kuh va Hu (2001) da
tuyén bo ring, sy wong téc mét cdch hiéu qua gitra
sinh vién va gidng vién 12 mot y&u 1§ (dc dong
manh mé ca sy hdi Jong cha sinh vién.

2.2. Dé xudt mo hinh nghién citu

K&t hgp vé1 k€1 qua nghién ciu tir md hinh
HedPERF cda Firdaus (2006), Tuan (2012), Pham
Thi Lién (2016), Nguyén Thi Xuin Huong,
Nguyén Thi Phugng vi Vi Thi Hong Loan (2016),
V§ Vin Vigt (2017), Huang (2009), Muhammed
(20]0), Athiyaman (1997), Vrana vi ctg (2015), va
W 16ng hgp ¢ ki€n tif céc chuyén gla (Lunh dao
Phbng/Ban/Khoa), nhém dc gl& dé xudt mé hinh
nghlen citu vé sy hai long cda sinh vién ddi véi
chat Iuong dich vu dio tao cdc mén Khoa hoc Cd
ban tai STU tai SHL = f (Chi phi khéa hoc: Dgi
ngii gidng vién; Chuong trinh dao 1a0; Cd s8 vat
ché, Bgi ngii hd trg) v cdc gid thuy&t nghién citu,

HI: Chi phf khéa hoc tic dgng cing chiéu dén
SHL.

H2: Doi ngd gidng vién tdc dong cling chiéu
SHL.

H3: Chudng trinh dao 1ao téc ddng cung chiéu
dén SHL.

H4: Ca s§ vit chit tdc dong cung chiéu dén
SHL.

HS: DGi ngii hé trd tdc ddng cing chiéu dén
SHL.

3. K&t qua nghién ciu

3.1. Thong tin mau nghien citu

D6i tgng khio sét 13 nhing sinh vién nm thit
nhat (Khéa 2018) va sinh vién nim thit har (Khéa
2017) da va dang theo hgc cdc mdn Khoa hoe Co
bdn 1ai Trutng Pai hoc Cong nghé Sai Gon. Téng
cong 6 380 bang khéo sdt dude philt ra, thu vé 380
bang (Khong ¢6 bing khio sét nao khdng dat yéu
cdu) dat 1y 1& 100% wrén 18ng 56 bang khio sét phat
ra. Bing cdu hdi dugc mi héa va dugc x{f Iy s6
liéu biing phan mém SPSS 20.0 (Béng 1).

3.2. Kiém dinh thang do bang h¢ s6 tin cdy
Cronbachs Alpha

Nhém tdc gid phao tich hé s& Cronbachs Alpha
d€ 10gi cdc bi€n khong phir hgp han ché céc bién
réc, k€t qua cho thay céc bién c6 hé s8 Cronbachs
Aalpha 16n hon 0.55 va c6 hé s& tudng quan bién
t8ng [dn hon 0.33 (HA Nam Khdnh Giao & Bii
Nhiit Virong, 2019) (Bang 2). Céc bi€n nay dugc sit
dung trong phin tich EFA ti€p theo.

BAng 1. $& liéu khdo sat theo phudng phdp tan sudit phan téng

Bl ! 18 % SV khao sét
NOI DUNG S& lugng SV khéo sét (Ti e % 30 s4t )
Nganh hoc

CNKT Cd dién tu 25 6.6 |

CNKT bién, Dién t 26 6,8 ‘

| CNKT Bién td Vién thong 7 18 |

| Cong nghé Thang tin 101 26,6 |

[ Cong nghé Thuc pham 32 84 |

| Quan (ry kinh doanh 142 374 |

| Ky thuat Xay dyng 29 76 |

ThiTké cong nghiép 18 47 |

}\ N&m hoc |

SV ndm 1 219 [ 576

| SV nam 2 161 [ 424 |

| Gidi tinh |

| Nam 230 \ 605 |
I

150 R T

Nguén: Téng hop 1 nghién citw cia nhon tdc gid
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BAng 2. Hé s6 tin cdy Cronbachs Alpha

8 53 tiong quan bién -

Nhén t& S bién quan sat Cronbachs Alpha \éng nho nhat
Da1 ngl gidng vign (DNGV) 6 0,779 0,460
Déi ngil h& trg (DNHT) 6 0,817 0,367
Chuang trinh dao tao (CTDT) 3 0,803 0,443
Chi phi khoa hoc (CPKH) 5 0,861 0.649
Ca s3 vat chat (CSVC) 7 0,774 0,388
Sy hai iong (SHL) 5 0837 0,620

3.3. Phan tich nhén t5'khdm phd EFA

C6 30 bi€n déc 1ap dudc dua vao phin tich yéu
16 EFA v phudng phap trich Principal Component
vii phép quay Varimax. Sau khi loa1 3 bi€n quan sdt
DNHT6, CSVC2, CSVCI & 1in EFA diu tién. Két
qué ki€m dinh Barlet vdi sig bing 0 (< 0,005) va
hé s& KMO bing 0,872 (> 0.5), Eigenvalue biing
1.370 va phuong sai trich 1a 55,387% (> 50%) dat
yéu ciu. M5 hinh hdi quy sé co 05 bién doc lap
(Bing 3).

Phan tich EFA cho bi€n phy thudc “Sy hii
long ™, k&t qua cho thiy cdc bi€n quan sdt ¢6 wiong
quan &b manh d& chyy EFA théng qua kiém dinh
Bantlett véi 58 sig hiing 0 nhd hon 0,05 vi KMO
biing 0.771 16n han 0.5. K& qud ¢d | nhan 8 diuge
trich tai hé s& Eigenvalue bling 3,033 vi 1dng
phudng sai trich 13 60,652%. Hé 8 tiinhan (6 cia
5 bi€n quan st déu dat yéu ciu 16n han 0,5.

3.4. Phan tich niong quan tuyén tinh va phan
tich hoi quy

Ma tvin twong quan Pearson cho thi'y ring mic
y nghia clia cdc hé 8 1d1 nho (sig < 0,50) nén cic
h¢ & wong quan ¢6 § nghia thdng ké v déu di
diéu kién a€ dua viio phan tich hdi quy

Phan tich hdi quy tuyén tinh b1 duge thife hién
bling viée sir dung phudng phip Enter lin 2 cho
k&t qua nhut trong Bing 4, trong dG. nhan 18 Déi
ngii hd 1rg bi logi.

K&t qud phan tich phudng sai ANOVA cho thiy
tri thong k& F = 89,525 véi gid tri sig = 0,000 chdng
16 md hinh h6i quy phit hop véi tap dit licu. Durbin-
Watson la 1819 < 3 cho thdy, khéng c6 sif ttsng
quan gilfa ciic bién trong mé& hinh. Hé & VIF cha
cdc bign déu < 10 chitng 16 khdng xiy ra hien wgng
He sd R* hjéu chinh 0,483 cho thay
48.3% su bicn thin cia bign phy 1huje duge gidi
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Ngudn: Tong hop tit nghién cdu ciia nhém téc gia

thich bdi cdc bi€n déc 1ap. Phudng trinh hdi quy
chita chuin hoa: SHL = 0,976 + 0,409 * CPKH +
0,124 *CTDT + 0,178 * DNGV + 0,086 * CSVC.

3.5. Kiém dinh su vi pham ciia edc gia dinh hoi
qui

D6 thi phin tén Scatterplot cho thiy phin du
phén tdn ngdu nhién xung quanh dudng di qua tung
dd 0 va dao dong nhiéu & bién dd +/- 1. ching 16
riing gid dinh lién hé& wy&n 1inh khéng bi vi pham,
B1éu d6 tdn 56 Histogram cho thi'y dudng cong
phan phéi chudn dit chéng 1&n bi€u d6 tin $6, gid
tri trung binh it nhd gan biing 0 (mean = 1,10E-
15) va d6 léch chuin gdn bing )| (Std. Dev =
0.995), cho thdy phin phdi cla phin du xip xi
chuin. Biéu d6 P-P plot ciing cho thay cdc diém
quan sdt khong phan tén qud xa dudng thing ky
vong nén ¢6 thé k&t ludn ring gid thiét phin dires
phin phai chudn khong bi vi pham. Nhy vy, mb
hinh hdi qui tuyén tinh trén 11 phd hap.

Bdng 4 cho thy 4 bi€n déc 15p c6 tdc dong
cing chidu vao bign phy thudc SHL theo 1he 1y
gidm dan' Chi phi khéa hoc (B = 0.486). Ddi ngil
gidng vien (B = 0,164). Chuong trinh dio tao (f =
0.121), Co s vt chat (B =0.097). Cic gid thuyéi
H1, H2, H3, H4 déu dudc chip nhan & 46 tin ciy
95%. gid thuyé&t H5 bi bdc bd.

3.6, Kiém dinh su khdc bigt

Kiém dinh T-test vi ANOV A mgt chidu dude
st dyng, k&1 qud cho thdy khéng cs sir khdc biét
gifa nam VA nlt, ndm 1 va nidm 2 vé SHL, wy
nhién 6 su khac biét gilta cdc nganh hoe vé SHL.

4. K&t luin v dé xudt ham ¢ quan tri

4.1. Két Iugn }

Qua qué trinh nghién ciru. |
dung phuong phip nghién citu ding ¢
xir 1y 56 liéu bng phuong tién (h

Jogia dasif
pht hop,
18 c6 thé
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BAng 3. K&t qud phan tich nhan 16
kham pha 1an 2

Yauts |

3

CPKH3 0831 } ‘
|CPKH4 | 0.739 | | 1
CPKH1 | 0,739 ‘ |
| CPKH5 | 0,733 |
CPKH2| 0725 | | )
DNHT3
'DNHT1
DNHT2
DNHT4
| DNHTS
1 CTOTH
CTDT3
CcTDT4
cToT2
CTDT6
CTDTS
'DNGV2
DNGV1 |
DNGVS5 |
DNGV4
DNGV3
DNGV6
CSVCE
csvca
csver
csvea
CSVC5

0,840
0,837
0,823
0,700
0613

0.718 |
0714 |
0,663
0612
0,598
0,568

0.701
0673
0673 |
0,655 |
0,606
0,583

0,736
0,708
0,699 |
0,636
0,561

Nguén: Téng hop tit nghién citu ciia nhom téc gia
xdic dinh dudc 4 y&u 1 dinh gid SHL. sép x€p theo
thit 1 1dc dgng gidm dan: Chi phi khéa hoc; Poi
ngii gidng vién; Chuong trinh dio tao; C3 s@ val
chat va tir d6 dé xudt cic ham y quin tri mang tinh
khdch quan

4.2. Ham y quin tri

4.2.1. Chi phi kiéa hoc

“Chi phi khéa hoc™ c6 mitc do dnh hudng cao
nhit v6i B = 0,486 v mean la 3,2911. Do d6, Nha
trudng nén cin nhic, tinh todn. quan tdm hon nira

cdc mitc hoc phi & 1t ¢4 cde nganh va bic hoc dé
sinh vién cdm thi'y hai 1dng hon v6i cde mice hoc
phi dugc idp dung tai trudng. Nhin chung, chi phi
khda hoc cdc mén KHCB 1a1 trung STU phii hgp
v8i nhiéu d6\ tugng sinh vién, phii hup vdi chuyén
nginh va bic hoc. k€ ci khi so sdnh vdi mit bing
chung & 141 ¢i cic trudng ngoai cong Jap.

4.2.2. Djingit gidng vién

“Doi ngl gidng vién™ ¢6 mic do dnh hudng
X€p thi hai véi B = 0,164 va mean 1a 3,8430. Vi
vy, Nhi trfdng cin ¢6 nhitng chinh sdch thu hit
cdc gidng vién ¢6 trinh d¢ chuyén mén cao, ¢
kinh nghi¢m gidng day. cé ki€n thic siu réng
thyc 1& vé Iinh vye gidng day, vé cong tac chinh
thic tai trudng. Ngodi ra, Nha trugng cin chd
wong nang cao chat lugng déi ngii gidng vién cd
hiru hién 6 biing cach: Tao diéu kién thuin lgi
cho gidng vién ¢é cd hdi hoc tip ning cao trinh
dd d bac sau dai hoc, khuyé&n khich nghién ciu
khoa hoc. hé tro han nira cho gidng vién tham gia
céc hdi thio nghién citu khoa hoc trong nudc va
qudc t&. Bén canh d6, ngoai trinh dé chuyén mdn,
cdc gidng vién cdn trau dd1 cdc ky nang nhu: Ky
ndng su pham. cdc phuong phdp gidng day: Ky
ndng tin hoc: Ky niing ngoai ngdf, .. Trong qud
trinh gidng day. gmng viéncin cd hmh thirc ki€m
tra va danh gii di€m s6 cda sinh \'1cn mdt cich
cong biing, hap 1y, ¢4 thdi 46 gin gl va thin
thién vdi sinh vién. ¢6 bién phép dén ddc. theo
déi. nhdc nhd sinh vién dé&n 1dp hoc. thudng
xuyén I8y y ki€n phdn hdi cda sinh vién gidp simh
vién cam thiy hiilong va tin (udng vé ddingd gi-
dng vién clia trudng.

4.2.3. Clulang trinh dao tao

Mcan ciia nhin (8 nay [a 3,6781 Trong tuin
2ap ga sinh hoat diu khéa chao dén céc tin sinh
vién, Nhd truéng sé phat 56 tay sinh vién. mién
guim nim hoc. trong d6 ¢6 cdc ndi dung: Muc tieu
ddo tao: Chuong trinh dio tao; Khai lugng kién
thte tich liiy (cic mén hoc bat bude va mén hoc ¢
chon); Phuong thire ddnh ¢id mon hoc: Ciic quy
dinh cda trudng. cic quy ¢hé& hoc vu: Chufin diu
ra cda ngiinh ho sinh vién ndm dudc tong
quat mite do can 1hi€t clia cdc mén hoc ndi chung
vi cia cdc mén hoc KHCB noi riéng (khdi kién
thite bat buée) trong chudng trinh dao tao. Sinh
vién danh gid cao & y&u 16 nay la do Chlrona trinh
di10 1ao ¢6 muc néu 1o rang, dap ing yéu cdu vé
chudin ki¢n thire, ky niang thyc & ma sinh vién cin
¢6. Cong tic quin Iy dao tao, dang ky mon hoc.
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BAng 4. K&t qud héi quy

M hinh H4 o6 chua chudn héa ch:gens:éa T sig, | Thong ké do odng e
B Sais§ chudn|  Beta Dung sai VIF |
T [ (HBngss) | 0,976 0.175 5575 0,000 \
CPKH | 0,408 0037 | 0486 | 1,009 | 0000 0712 | 1408
- cToT | 0124 0049 | 0,121 2524 0012 0597 | 167
DNGV | 0.478 0,048 0.164 3669 | 0,000 0688 | 1451
CSVC_ | 0,086 0,039 0097 | 2220 0,027 0718 | 13%

Bién phu thugc: SHL

R2 hiéu chinh: 0,483

Théng ké F (ANOVAY 89,525

Mec y nghia (Sig. cla ANOVA): 0,000

Durbin-Watson: 1,819

sip x&p lich hoc, b& trf lich thi cta trudng hop 1y
tao diéu kién thuin Igi cho sinh vién. Chinh vi vy,
trong thdi gian t6i, Nha trudng can ti€p tue duy tri,
phét huy va thifc hi€n (8t y&u & nay nhiéu hon nia,

4.2.4. Co s6 vt chdt

Mean cia nhan (8 nay 1a 3,4253. V1 viy, d3i
vdi cdc trang thi€t bi, dung cu hé trg hoc tap, co
53 vt chit toan dién, Nha trudng can c6 k€ hoach
kiém tra dinh ky hang nam d€ kip th¥i sita chita,
thay th€ cdc trang thiét bt huhdng, trdnh tinh trang
16i thisi khdng phi hap vdi nganh nghé dao tao,
1am dnh hudng dén qud trinh gidng day va hoc tap
cda gidng vién va sinh vién. Bén canh do, thu vién

TAILIEU THAM KHAO:

Nguon: Tong hop nt nghién citu cia nhém tdc gié

Trudng nén ti€p tuc b3 sung, cip nhit cdc diu sich
mdi, xiy dyng dif ligu thu vién dién W vi nhiéu tai
liéu, sdch, gido trinh, cdc nghién ctiu khoa hoc gidp
cho sinh vién ti€p can dé dang.

4.3. Han ché ciia dé tai

Mic db dé tii da gidi quyél xong muc tiéu
nghién céu di dé ra, nhung vin cdn mot s6 han ché
nhu sau: (1) Phudng phip I8y miu ngiu nhién tai
STU. do d6. k€t qua mang tinh dai dién chua cao,
(2) VAn con mot s§ y&u 13 khic &nh hudng dén su
hai 1ong cla sinh vién, (3) Mt s6 sinh vién chua
thit su quan tdm (rd 13i bdng khio sdt. D6 cing
chinh la ggt § cho nhiing nghién ciu ti€p theom
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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 research was conducted by surveying 380
freshmen and sophomores and using Cronbach’s alpha. exploratory factor analysis (EFA) and
muluple 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 descending order of importance, namely (1) Cost of the credits; (2) Faculty members; (3)
Curticulum; (4) Facility. Based on resulls, 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 (he department.

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