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PANH GIA MUC PQ HAI LONG CUA SINH VIEN
VE HOAT PONG PHUC VU PAO TAO TAI TRUONG PAI HOC PONG THAP

e Nguyén Van Canh®
Tém tit

Nghién cuu dwoc thuc hién nham ddanh gia mirc do hai long cua sinh vién vé hoat dong phuc vu
dao tao tai Trwdng Dai hoc Déng Thép trén 03 néi dung: Co sé vt chat, ddi ngii nhan vién hé tro va
cdc dich vu hé tro sinh vién. Két qua nghién ciru cho thay phan IO’n sinh vién hai long véi hoat dong
phuc vu dao tgo cua nha trieong, tuy nhién van con mot sé yéu té chwa mang dén si hai long ciia kha
nhiéu sinh vién can phdi dwoc nha lrwo‘ng quan tam cai tién. Ngodi ra viéc si dung phuwong phap phan
tich hoi quy tirng buede da chi ra nhitng yéu 16 quan trong c6 y nghia gidi thich tot sw hai long ciia sinh

vién doi véi hoat dong phuc vu dao tgo tai truong.

Tur khoa: Sinh vién, hai long, phuc vu dao tao.

1. Pit vin dé

Su phat trién nhanh chéng ctia cac loai hinh
truong dai hoc & Viét Nam trong thoi gian gin
day da taora nhiéu co hoi hoc tap cho sinh vién
(SV), dong thoi ciing anh hudng kha 16n dén
nhiéu truong dai hoc, dac biét trong viéc tuyén
sinh ddu vao. La mot truong dai hoc cong lap
dang trong giai doan phat trién, Trudong Pai hoc
Pong Thap ludn xem chat luong dao tao 1a diéu
kién quan trong hang dau trong qua trinh phat
trién cta nha trudng. Phuong cham trén di dugc
nha truong thé hién qua viéc xac dinh hé gia tri
ot 151 “Coi trong chit lugng, Khuyén khich sang
tao, Thuc déy hop tac, IfJng ho va Bé cao trach
nhiém”. Bé thuc hién duoc diéu d6, nha trudong
d3 tap trung rat nhiéu cho viéc dau tu xay dung co
s& vat chat, phat trién doi ngil, phat trién chuong
trinh dao tao, dac biét 1a tham gia kiém dinh chét
lugng gido duc ca vé co so gido duc va chuong
trinh dao tao. Tuy nhién, chat luong dao tao cua
mot trudng dai hoc khong thé chi dya vao nhiing
phat biéu hay nhitng chinh sach chat luong cia
nha truong, ma né can duge danh gia boi nhitng
nguoi da va dang st dung n6. Do do, viéc danh
gia chat luong hoat dong phuc vu dao tao tai
Truong DPai hoc Pong Thap thong qua khao sat
su hai long ctia SV 1a can thiét, giup nha truong
tirng budc tao ra moi truong hoc tap than thién,
hién dai, gop phan khong ngirng nang cao chat
lwgng dao tao cua nha truong.

® Trudng Pai hoc Pong Thap.

2. Chit lrgng dich vu va sw hai long ciia
khach hang
2.1. Chit lwgng dich vu

Parasuraman va cac cong su (1988) cho ring
chat lugng dich vu 1a muc do khéc nhau gilra sy
mong doi cua ngu’orl tiéu dung vé dich vy va nhan
thirc ciia ho vé két qua cua dich vu [5]. Theo cach
hiéu nay, chét lugng dich vu la sy thoa man cua
khach hang duoc do bang hiéu sb giira chét lugng
mong doi va chét lugng dat dugc. Néu chét lugng
dat duoc bé“mg hodc cao hon chit luong mong doi
thi chat lugng dich vu dugc dam bao, nguoc lai
néu chét luong mong doi 16n hon chét lugong dat
duoc thi chat luong dich vu khong duoc dam béo.
O Viét Nam, tac gia Nguyén Dinh Phan (2005)
khang dinh cht luong dich vu 1a mirc d6 phu hop
cua san phém dich vu so véi cac yéu cau dé ra hodc
dinh trudc cua ngudi mua. Vi véy, do luong chit
luong dich vy thuong dya trén mbi quan hé gitra
nhitng mong dogi va cam nhan thuc té cua khach
hang vé dich vu [6].

Nhu vay, chét lugng dich vu chinh 1a sy dap
g duoc nhimg yéu ciu mong doi ciia khach hang
khi st dung dich vu. Chat luong dich vu cang cao
khi dich vu dap tmg trén mirc mong dgi cua khach
hang. Pay chinh 1a diéu ma cic nha cung cip dich
vu luén huéng dén.

2.2. Su hai long ctia khach hang

Oliver (1985) cho rang sy hai long ctia ngudi
tiéu dung 1a phan tmg cia ho d6i véi viéc dugc
dap ng nhitng mong mudn. Nghia 13, sy hai long
la sy thoa man cua nguoi ti€u dung trong viée st
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dung san pham hoic dich vu dap ng dugc nhimng
mong mudn cua ho, bao gdm ca mirc 4o dap ung
trén mirc mong mudn va dudi mirc mong mudn [7].
Theo Olu Ojo (2010) sy hai long cua khach hang
1a két qua cua viéc danh gid dya trén nhan thic va
tinh cam. Khi d6, khach hang c6 thé c6 cam nhan
duoc mot trong ba mirc d§ thoa man sau: Néu hiéu
qua san phém/dich vu ma ho cam nhan duoc kém
hon so v&i ky vong cua ho thi ho s& cam thay that
vong, khong théa man. Ngugc lai néu hiéu qua ho
cam nhan vuot hon so véi ky vong thi ho s€ cam
thy hai long; con néu hiéu qua ho cam nhan tuong
xtng voi ky vong thi ho s& cam thay binh thudng,
khong khac biét [4].

Nhu vay, c6 thé hiéu rang, su hai 1ong cia
khach hang chinh 1a trang thai tam 1y cua ho
khi st dung dich vu khi dugc dap ting nhitng ky
vong ma ho mong muén. Sy hai 1ong cta khach
hang cang cao khi dich vu dap tng trén muc ky
vong cua ho.

2.3. Méi quan hé giira chat lwong dich vu
va su hai long cia SV

Trong linh vuc gido duc, nhiéu nghién ctru
cho théy gitra chét lugng dich vu cua giao duc dai
hoc va su hai long cua SV that sy c6 mbi quan hé
chat ché véi nhau. Hishamuddin Fitri Abu Hasan
va cac cong sy (2008) xac nhan c6 mot mbi quan
hé c6 y nghia gitra chét lugng dich vu va sy hai
long cua SV, cho nén viéc cai tién chét lugng dich
vu ciing s& dan dén viéc ting cuong sy hai long
cua SV [2]. Muhammed Ehsan Malik va cac cong
su (2010) cling két luan réng, chat lugng dich vu
c6 mot sy anh hudng rit 16n dén sy hai long cua
SV va ban chit sy hai 10ng ctia SV nam & chat
lugng giang day va moi truong hoc tap cua co
s& giao duc [3]. Basheer A. Al-Alak va Ahmad
Salih Mheidi Alnaser (2012) di ching t6 ring
chét luong dich vu ¢6 mdi quan hé ciung chiéu
v6i su hai long cua SV nén sy hai long cia SV co
thé duoc ting cudng thong qua viéc cai tién chat

lugng dich vu [1].

Trong nghién ctu nay, hoat dong phuc vu
dao tao duoc xem xét nhu 1a mot dich vu ma
Trudong Pai hoc Pong Thap di va dang cung
cép cho SV. Chét lwong hoat dong phuc vu dao
tao dugc do luong trong mdi quan h¢ véi sy hai
long ctia SV vé cac ndi dung nhu: Co sé vat
chat; Poi ngll nhan vién va cac Dich vy hd trg
SV cua nha truong.

3. Két qua nghién ciru

3.1. Pic diém ciia mAu nghién ciru

Nghién ctru nay sur dung dir li¢u khao sat dugc
tr 550 SV hé dao tao chinh quy ctia Truong DPai hoc
Pong Thap bang hinh thirc khao sat Online. Trong
dit lidu c6 SV ctia 11 khoa dao tao cua trudng (mdi
khoa 50 SV) va bao gém SV nam 2, nam 3, nam 4.
Nghién ctru khong chon khao sat SV nam 1, vi ¢
thoi diém khao sat, SV ndm 1 vira nhap hoc chua
1au nén chua st dung nhiéu cac hoat dong phuc vu
dao tao cia nha truong. Sd luong SV cac nam cu
thé nhu sau: nam th 2 ¢6 165 SV (chiém 30%);
nam thir 3 ¢6 153 SV (chiém 27,8%); nam thu 4
¢6 232 SV (chiém 42,2%).

3.2. Thang do dung dé d4anh gia mirc d9 hai
long ciia SV vé hoat dong phuc vu dao tao tai
Truwong Pai hoc D(‘”)ng Thap

Thang do ding dé danh gia muc d6 hai 1ong
ciia SV vé hoat dong phuc vu dao tao tai Truong
Pai hoc Pdng Thap gom 03 thang do thanh phan
v6i tong cong 24 bién quan sat, dugc thiét ké theo
thang do Likert 05 mirc do: Rt khong hai 1ong,
khong hai long, binh thudng, hai 10ng va rat hai
1ong. Cy thé nhu sau: thang do Co'sé vdt chat gdm
08 bién quan sat; thang do Pgi ngii nhdn vién ho
tro gém 09 bién quan sat; thang do Dich vu hé tro
gdm 7 bién quan sat.

Y nghia mirc d6 hai 1ong trung binh dugc ma
héa nhu sau:

Bang 1. Ma héa y nghia mirc do hai long trung binh

Trung binh 1,0-1,80 1,81 -2,60

2,61 -3,40 3,41 -4,20 4,21-5,0

Mire do Rét khong hai long | Khong hai 1ong

Binh thudng Hai long Rat hai long
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3.3. Mitc d¢ hai long ciia SV vé co s& vat
chat phuc vu dao tao

3.3.1. Thong ké mé ta mirc d hai long ciia SV
vé hé thong co so vat chat

Bang 2. Mikc d hai 1ong trung binh ciia SV ddi v6i hé théng co sé vat chit

Bién Co so vét chat Trung binh Mirc do
CSV(C3 Sach, giao trinh, tai li¢u tham khéo cua thu vién 3,96 Hai long
CSvVC4 Heé théng tra ctru tai liéu cua thu vién 3,82 Hai long
CSVC7  Hé thdng san bai phuc vu thé duc thé thao 3,81 Hai long
CcSvC2 Trang thiét bi h trg trong cac giang duong 3,77 Hai long
CSV(C8 Céc thiét bi y té duoc trang bj tai tram y té ciia nha truong 3,76 Hai long
CSVCe6 Céc trang thiét bi phuc vu hoat ddng van hda, van nghé 3,72 Hai long
CSVC5 He¢ thong may tinh trong phong thyc hanh tin hoc 3,62 Hai long
CSVCl1 Trang thiét bi hd trg day hoc trong cac phong hoc 3,61 Hai long

Két qua thong ké cho thdy muc d6 hai long
trung binh ctia SV d6i véi hé théng co sé vat chat
phuc vu dao tao cua nha truong dat & mirc kha cao,
tir 3,61 dén 3,96, tuong tmg muc phan hdi hai long
ctia SV. Trong d6, yéu t6 nhan muc hai 10ng trung
binh cao nhat cta SV 1a Sdch, gido trinh, tai liéu
tham khdo ciia thi vién v6i trung binh bang 3,96,
ddng thoi yéu td nhan muc hai 10ng trung binh thap
nhit cua SV 14 Trang thiét bi hé tro trong cdc phong
hoc véi trung binh bang 3,61. Ngoai ra, mirc do hai
long ctia SV vé hé théng co s& vat chat phuc vu
dao tao cua nha truong dugc thé hién chi tiét qua
biéu d6 théng ké sau:
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Hinh 1. Biéu do thong k& mirc dd hai 1ong ciia SV vé
hé thong Co so vit chat

S6 liéu thong ké trong Hinh 1 cho thiy rd hon
vé mirc d6 hai long ciia SV ddi v6i hé théng co so
vat chat phuc vu dao tao cua nha truong. Cu thé, sb
lwong SV hai long chiém ty 1 kha cao, tir 61,5%
dén 76,7%; s6 lugng SV khong hai 1ong chiém ty
1¢ tir 2% dén 12,2%. Ngoai ra, s6 lugng SV phan
hoi trung lap chiém ty 16 tir 17,5% dén 33,1%, day
1a nhitng SV khéng danh gia thap ciing khong danh
gia cao vé hé théng o sO vat chat phuc vu dao tao
ctia nha trudng. Két qua thong ké trén cho thiy, hé

théng o & vat cht phuc vu dao tao ciia nha truong
d3 dap ing duoc su hai long cta phan 16n sinh vién,
tuy nhién van con mot sé yéu té chia mang dén sy
hai long cho khéa nhiéu SV nhu: Trang thiét bi ho
tro trong cdc phong hoc (12,2%), Hé thong mdy
tinh thuc hanh tin hoc (9,6%).

3.3.2. Mire dé gidi thich ciia cdc yéu t6 doi voi
hé th(fng co s& vt chat phuc vu dao tao

Bang 3. M6 hinh phén tich héi quy ddi véi hé thong
co s& vat chat phuc vu dao tao

R binh Sai s6
Mo R binh | phwong P
; R " chuan
hinh phuong hi¢u L
N wdc tinh
chinh
1 0,8222 0,676 0,675 2,82934
2 0,919° 0,844 0,844 1,96313
3 0,954¢ 0,909 0,909 1,49766
4 0,968¢ 0,938 0,937 1,24371
5 0,980° 0,959 0,959 1,00344
6 0,988f 0,976 0,976 0,76949
7 0,995¢ 0,989 0,989 0,52193
8 1,000 1,000 1,000 0,00000

a. Bién du doan: (Hang s6), CSVC6.

b. Bién du doan: (Hang s6), CSVC6, CSVC2.

c. Bién du doan: (Hang sd), CSVC6, CSVC2,
CSVC3.

d. Bién dy doan: (Hing s6), CSVC6, CSVC2,
CSVC3, CSVCl.

e. Bién du doan: (Héng sé), CSVCe6, CSVC(C2,
CSVC3, CSVCI, CSVCS.

f. Bién du doan: (Hang sb), CSVC6, CSVC2,
CSVC3, CSVCI, CSVCS, CSVC5.
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g. Bién du doan: (Hing s6), CSVC6, CSVC2,
CSV(C3, CSVC1, CSVCS, CSVCS, CSVCA4.

h. Bién du doan: (Hang s6), CSVC6, CSVC2,
CSVC(C3, CSVC1, CSVCS, CSVCS, CSVC4, CSVCT.

Két qua phan tich hdi quy timg budc dbi véi
cac yéu td vé Co s6 vt chdt di tao ra 08 mo hinh
hdi quy thé hién mirc d giai thich sy hai 1ong cta
SV dbi véi hé théng co s& VAt chat phuc vu dao
tao cua nha truong. Trong d6 02 mo hinh c6 y
nghia giai thich t6t nhat sy hai long ctia SV 1a mo
hinh 1 gdm 01 yéu t& Cdc trang thiét bi phuc vu
hoat dong van hoa, van nghé (CSVC6) giai thich
67,5% su hai long cua SV (R b1nh phu'o‘ng hi¢u
chinh bang 0,675) vamd hinh 2 gdbm 02 yéu t6 Cdc
trang thiét bi phuc vu hoat dong van hoa, van nghé
(CSVC6) va Trang thiét bi hé tro trong cdc gidng
duong (CSCV2) giai thich 84,4% su hai long cua
SV (R binh phwong hiéu chinh bang 0,844). Nhu
vay, trong cac yéu td di dugc xac dinh, 02 yéu t6

trong mo hinh 2 ¢6 y nghia quan trong nhét trong
viéc dap ung sy hai 1ong ctia SV dbi véi hé thong
co s& vat chit cia nha truong. Tuy nhién muc hai
1ong trung binh cua 02 yéu t6 nay lan luot ding
vi tri thtr 6 va vi tri thir 4 trong 08 yéu t6 vé co s
vat chat dugc xac dinh (Bang 2). Pic biét yéu t6
Cac trang thiét bi phuc vu hoat dong van hoa, van
nghé (CSVC6) cd ¥ nghia quan trong nhat, giai
thich 67,5% su hai long cuia SV nhung lai ding vi
tri thtr 6 vé mirc do hai long trung binh. Do d6, dé
nang cao sy hai long cta SV ddi v6i hé thdng co
s& vat chat phuc vu dao tao, nha truong can quan
tam hon nira dén cac trang thiét bi trong cac giang
dudng va cac trang thiét bi phuc vy hoat dong vin
hoéa, van nghé phuc vu dao tao ctia nha truong.

3.4. Mitrc dd hai long ciia SV vé ddi ngii
nhan vién hd trg

3.4.1. Thong ké mé ta mire do hai long ciia SV
vé doi ngii nhdn vién hé tro

Bang 4. Thong ké mirc dd hai 1ong trung binh ciia SV dbi véi ddi ngii nhan vién

TT Nhan vién Trung binh Mirc d§
NV9  Doi ngil ¢d van hoc tap 3,99 Hai long
NV8  Ddi ngii nhan vién tai van phong khoa 3,95 Hai long
NV3  Dadi ngii nhan vién phong Cong taic SV 3,82 Hai long
NV4  Doi ngil nhan vién Ban Tu vin SV 3,82 Hai long
NVS5  DAdi ngii nhan vién Trung tdm Thong tin thu vién 3,82 Hai long
NV7  Dai ngii nhan vién phong thi nghiém, thyc hanh 3,73 Hai long
NV1  D6i ngil nhan vién phong Pam bao chit lugng 3,66 Hai 1ong
NV6  Dai ngii nhan vién Trung tam Ngoai ngit - Tin hoc 3,62 Hai long
NV2  D0oi ngii nhan vién phong Pao tao 3,55 Hai long

Két qua thong ké cho thdy muc hai 10ng trung
binh cua SV ddi véi doi ngii nhan vién hd tro dat
& mure kha cao, tir 3,55 dén 3,99, tuong img muc
phan hoi hai 1ong ctia SV. Trong d6, yéu té nhan
mirc hai 1ong trung binh cao nhét cia SV 1a doi ngii
¢b van hoc tap vai trung binh bang 3,99. Ngoai ra,
mirc hai 1ong cua SV vé doi ngii nhan vién hd tro
duoc thé hién chi tiét qua biéu d6 sau:

Két qua théng ké trong Hinh 2 cho thiy rd hon
vé murc d6 hai long ciia SV ddi v6i doi ngii nhan
vién hd tro cia nha truong. Cu thé, s6 luong SV hai
1ong chiém ty 1¢ kha cao, tir 58,9% dén 78,4%; s
luong SV khong hai long chiém ty 18 tir 1,6% dén
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hd tro ctia nha truong. Nhu vay, doi ngii nhan vién
hd trg ctia nha truong da dap ung duoc su hai long
ctia phan 16n SV, tuy nhién van con mot vai nhan
vién chua dem dén sy hai long ctia SV.

3.4.2. Mirc do gidi thich cho nhan té Déi ngii
nhan vién hé tro

Biing 5. Mo hinh héi quy déi véi
Doi ngii nhan vién ho tro

R binh Sai sb
Mo R binh | phwong 2
: R " chuan
hinh phuong hi¢u e
N wdc tinh
chinh
1 0,810* 0,656 0,655 3,43859
2 0,903° 0,816 0,815 2,51979
3 0,941¢ 0,886 0,886 1,97983
4 0,962¢ 0,926 0,925 1,60106
5 0,978¢ 0,956 0,955 1,23876
6 0,986" 0,971 0,971 0,99506
7 0,992¢ 0,985 0,984 0,73119
8 0,996" 0,993 0,993 0,49743
9 1,000 1,000 1,000 0,00000

a. Bién dy doan: (Hang s6), NV7.

b. Bién du doan: (Hang s6), NV7, NV3.

¢. Bién dy doan: (Hang sb), NV7, NV3, NV6.

d. Bién du doan: (Hang s6), NV7, NV3, NV6,
NVI.

e. Bién dy doan: (Hang sb), NV7, NV3, NV6,
NVI1, NV9.

f. Bién dy doan: (Hing sb), NV7, NV3, NV6,
NVI, NV9, NV5.

g. Bién du doan: (Hang s6), NV7, NV3, NV6,
NVI1, NV9, NV5, NV2.

h. Bién du doan: (Hang s6), NV7, NV3, NV6,
NV1, NV9, NV5, NV2, NVS.

i. Bién du doan: (Hang s6), NV7,NV3,NV6,NV]1,
NV9, NV5, NV2, NVE, NV4.

Két qua phan tich hdi quy timg budc ddi véi
nhan t6 PGi ngii nhan vién ho tro da tao ra 09 mod
hinh hoi quy thé hién mirc d6 giai thich sy hai long
ctia SV ddi v6i doi ngii nhan vién hd trg cta nha
truong. Trong d6 02 mo hinh c6 ¥ nghia gidi thich
t6t nhat sy hai long ciia SV 14 mé hinh 1 gdm 01 yéu
t6 Nhdn vién phong thi nghiém, thiwc hanh (NV7)
giai thich 65,5% sy hai long cia SV (R bmh phuong
hiéu chinh bang 0,655) va m hinh 2 gém 02 yéu
t6 Nhdn vién phong thi nghiém, thiwc hanh (NV7)
va Nhan vién phong Cong tac sinh vien (NV3) giai
thich 81,5% su hai long cia SV (R binh phuorng
hiéu chinh bang 0,81 5) Nhu vy, trong cac yéu tb
da duoc xac dinh, 02 yeu td trong mo hinh 2 co6 y
nghia quan trong nhat trong viéc dap tng sy hai
1ong ctia SV d6i voi doi ngili nhan vién hd tro cia
nha truong. Tuy nhién mirc hai 1ong trung binh cua
02 yéu té nay lan luot dimg vi tri thir 6 va vi tri
thir 3 trong 09 yéu t6 da dugc xac dinh (Bang 4).
Dic biét yéu té Nhdn vién phong thi nghiém, thuc
hanh (NV7) ¢ ¥ nghia quan trong nhat, giai thich
65,5% su hai long cua SV nhung lai ding vi tri
thir 6 v& murc d6 hai long trung binh cua SV trong
09 nhém nhén vién. Do d6, dé nang cao hon nita
su hai long cua SV d6i v6i hoat dong phuc vu dao
tao cua nha tmong, do1 ngli nhan vién phong thuc
hanh, thi nghiém can phai cai tién hoat dong phuc
vu dao tao cua minh.

3.5. Mitrc dd hai 1ong ciia SV vé cac dich
vu hb trg

3.5.1. Thong ké mé td mirc d hai long ciia SV
vé cac dich vu hé tro

Bing 6. Thong ké mirc d9 hai l1ong trung binh ciia SV vé cac dich vu hd tro

Bién Dich vu Trung binh Mirc do
DV2 Quy trinh cho muon sach tai thu vién 3,84 Hai long
DV3 S6 lugng sach quy dinh dugc phép muon tai thu vién 3,75 Hai long
DVl Hoat dong ding ky x4c nhan tryc tuyén cua nha trudng 3,69 Hai long
DV7 Hoat dong gidi thiéu vé co hoi viée 1am cho SV 3,64 Hai long
DVs Dich vu cta nha giir xe trong khudn vién truong 3,60 Hai long
DV4 Dich vy cua cén tin trong truong 3,57 Hai long
DV6 Dich vy ki tic xa cia nha truong 3,56 Hai long
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Két qua thong ké trong cho thidy mirc d6 hai
long trung binh cua SV vé céc dich vu hd tro dat
& mure kha cao, tir 3,56 dén 3,84, tuong ung mirc
phan hi hai long cua SV. Trong do, dich vu nhén
dugc mirc hai 1ong trung binh cao nhat ctia SV 1a
Quy trinh cho mwon sdch tai thu vién voi trung
binh bang 3,84, ddng thoi yéu té nhan muc hai
1ong trung binh thap nhat cta SV 1a Dich vu ki tiic
xd voi trung binh bang 3,56. Ngoai ra, mtrc do hai
long cua SV vé cac dich vu hd tro duoc thé hién
chi tiét qua biéu d6 thong ké sau day:
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Hinh 3. Biéu d mirc d) hai 1ong cia sinh vién dbi v6i
Dich vu ho tro

Két qua thong ké trong Hinh 3 cho thy r5 hon
muc d6 hai long cua SV vé céc dich vu hd tro cua
nha truong. Cu thé, sb lwong SV hai 1ong chiém ty
16 kha cao, tir 53,3% dén 70,5%, sb lugng SV khong
hai long chiém ty I¢ tir 3,1% dén 13,5%. Ngoai ra,
s6 lugng SV phan hoi trung lap chiém ty 18 23,6%
dén 39,6%, day 1a nhitng SV khong danh gia cao
cling khéng danh gia thép cac dich vu ho tro ciia
nha truong. Nhu vay, cac dich vu hd trg cua nha
truong da dap tmg duoc su hai 1ong cua phan 16n
SV, tuy nhién van con mot vai dich vu chua dem
dén sy hai 10ng cuia kha nhiéu SV nhu: dich vu cia
nha gitr xe chiém 13,5%, dich vu ctia cin tin chiém
10,2% SV, dich vu gidi thi€u viéc lam chiém 8,7%.

3.6. Mirc dd do giai thich cho nhin t6 cac
Dich vu hé tro

Biing 7. Md hinh héi quy tuyén tinh déi véi

Dich vu ho tro

R binh Sai sb

Mb Rbinh | phwong al 2o
s R in chuan

hinh phwong hi¢u o
. woc tinh

chinh

1 0,833 0,694 0,693 2,66110
2 0,928° 0,862 0,861 1,78825
3 0,959¢ 0,920 0,919 1,36414
4 0,975¢ 0,951 0,951 1,06251
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0,987¢ 0,974 0,974 0,78039
0,994f 0,989 0,989 0,50751
1,000¢ 1,000 1,000 0,00000

a. Bién dy doan: (Hang s6), DV7.

b. Bie}n du doan: (Hg‘lng sc}), DV7, DVA4.

c. Bién dy doan: (Hang so, DV7, DV4, DV2.

d. Bién dy doan: (Hang s6, DV7, DV4, DV2, DV1.

e. Bién dy doan: (Hang s6), DV7, DV4, DV2,
DV1, DVs.

f. Bién dy doan: (Hang sb), DV7, DV4, DV2,
DV1, DV5, DVe.

g. Bién dy doan: (Hang s6), DV7, DV4, DV2,
DV1, DV5, DVe6, DV3.

Két qua phan tich hdi quy timg budce ddi voi
nhan td Dich vu hé tro da tao ra 09 mé hinh hdi quy
thé hién mirc d6 giai thich sy hai long ciia SV dbi
voi cac dich vu hd trg SV cua nha truong. Trong
d6 02 mé hinh ¢6 ¥ nghia giai thich t6t nhat sy hai
long ctia SV 1a md hinh 1 gom 01 yéu t6 Hoat
dong gioi thiéu viéc lam (DV7) giai thich 69,3% su
hai 1ong ctia SV (R binh phuong hi¢u chinh bang
0,693) va mé hinh 2 gém 02 yéu t6 Hoat déng gidi
thiéu viéc lam (DVT) va Dich vu cua can tin cua
nha truong (DV4) giai thich 86,1% su hai long cua
SV (R binh phu:ong hiéu chinh bang 0,861). Nhu:
vay, trong cac yéu té da duoc xac dinh, 02 yéu t6
trong M6 hinh 2 ¢6 ¥ nghia quan trong nhat trong
viéc dap ung sy hai 1ong ciia SV ddi véi cac dich
vu hd trg ctia nha trudng. Tuy nhién, mirc hai long
trung binh ctia 02 yéu té nay lan lugt ding vi tri
thtr 4 va vi tri thir 6 trong 07 dich vu dugc xac dinh
(Béng 6). Dic biét yéu té Hoat déng gidi thiéu viéc
lam (DV7) ¢ y nghia quan trong nhat, giai thich
69,3% su hai long ciia SV nhung lai ding vi tri thur
4 vé mirc d6 hai 1ong trung binh ctia SV trong 07
dich vu hd tro da duoc xac dinh. Do d6, dé nang
cao hon nira sy hai long cua SV ddi vé6i hoat dong
phuc vu dao tao, nha truong can dac biét quan tam
dén dich vu gidi thiéu viéc lam cho SV va dich vu
can tin cua nha truong.

4. Két luan

Bing viéc sir dung phuong phap thong ké mo
ta va phuong phap phan tich hdi quy ting budc,
nghién ciru da chi ra trong ddi rd nét vé thyc trang
hoat dong phuc vu dao tao cua Truong Pai hoc
Pong Thap thong qua khao sat mirc d6 hai long
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ciia SV. Cu thé, hoat dong phuc vu dao tao cia  hdi quy di chi ra nhitng yéu t6 quan trong nhat
nha trudng co ban da dap tng duoc su hai long c6 y nghia giai thich tich cuc cho sy hai long cua
cua SV, tuy nhién, van con mot sb yeu to chua SV dbi voi hoat dong phuc vu dao tao, nhirng yéu
dem dén sy hai long cho kha nhiéu SV can phai  t6 nay can dugc nha truong quan tim hon nita
dugc khic phuc, cai tién. Ngoai ra, cac mo hinh dé tao nén chat lugng hoat dong phuc vu dao tao
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ASSESSING THE STUDENTS’ SATISFACTION LEVEL ON TRAINING SERVICES
AT DONG THAP UNIVERSITY

Summary

This study was conducted to assess the students’ satisfaction level on training services at Dong Thap
University in terms of three categories, namely teaching facilities, service staffs and supportive services
for students. The research results show that the majority of students are satisfied with the services at
hand, but some limitations are found via a low satisfaction by quite a large number of students and need
improving. In addition, the use of stepwise regression analysis has shown important factors that explain
well the students' satisfaction on training services at Dong Thap University.

Keywords: Student, satisfaction, training service.
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