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Nghién ctru nham nhan dién dic tinh chat luong va danh gia
chét lugng dich vu tham van thm 1y sinh vién ¢ céc truong thude
Pai hoc Quéc gia Thanh phé HO6 Chi Minh (PHQG-HCM) duéi
goc nhin cia sinh vién, tir d6 dua ra kién nghi nang cao chat
luong dich vu trong bdi canh tinh hinh strc khoé tdm 1y cta sinh
vién dang & mirc bao dong. Dua vao két qua nghién ciru 1y thuyét
tai ban, phong van 09 chuyén gia, nghién ctru xac dinh 06 nhoém
dic tinh chat lugng: D9 tin cady, PO phan hdi, Sy dam béo, Do
thdu cam, Phuong tién hiru hinh, Cong nghé sd. Qua khao sat 174
sinh vién dang hoc tai cac truong thuoc PHQG-HCM da tung st
dung dich vu tham van tam 1y, két qua phan tich mo hinh Kano da
phan loai 28 dic tinh chat lugng, bao gdm 08 dic tinh phai co, 14
dic tinh mot chiéu, 02 dic tinh hép dan, va 04 dic tinh khong
khac biét. Ngoai ra, két qua moé hinh IPA chi ra 11 dic tinh can
tiép tuc duy tri, 07 dac tinh can tap trung phat trién, 02 dic tinh
can han ché phat trién, va 08 dic tinh can giam sy dau tu. Dya
vao két qua nghién ciru, cic thao luan va ham y quan tri ciing
duoc dac két.

ABSTRACT

This study attempts to identify quality attributes and
investigate the quality of student psychological counseling
service at Vietnam National University, Ho Chi Minh City
(VNU-HCM) from the perspective of students, thereby proposing
recommendations to improve the service quality in the context
that the mental health of students is at an alarming level. Based
on the results of desk research in-depth interviews with 09
experts, the study identifies 06 groups of quality attributes:
Reliability, Responsiveness, Assurance, Empathy, Tangibles, and
Digital technology. Through a survey of 174 students of VNU-
HCM who have used student psychological counseling services,
the Kano model analysis results classify 28 quality attributes,
including 08 must-be attributes, 14 one-dimensional attributes, 02
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~ attractive attributes, and 04 indifferent attributes. In addition, the
IPA results indicate 11 attributes that must be maintained, 07
attributes that must be concentrated on, 02 attributes that must be
restricted in development, and 08 attributes that must be reduced
in the investment. Based on these results, discussions and
implications are provided.

1. Giéi thi¢u

Trong x3 hoi hién dai ngay nay, ngdy cang nhiéu ngudi gip cic van dé& vé tam 1y khi
dbi dién véi nhitng ap luc trong hoc tp va cong viée. Cac bénh gy ra do rdi loan sitc khoe
tam than chiém ty 1¢ cao nhét trong s cic van dé stc khoe trén toan thé gidi (Samartzis &
Talias, 2019). R6i loan tdm than gip phai nhiéu ¢ nguoi tré tudi, trong d6 co6 dén hon 70%
truong hop rdi loan sirc khoé tAm than xuat hién trude 24 tudi (Fusar-Poli, 2019). Ciing trong
mot nghién ctru tong quét vé sire khoe tAm than ciia sinh vién tai cac truong dai hoc Pong Nam
A, ty 1€ sinh vién tram cam chiém 29.4%, lo au chiém 42.4%, cang thfmg chiém 16.4% va rdi
loan an udng chiém 13.9% (Dessauvagie & ctg., 2022). Tir d6, tham véan tdm 1y hoc duong tro
thanh dich vu hd tro tdm 1y can thiét dé hoc sinh, sinh vién vuot qua cac trd ngai trong hoc tap
va doi song (Nguyen & Nguyen, 2017).

DHQG-HCM 1a mot trong nhing co sé gido duc hang dau ¢ Viét Nam voi 38 don vi truc
thugc. La mot trung tdm gido duc dao tao va nghién ciru khoa hoc trong da dang linh vuc chu
chét, PHQG-HCM dang gitt vai trd quan trong voi nhidu dong gop vao hé thong gido duc Viét
Nam v& hudng t6i nhimg vi tri dau trong khu vuc. Hién nay, cac truong thuoc DPHQG-HCM
khong chi dao tao nguoi hoc vé chuyén mon, ma con chi trong dén cong tac gido duc dao dirc,
tam 1y dé nguoi hoc canh tranh trong thi trudng lao dong ddy khoc liét. Vi vay ma trong nhimng
nim qua, nhitng giai phap chim séc, hd trg tim 1y hiéu qua cho sinh vién dang ngay cang duogc
chu trong hon (Pai hoc Qubc gia Thanh phd Ho Chi Minh [PHQG-HCM], 2019). Cac truong
DHQG -HCM d4 thyuc hién cic cong tac tham van tim 1y sinh vién v&i muc tiéu can thlep cac van
dé vé tam 1y mot cach kip thoi, rén luyén cho sinh vién k¥ nang xir 1y ap luc trong cudc song.

Trudc nhu cau cap thiét ciia cong dong hién nay, dich vu tham van tdm 1y sinh vién ngay
cang duoc quan tim trén thé gidi (Nguyen & Nguyen, 2017). Pién hinh nhu cac nghién ctru cia
Samartzis va Talias (2019), Supriyanto va cong su (2020), Dores va cong su (2020). Pac biét 1a
cac nghién ctru tai cac co so giao duc nhu Broglia va cong sy (2018), Lattie va cong su (2019),
Dessauvagie va cong su (2022). O Viét Nam ciing ¢6 mot s6 nghién ctru vé chi dé nay nhu
nghién ctru vé nhu cau tham vén tam 1y cda sinh vién & mot ) truong dai hoc (vi du: Bui, 2020;
Nguyen & Dang, 2020; Ngo & Bui, 2023; ...), danh gia thuc trang d6i ngli chuyén vién tham
van tai cac trudng (vi du: Huynh & ctg., 2019; Le & ctg., 2021), dinh huéng nghién ctru tham
van tam 1y (Nguyen & Nguyen, 2017). Mic du viéc danh gia chit lugng dich vu tao co hoi cho
cai tién, tai Viét Nam hién chua c6 nghién ctru thyc hi¢n danh gia tung dédc tinh chét lugng cua
dich vu tham vén tdm 1y tai céc co s¢ gido duc dai hoc dua trén quan diém cua nguoi hoc.

Chinh vi vay, nghién ciru nay duogc thuc hién nham danh gia cac dic tinh chét lugng dich
vu tham vén tim 1y & cac truong thuéc PHQG-HCM hién nay tir goc nhin cia sinh vién-ngudi
st dung dich vy, véi 03 muyc ti€u: 1-Nhan dién cac dac tinh chét luong dich vu tham van tim ly
sinh vién, 2-Panh gia chat luong dich vu dudi quan diém cta sinh vién, 3-Dé xuat ham y gitp
cac truong thudc PHQG-HCM néng cao chat luong dich vu tham van tam 1y.
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2. Co so Iy thuyét
2.1. Chét lwong dich vu

Chét lwong dich vu 13 mét chii d& nghién ctru hdp dan va do d6 co nhiéu dinh nghia dugc
phat biéu boi nhidu nha nghién ctru khac nhau cho khai niém nay. Parasuraman va cong su (1988)
cho rﬁng chét luong dich vu thé hién qua su khac biét gittra mong doi cua khach hang va nhan thuc
ctia ho vé dich vu ma ho nhan duge. Gronroos (2007) thi nhin manh dén su so sanh cta khach
hang gitta ky vong va trai nghiém vé dich vu da duoc cung cép trude do, trong d6 chat luong dich
vu duoc thé hién qua chét luong ky thuat (két qua cua dich vy) va chét luong chirc nang (cach thurc
dich vu duoc cung cép). Co thé théy réng, chét lugng dich vu dugc danh gia dua trén nhan thic
ctia khach hang phu thudc vao nhu ciu cta riéng ngudi khach hang d6 (Bui & Nguyen, 2018).

2.2. Dich vu tham vin tim ly

Tham van tdm 1y 6 lich st 1au doi tai chau Au tir giita thé ky XX va ngdy cang tro thanh
mot hinh thic hd tro stiic khoe tam 1y phd bién. Pay 1a cach thic hd tro cac van dé vé tam Iy
mang tinh chuyén nghiép thong qua tuong tac giita khach hang va nguoi chuyén vién tham vén,
v6i muyc dich giup khach hang hiéu ban than va cac van dé dang gip phai (Nguyen & Nguyen,
2017). Ngudi lam tham van 1a ngudi duoc dao tao vé chuyén mon va ky ning, co dao dirc nghé
nghiép phii hop va duoc phap luat cong nhan (Tran, 2017). Hoat dong nay c6 thé thuc hién trong
da dang moi truong nhu co s¢ y té, van phong tham van, co s& gido duc hodc tham chi 1a nha
riéng (Colman, 2015).

2.3. Cdc nghién ciru vé ddc tinh chit lwong dich vu tham vén tam Iy

Tu nhitng nam 1980, mé hinh SERVQUAL (Parasuraman & ctg., 1988) da duoc st dung
dé danh gia chét luong dich vu trong nhiéu linh vuc khac nhau, dua trén 05 nhom dic tinh: Do
tin cay (Reliability), Po phan hdi (Responsiveness), Sy dam bao (Assurance), Do thau cam
(Empathy), Phuong tién hiru hinh (Tangibles). SERVQUAL la thuéc do hitu ich vé nhan thic
ctia khach hang d6i véi dich vy, mot quy trinh gdm nhiéu tuong tac giita nha cung cép dich vu va
khéch hang (Cheng & ctg., 2019).

Céc nghién ctlru trén thé gidi vé chu dé cac dic tinh chat luong dich vu tham van tdm ly
dang ngay cang duoc quan tdm. Pa sd cac nghién ctru ing dung mé hinh SERVQUAL, va b
sung mot s& nhom dic tinh chéat luong mai, vi du nhu D6 tin cay (Lin & ctg., 2019; Zarebi &
ctg., 2016), D6 phan hdi (Lin & ctg., 2019; Samartzis & Talias, 2019; Zarebi & ctg., 2016), Su
dam bao (Lin & ctg., 2019; Zarebi & ctg., 2016), D6 thdu cam (Lin & ctg., 2019; Zarebi & ctg.,
2016), Phuong tién hitu hinh (Lin & ctg., 2019; Zarebi & ctg., 2016), Sy phu hop (Samartzis &
Talias, 2019), Kha ning tiép can (Samartzis & Talias, 2019), Sy an toan (Lin & ctg., 2019;
Samartzis & Talias, 2019), Cong nghé s6 (Dores & ctg., 2020; Fairburn & Patel, 2017;
Supriyanto & ctg., 2020). Nhin chung, cic nghién ctru nay di danh gia anh hudng cta cac yéu tb
chit luong dich vu cham soc sirc khoé tinh than dén sy hai long ciia khach hang. Tuy nhién, cac
nghién ctru chwa danh gid cam nhéan cua khach hang vé timg dic tinh chat lugng, ciing nhu chua
dé xuét chi tiét chién lugc hanh dong phu hop cho timg dic tinh.

2.4. Phan logi dic tinh chit lwong bang mé hinh Kano

Mo hinh Kano duoc tmg dung nham danh gia cam nhan cta khach hang thong qua trai
nghiém cua ho (Kano & ctg., 1984). M6 hinh nay st dung hai khia canh, bao gém su hai long
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cua khach hang va mtc do dap ung cua dac tinh chét luong. Dua vao do, 05 nhom dac tinh chét
lugng chinh dugc nhan di¢n, bao gém:

(1) Pic tinh phai c6 - Must-be attribute (M): dic tinh mic dinh phai ¢ trén san pham.
Néu khong duoc dap tng, khach hang s& rit thit vong. Nhung néu muc do dap ung ting vuot
béc thi khach hang xem nhu duong nhién va su théa man gan nhu khong doi.

(2) Pic tinh mot chiéu - One-dimensional attribute (O): Pic tinh thuong dugc khach
hang dé cap 13 mot chtrc nang ma ho mudn co. Mirc 46 dap tmg cta dic tinh nay cang cao thi
cang lam khach hang hai long, va nguoc lai.

(3) Pic tinh hap dan - Attractive attribute (A): Dic tinh ma su xuét hién sé tao ra bat ngd va
thich thi cho khach hang. Tuy nhién, néu khong cé dic tinh nay thi sy hai long khong bi anh hudng.

(4) bac tinh khong khac biét - Indifferent attribute (I): Pac tinh du c6 hay khong cling
khong khién cho khach hang hai 10ng hay khong hai long.

(5) Dbac tinh dao nguoc - Reverse attribute (R): Pac tinh ma sy gia tang muc d¢ dap ung
s& cang lam khach hang khong hai long, va nguoc lai.

Ngoai ra, con mdt nhém dic tinh phy 13 dic tinh nghi van - Questionable attribute (Q):
Khi dic tinh chét luong dugce Xép vao nhom nay cho théy dap vién tra 101 thiéu hop ly, hodc viéc
dat cau hoi khong ding céch.

2.5. Ddnh gid dic tinh chit liwong bang mé hinh 1PA

M6 hinh IPA 1a mét cong cu do ludng chat luong dua vao danh gia cia khach hang vé
tam quan trong cua dac tinh chét luong va mirc d0 thuc hi¢n dac tinh nay boi nha cung cép
(Martilla & James, 1977). Mé hinh phan tich nay di dugc 4p dung rong rdi nham danh gia nhan
thirc ctia ngudi tiéu dung vé chat lugng dich vu (Cheng & ctg., 2019). Theo do, cac dic tinh chat
luong duoc sip xép vao cac goc phan tu ciia d6 thi IPA, véi tryc tung biéu dién tim quan trong
(Importance) va truc hoanh biéu dién mirc d6 thuc hién (Performance) (Hinh 1). Viéc phan loai
gitp nha quén tri dua ra chién luge phtt hgp cho mdi dic tinh chat lwong. Bén goc phan tu theo
mo hinh IPA bao gom:

(1) Tiép tuc duy tri: gdm nhimng dic tinh quan trong d6i voi khach hang va dugc nha
cung cap thyc hién tét, nén tiép tuc duy tri.

(1) Tap trung phat trién: gdm nhimng dic tinh quan trong dbi voi khach hang nhung chua
dugc nha cung cép thuc hién tdt, vi vay dugc can cht v dau tu hon.

(1) Han ché phat trién: gdbm nhitng dic tinh duge khach hang xem 1a khong quan trong
va c6 muc do thuc hién cua nha cung cép la thép, do do6 nha cung cép nén han ché nguén luc
danh cho viéc thyc hién nhiing dac tinh nay.

(IV) Giam sy dau tu: gdm nhing dic tinh khong quan trong véi khach hang nhung mirc
d6 thuc hién ciia nha cung cip 1a cao. Didu nay cho thiy sy dau tu nhu hién tai 13 qua muc va
khong can thiét. Nha cung cp nén tap trung ngudn luc cho nhing dic tinh khéc.
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Hinh 1
M6 Hinh IPA

(I1) Tap trung phat trién (I) Tiép tuc duy tri

Mitre d9 quan trong (I)

(1) Han ché phat trién (IV) Giam su dau tw

Murc d6 thuc hién (P)

Nguoén: Dit liéu tir “Importance-performance analysis” boi J. Martilla va J. James, 1977, Journal of Marketing,
41(1), pp. 77-79

3. Phwong phap nghién ciru
Nghién ctru ndy bao gdm 02 giai doan chinh:

Nghién ciru ly thuyét va phéng vin sdu chuyén gia: nham xac dinh cac dic tinh chat
luong dich vu tham van tdm 1y sinh vién & cac truong PHQG-HCM.

Dua trén nghién cuu 1y thuyét tai ban, cac dic tinh chat lugng trong nghién ctiru nay dugc
ké thira chu yéu tir nghién ctru cta Lin va cong sy (2019), Samartzis va Talias (2019),
Supriyanto va cong su (2020), Dores va cdng su (2020).

Tiép theo, nhitng cau hoéi ban cau trac duge sir dung dé ghi nhan hiéu biét, kién thuc,
kinh nghiém cua cic chuyén gia (Creswell & Creswell, 2018). Muc dich 1a dé xac nhan cac dic
tinh chat luong dich vu tham van tim 1y tai cac truong PHQG-HCM, dua trén cac dic tinh duoc
téng hop tir cac nghién ctru trude. S6 lwong mau duge thu thap cho dén diém dir liéu bdo hoa
(Nguyen, 2011). D6i tuong chuyén gia trong nghién ciru nay 1a cac chuyén vién co kinh nghiém
tai phong tham van tdm 1y tai PHQG-HCM (bao gém 04 chuyén vién tham véan véi kinh nghiém
tham van tam 1y tir 04 nam tré 1én), va cac sinh vién da st dung dich vu nay nhiéu lan (bao gdm
05 sinh vién tir cac trudong thudéc PHQG di timg st dung dich vu tham véan tdm 1y tir 03 1an tre
1én). Cac diéu chinh dua trén v kién chuyén gia dugc thuc hién dé dam bao su rd rang va phu
hop voi bdi canh dich vy tham van tim 1y tai Viét Nam.

Nghién ciru chinh thire: dua trén moé hinh Kano va IPA nhiam phan loai dic tinh chét
lwong va ghi nhan danh gia vé chit luong dich vu tir khach hang.

V6i thang do dugc hiéu chinh, mot bang cau hoi duoc xdy dung. Bang cau hoi gom ba
phan: thong tin gan loc, thong tin chinh, thong tin ca nhan. Hinh thirc dugc st dung 1a tryc tiép
két hop truc tuyén bang nén tang Google Form. Pap vién 1a sinh vién da sir dung dich vu tham
van tam 1y ctia cac trudng thuoc PHQG-HCM.

bé phan loai mgt dac tinh chét luong béng mo hinh Kano, mot cap gém hai cau héi duoc
dat ra. Cau hoi dau tién l1a vé cam nhan cia khach hang khi mot dac tinh ton tai, cau hai dé khao
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sat cam nhan cua khach hang néu dic tinh nay ving mat. Mdi cAu hoi ¢6 ndm lya chon: (1) Tdi
rat thich nhu vy, (2) Téi ky vong va thich nhu viy, (3) C6 hay khong ciing duoc, (4) Toi chip
nhan duogc, (5) T6i khong thich nhu vay (Gitlow, 1998). M6 hinh bang phan loai dugc sur dung
dé phén loai cam nhan cua ting khach hang vé dic tinh chit lugng nay dya trén mé hinh Kano
(Bang 1). Tir d6, phan loai dic tinh chit luong ctia nhom dbi twong khach hang 13 max (A, O, M)
khiA+O+M>1+Q+Rhoacmax (I, Q, R)khniA+O0+M<1+Q +R (Gitlow, 1998). Trong
do A, O, M, I, Q va R 1an luot dai dién sé dap vién xac dinh dic tinh 1 ddc tinh chat luong hap
dan, mot chiéu, phai co, khong khéac biét, nghi van va dao ngugc.

Sau d6, tinh toan chi sé mirc hai long (CS) va muc khong hai long (DS) cua khach hang
dugc tién hanh. Hai chi s nay thé hién sy hai long s& tang thé nao néu dic tinh nay dugc cung
cap cho khach hang, nguoc lai su hai 1ong s& giam thé nao néu dic tinh nay khong dugc cung
cap (Berger & ctg., 1993):

Muc hai long (CS)=(A+ O)/(A+ O+ M + 1) 1)
Mtrc khong hai long (DS) =—(0O +M)/(A+O +M +1) @)
Bang 1
Phwong Phdp Phdn Nhém Pdc Tinh Chdt Lirong

Céu héi tiéu cwre (ving mit dic tinh)
Téi rit thich | Téi ky vong va| C6 hay khong| Téi chip Toi khong
nhw viy thich nhu vay | ciing duwgc | nhin dwgce| thich nhu vay
Téi rét thich nhur vy Q A A A o)
g = |Toiky vong va
5 = Yy vong
; £ | thich nhw vay R ! I I M
w &
£ F'|C6 hay khong R | | | M
[T ~
= )E. ciing dugc
= P
S § T6i chap nhan dwoc R I I I M
Toi khong thich R R R R Q
nhu vy

Nguén: Dit liéu tir “Innovation on demand” béi H. S. Gitlow, 1998, Quality Engineering, 11(1), pp. 79-89

Pong thoi, dap vién ciing duogce hoi hai cau hoi vé mo hinh IPA, gdm cam nhén cia dap
vién vé tam quan trong cua dac tinh chét lugng va muce d6 thuc hién cua céc trung tam tham van
tam 1y ¢ cac truong thuoc PHQG-HCM ma hg dang theo hoc. Thang do Likert hi¢u chinh dugc
su dung (Cheng & ctg., 2019; Doan & Huynh, 2021). Dya vao gia tri trung binh, cac dac tinh
chat lugng duoc biéu dién vao cic goc phan tu trén biéu dd IPA. Cudi cing, cac chién luoc phu
hop ddi véi timg dic tinh duoc dé xuat.

4. Két qua nghién ctru va thao luan

4.1. Két qud nghién civu

4.1.1. Két qua phong van chuyén gia

Sau khi nghién ctru 1y thuyét tai ban va thao luan véi 09 chuyén gia, 28 dic tinh chat
luong dich vu tham van tam 1y sinh vién tai PHQG-HCM da duoc téng hop thude vé 06 nhém
dic tinh: P tin cdy (TINCAY), Do phan hoéi (PHANHOI), Sy dam bao (DAMBAO), D6 thau
cam (THAUCAM), Phuong tién hiru hinh (HUUHINH) va Cong nghé s6 (CONGNGHE) (Phu
luc A (ban online)).
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4.1.2. Két qua nghién cizu chinh thizc
4.1.2.1. Théng ké mé td

Dir liéu nghién ctru dugc thu thap tir 174 sinh vién tung sir dung dich vu tham van tim ly
& cac truong thudéc PHQG-HCM (Bang 2). Trong d6, 68 phiéu thu thap truc tiép va 106 phiéu
thu thap truc tuyén. Ty 18 sinh vién nam 1a 43.7% va ni 14 56.3%. Chiém ty 1& 16n sinh vién dugc
khao sat 1a sinh vién nim 3 va niam 4 (68.4%), sdng xa gia dinh (85.7%), va hau hét di trai
nghiém dich vu tir 01 dén 04 14n (85.6%).

Bang 2
Thong Ké M6 Ta Mau

Nam 43.7%
Gidi tinh

N 56.3%

01 13.8%

02 17.8%
Sinh vién nam

03 28.7%

04 39.7%

01 - 02 lan 67.2%

. 03 - 04 lan 18.4%

So 1an sir dung dich vu ;

05 - 07 lan 8.6%

Trén 07 lan 5.7%

Tro 42.0%
Noi song Ky tlc xa 43.7%

Séng cung gia dinh 14.4%

Nguon: Két qua ciia nhom téc gia
4.1.2.2. Kiém dinh thang do

Dit lidu thu vé duoc thyc hién phan tich Cronbach’s Alpha va EFA dé d4nh gia do tin cay
va do gia tri cua thang do, v6i phan mém SPSS 20. Thang do c6 hé s6 Cronbach’s Alpha nam
trong khoang [0.745; 0.871], dat diéu kién 16n hon 0.6. H¢ s6 twong quan bién téng cta timg
bién quan sat nam trong khoang [0.393; 0.774] déu 16n hon 0.3. Trong phan tich EFA, c6 06
nhan té duoc trich véi Eigenvalue = 1.656; hé s6 KMO = 0.677 véi mire ¥ nghia Sig = 0.00 <
0.05, phurong sai trich dat 63.433% > 50%. Két qua danh gia cho thay thang do dat do tin cay va
do gia tri (Bang 3).

Bang 3
Két Qua Kiém Pinh Thang Po

Nhén to
1 2 3 4 5 6
DAMBAO5 0.866
DAMBAO4 0.839

DAMBAOQO3 0.816
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Nhan t6

DAMBAOG6

0.774

DAMBAO2

0.731

DAMBAO1

0.524

CONGNGHE4

0.820

CONGNGHE5

0.812

CONGNGHE2

0.803

CONGNGHE1

0.797

CONGNGHE3

0.793

HUUHINH3

0.808

HUUHINH4

0.791

HUUHINHS

0.759

HUUHINH2

0.712

HUUHINH1

0.598

TINCAY?2

0.819

TINCAY1

0.808

TINCAY3

0.784

TINCAY4

0.670

PHANHOI4

0.812

PHANHOI2

0.801

PHANHOI3

0.788

PHANHOI1

0.559

THAUCAM3

0.851

THAUCAMA4

0.834

THAUCAM1

0.644

THAUCAM2

0.614

Cronbach’s Alpha 0.876

0.871

0.789

0.782

0.745

0.769

Eigenvalues

4.580

3.554

3.336

2.600

2.036

1.656

Téng phuong sai trich 13.475

25.834

36.250

45.945

54.833

63.433

KMO

0.677

Sig.

0.000

Nguon: Két qua ctia nhom téc gia
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4.1.2.3. Phan tich mé hinh Kano

Dua trén quy udc tai Bang 1, danh gia cua ting dap vién dugc phan loai vao nhém dac
tinh chét luong. Két qua danh gia cua 174 dap vién duoc tong hop va tinh toan ty 18 cua timg
nhom dic tinh. Trong 28 dic tinh, c6 08 dac tinh chét luong phai co, 14 dac tinh chét lugng mat
chiéu, 02 dic tinh chét luong hap dan, va 04 dic tinh chat lvong khong khac biét (Bang 4).

Bang 4
Két Qua Mé Hinh Kano
Ty 1€ (%) :
Pac tinh 2 Loai CS DS
M @) A | Tong
TINCAY1 35.06 | 54.60 | 9.20 1.15 100 O 0.64 -0.90
TINCAY?2 36.78 | 51.72 | 9.20 2.30 100 @) 0.61 -0.89
TINCAY3 57.47 | 29.89 | 2.30 | 10.34 100 M 0.32 -0.87
TINCAY4 61.49 | 28.74 | 2.30 7.47 100 M 0.31 -0.90
PHANHOI1 32.18 | 40.81 | 13.79 | 13.22 100 O 0.55 -0.73
PHANHOI2 35.06 | 38.51 | 12.64 | 13.79 100 O 0.51 -0.74
PHANHOI3 31.61 | 40.23 | 13.22 | 14.94 100 O 0.53 -0.72
PHANHOI4 26.44 | 51.15 | 10.34 | 12.07 100 O 0.61 -0.78
DAMBAO1 47.70 | 43.68 | 5.17 3.45 100 M 0.49 -0.91
DAMBAQO2 56.32 | 33.33 | 7.47 2.88 100 M 0.41 -0.90
DAMBAO3 51.72 | 37.93 | 6.90 3.45 100 M 0.45 -0.90
DAMBAO4 52.87 | 3851 | 6.90 1.72 100 M 0.45 -0.91
DAMBAOS 54.60 | 37.93 | 2.87 4.60 100 M 0.41 -0.93
DAMBAOG 5172 | 4253 | 1.72 4.03 100 M 0.44 -0.94
THAUCAM1 | 18.39 | 41.38 | 25.86 | 14.37 100 @) 0.67 -0.60
THAUCAM?2 | 17.82 | 25.71 | 38.51 | 18.96 100 A 0.63 -0.43
THAUCAM3 | 26.44 | 37.36 | 17.82 | 18.38 100 O 0.55 -0.64
THAUCAM4 | 10.92 | 46.55 | 30.46 | 12.07 100 O 0.77 -0.57
HUUHINH1 28.16 | 35.06 | 11.49 | 25.29 100 @) 0.47 -0.63
HUUHINH2 20.69 | 19.54 | 17.24 | 42.53 100 I 0.37 -0.40
HUUHINH3 2241 | 2241 | 13.22 | 41.96 100 I 0.36 -0.45
HUUHINH4 28.16 | 23.56 | 9.20 | 39.08 100 I 0.33 -0.52
HUUHINH5 2241 | 31.03 | 1494 | 31.62 100 I 0.46 -0.53
CONGNGHEL | 17.82 | 35.63 | 37.93 | 8.62 100 A 0.74 -0.53
CONGNGHE2 | 24.71 | 48.28 | 18.39 | 8.62 100 O 0.67 -0.73
CONGNGHE3 | 26.44 | 47.13 | 17.24 | 9.19 100 O 0.64 -0.74
CONGNGHE4 | 27.01 | 55.17 | 1437 | 3.45 100 O 0.70 -0.82
CONGNGHES | 33.33 | 52.87 | 9.77 4.03 100 @) 0.63 -0.86

Nguon: Két qua ciia nhom téc gia
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4.1.2.4. Phan tich mé hinh IPA

Dua trén két qua tra 101 hai cau hoi vé mé hinh IPA cua dép vién, gia tri trung binh cia
tam quan trong va mac do thuc hién dugc tinh toan. Co 25 trong s6 28 dic tinh c6 hé sb mirc do
quan trong trén 4.0 cho thay khach hang c6 ky vong cao dbi véi dich vu duoc cung cp (Bang 5).
Duya trén Hinh 2, goc phan tu the (1) gdm 11 dic tinh, (11) gdm 07 dic tinh, (111) gdm 02 dic tinh,
va (IV) gom 08 dic tinh.

Bang 5
Két Qua Mé Hinh IPA
Ki hi¢u dic tinh TAm quan trong Murc d§ thwe hién

TINCAY1 4.37 4.27
TINCAY?2 4.37 3.97
TINCAY3 4.08 4.17
TINCAY4 4.09 3.90
PHANHOI1 4.20 3.93
PHANHOI2 4.26 3.53
PHANHOI3 4.25 3.72
PHANHOI4 4.32 3.14
DAMBAO1 4.33 4.21
DAMBAO?2 4.29 4.30
DAMBAOQO3 4.30 4.49
DAMBAO4 4.31 4.45
DAMBAO5 4.30 4.25
DAMBAOQOG6 4.35 4.18
THAUCAML1 4.50 4.06
THAUCAM?2 451 3.37
THAUCAM3 4.36 3.91
THAUCAMA4 4.63 3.98
HUUHINH1 4.01 4.37
HUUHINH2 3.92 4.39
HUUHINH3 3.90 4.61
HUUHINH4 3.91 4.67
HUUHINH5 4.08 4.39
CONGNGHE1 4.53 3.08
CONGNGHE2 4.44 2.94
CONGNGHE3 4.46 2.84
CONGNGHE4 4.47 2.82
CONGNGHES 4.34 291

Nguon: Két qua ctia nhom téc gia
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Hinh 2
Biéu Do IPA
4,80 || (II) Tap trung phat trién (I Tiép tuc duy tri
DTC4
L]
4,60 |
CNL
o DTC2 DTC1
CN4 ® a
& N2
CN3®
Y 440 TC2 NLE TC)
CN5 o ® .
H ) .DU“ DTC3 ® e NLS NL4
£ DL P s e
2 = o3 NZ e
DUl
E 0 o
iyt TC3 HHS
L ]
HH1
4,00 | ]
HH2 HH4
a ° ™
HH3
3,80 || (III) Han ché phat trién (IV) Giam su du tur
2,50 3,00 3,50 4,00 4,50 5,00
Performance

Nguon: Két qua ciia nhom téc gia
4.2. Thao ludn
4.2.1. Két qua md hinh Kano

Nhém dic tinh chét luong phai ¢ (M): gdbm 02 dic tinh thude vé Do tin cdy (TINCAY3,
TINCAY4), va 06 dic tinh thudc vé Su dam biao (DAMBAOI, DAMBAO2, DAMBAO3,
DAMBAO4, DAMBAO5, DAMBAOG). Pay la nhitng yéu cau bat budc phai ton tai dbi vai dich
vu tham vén tdm 1y. NOi bat 14, tit ca cac dic tinh thudc nhom Su dam béao lién quan dén phém
chat cta chuyén vién tham van déu duoc sinh vién dénh gia 13 bat budc phai c6. Pong thoi, cac
dic tinh ndy c6 muc khong hai 10ng cao nhét (1an lugt 13 DAMBAOG6 (-0.94), DAMBAOS (-
0.93), DAMBAO1 va DAMBAO4 (-0.91), DAMBAO2 va DAMBAO3 (-0.90)) cho thdy néu
khong thyc hién tdt cac dic tinh nay s€ anh hudng ti€u cuc cao dén sy hai long cua khéach hang.
Pay 1a sy twong dong vai két luan tam quan trong vé ning lyc ciia cac chuyén gia sirc khoe tim
1y trong nghién ctru cia Le va cong su (2021), Samartzis va Talias (2019). Ngoai ra, dac tinh
TINCAY3 va TINCAY4 lién quan dén thoi gian cung cip dich vu va sy chinh xac vé thdng tin
sinh vién 1a hai yéu t6 thiét yéu giup chuyén vién tham van xdy dung chién lugc tham van Va tri
liéu phu hop, va theo doi tinh hinh cua sinh vién chat ché.

Nhom dic tinh chit lwong mot chiéu (O): gom 02 dic tinh thudc vé Do tin cdy
(TINCAY1, TINCAY2), 04 dic tinh thuéc vé PO phan hdi (PHANHOI1, PHANHOI2,
PHANHOI3, PHANHOI4), 03 dic tinh thudc vé Do thidu cam (THAUCAM1, THAUCAMS,
THAUCAMA4), 01 dic tinh thudc vé Phuong tién hiru hinh (HUUHINH1), 04 dic tinh thudc vé
Cong nghé s6 (CONGNGHE2, CONGNGHE3, CONGNGHE4, CONGNGHES5). Dua trén chi s6
murc khong hai long, hai déc tinh tdic dong manh nhét dén sy khong hai long néu thuc hién khong
t6t 12 TINCAY1 (-0.90) va TINCAY?2 (-0.89), lién quan dén sy sin sang phan hdi nhu ciu sinh
vién va cung cép giai phap hiéu qua. Ngoai ra, dic tinh vé do thiu cam (THAUCAMI,
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THAUCAM3, THAUCAMA4) c6 tac dong cao dén mirc hai 1ong cua sinh vién, lién quan dén kha
nang tiép can dich vy, tao diéu kién thoai mai va bao mat, cung cép thong tin rd rang, thuong
xuyén t6 chirc cac su kién vé tdm 1y hoc cho sinh vién. Cac dic tinh PHANHOI1, PHANHOI2,
PHANHOI3 va PHANHOI4 thuoc nhém D¢ phan hoi lién quan dén kha nang phan hdi sinh vién
vé lich trinh, sin sang cung cap dich vu, dap tmg yéu ciu cia sinh vién mét cach nhanh chéng.
Két qua nay ciing duoc nhom tac gia Samartzis va Talias (2019) tng ho khi nghién ctru vé tam
quan trong c6t 16i ctia d6 phan hdi cua cac dich vu tham van dén nhitng ngudi gip van dé vé tim
ly. Bén canh d9, cac dac tinh CONGNGHE2, CONGNGHE3, CONGNGHE4 va CONGNGHE5
vé viéc &p dung cong nghé sd mang lai sy da dang trong hinh thirc tham vAn, linh hoat vé khoang
céch, thuan loi cho xép lich trinh va tiép can dé dang vdi sinh vién. Dy 13 mot dong gop méi vao
két qua nghién ctru ctia Zarebi va cong su (2016) khi chirng minh vai trd ctia cac khia canh cong
nghé s6 co thé tac dong 1én danh gia cta sinh vién vé chat luong cta dich vu tham vén tam 1y.

Nhém dic tinh chit luong hip din (A): gébm 01 dic tinh thudc vé Do thiu cam
(THAUCAM?2) va 01 dic tinh vé Cong nghé sé6 (CONGNGHE1). Trong dé, mtc khdng hai long
clia sinh vién vé ddc tinh THAUCAM? thép thir hai trong 28 dic tinh cho thiy viéc thiéu vang
dac tinh nay khong giy ra su khong hai long nghiém trong. Bén canh d6, viéc thuc hién tdt dac
tinh nay lam murc d6 hai Iong sinh vién ting mot cach nhanh chéng, dugc thé hién qua chi sé CS
la 0.63. Két qua nay bd sung vao tam quan trong cua do thau cam trong dich vu y té & nghién
ctru cua Lin va cdng su (2019). Ngoai ra, dac tinh CONGNGHEI vé viée st dung phuong tién
truyén thong da dang trong dich vy tham van tao ra sy thich tha va anh huéng dén sy hai long
cao thr hai v6i chi s6 DS 12 0.74. Sy bung nd ciia mang xa hdi cing v6i thiét bi cong nghé théng
tin c& nhan thiic day chuyén vién tham van &p dung céc thiét bi nay dé ning cao chét luong tham
van tam 1y. Tuy nhién, néu khong dugc dap tng tt, ciing khong gay ra su khong hai 1ong.

Nhém dic tinh chat lugng khong khac biét (I): gdm 04 dic tinh vé phuong tién hiru hinh
(HUUHINH2, HUUHINH3, HUUHINH4, HUUHINHS). Nhitng dac tinh nay khong tac dong
dén sinh vién du c6 duogc dap ung tét hay khong. Mit khac, nghién ciru cia Lin va cong su
(2019) cho két qua khac biét khi chi ra rang an tuong cta bénh nhan lai c6 su twong quan déng
ké dén cac khia canh vé phuong tién hiru hinh cta co sd y té. Tuy nhién, nghién ciru trén dugc
thuc hién & cac bénh vién cong, va dap vién 1a nguoi bénh véi da dang van dé vé strc khoe.
Trong khi do, viéc tap trung vao dich vu tham van tam 1y tai cac truong dai hoc trong nghién ctru
nay da bd sung vao két qua nghién ctru cia Lin va cong su (2019) vé nhén thirc ctia khach hang
vé cac khia canh hiru hinh. Viéc dép tmg t6t cac dic tinh chét lugng vé tinh hitu hinh khéng lam
tang hay giam sy hai long cua sinh vién vi nhitng déc tinh nay khong thuc su can thiét ddi véi
ho. Sinh vién ky vong dich vu tham véan tdm 1y giap ho xac dinh van dé vé tam 1y, xem xét cin
ké cac tinh huéng dé tim ra lwa chon t6i uu cho ban than. Do d6, cac khia canh vé co s& vat chit
nhu noi that, trang tri, khong gian phong tham van va dién mao cua chuyén vién khong thuc su
quan trong.

4.2.2. Két qua md hinh IPA

Nhin chung, tir két qua nghién ctru niy chi ra rang tit ca cac nhém dic tinh chat luong
déu quan trong va dugc sinh vién chi ¥ quan tim. Diéu ndy tng ho nghién ctru cta Zarebi va
cong su (2016); Lin va cong su (2019). Bén canh do, cach phan loai dua trén IPA trong nghién
ctru ndy cung cip mot goc nhin chién luoc méi cho timg nhom dic tinh chét lugng, bd sung vao
khoang trong nghién ctru trude ddy vé dich vu tham van tam 1y hoc dudng:

Goc phan tu (I): gdbm 02 dic tinh thudc vé& Do tin cay (TINCAY1, TINCAY?2), 03 dic
tinh thudc vé Do thiu cam (THAUCAM1, THAUCAM3, THAUCAMA4) va 06 dic tinh thudc vé
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Su dam bao (DAMBAO1, DAMBAO2, DAMBAO3, DAMBAO4, DAMBAO5, DAMBAOQG).
Diém noi bat 14, ca 06 dic tinh thuoc nhém Su dam bao déu duge sinh vién xem 1a quan trong va
viéc thuc hién & cic phong tham van déu dat mutc t6t. Ngoai ra, cac dic tinh TINCAY],
TINCAY2, THAUCAM1, THAUCAM3, THAUCAM4 ciing dugc dénh gi cao vé tam quan
trong va muc do dap u'ng cua phong tham vén, dic biét lién quan dén sy quan tim chan thanh
cta chuyen vién tham vén, thau hiéu nhu cau cu the ctia sinh vién. Vi vay, phong tham véan dang
thue hién t6t nhitng dic tinh quan trong ndy va can duy tri trong tuong lai.

Goc phan tu (II): gdbm 01 dic tinh vé Do thiu cam (THAUCAM?2), 01 dic tinh vé Do
phan hoi (PHANHOI4), va 05 dic tinh vé Cong nghé sb6 (CONGNGHE1, CONGNGHE?2,
CONGNGHE3, CONGNGHE4, CONGNGHES5). Theo do, quan trong nhat 1a dic tinh
CONGNGHE! va THAUCAM?2, nhung kha nang thyc hién cta phong tham van chi dat & muc
trung binh. Hién tai, viéc st dung cac kénh truyén thong va hinh thirc tham vén truc tuyén van
chua dugc pho bién, gay khé khin trong viée tiép can véi nhidu dbi tugng sinh vién khac nhau.
Ngoai ra, hoat dong tham van cha yéu 14 tai van phong, sinh vién phai dén truc tiép dé dang ky
va sap xép lich tham van. Mot diém ndi bat khéac 13 ca 05 dic tinh vé viéc sir dung cong nghé s6
trong tham van tdm 1y déu 1a nhitng yéu t quan trong nhung dang dugc thuc hién kém. Sinh
vién khong danh gi4 cao tinh linh hoat vé hinh thirc tham van, lich trinh va kha ning tiép can dé
dang cua dich vu, vi cac phong tham véan chua ap dung nhiéu yéu td cong nghé sb trong qua trinh
tham van. Trudc xu hudng chuyén doi sé manh mé nhu hién nay, phong tham van can dau tu vao
khia canh cong nghé s6 trong tham van tdm 1y cung véi lich trinh linh hoat hon, tiép can nhiéu
db6i tuong sinh vién hon.

Goc phan tu (I11): gdm 02 dic tinh vé Do phan hoi (PHANHOI2, PHANHOI3). Sinh vién
khong coi trong va ciing khong dénh gia cao vé do phan hdi ciia phong tham van tam 1y. Pic tinh
PHANHOI2 va PHANHOI3 lién quan dén téc d6 sin sang hd tro sinh vién va sy sin 1ong cia
chuyén vién tham van ddi voi sinh vién. Do d6, phong tham van tdm 1y nén han ché phat trién
cac dic tinh nay dé tiét kiém chi phi. Tuy nhién, viéc bo qua cac dic tinh nay khong duoc
khuyén khich.

Goc phén tu (IV): gém 02 dic tinh vé Do tin cay (TINCAY3, TINCAY4), 01 dac tinh vé
Do phan hoi (PHANHOI1), va 05 dic tinh vé Phuong tién hiru hinh (HUUHINH1, HUUHINH2,
HUUHINH3, HUUHINH4, HUUHINH5). Céac dac tinh nay khong quan trong vdi sinh vién
nhung lai dang thuc hien rat t6t, cho thy sy lﬁng phi ngudn luc ctia nha truong. Pang chi ¥ 1a
toan bo 05 dic tinh vé phuong tién hitu hinh nam ¢ goéc phan tu nay Trong tuong lai, phong
tham van nén glam dau tu vao cac dic tinh nay va tap trung phan bo ngudn Iyc vao viée cai tién
cac ving trong diém khac.

5. Két luan

Tom lai, nghién ctru da nhan dién dugc 06 nhom véi 28 dac tinh chét luong dich vu tham
van tam 1y tai cac truong PHQG-HCM duédi goc nhin cua sinh vién-nguoi st dung dich vu: Do
tin cdy, Do phan hdi, Su dam bao, Do thiu cam, Phuong tién hiru hinh, Cong nghé s6. Dua trén
khéo sat 174 sinh vién da ting trai nghiém dich vu tham van tam ly & cac truong thuoc PHQG-
HCM, két qua mo6 hinh Kano da phan loai c6 08 dic tinh chét luong phai cd, 14 dac tinh chét
luong mot chiéu, 02 dic tinh chét luong hép dan, va 04 dic tinh chat luong khong khéc biét; két
qua mo hinh IPA phan chia thanh 11 dic tinh thuéc nhém Tiép tuc duy tri, 07 dic tinh thudc
nhom Tép trung phét trién, 02 dic tinh thudc nhom Han ché phat trién, 08 dic tinh thudc nhém
Giam su dau tu.
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Theo d6, nghién ctru nay dic két cac ham ¥ quan tri cho cac nhém dbi tuong khac nhau nhu sau:

Doi véi cdc truong thuge PHOG-HCM, két qua nghién ctru ndy d dua ra hai khia canh
can chu ¥ dé ting cudng chét lvong dich vu tham véan tdm 1y sinh vién. Mot 14, cac truong can
dau tu phat trién cong nghé sé trong dich vu tham van tdm 1y bang cach: thiét ké nén tang truc
tuyén cho viéc dat lich hen va tim kiém chuyén gia, tao ndi dung s6 hoa tuong tac da dang, xay
dung dién dan tryc tuyén, tang tuong tac trén mang xa hoi, va thiét ké ung dung trén thiét bi di
dong dung trong tham van. Dich vu tham van tim 1y hoc dudng can két hop giita con ngudi va
cong ngh¢ mot cach hai hoa dé dam bao dich vu tham van vira mang dén sy tan tAm cua chuyén
gia, vira tao moi trudng thudn loi dé ting tuong tac ca nhan can thiét cho timg sinh vién. Hai 13, cac
trudng can phat huy do thau cam trong dich vu nay bang cach thong qua cac hoat dong tich hop
chuong trinh tham véan tim 1y vao hoat dong ctia truong, to chirc hoi thao chuyén dé tam 1y, tién
hanh khao sat dinh ky dé ndm bat van dé stc khoe tim 1y cua sinh vién nham phat hién va ho trg
kip thoi cac ri loan tam 1y va thé chat cua timg sinh vién. Pic biét, viéc sap xép lich tham van linh
hoat cho sinh vién 12 yéu té cAn dugc quan tdm boi yéu t6 ndy tao ra su thich tha dang ké.

Poi véi cdc co 56 gido duc dai hoc khdc, nghién ctru nay 13 tai liéu tham khao cho cac
truong dai hoc tai Viét Nam vé thuc té danh gia chét luong dich vu va céc chién lugc dé nang
cao chét lugng dich vu, tir 6 cai thién sy hai 1ong cua khach hang. Pong thoi, tim quan trong
ctia viéc danh gia cac dic tinh chat lugng cua dich vu tham véan tam 1y sinh vién ciing dwoc nhan
manh. Cach tiép can tich hgp mé hinh Kano va IPA trong nghién ctru nay ciing 1a mot goi y cho
cac trudng khac trong viéc phan tich timg dic tinh chat luong va dua ra cac ké hoach phan bd
nguon lyc tbi wu.

Doi voi cdc nha nghién civu cing chii dé, nghién ctru ndy dua trén két qua danh gia thuc
tién vé cac dac tinh chét lugng dich vu tham van tam 1y sinh vién tai co s¢ gido duc dai hoc, bd
sung vao khoang tréng ctia cic nghién ctru trude nhu Zarebi va cong su (2016); Lin va cong sy
(2019); Samartzis va Talias (2019); Huynh va cong su (2019); Le va cong su (2021); ... Pac biét
1a nghién ctru vé dich vy tham van tdm 1y sinh vién trong bdi canh nghién ctru tai Viét Nam.

Bén canh cac két qua da dat dugc, nghién clru nay con han ché khi chi danh gia tai mot )
truong DPHQG-HCM va chua quan tim dén sy khac biét ctia cac sinh vién tir cac truong khac
nhau. Do vay, nghién ctru tiép theo nén dugc thyc hién trén quy mo 16m hon va so sanh sy khac
biét vé két qua tai cac co s¢ gido duc dai hoc khéac nhau, nham cung cép goc nhin toan dién, tir
d6 dé xuat duoc cac chién luge phi hop cho timg trudng.

LOI CAM ON
Chung t61 xin cam on Truong Pai hoc Bach khoa, PHQG-HCM da hd tro cho nghién

ctru ndy. Chiing t6i ciing chan thanh cam on nhitng chuyén vién tai phong tim véan tdm 1y va sinh
vién cac truong PHQG-HCM da ho tro nhom tac gia trong nghién ciru nay.
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