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Trong bbi canh nén kinh té thi trlrong v6i mbi quan hé canh
tranh 1a nén tang, sy hai long cua sinh vién gilr vai tro quan trong,
1a yéu t6 then chdt quyét dinh nang luc canh tranh, nang cao vi thé,
uy tin cua nha trudng. Muc tiéu cua nghién ctru 1a xac dinh ty 1€ hai
long cua sinh vién khdi Cir nhan vé chat lugng dich vu dao tao cua
truong Pai hoc Y khoa Pham Ngoc Thach va cac yéu t6 lién quan.
Nghién ctru cat ngang tién hanh trén 536 sinh vién Cr nhan tir nam
02 dén nam 04. Bo cong cu gdm thang do sy hai long cua sinh vién
vé chat lugng dich vu dao tao va dic diém sinh vién. Nghién ctu
st dung ky thuat Chi binh phuong, logistic da bién dé tim mdi lién
h¢ gitra sy hai long va cac yéu t6 lién quan. Két qua cho thay sinh
vién hai long chung vé chét luong dich vu dao tao & mirc trung binh
Vi ty 18 50.0%; trong d0, cao nhét 13 dich vy ting thém (64.2%) va
thap nhat & khuon vién phong hoc (50.0%). Ngoai ra, sy hai 10ng
chung ciia sinh vién khac nhau theo giéi tinh; sy hai long vé hoat
dong giang day khac nhau theo nganh. Tu day, nghién ctru dé xuét
cac kién nghi nham nang cao cht luong dich vu dao tao.

ABSTRACT

In the context of a market economy with a competitive
relationship as the foundation, student satisfaction plays an
important role, a key factor in determining competitiveness,
enhancing the position and reputation of the university. The study’s
objective was to determine the proportion of satisfaction of
undergraduate students about the service quality at Pham Ngoc
Thach University of Medicine and related factors. A cross-sectional
study was excuted on 536 undergraduate students of the 2nd year
to 4th year in 2021. A structural questionnaire included the scale of
undergraduate student satisfaction on service quality in higher
education and personal characteristics. The study used chi-square
test and logistic regression model to determine the relationship
between student satisfaction and related factors. The proportion
of overall student satisfaction was 50.0%, in which additional
services was the highest (64.2%) and campus - classroom was
the lowest (50.0%). In addition, gender and majors showed
significant  difference in overall undergraduate student
satisfaction and teaching activities, respectively. The study
suggests recommendations to improve the service quality.
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1. Giéi thigu

Gi4o duc Pai hoc thudc khdi nganh Strc khoe dong vai tro quan trong trong viéc cung cap
luc lwong can bo y té phuc vu cong tac chiam séc va bao vé sic khoe nhan dan. Chat luong dao tao
khong chi 1a nhan t6 dugc nha truong chd trong phét trién ma con 1a méi quan tdm cua toan xa
hoi. Duéi tac dong caa nén kinh té thi truong, gido duc Pai hoc ciing tré thanh mét loai hinh dich
vu (Gruber, FuR, & Voss, 2010), Chit Luong Dich Vu Dao Tao (CLDVDT) phai duge danh gia
baoi chinh khach hang sir dung no6. Trong do, Sinh Vién (SV) la khach hang “dac biét” khi ho vira
1a ddi twong thy huéng vira 1a cha thé gép phan tao nén chat luong dich vu dao tao d6 (Sallis,
2002). Chinh vi thé, sy hai 1ong caa SV vé CLDVDT di tré thanh mét chi s6 danh gia co ban va
duogc cac truong Dal hoc st dung nhu 1a cong cu ddi chiéu vaso sanh trong viéc cai thién CLDVDT
qua tirng nam hoc (Harvey, 2003).

Tai Viét Nam, trong 05 nim qua, hé théng gido duc da c6 su ting truong s luong cac
truong dai hoc tham gia dao tao khdi nganh sirc khoe, dic biét 1a md nganh Cir nhan Y té. Bén
canh cac chinh sach vé kiém dinh chat luong va ting cudng tu cht duoc ban hanh thi ap luc canh
tranh gitta cac trudng Dai hoc véi nhau 1a didu khong thé tranh khoi. Bé c6 thé gianh dugc vi thé
cao giita cac truong Pai hoc, mot trong nhiing chién lugc dung dan 1 lang nghe tiéng néi caa SV.
Nhiéu nghién ciu vé su hai 1ong cua SV vé CLDVDT ciing duoc thuc hién pho bién tai cac trudng
Dai hoc khdi nganh strc khoe (H. X. Le & Bui, 2019; H. T. T. Nguyen, 2020; Tran & Tran, 2016).
Tuy nhién chua c6 d& tai nghién ciru nao duoc cong bé riéng trén déi teong SV khdi Ctr nhan Y té.

Truong Pai hoc Y khoa Pham Ngoc Thach la mét trong nhirng truong Pai hoc cdng lap
thugc khdi nganh Stic khoe 16n ciia ca nudce va duoc thanh 1ap vao nam 1989 véi sir ménh ban dau
1a dao tao Y, Béc si. Pén nam 2011, trudng bét dau dao tao khéi Cir nhan Y té véi ma nganh Piéu
dudng. Vi day 1a khdi nganh con non tré nén trong sudt 10 ndm qua, nha truong khéng ngimg da
dang hoa ma nganh dao tao 1én thanh 06 ma nganh. Vi muc tiéu duy tri duoc sy phat trien bén
vitng ctia khdi Cir nhan Y té trong tuong lai ciing nhu khang dinh dugc chd ding giita cac truong
Pai hoc Stc khoe khac trong khu vy, nha trudng can tién hanh danh gia sy hai 1ong cia SV khoi
Cir nhan vé CLDVDT. Théng qua khao sét y kién caa SV, nha trudng sé ¢6 cai nhin khach quan
véi nhirng dich vu dio tao ma nha trudng cung tng, tir d6 c6 nhitng diéu chinh kip thoi gidp
nang cao CLDVDT phu hop véi nhu cau cua SV.

Bén canh d6, sy hai long cia SV 1a nhiing cam x(c mang tinh chu quan cua SV vé viéc
danh gia dich vy dao tao do nha trudng cung cp dua trén hiéu biét kinh nghiém tir viéc sir dung
dich vu dao tao trude d6. Vi thé 1a sy khac biét vé yéu té nhan khau hoc va nganh hoc s& dan dén
su hai 1ong caa SV vé CLDVDT ciing khac nhau (Weerasinghe va Fernando, 2017).

Xuat phat tir ly do trén, nghién ctu ciia chung t6i duoc thyc hién nham xac dinh ty 16 SV
hai long vé CLDVDT cua truong Pai hoc Y khoa Pham Ngoc Thach va céc yéu to lién quan.

2. Tong quan
2.1. Khdi ni¢m
2.1.1. Dich vy dao tao va chdt lwong dich vu ddo tao

Dich vu 1a nhitng hanh vi, qua trinh, cach thirc thuc hién mot cong viéc nao dé nham tao ra
gia tri st dung cho khach hang lam thoa mén nhu cau va ky vong cuaa khach hang (Parasuraman,
Zeithaml, & Berry, 1985). Khi gi4o duc Ia tré thanh dich vu thi dich vu dao tao dai hoc bao gdbm
nhiing hoat ddng chuy&n mén va hd tro ciing nhu cach thire nha truedng cung cap céc dich vu dé cho
sinh vién nham thoa man nhu cau theo cach ma sinh vién mong muén (L. T. T. Le & Pham, 2019).

Vi nhitng déc tinh cua dich vy bao gdm su khong ddng nhét, sy v6 hinh, khong thé luu
trlt va khong thé tach roi thi chat lugng dich vu dugc xem 14 chat lugng cia sy cdm nhan.
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Parasuraman va cong su (1985) cho rang chit luong dich vu chinh 1a su khéc biét gitta mong doi
ctia khach hang va trai nghiém cua ho vé két qua cta dich vu. Khi xem SV 1a khach hang trong
linh vuc gido duc dai hoc, CLDVDT duoc dinh nghia la sy danh gia téng thé cta SV vé cac dich
vu ma ho nhan dugc nhu mot phén kinh nghiém giao duc cta ho (Holdford & Reinders, 2001).

2.1.2. Sy hai long cua sinh vién

Khai niém sy hai 1ong cua SV bat ngudn tir su hai long cua khach hang. Khung ly thuyét
phd bién dé xem xét sy hai 10ng ctia khach hang 13 1y thuyét “Ky vong - Xac nhan” bao gdm hai
qué trinh nho c6 tac dong doc lap dén sy hai long cia khach hang: Mong doi trude khi mua va
cam nhan sau khi da trai nghiém dich vu (Oliver, 1980). Do do6, khai niém su hai Iong ciia SV cling
duogc dinh nghia 12 mtc d6 dap ung cua nha truong ddi véi doi hoi cua chinh SV (Banjecvic &
Nastasic, 2010).

2.1.3. Moi lién hé gizza chat lirong dich vy dao tao va sw hai long cia sinh vién

Chét lwong dich vu va su hai 10ng 1a hai khai niém khac nhau nhung c6 méi lién hé chit
ché trong cac nghién ctu vé dich vu. Chat luong dich vu 1a nhan t6 anh huong nhiéu nhat dén sy
hai 16ng cua khach hang (Cronin & Taylor, 1992). Méi quan hé nay 1a nguyén nhan (chat luong
dich vu) - két qua (su hai 10ng), hai 1ong c6 tinh du bao va mong doi, chat luong dich vy 1a mot
chuan 1y twéng. Chinh vi thé, su hai 1ong cia khach hang 1a mot khai niém tong quét trong khi
chat luong dich vu chi tap trung vao céc thanh phan cu thé cua dich vu (Zeithaml, Bitner, &
Gremler, 2018).

Tuong tu Véi dich vy dao tao dai hoc, cac nghién ctru da chirng minh duwoc mdi lién hé giita
CLDVDT va su hai 1ong cua SV 1a thuan chiéu nén sy hai 1ong cua SV ¢d thé dugc ting cudng
thdng quan viéc cai tién CLDVDT (Basheer & Alnaser, 2012). Do d6, cach tiép can d& dang nhat
trong do ludng su hai 1ong caa SV 1a khao sat nhan dinh caa SV vé CLDVDT ma ho dang thu
hudng (Athiayaman, 1997).

2.2. Tinh hinh nghién civu & Thé gidi va Viét Nam
2.2.1. Sir hai long cia sinh vién vé chat hirong dich vu dao tao

Nhiéu nghién cau vé sy hai 1ong caa SV vé CLDVDT ciing duoc thyc hién phd bién tai
cac truong dai hoc trong va ngoai khoi nganh stcc khoe. Tuy nhién chua c6 nhiéu dé tai nghién cau
dugc cong bo riéng trén SV khoi Cir nhan Y te.

Bang 1
Téng hop céc nghién ciru vé su hai 1ong cua SV vé CLDVDT
Téac gia Doi twgng Hai long
Thé giéi
(Khoo, Ha, & Sue, 2017) SV tai cac truong Dai hoc tu thuc ¢ Singapore 49%
(Hakim, 2014) SV nganh Diéu dudng ¢ Iran 50%
Viét Nam

SV niam 03 khoa Y, Phuc héi chirc nang, Xét nghiém, Diéu dudng,

. ; 9
(H.T.T. Nguyen, 2020) - o4 do4n hinh anh tai truomg Dai hoc K§ thuat Y té Hai Duong 71.3%
: SV thudc 05 truong Pai hoc & Ha Nbi 1a Pai hoc Ha Noi, Qudc gia, o
(Kim, 2018) Kinh té Quédc dan, Ngoai thuong va Thuong mai 36.6%
(Tran & Tran, 2016) SV Duoc nam cudi tai trudng Cao ding Duoc Trung Uong Hai Duong  60.08%

Ngudn: Téng hop tir cac nghién ctu
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Cac nghién ctiu trén cho thiy cac dbi tugng nghién ctu khac nhau dan dén ty Ié hai long
cling khéac nhau, dao dong tur 36.6% den 71.3%.

2.2.2. Sy hai 10ng cua sinh vién vé chdr liwong dich v dao tao va cac yéu to lién quan

Theo Weerasinghe va Fernando (2017), su hai long cia SV ciing bi anh huong bai cac dac
diém cua SV.

Bang 2
Téng hop céc yéu t6 tac dong dén sy hai long caa SV vé CLDVDT

Téc gia Péi twong nghién cieu M@i lién hé
Thé gi6i
(Yusoff, McLeay, & SV nganh Kinh doanh & 04 DPai hoc te nhan tai ~.,. , <
Woodruffe-Burton, 2015) Malaysia Gici tinh, Nam hoc
(Sabina & Timothy, 2013) SV tir 02 DPai hoc & New York, Hoa Ky Nam hoc
Viét Nam

(Tran & Tran, 2016) SV Duoc namq(.:uol tai truong Cao dang Duoc Gisi tinh
Trung Uong Hai Duong

Nam hoc, Thir tu

(L. V. Nguyen, 2015) SV truong Pai hoc Khoa hoc X& hdi va Nhan van .
nguyen vong

Ngudn: Téng hop tir cac nghién ctu

SV tir cac truong thudc cac nganh hoc khéc nhau thi tac dong caa yéu té nhan khau hoc
Ién sy hai long ciing khac nhau. Do d6, trong nghién ctru can phai chu y cac dic diém cua SV
(9idi, nam hoc, ...) dé dua ra két luan dang va cac giai phap thich hop vai timg dbi twong dé nang
cao sy hai 1ong d6i véi CLDVDT tai truong.

2.3. Bg cong cu do lwong trong nghién ciru

Thang do duoc xay dung va chuan héa tir nghién ctru “Xay dung va kiém dinh thang do
danh gia sy hai 10ng cua sinh vién vé chat lugng dich vy dao tao tai truong Pai hoc Y khoa Pham
Ngoc Thach” cua cung nhém tac gia vao nam hoc 2019 - 2020 (P. N. V. Nguyen, Nguyen, & Le,
2021)(x?/df = 3.896, CFI (Comparative Fit Index) = 0.901, RMSEA (Root Mean Squared Error
of Approximation) =0.077, TLI (Tucker Lewis Index) = 0.905, CR (Composite Reliability) > 0.7,
AVE (Average Variance Extracted) > 0.5, hé s6 Cronbach’s alpha > 0.7).

Hoat déng giang day (HDGD) Dich vu ting théem (DVTT)
Phuong phép day hoc cia giang vién Viéc nha trromg tén trong su tr do, rnéng tu cia SV
Cach giao tiép ca giang vién trong lop hoc Vige Can bo nhén vién nha treong tén trong cdc bi mat
Viée dam bao gior 1én 1op ciia giang vién théng tin ¢d nhan khi SV cung cap cho ho
Tiéu chi danh gia két qua hoc tap cia giang vién Bl Nha truomg quan tam, khuyen khich SV tham gia vao cic
Gidng vién tra 1o cée thic mic lién quan dén mén hoc hoat dong Poan, Hoi

Trinh tw mén hoc trong cau trite chwromg trinh déao tao
Tinh cap nhat trong néi dung mén hoc

- Su hai long clia SV

Hinh chinh hoc vu (HCHYV)
Cach giai quyét ciia nhan vien HCHV khi SV gap van dé
Cam két ma nhan vién HCHV thure hién duoc
Thai d¢ giao tiép cua nhan vién HCHV ] Khuén vién phng hoc (KVPH)
Chuyén mén cua nhan vien HCHV khi dugc hudng dan ve Su tién nghi ctia 16p hoe khu B
Sur tién nghi cia lap hoe khu A
Swrsach dep cua khuon vién trrong khu A

céac quy trinh, tha tuc
Khoang thén gian nha trrong giar quyet dich vu HCHV
Khung thét gian lam viée ciia cac phong ban cho SV

Swrsach dep cia khuon vién troong khu B

Hinh 1. Thang do su hai long caa SV vé CLDVDT
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3. Phuwong phap nghién ctiru

3.1. Péi twong

SV khdi Cur nhan thudc 09 chuyén nganh: Diéu Dudng Pa Khoa (PDDK), Khiic Xa Nhan
Khoa (KXNK), Ky Thuat Y Hoc (KTYH), Xét Nghiém (XN), Y Té Cong Cong (YTCC), Cap Cuu
Ngoai Vién (CCNBV), Gay Mé Hbi Stric (GMHS), Ho Sinh (HS), Phuc Hdi Chirc Nang (PHCN)
cua nam hoc 2020 - 2021.

Tiéu chuin chen vao: Vi SV niam 01 mdi vao truong, chua trai nghiém moéi trudng dich
vu dao tao nén nghién ciu chon SV dang theo hoc tai truong tir nam 02 tro 1én.

Tiéu chuan loai trir: SV Quéc té, bang cau hoi khong dat yéu cau sir dung (chon 01 cau
tra loi duy nhat, khdng tra loi tat ca cau hoi), SV khong lién lac duoc trong thoi gian nghién cau
khao sat.

3.2. Phwong phdp nghién ciru

3.2.1. Comau

Str dung phuong phap chon mau bao gdm nhiéu giai doan. Giai doan 01 str dung phuong
phap chon mau phan tang. Giai doan 02, do viéc tiép can sinh vién trong thoi gian khao sét 1a mua
dich bénh Covid-19 nén di véi sinh vién nam 02, chon mau toan bd vi sinh vién chi yéu hoc tap
tai truong; doi véi sinh vién nam 03 va nim 04, chon mau thuan tién vi sinh vién dang di thuc tap
tai bénh vién. Vi vay, cd mau trong nghién cau 1a 536 SV khéi Ctr nhan (chiém 58.3% tong s6 SV
khéi Cir nhan).

3.2.2. Phirong phdp thu thap sé liéu

Bién so

Bién s6 két cuc: sy hai long cua sinh vién vé ting thanh phan (bién nhi gia: c6, khong):
hoat dong giang day, dich vu tang thém, hanh chinh hoc vy, khudn vién va sy hai long chung.

Bién s6 nén: gigi tinh (nam, nir), nganh hoc (09 chuyén nganh da dugc liét ké ¢ phan doi
tuong), nam hoc (tir nam 02 dén nam 04).

B cong cu khdo sat 1a bang cau hoi tu dién dugc soan san géom 03 phan:
Phan 1, dac diém caa SV (gidi tinh, nganh hoc, nam hoc).

Phan 2, danh gia su hai long ciia SV vé CLDVDT bao gdom 20 cu hoi vé 04 thanh phan
cia CLDVDT (xem Hinh 1). Cac cau héi danh gia su hai long cua SV duogc xay dung dua trén
thang do Likert 5 mirc d6 tir 1 (Rat khong hai long) dén 5 (Rat hai long).

Phan 3, cau hoi mg dé SV dong gop ¥ kién vé CLDVDT.
3.2.3. Xu ly va phan tich sé liéu

S6 liéu duoc xt ly bang phan mém SPSS 20.0, loai bo trudng hop khdng tra 16i toan bo
cau hoi hoac chon 01 dap an cho moi cau tra loi.

Phan tich sé liéu: Su hai 1ong ciia SV duogc trinh bay dudi dang tan s, ty 1&. St dung kiém
dinh Chi binh phuong kiém dinh méi lién hé gitra sy hai long cua SV vé CLDVDT lan luot véi
bién sé giai tinh, nganh hoc. Str dung mé hinh h01 quy logistic da bién kiém dinh méi lién hé giira
su hai 1ong caa SV vé CLDVDT véi cac bién sé gidi tinh, nganh hoc, nam hoc.
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Ty I¢ hai long cua SV dugc tinh nhu sau:

Budc 1: Tinh diém sb hai long cua SV cho ting thanh phan CLDVDT la tong cac mirc
diém theo thang do likert do SV danh gia cho tirng cau héi ¢d trong mdi thanh phan.

Bwéc 2: Quy diém thd cua ting thanh phan thanh diém chuyén doi dwa trén cong thic
(Hays, Davies, & Ware, 1987):

Diém chuyén doi = (diém tho - diém téi thiéu) / (diém ti da - diém toi thiéu) x 100 (1)

Trong d6: Piém tho 1a diém sd ting thanh phan cua mdi SV diém téi da, diém tdi thiéu
ctua mdi thanh phan

Bwéc 3: Diém sé hai long chung

Trung binh cong cua 04 diém chuyén doi twong (ng véi 04 thanh phan cia mdi SV

Buoc 4: Xac dinh ty 1€ hai long

Ty 16 SV hai 1ong vé tirng thanh phdn cua chat heong dich vu ddo tao = S6 SV ¢6 diém sb
cho tirng thanh phan > trung vi caa thanh phan dé trén tong so6 SV.

Ty 1é SV hai long chung vé chdt lirong dich vu dao tao = S6 SV ¢6 diém s hai long chung
> trung vi cuia diém so hai long chung trén tong so SV.

3.2.4. Y duc

Nghién ctru da duoc théng qua Hoi dong Dao dirc trong Nghién ciru y sinh hoc truong Dai

hoc Y Khoa Pham Ngoc Thach s6 312/HPPD-TDHYKPNT (Hoi ddng Pao dirc trong nghién ciu
y sinh hoc, 2020).

4. Két qua nghién ciru va thao luin
4.1. Két qud nghién ciru

Nghién cttu phét ra 586 phiéu, thu vé 575 phiéu dong y tham gia nghién ctru. Sau do, loai

39 phiéu tra 101 khong dung quy dinh. Nhu vay, 536 phiéu (91.5%) dat yéu cau phan tich.

4.1.2. Pdc diém doi twong nghién cizu

Vé gidi tinh, SV nit gdp d6i SV nam. V& nganh hoc, nhitng chuyén nganh tach tir ma nganh

diéu dudng chung (GMHS, HS, PHCN, CCNBV) chiém ty 1& nho (xem Bang 3).
Bang 3
Pic diém SV khéi Ctr nhan truong PHYK PNT nam hoc 2020 - 2021 (N = 536)

Pic diém Tansé  Tylé
Giéi tinh
Nam 164 30.6
Nit 371 69.2

Nganh hec”

bDbK 119 22.2
XN 86 16.0
YTCC 71 13.2



Nguyén Ngoc Van Phuong va cong su. HCMCOUJS-Khoa hoc Xa héi, 17(1), 89-102 95

Pic diém Tansé  Tylé
KTYH 59 11.0
KXNK 54 10.1
GMHS 53 9.9
HS 48 9.1
PHCN 27 5.0
CCNBV 19 3.5
Nam hoc
Nim 2 222 41.4
Nam 3 162 30.2
Nam 4 152 28.4

*Thir tu viét tit: Diéu dudng da khoa, Xét nghiém, Y té Cong cong, Ky thuat Y hoc, Khiic xa Nhan Khoa, Gay mé
hoi 3}'10, Ho sinh, Phuc’héi churc nang, Cap ctiru ngoai bénh vién
Nguon: Tong hop tir két qua khao sat (nam hoc 2020 - 2021)

4.1.2. Ty 1¢ sinh vién hai long vé chdt lwong dich vy dao tao

Ty 1é SV hai long chung vé CLDVDBT ctia nha trwong chi & muc trung binh (50.0%). Trong
d6, SV hai 10ng cao nhét 1 vé thanh phan dich vu ting thém (64.2%) va hai long thip nhét 1a vé
khudn vién phong hoc (50.0%) (xem Hinh 2).

50.0% 50.0% 45.1% 43.3% 35:8%
50.0% 50.0% 54.9% 56.7% 64.2%
Hai long chung  Khuon vién Hanh chinh Hoat dong Dich vu
phong hoc hoc vu giang day tang thém

OHai long OKhéng hai long

Hinh 2. Ty I& SV khéi Cir nhan hai 1ong vé CLDVDT cua truong Pai hoc Y khoa Pham
Ngoc Thach nam hoc 2020 - 2021 (N = 536)

Tir Bang 2 cho thay, d6i véi khudn vién phong hoc, SV hai 10ng thap nhit vé “Su sach dep
ctia khudn vién truong khu B” va “Sy tién nghi cua phong hoc khu A”. Bi véi hanh chinh hoc
vy, SV hai long thap nhit vé& “Chuyén mén ciia nhan vién hanh chinh hoc vu khi duoc huéng dan
vé céc quy trinh, tha tuc”. B6i vai hoat dong giang day, SV hai long thap nhat vé “Viéc dam bao
gio 18n 16p cua giang vién”. Déi vai dich vu ting thém, SV hai long thap nhit vé& “Nha truong
quan tam, khuyén khich SV tham gia vao cac hoat dong Poan, Hoi”.
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Bang 4

Ty & SV khéi Cir nhan hai 1ong vé ting cau hoi trong cac thanh phan cia CLDVDT cua trudng
DHYK PNT nam hoc 2020 - 2021 (N = 536).

Thanh phén ciia CLDVDT Ty 1€ hai long
Khuén vién phong hoc 50.0
CSVC10 Su sach dep cua khuén vién truong khu B 52.2
CSVC11 Su sach dep cua khudn vién truong khu A 62.7
CSvC9 Su tién nghi caa 16p hoc khu A 67.7
CsvCs Su tién nghi cua l6p hoc khu B 93.3
Hanh chinh hoc vu 54.9
HCHV5  Chuyé&n mén cia nhan vién HCHV khi duoc hudng dan vé cac
quy trinh, tha tuc 55.6
HCHV2  Khoang thoi gian nha trudng giai quyét dich vu HCHV 77.8
HCHV1  Khung thoi gian lam viéc cua cac phong ban cho SV 81.0
HCHV7  Cach giai quyét ciia nhan vién HCHV khi SV gip véan dé 85.3
HCHV4  Thai d6 giao tiép ctia nhan vién HCHV 85.4
HCHV6  Cam két ma nhan vién HCHV thuc hién dugc 88.4
Hoat dong gidang day 56.7
GV2 Viéc dam bao gio 1én 16p cua giang vién 58.8
CTbT1 Tinh cap nhat trong noi dung mén hoc 59.0
GV4 Phuong phap day hoc cta giang vién 64.6
GV1 Tiéu chi danh gia két qua hoc tap cua giang vién 66.6
GV5 Céch giao tiép ciia giang vién trong 16p hoc 71.6
GV6 Giang vién tra loi cac thiac méc lién quan dén mén hoc 75.9
CTDPT2  Trinh tw mdn hoc trong c4u trac chuong trinh dao tao 84.7
Dich vu tang thém 64.2
DVTT4  Nha truong quan tam, khuyén khich SV tham gia vao cac hoat
dong Boan, Hoi 63.6
DVTT2  Viéc nha truong ton trong su tu do, riéng tu cia SV 80.2

DVTT3  Viéc Can bd nhan vién nha truong ton trong cac bi mat thong tin
ca nhan khi SV cung cap cho ho 82.6

Ngudn: Téng hop tir két qua khao sat (ndm hoc 2020 - 2021)

4.1.3. Mgi lién hé giga sw hai 1ong cia SV va cac yéu to lién quan

Nghién cau tim thay mdi lién hé giira su hai long cua SV vé hoat dong giang day vai nganh
hoc (p < 0.05). Nganh Phuc hdi chiic ning hai 1ong thip nhat, trong khi nganh Cép ctru ngoai bénh
vién hai 1ong cao nhat.



Nguyén Ngoc Van Phuong va cong su. HCMCOUJS-Khoa hoc Xa héi, 17(1), 89-102

97

Bang 5

M&i lién hé giita sy hai long cua SV khéi Ctr nhan vé hoat dong giang day va nganh hoc cua trudng

DHYK PNT nam hoc 2020 - 2021 (N = 536)

Hai long hoat djng giang day

Nganh N PR p
n %

CCNBV 19 14 73.7 2.21 (1.22 - 4.02) 0.001
XN 86 62 72.1 2.17 (1.25 - 3.75)

KXNK 54 36 66.7 2.00 (1.14 - 3.53)

KTYH 59 39 66.1 1.98 (1.13 - 3.49)

HS 48 31 64.6 1.94 (1.09 - 3.44)

GMHS 53 26 49.1 1.47 (0.81 - 2.69)

YTCC 71 33 46.5 1.40 (0.77 - 2.52)

DDDK 119 54 45.4 1.36 (0.77 - 2.41)

PHCN 27 9 33.3 1.00

*Thir ty viét tit: Cap ciru ngoai bénh vién, Xét nghiém, Khiic xa Nhan Khoa, K§ thuat Y hoc, Ho sinh, Gay mé hoi

suc, Y té Cong cong, Piéu dudng da khoa, Phuc hdi chirc nang

Ngudn: Téng hop tir két qua khao sat (nim hoc 2020 - 2021)

Nghién ciu tim thdy mdi lién hé co ¥ nghia théng ké gitra su hai 1ong chung cua SV Vi
giai tinh (p < 0.05). Cu thé sinh vién nam (57.9%) hai long cao hon sinh vién nit (46.6%) (xem

Bang 4).
Bang 6

M&i lién hé giita sy hai long chung cua SV khéi Cir nhan vé CLDVDT va gidi tinh cua trudng

PHYK PNT nim hoc 2020 - 2021 (N = 536).

Hai long chung

Gidi tinh N PR p
n %
Nam 164 95 57.9 1.24 (1.05 - 1.47) 0.016
N 371 173 46.6 1

Ngudn: Téng hop tir két qua khao sat (ndm hoc 2020 - 2021)

Tir Bang 5 cho thay khi xét c4c bién sb trong mé hinh 1a nhu nhau, két qua cua mé hinh
logistic da bién chi ra 01 yéu t lién quan dén su hai long chung cua SV vé CLDVDT la gidi tinh

(p < 0.05).
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Bang 7
M0 hinh hdi quy logistic da bién **

Bién s6 Hé s6 p

Nganh
KTYH 0.591 0.192
YTCC 0.4 0.401
KXNK -0.003 0.995
bDbK 0.521 0.278
CCNBV -0.016 0.971
GMHS 0.923 0.149
HS 0.088 0.856
PHCN 0.931 0.062
XN* 1

Niam hoc 0.163 0.138

Gidi tinh
Nir -0.439 0.03
Nam* 1

* Nhom so sanh
**Kiém dinh tinh phu hop cia m6 hinh (Hosmer and Lemeshow test): Chi binh phuong = 4.473, df = 8, p = 0.812
Nguon: Tong hop tir két qua khao sat (ndm hoc 2020 - 2021)

4.2. Thdo lugn
4.2.1. Sir hai 1ong cua SV vé cac thanh phan cua chdt heong dich vu ddo tao

Nghién ctu khao sat 04 thanh phan caa CLDVDT véi ty I¢ SV hai long twong ung la:
khuon vién phong hoc (50.0%), hanh chinh hoc vu (54.9%), hoat dong giang day (56.7%), dich vu
tang thém (64.2%).

SV hai long thip nhat la vé khudn vién phong hoc vai ty 16 50.0%. Két qua nay tuong dong
véi két qua nghién cau cua Tran va Tran (2016) khao sat trén 287 SV Duogc nam cudi tai truong
Cao ding Dugc Trung Uong Hai Duong va nghién ciru cua H. T. T. Nguyen (2020) trén 624 SV
nam 03 khoa Y, Phuc hdi chuc nang, Xét nghi€ém, Diéu dudng, Chan doan hinh anh tai truong Dai
hoc K§ thuat Y té Hai Duong véi ty 1& hai long vé co s& vat chat lan luot 12 51.7% va 42.7%. Tu
d6 cho thay sy hai 10ng vé co sé vat chat cia SV chi ¢ muc trung binh. Hién tai, truong PHYK
PNT c6 02 khu day hoc chinh: khu A va B nhung co sé vat chat giita 02 khu rat khac nhau va chua
dugc déng bo dan dén sy hai long cia SV khac nhau. Khudn vién khu A véi hd sen va cay xanh
xung quanh nén rong l6n hon va khang trang hon khu B dan dén sy hai l1dng cua SV cho khudn
vién khu A cao hon. Tir ndm 2017, trudng bat dau tuyén sinh toan qudc nén khéi luong SV dong
va nhu cau noi hoc tap (phong hoc) 1a mét nhu cau lén. Bé dap (ng nhu cau dé, nha truong khéng
ngimg mé rong dau tu 16n vao trang thiét bi nhu may chiéu, may lanh, dén, ban ghé, loa. Viéc dau
tur 16n ciing kém theo viéc sira chira, bao tri khéng hé nho khi mdi ndm hoc co s& vat chat phong
hoc bi hu ton. Khu A véi phong hoc rong I6n hon dan dén viéc sira chita can nhiéu thoi gian hon
so vai khu B. Vi vay, SV hai 1ong vé phong hoc khu B (93.3%) cao hon khu A (67.7%).
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SV hai long thap tiép theo Ia vé hanh chinh hoc vu Vi ty 16 54.9%. Diéu d6 co thé giai thich
boi s6 lugng nhan vién hanh chinh hoc vu it, nhung sé lugng cng viéc nhiéu dan dén tinh trang
mot nhan vién phai 1am nhiéu viéc va chiu &p luc nén déi luc cac giai quyét van dé cia SV chua
triét dé, nhitng cam két chua dang hen hay thai d6 giao tiép (cau gat, kho chiu) khién SV chua hai
long. Bén canh d6, nghién ciru ghi nhan nhiéu y kién cua SV vé khung thoi gian 1am viéc cua céc
phong ban do it hon gio hoc cia SV nén khdng thuan tién cho SV khi gip van dé can giai quyét.

SV hai 16ng vé thanh phan hoat dong giang day vai ty 1& 56.7%. Két qua nay twong dong
véi nghién ciru ciia H. T. T. Nguyen (2020) véi ty 1 SV hai 1ong vé hoat dong giang day 1a 54.8%.
SV hai long thap nhat vé viéc dam bao gio 1&n 16p cua giang vién (58.8%). Boi vi dic trung cua
nganh sac khoe, giang vién khdng chi tham gia giang day ma con phai lam viéc tai cac bénh vién,
¢6 nhitng truong hop dot xuat nén thinh thoang sé vao 16p tré hoac théng béo hay 16p dot xuat.
Thém vao d6, nhidu SV y kién rang 16p hoc thiéu sinh dong (d6i khi nham chan, thu dong) di c6
g dung céng nghé théng tin trong giang day nhung viéc giang day van mang tinh ly thuyét. Tuy
nhién, vé viéc giang vién tra loi cac thac méc lién quan dén mén hoc SV hai long khé cao (75.9%).
Piéu d6 cho thay rang ning lyc chuyén moén hoa cao cia giang vién dap (ng véi nhitng thac mac
cua SV. Bén canh do, tiéu chi danh gia két qua hoc tap cua giang vién 1a diéu SV quan tdm. Nhiéu
SV y kién rang chu:a ¢6 sy ¢ong bang trong viéc danh gia diém sé SV di thuc tap giira cac glang
vién hay bd mon can cong khai dép 4an dé thi dé SV biét sira kién thirc sai cia minh. Ngoai ra, néu
nhu & cac trudng ngoai khéi nganh stc khoe (kinh té, ky thuat) mdi SV tu do dang ky hoc phan
(mdn hoc) thi ddi vai truong thudc khdi nganh sic khoe, lich hoc cua SV s& do nha trudng sip
xép. Vi thé, tht ty cac mon hoc da duoc nha trudng sap xép mot cach hop ly nham gidp SV hiéu
duoc tron ven kién thirc dan dén SV hai 1ong kha cao vé trinh tu cac mén hoc (84.7%).

SV hai long cao nhat 1a vé dich vu tang thém vai ty 1& 64.2%. Thanh phan nay thé hién qua
viéc nha trudng quan tam, thau hiéu nhu cau caa SV vé cac dich vy khac hd tro cho doi sdng xa hoi
cua SV (hoat dong Poan hoi, thong tin ca nhan), sy dbi xu cdng bang cho tirng ca nhan, sy ton trong
ti do va riéng tu ca nhan ctua SV bén canh doi sdng hoc dudng. Sinh vién hai long thap nhét vé hoat
dong Poan - Hoi (63.6%). Bén canh viéc hoc, nha trudng ludn khuyén khich SV tham gia hoat dong
nay. Cac hoat dong phong trao thu hit SV hon nhu cac budi toa dam, cac budi sinh hoat ngoai khoa,
céc budi tham gia hoat dong tinh nguyén, cau lac bo gidp SV rén luyén thém nhiing k§ ning mém
nhu cach tng xir, cach giao tiép, cach 1am viéc nhom. Bén canh hoat dong phong trao, Poan - Hoi
ciing c6 cac hoat dong hoc thuat nhung vi mang tinh chuyén mén, ma do té chirc cho SV toan truong
nén mang kién thirc cha yéu thién vé cac nganh hoc cd s6 lwong SV déng nhu Y khoa, Diéu dudng
nén c6 thé dan dén giam ty I¢ hai 1ong (63.6%) thap hon so vai cac khia canh khac.

Cuébi cung, ty 1é SV hai long chung vé CLDVPDT chi & muc trung binh (50.0%). Diéu nay
hop ly khi sy hai long caa SV vé cac thanh phan cia CLDVDT dao dong tir 50.0% - 64.2%. Vi
thé, trong thoi gian sap t6i, dé thu hat SV theo hoc, nha trudng can nang cao CLDVDT mét cach
cap thiét. Tir d6 cho thiy CLDVDT khong chi dén tir hoat dong giang day ma con tir cac thanh
phan khac ma co lic dong vai trd quan trong hon nhu 14 co s& vat chat, giao dich hanh chinh hoc
vu. Néu cac thanh phan nay khong duoc cac trudng dai hoc chi trong dang muc thi du cac hoat
dong lién quan dén hoc tap duoc cai tién lién tuc, CLDVDT van khdng thé dat duoc dinh cao,
dugc SV thira nhan va nho do, truong gianh duoc loi thé canh tranh trong thu hat SV.

4.2.2. Moi lién hé gigza sw hai 1ong vé chat hwong dich vu ddo tao va cac yéu té lién quan

Nghién cau tim thay mdi lién hé giira su hai long cua SV vé hoat dong giang day vai nganh
hoc (p < 0.001). B4i véi nhém hai long & muc trung binh - dudi trung binh (ty 18 hai 1ong < 65%),
nganh Phuc hoi chire nang (2019) va Y té Cong cong (2015) hai 1ong thap bai vi day 1a 02 chuyén
nganh mai thanh 1ap nén hoat dong giang day dang duoc xay dung va cai thién qua tirng nam;
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trong khi cac chuyén nganh khac déu c6 dic diém chung la tach tir nganh diéu dudng ban dau,
nghia 13 cac chuyén nganh nay cé nhitng mén hoc chung ciing nhu nhitng mén hoc riéng cu thé
cho ting chuyén nganh nén dan dén ty I1& hai long xap xi bang nhau nhung khong cao (< 65%).
Két qua nghién ctru khéc vai nghién cau caa H. T. T. Nguyen (2020) trén SV nam 03 khi ty 16 SV
hai 1ong & cac nganh la Xét nghiém (78.2%), Chan doan hinh anh (78.1%), Phuc hdi chirc ning
(68.9%), biéu dudng (58.1%). Piéu nay c6 thé giai thich do bi canh thyuc hién nghién cau, cdng cu
thu thap (bang cau hoi) va nam hoc khéac nhau dan dén sy hai 1ong khac nhau.

Nghién ctru tim thdy mdi lién hé giira sy hai 1ong chung cua SV véi gigi tinh (p < 0.016).
Trong d6, SV nam (57.9%) hai 10ng cao hon SV nit (46.6%). Két qua nay khac véi nghién ciru cua
Tran va Tran (2016) trén 287 SV Duoc nim cudi tai truong Cao ding Dugc Trung Uong Hai
Duong khi SV nit (60.1%) hai l1ong cao hon SV nam (41.6%). Biéu nay c6 thé do nghién ctu
chung t6i khao sat da dang d6i twong hon nghién ctru ciia Tran va Tran (2016) hozc ddy co thé la
sai s6 ngau nhién khi SV nir trong nghién ctru tham gia nghién ctru gap 02 lan SV nam.

Tuong ty cac nghién ctiiu khac, nghién ciu ndy c6 mot sé han ché. Dau tién, thiét ké nghién
ctu 1a nghién ctu cat ngang ma nhuoc diém cua thiét ké nay 1a cac thong tin duoc thu thap tai 01
thoi diém, mdi dbi twong chi thu thap théng tin mot 1an va khong theo dai xubi theo thoi gian; vi
thé, méi lién hé gitra sy hai long caa SV vé CLDVDT va cac yéu t6 lién quan duoc tim thay trong
nghién ciu khong cd méi lién hé nhan qua. Thi hai, cdng cu thu thap dix liéu 1a bang cau hoi tu
dién, tuy d& thuc hién va thuan tién dé khao sat SV nhung ciing gap nhiéu sai sé do luong nhu sai
léch lién quan dén tam trang ciia nguoi duoc khao sét, sai léch do nhd lai, sai l1éch do xu hudng tra
loi. B&n canh mat han ché, nghién ciu c6 mot sé diém manh. Nghién ctu dat gia tri bén trong voéi
ty 1é SV tham gia nghién ctu cao chiém 91.5% (536/586) va dat gia tri bén ngoai vi ¢& mau 1én,
chiém 58.3% dan s dich. Bén canh d6, nghién ctru khao sat da dang cac SV khéi Cir nhan thude
nhiéu chuyén nganh stc khoe.

5. Két luan & goi y

Nghién ciru cho thay SV hai long chung vé chat lugng dich vu dio tao & mirc trung binh
(50.0%), trong d6, cao nhit 1a dich vy ting thém (64.2%) va thip nhat & khudn vién phong hoc
(50.0%). Ngoai ra, sy hai long chung ctia SV khéac nhau theo gigi tinh va sy hai 1ong vé hoat dong
giang day khac nhau theo nganh.

Nghién ctru dé& xuat cac kién nghi nham nang cao chat luong dich vu dao tao. Bdi véi
khudn vién phong hoc, nha trudng can dong bo hoa co sé vat chit ¢ 02 khu hoc va cé ké hoach
stra chira kip thoi céc trang thiét bi hu hong. Ddi véi hanh chinh hoc vu, mét 13, nha truong xem
xét mao rong khung thoi gian lam viéc cua cac phong ban, dac biét 1a phong hanh chinh trong mua
thu hoc phi hodc déng tién thi lai; hai 13, xay dung trang web chuyén hd trg SV vé céch thirc thuc
hién giao dich hanh chinh hoc vu véi cac phong ban gitp SV rit ngan khoang thoi gian chuan bi
thi tuc can thiét. DSi voi hoat dong giang day, mot 13, giira giang vién va nha truong can co su
thdng nhat vé lich giang day dé dam bao dugc gid 1én 16p cua giang vién va dic biét, khi giang vién
ban viéc dot xuét thi thdng bao sém dé cac phong ban trong nha truong cap nhat kip thoi trong lich
hoc hang tuan cho SV; hai 13, bd mén can t6 chirc théng nhat cac tiéu chi cham diém dong bo gitra
cac giang vién trong cac dot thuc tap; ba 1, sau mdi ky thi, giang vién cd thé cong bb dap an dé
thi d& SV nhan ra kién thirc chwa dung ciia minh ciing nhu rat kinh nghiém cho cac dot thi lai.
Ngoai cac thanh phan trong CLDVDT, nghién ciu ¢ thu thap y kién déng gop cia SV vé
CLDVDT, trong d6 ndi bat 1&én SV muébn duoc hd tro trong viéc tiép can ngudn tai liéu y khoa cap
nhat - hoc liéu gidy tai thu vién, hoc liéu dién tar chuyén nganh va ang dung cong nghé théng tin,
hé thdng hoc tap online vao két hop giang day - dic biét 1a cac mén ly thuyét, cac budi chia sé va
tao co so dit lidu dién tir dé chia sé tai liéu mon hoc.



Nguyén Ngoc Van Phuong va cong su. HCMCOUJS-Khoa hoc Xa héi, 17(1), 89-102 101

Tai liéu tham khao

Athiayaman, A. (1997). Linking student satisfaction and service quality perceptions: The case of
university education. European Journal of Marketing, 31(7), 528-540.

Banjecvic, K., & Nastasic, A. (2010). Methodological approach: Students assessment of academic
institution as basic for successful achievement of their satisfaction. In International quality
conference (pp. 283-287). University of Kragujevac, Serbia: Center for Quality, Faculty of
Mechanical Engineering.

Basheer, A., & Alnaser, A. S. M. (2012). Assessing the relationship between higher education
service quality dimensions and student satisfaction. Australian Journal of Basic and Applied
Sciences, 6(1), 156-164.

Cronin, J. J., & Taylor, S. A. (1992). Measuring service quality: A reexamination and extension.
Journal of Marketing, 56(3), 55-68.

Gruber, T., FuR, S., & Voss, R. (2010). Examining student satisfaction with higher education
services. International Journal of Public Sector Management, 23(2), 105-123.

Hakim, A. (2014). Nursing students’ satisfaction about their field of study. Jonrnal of Advance in
Medical Education & Professionalism, 2(2), 82-87.

Harvey, L. (2003). Student feedback. Quality in Higher Education, 9(1), 3-20.

Hays, R. D., Davies, A. R., & Ware, J. E. (1987). Scoring the medical outcomes study patient
satisfaction questionaire PSQIII. Truy cap ngay 10/05/2021 tai https://www.rand.org/
content/dam/rand/www/external/health/surveys_tools/psq/psq3_scoring.pdf

Hoi ddng Pao dirc trong nghién cau y sinh hoc. (2020). Sé. 312/HPPB-TPHYKPNT: Chdp nhdn
cua Héi dong Pao dirc trong nghién cizu y sinh hoc trieong Pai hoc Y khoa Pham Ngoc
Thach [The approval of the Ethics Committee in Biomedical Research of Pham Ngoc Thach
Medical University of Medicine]. Ho Chi Minh City, Vietnam: Truong Dai hoc Y khoa
Pham Ngoc Thach.

Holdford, D., & Reinders, T. (2001). Development of an instrument to assess student perceptions
of the quality of pharmaceutical education. American Journal of Pharmaceutical Education,
65(2), 125-131.

Khoo, S., Ha, H., & Sue, L. T. (2017). Service quality and student/customer satisfaction in the
private tertiary education sector in Singapore. International Journal of Educational
Management, 31(4), 430-444.

Kim, H. G. (2018). Nghién citu chat luong dao tao dai hoc: Tiép can theo danh gia cua sinh vién
[Research on the quality of university training: Approach according to the assessment of
students]. Journal of Education Mangament, 10(5), 6-13.

Le, H. X., & Bui, H. T. T. (2019). Cac yéu t6 anh huong dén mic d6 hai long ctia SV nganh Y
khoa nam tht nhét ddi véi hoat dong dao tao tai truong Pai hoc Y Dugc Thai Binh. [Impact
on the satisfaction of first-year medical students with training activities at Thai Binh
University of Medicine and Pharmacy]. Tap chi Khoa hoc va Cong nghé Pai hoc Ty nhién,
225(7), 370-377.

Le, L. T. T., & Pham, P. T. L. (2019). Phan hdi caa Sinh vién vé Dich vu tai cac truong Pai hoc ¢
Viét Nam [Student feedback about services at universities in Vietham]. Tap chi Khoa hoc
Quan ly Giao duc, 1(21), 92-99.



102 Nguyén Ngoc Van Phuong va cong su. HCMCOUJS-Khoa hoc Xa hoi, 17(1), 89-102

Nguyen, H. T. T. (2020). Khdo sét sw hai 10ng ciia nguoi hoc vé chat hrong dich vu gido duc tai
truong Dai hoc Kj thudt Y té Hai Duong ndm 2020. [Survey of learners' satisfaction about
the quality of educational services at Hai Duong University of Medical Technology in 2020].
Truy cap ngay 10/05/2021 tai from http://125.212.201.8:6008/handle/DHKTYTHD _
123/6218

Nguyen, L. V. (2015). Sy hai 1dng cua sinh vién vé chuong trinh dao tao Ctr nhan Tam ly hoc
[Student satisfaction about the Bachelor of Psychology training program]. Tap chi Tam ly
hoc, 196(7), 74-84.

Nguyen, P. N. V., Nguyen, A. T., & Le, M. H. T. (2021). Xay dung va kiém dinh thang do d4nh
gia su hai long cua sinh vién khéi cir nhan vé chat lugng dich vu dao tao tai trudng dai hoc
Y Khoa Pham Ngoc Thach [Develop and validate scale to assess the satisfaction of
bachelor's students about service quality at Pham Ngoc Thach University of Medicine]. Tap
chi Y hoc Thanh Phé Hé Chi Minh, 25(4), 225-233.

Nwenyi, S., & Baghurst, T. (2013). Demographic and attitudinal factors infuencing doctoral
student satisfaction. Canadian Social Science, 9(6), 47-56.

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of satisfaction
decisions. Journal of Marketing Research, 17(4), 460-4609.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of service quality
and its implication for future research. American Marketing Assciation, 49(4), 41-50.

Sabina, N., & Timothy, B. (2013). Demographic and attitudinal factors infuencing doctoral student
satisfaction. Canadian Social Science, 9(6), 47-56.

Sallis, E. (2002). Total quality management in education. London, UK: Kogan Page.

Tran, T. Q., & Tran, K. B. (2016). Phan tich sy hai long cua sinh vién cao dfmg Dugc chinh quy nam
cudi tai Truong Cao Pang Duoc Trung Uong Hai Duong Nam hoc 2014-2015 [Analysis of
satisfaction of final year pharmacy college students at Hai Duong Central College of Pharmacy
School in 2014-2015]. Ky yéu Hgi nghi Khoa hoc Cong Nghé Tré 2014-2015, 704-707.

Weerasinghe, 1., & Fernando, R. L. (2017). Students’ satisfaction in higher education. American
Journal of Educational Research, 5(5), 533-539.

Yusoff, M., McLeay, F., & Woodruffe-Burton, H. (2015). Dimensions driving business student
satisfaction in higher education. Quality Assurance in Education, 23(1), 86-104.

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2018). Services marketing: Integrating customer
focus across the firm (7th ed.). New York, NY: McGraw-Hill Education.

58]

Creative Commons Attribution-NonCommercial 4.0 International License.



