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Tom tit

Tdc gia dp dung nghién ciru dinh tinh dé xdy dung thang do va dinh heong dé kiém
dinh mé hinh nghién ciru. Théng qua khdo st nguoi hoc tai Truong Cao dang Pa Lat va
phan tich trén phan tich thong ké SPSS phién ban 20. Phdn tich héi quy chi ra: thii tuc hanh
chinh (f = 0,113), tinh hitu hinh (B = 0,119), hiéu qua xu Iy cong viéc (f = 0,135), nhdn
vién (B = 0,233) va tiép cdn dich vu gido duc (B = 0,384) dnh hwong tich cuc dén sy hai
long nguwoi hoc doi véi dich vu tai phong Pao tao Truong Cao dang Pa Lat. Trong dé
“Tiép cdn dich vu gido duc” 1 yéu té anh huwéng manh nhdt dén sw hai long ciia nguoi
hoc va “Thu tuc hanh chinh” c6 murc do tac dong thcfp nhat trong mo hinh nghién curu.
Ngodi viéc kiém nghiém tinh thuc té ciia mé hinh 1y thuyét, nghién civu con dwa ra ham y
quan 1y cho nha truwong dé cé co s dwa ra cac chinh sach ndang cao chat hrong dich vu
hanh chinh tai phong Pao tao Truong Cao ding Pa Lat.

Tir khod: chdt lwong dich vu, dao tao, ngueoi hoc, sw hai long

Abstract

THE RELATIONSHIP BETWEEN SERVICE QUALITY WITH STUDENT

SATISFACTION: A STUDY AT THE TRAINING DEPARTMENT OF DALAT

COLLEGE

The study adopts a mixed-methods approach, combining qualitative research for
scale development and quantitative analysis for model testing. Data were collected
through a structured survey administered to learners at Dalat College, and analyzed
using SPSS version 20. The multiple linear regression results reveal that the following
factors have statistically significant and positive impacts on student satisfaction with the
services provided by the Training Department: Administrative Procedures (f = 0.113),
Tangibility (f = 0.119), Work Processing Efficiency (f = 0.135), Staff (f = 0.233), and
Accessibility to Educational Services (f = 0.384). Among these, Accessibility to
Educational Services emerges as the most influential predictor, while Administrative
Procedures have the weakest effect within the proposed model. Beyond empirically
validating components derived from theoretical service quality frameworks, the study also
proposes managerial implications for higher education institutions. These findings offer
practical guidance for policy development aimed at enhancing the quality of
administrative services within the Training Department of Dalat College.
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1. Mé dau

Trong bdi canh gido duc hién dai ngay cang chu trong chét lugng toan dién, viéc
nang cao dich vu hanh chinh va dao tao chuyén nghiép, hi¢u qua, than thién véi nguoi
hoc 13 yéu t6 then chdt, gop phan ning cao uy tin co sé gido duc. Tai cic trudng cao dang,
dai hoc, phong Pao tao giit vai trd quan trong trong hd trg hoc sinh, sinh vién thuc hién
cac thu tuc hoc vu nhu tuyén sinh, ding ky hoc phan, xét tot nghiép va giai dap thic mic.
Mire d6 hai long cua nguoi hoc thé hién két qua thuc hién hanh chinh va anh huéng dén
chat lugng hoc tap, sy gan bé voi nha truong. Tai Truong Cao dang Pa Lat, phong Bao
tao 1a dau méi trién khai cac hoat dong nay, nhung chwa c6 nghién ciru nao dé danh gia
su hai long cua nguoi hoc 601 VoL chit lwong dich vu hanh chinh. Do d6, khao sat muc
d6 hai 1ong va xac dinh cac yéu té anh huong 1a can thiét dé nang cao chit lugng phuc
vu, dap Gmg mong doi cua sinh vién. Xuit phat tir thuc tidn d6, dé tai “Mdi quan hé giita
chat luong dich vu va sy hai long ctia nguoi hoc: Nghién ctru tai phong Dao tao Truong
Cao dang Pa Lat” dugc thyc hién nham 1am 13 cac yéu td tac dong dén sy hai long cta
ngudi hoc va dé xuat ham y quéan Iy cho nha trudng lam co s& dé dwa ra cc chinh sach
gitip nang cao chat lwong dich vu hanh chinh.

2. Co s6 1y thuyét
2.1. Khai niém sw hai long cua khdach hang

Su hai long ctua khach hang 1a mt khai niém trung tdm trong linh vuc marketing
va hanh vi tiéu ding, tuy nhién van con ton tai nhiéu cach hiéu va tranh luan hoc thuat vé
dinh nghia cu thé cua né. Nhin chung, phan 16n cac nha nghién ctru cho rang sy hai 1ong
phat sinh tir qua trinh so sanh gitta ky vong ban dau cua khach hang va trai nghiém thuc
té sau khi sir dung san pham hodc dich vu.

Phén tmg hai 10ng hay khong hai long sau tiéu ding c¢6 thé duge xem nhu mot danh
gia mang tinh chu quan cua khach hang, duoc hinh thanh thong qua viéc nhan thirc sy khac
biét gitra nhitng gi ho mong do1 va gia tri thuc t€ ma san pham mang lai (Fornell, 1995).

Su hai 1ong 14 trang thai cam xtc phan dnh sy khac biét giira mong doi va két qua
thuc té (Oliver, 1980). Hay, sy hai long nhu 1a m§t cam giac hai long hodc that vong cua
mot ngudi bang két qua cua viée so sanh thuc t& nhan duoc ciia san pham (hay két qua)
trong mbi lién hé v6i nhitng mong doi cia ho (Kotler, 2000). Vi vdy, mirc 6 hai long caa
hoc sinh, sinh vién dugc xem la mdt phan trng mang tinh chti quan, phan anh qua trinh
danh gia va so sanh giita ky vong ban dau vé dich vu hanh chinh trong gido duc va trai
nghiém thuc t& ma ho nhan duoc trong qua trinh thyc hién tai co s¢ dao tao.

Sy hai long ctia nguoi dan ddi v6i dich vu gido duc cong dugc do luong trén co s&
nam ngi dung, cu thé: tiép can dich vu gido duc; co s¢ vat chat; moi truong gido duc; hoat
dong gido duc va két qua gido duc (Bo Gido duc va Pao tao, 2023).

Chi s6 hai 1ong ctia ngudi dan dbi véi chat lugng phuc vu clia co quan hanh chinh
nha nudc nam 2024 (SIPAS 2024) dugc xac dinh bao gém nam thanh phan chinh: kha
nang tlep can dich vy, quy trinh thu tyc hanh chinh, nang luc va thai d6 cua cong chirc
giai quyét cong viéc, chat luong két qua cung tmg dich vu va hiéu qua tiép nhan, xtr 1y
phan 4anh cting kién nghi (Bo Noi vy, 2025).
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2.2. Chit lwong dich vu

Chét luong dich vu dugc do luong dua trén nam yéu td bap gém: sy tin cay
(reliability), tinh hiru hinh (tangibility), sy dam bao (assurance), sy dong cam (empathy)
va su dap ung (responsiveness) (Parasuraman va cong su., 1988). Cu thé:

(1) Su tin cay (reliability): La viéc thuc hién dich vu ding va phu hop ngay lan dau
tién.

(2) Tinh hitu hinh (tangibles): N6i vé co s& vat chit, may moc dong phuc ciia nhin
vién.

(3) Su dam béo (assurance): Phan anh mirc d6 t6 chirc cung cp dich vu c6 thé truyén
dat su tin cdy va cam giac an toan cho nguoi st dung, bao gom nang luc chuyén mon, thai
do phuc vu va cam két bao v¢ thong tin c4 nhan cling nhu quyén loi tai chinh cua ho.

(4) Su dong cam (empathy): Thé hién kha ning lang nghe, thau hiéu va phan hoi
pht hop v6i nhu cau riéng biét cua ting c4 nhan sir dung dich vy, tir 46 gitip to chiic xac
dinh va phuc vu hiéu qua nhom khéach hang muc tiéu.

(5) Su dap ung (responsiveness): La kha ning phuc vu vé chuyén mén nghiép vu
va kha nang giao tiép voi khach hang cua nhan vién.

Chit lwong dich vu 12 cam nhan cta khach hang vé két qua cua dich vy. Chat
luong dich vu dugc hiéu 14 cam nhan truc tiép cua khéch hang ddi véi két qua thuc té cua
dich vu ma ho nhan dugc (Cronin va Taylor, 1992). Chinh vi vay, thang do SERVPERF
dugc Cronin va Taylor xay dung vao nam 1992 nham nhan manh ring viéc danh gia chat
luong dich vu nén tap trung vao trai nghiém thuc té, thay vi so sanh gitra ky vong va cam
nhan nhu trong mé hinh SERVQUAL. SERVPERF ra doi véi muc tiéu lap day khoang
trbng con ton tai trong cac phuong phap do ludng trude d6, qua d6 phan anh chinh xéac
hon mtc d6 hai 1ong ctia khach hang thong qua viéc danh gia hiéu suat thyc té cta dich
vu dugc cung cap.

2.3. Méi quan hé giiva chit lwong dich vu véi sw hai long

Chit lwgng dich vu dugc xem 1a mot trong nhiing yéu té then chét, tic dong truc
tiép dén muc do hai 1ong cta khach hang. Khi dich vy dugc cung cap dap tmg tét nhu cau
va ky vong cia nguoi tiéu dung, diéu nay goép phan xdy dung long tin va su gan bo cua
khach hang d6i véi t6 chic. Vi vy, viéc cai thién chét luong dich vu khong chi nang cao
trai nghiém khach hang ma con dong vai tro quan trong trong viéc cting c¢b vi thé va hinh
anh cua doanh nghi¢p trén thi truong.

3. M6 hinh nghién ctru

Duya trén céc ly thuyét nén tang vé chat lugng dich vu nhu mé hinh SERVQUAL
(Parasuraman va cdng su., 1988), cac bao cao vé do luong mirc do hai long vé dich vu
hanh chinh va thuc tién hoat dong tai phong Pao tao Truong Cao déng ba Lat, nghién
curu nay xay dung mo hinh nham danh gia mbi quan h¢ gitra chét luong dich vu va sy hai
long cua nguoi hoc. Trong d6, sy hai long ciia nguoi hoc dugc xac dinh 1a bién phu thude
— phan anh muc d§ cdm nhan tich cuc hay tiéu cuc cua nguodi hoc sau khi tiép nhén va
trai nghiém dich vy tai phong Pao tao. Chat lugng dich vu trong nghién ctru dugc do
ludng thong qua sau thanh phan cu thé: (1) tiép can dich vu gido duc, (2) sy tin cay, (3)
tinh hitu hinh, (4) nhan vién, (5) tha tuc hanh chinh va (6) hiéu qua xu 1y cong viéc. Bay
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déu 1a cac yéu t thé hién mirc do dap tmg nhu cAu, mong doi va sy thuan ti€én ma nguoi
hoc cam nhén dugc khi twong tac véi hé théng dich vu gido duc. Tur d6, mo6 hinh duogc st
dung dé kiém dinh muc do anh hudng cua timg yéu t6 chat lugng dich vu dén su hai long
ctia ngudi hoc, qua d6 1am rd mdi quan hé nhin — qua gitra chét luong dich vu va cam
nhén cua nguodi hoc ddi vé6i chat lugng dich vy hanh chinh tai phong dao tao Truong Cao
dang Pa Lat.

Céc gia thuyét nghién ciru:

H1: Tiép can dich vu gido duc c6 anh hué’ng tich cuc dén sy hai long ctia ngudi hoc
do6i véi dich vu tai phong Pao tao Truong Cao dang Da Lat.

H2: Sy tin cay c6 anh hudng tich cuc dén su hai long nguoi hoc ddi voi dich vu tai
phong Dao tao Truong Cao dang Pa Lat.

H3: Tinh htru hinh c6 anh hudng tich cuc dén sy hai 1ong ctia ngudi hoc ddi voi
dich vu tai phong Pao tao Truong Cao dang Pa Lat.

H4: Nhan vién c¢6 anh huong :[ich cuc dén sy hai long ctia nguodi hoc ddi véi dich
vu tai phong Pao tao Truong Cao dang Da Lat.

H5: Thu tuc hanh chinh c6 danh hudng tich cuc dén sy hai long ctia ngudi hoc ddi
v6i dich vu tai phong Pao tao Truong Cao dang Da Lat.

H6: Hiéu qua xir 1y cong viéc ¢ anh huong tich cuc dén su hai 1ong ngudi hoc dbi
v6i dich vu tai phong Pao tao Truong Cao dang Da Lat.

Tiép can dich vu gido duc \ Nhan vién

\H 0 H4

A Sw hai long
Su tin cay % ciia ngwoi Thu tuc hanh chinh

43 e

H
Tinh htu hinh / H3 Higu qua .)iu ly cong
H6 viéc

Hinh 1. M6 hinh nghién citu dé xudt

4. Phuong phap nghién ctru

"Phuong phap dinh tinh dugc st dung dé xay dung ban cau hoi khao sat. Sau do tac
gid tién hanh viéc thu thap va phan tich dir li¢u dinh lugng.

Dt liéu dinh lu’(_mg duogc thu thap thong qua khao sat bang hoi truc tiép sir}h Vi§n
dang hoc Truong Cao dang Pa Lat tir thang 5-6 nam 2025 va 4ap dung k¥ thuat lay mau
thuan tién.

Kich thuéc mau, Theo Hair va cong su. (2009) ciing dé xuét ti thiéu 1a ndm mau
trén mot bién quan sat. Vi 33 thang do, can it nhat 165 (33x5) ban khao sat. Tac gia thyc
hién khao sat 500 nguoi hoc tai truong Cao dang Pa Lat.
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Dt liéu dugc xtr Iy va phan tich trén SPSS phién ban 20 theo quy trinh sau:

Danh gia do tin cay thang do, Phén tich nhan t6 kham pha (EFA), Phan tich twong
quan va Phan tich hoi quy da bien.

5. Két qua nghién ciru

5.1. Két qud ddnh gid d tin cdy thang do

Trén co s6 nghién ctru danh gia do tin cay cua 33 bién quan sat, dai dién cho bay
nhom nhén t6 dwgc dua vao phan tich do tin ciy. Két qua cho thiy bién quan sat TCDV5
(ctia nhom Tiép can dich vu gido duc) khong dat tiéu chuan nén loai ra khéi mo6 hinh

nghién ciru. Vi bay nhom (32 bién quan sat) voi hé sb Cronbach's Alpha déu 16n hon
0,6 dat chuan nhu sau:

Bing 1. Két qua phan tich dg tin cdy

Noi dung cac muc hoi I;LI:II;Ig Phuong Cronb
sai Twong | ach's
thang
. thang quan Alpha
Bien do I & £
A do néu bi¢n néu
néu . z .
. loai tong loai
loai <A . A
£ bien bien
bién
Tiép can dich vu gido duc (TCDV), Cronbach's Alpha =0,909
TCDV1 T6i dé dang tiép céan cac dich vu hanh chinh tai 13,72 2,883 ,765 ,892
Phong Pao tao
TCDV2  [Thoi gian lam viéc cia Phong Pao tao phu hop | 13,71 2,696 ,840 ,866
v&i lich hoc cua t6i
TCDV3  (Co nhiéu kénh dé t6i thuc hién céc thu tuc (truc 13,68 2,898 ,788 ,884
tiép, online, dién thoai)
TCDV4  [Théng tin vé dich vu dugc cung cap day di, 16 | 13,69 2,868 784 ,886
rang va de tim
Su tin cdy (STC), Cronbach's Alpha =0,809
STC1 Pflong Dzio tao luon cung cap dich vu dung nhu 13,24 2,723 685 731
da cam két
STC? T}lm}g th doAPhong Pao tao cung cap chinh xac 12,71 3.871 512 817
va dang tin cay
STC3 Thi tuc dwoc xir Iy dung han va day du 13,25 2,649 ,703 ,721
STC4 D1€:h vu ha}nh c}nnh ludn duoc thuc hién nhat 13,20 2,813 653 747
quéan va chinh xac
Tinh hitu hinh (HH), Cronbach's Alpha =0,861
HH1 Co s0~Vat chat cta Phong Pao tao hién dai va 14,78 8.907 691 830
sach sé
HHD Trang Athlet;bl ho trg (may tinh, may in) luén 14.83 8.728 683 832
hoat dong tot
HH3 C:lc Hleu mau va tai liéu dugc trinh bay rd rang, 14,68 9.158 688 830
de hiéu
HH4 Webs;te va céc kénh thong tin ctia Phong Dao 14,67 9,340 661 837
tao dé truy cap
HHS E}ilgnvuc tiép don sinh vién thoang dang, than 14,70 9,140 678 833
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Nhan vién (NV), Cronbach's Alpha =0,829

NV1 Nhan vién c6 kién thirc chuyén mén tdt 17,56 4,093 ,636 ,792
NV2 Nhan Xlen than thién, lich sy khi lam viéc véi 17.63 4,057 596 804
sinh vién
NV3 Nhan vién sin sang hd trg va giai dap thic mac | 17,58 4,062 ,645 ,789
NV4 TO} carirﬁl thay duoc ton trong khi lam viéc voi 17,55 4,119 656 787
nhan vién
NV5 Nhan Y}en quan tdm va tan tdm voi nhu cau cua 17,58 4220 600 802
sinh vién
Thu tuc hanh chinh (TTHC), Cronbach's Alpha =0,886
TTHCI1 Tilu .t}_lc hanh chinh tai Phong Pao tao don gian, 15.50 8.214 714 864
de hieu
TTHC2 Thu tu(j khong gdy phién ha hodc ruom ra cho 15,50 8.125 725 862
sinh vién
TTHC3 (;ac buq’c thuc hién thu tuc dugc hudng dan rd 15.50 8.242 726 862
rang, minh bach
TTHC4 Eélllim gian hoan thanh thu tuc hop 1y, khong kéo 15,53 7,983 725 862
TTHC5  |Viéc chudn bj gidy t&, hd so thuén tién, d& dang | 15,52 8,149 ,735 ,859
Hiéu qua xtr ly cong viéc (HQCV), Cronbach's Alpha =0,884
HQCV1  (Cac thu tuc dugc xtr Iy nhanh chéng, dung han 11,83 3,249 , 747 ,857
HQCV2 Egagn vién phan hoi kip thoi cac yéu cau va thac 11.83 3.299 748 857
HQCV3 Céc van qe phat sinh dugc giai quyet hiéu qua, 11.85 3,203 770 848
nhanh chong
HQCV4  [T6i khong phai cho doi 1au khi lam thu tuc 11,85 3,288 , 746 ,858
Su hai long (SHL), Cronbach's Alpha =0,854
SHL1 T(?l hZEl long‘vorl chat luvgng dich vu hanh chinh 18,87 2,483 621 838
tai Phong Dao tao
SHL2 Dich vy hanh chinh dap tng t6t nhu cau cua toi | 18,85 2,476 ,655 ,828
SHL3 11;1(;1 s€ tiep tuc sir dung dich vu nay trong tuong 18,79 2,612 610 839
SHLA4 T'(zl s€ glol thi€u dich vu nay cho ban be, sinh 18,78 2,482 710 814
vién khac
SHLS TO} cam :[hay tin twong khi st dung dich vu tai 18,77 2,475 755 803
Phong Pao tao

5.2. Xdc dinh cdu tric cdc thanh phén cua cdc yéu 16 chat lwong dich vu dnh
hwong den sw hai long ciia ngwoi hoc tai phong Dao tao Trwong Cao dang Da Lat

Déi véi nhém nhan té djc Igp: Phan tich nhan t6 kham pha véi 27 bién quan sat
ctia S4u nhoém nhan t6 doc 1ap (Tiép can dich vu gido duc, su tin cy, tinh hitu hinh, nhan
vién, thu tuc hanh chinh va hiéu qua xur 1y cong viéc). Két qua nhu sau: gia tri kiém dinh
kmo 14 0,895 >0,5, thda mén diéu kién phan tich; gia tri kiém dinh Bartlett (Sig.) = 0,000
< 0,05, nén mo hinh c6 twong quan trong tong thé; hé sb Initial Eigenvalues >1, tong
phuong sai trich ¢6 gia trj 13 68,431 cho thiy, kha ning giai thich sy bién thién trong mé
hinh nghién ciru 14 68,431% va gia tri nay 16n hon 50% dat yéu cau. Két qua hinh thanh
nén sau nhom nhan té v6i hé sb tai cac nhan t6 16n hon 0,5 nhu gidng nhu cac nhan td
ddc 1ap ban dau.
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Bing 2. Két qua phan tich nhén té doi véi yéu té ddc ldp

Thii tuc | Tinh hitu |Hiéu qua xir Iy| Nhan vién [Tiép can dich vu| Sy tin ciy
hanh chinh|  hinh cong viéc gido duc
TTHCS |,828
TTHC2 |817
TTHC1 |817
TTHC4 |816
TTHC3 |815
HH1 ,795
HHS 777
HH2 775
HH3 ,772
HH4 ,766
HQCV1 ,831
HQCV2 ,830
HQCV3 ,825
HQCV4 , 797
INV3 764
INV2 ,763
INV1 ,753
INV4 727
INV5 ,699
TCDV4 ,808
TCDV2 ,804
TCDV3 ,783
TCDVI ,748
STC3 ,835
STC1 ,827
STC4 ,819
STC2 ,674

Doi véi nhém nhén t6 phu thudc: Phan tich nhan t6 khdm pha véi ndm bién quan
sat ctia nhom nhan t6 phu thudc 14 sy hai long ciia hoc sinh sinh vién ddi voi chét luong
dich vu tai phong Dao tao Truong Cao dang Pa Lat. Két qua cho thdy mot nhom nhan t6
dugc hinh thanh véi nim bién quan sat c6 hé s tai nhan t6 1on hon 0,5 véi gia tri kiém
dinh KMO 1a 0,845>0,5, théa man diéu kién phan tich; gla tri klem dinh Bartlett (Sig.) =
0,000 < 0,05, nén m6 hinh ¢6 twong quan trong tong the; hé s6 Initial Eigenvalues >1,
tong phuong sai trich c6 gia tri 1a 63,672 cho thay, kha ning giai thich sy bién thién trong
mo hinh nghién ciru 12 63,672 % va gia tri nay 1on hon 50%, dat yéu cau.

Qua dénh gia thang do thay 32 bién quan sat d thoa man cac yéu cau can thiét dé
dua vao phan tich twong quan.

5.3. Pdanh gid méi quan hé tuyén tinh giia cdc yéu t6 chit lwong dich vu véi sw
hai long cua ngwoi hoc tai phong Dao tao Truwong Cao ding Da Lat

Két qua phan tich twong quan giita sau bién doc 1ap voi mot bién phy thude cho
thdy: V&i mirc ¥ nghia nho hon 0,01 va hé s6 twong quan Pearson >0 céac bién doc lap:
tiép can dich vu gido duc (TCDV), sy tin cay (STC), tinh hiru hinh (HH), nhan vién (NV),
thu tuc hanh chinh (TTHC) va hiu qua xur 1y cong viéc (HQCV) c6 tuong quan voi su
hai 1ong nguoi hoc (SHL) d6i vai dich vu tai phong Dao tao Truong Cao dang ba Lat.
Trong d6, yéu t6 su tin cdy (STC) ¢ h¢ s6 trong quan thap nhat 12 0,177 va yéu td tiép
can dich vu gido duc (TCDV) ¢6 hé s6 twong quan cao nhét 13 0,643. Vay dit liéu nghién
ctru du diéu kién dé phan tich hoi quy.
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5.4. Do lwong mirc dp dnh hwéng ciia cdc yéu tﬁ' chit lwong dich vu dén sw hai
long cua ngwoi hoc tai phong Dao tao Truong Cao diang Da Lat

Phén tich hdi quy tuyén tinh bdi dugc tién hanh theo phuong phap Enter nham kiém
dinh muc d6 phu hop cia mé hinh véi dit liéu thu thap. Két qua cho thay hé sé xac dinh
hiéu chinh (Adjusted R?) dat gia tri 0,510 dong nghia v&i viéc mé hinh giai thich duoc
khoang 51,0% phuong sai cua bién phu thudc. Chi s6 Durbin—Watson dat gia tri 1,785
nam trong khoang chap nhan (1 < DW < 3), cho thdy hién tugng tu twong quan trong
phan du khong dang ké.

Dé danh gia y nghia thong ké ciia mé hinh tong thé, kiém dinh F duoc thyc hién voi
gia thuyét Ho: R = 0. Két qua cho thay F = 86,917 voi gia tri sig. = 0,000, nho hon mirc y
nghia 0,05. Do do, c6 du co s& bac bo gia thuyét Ho va két luan ring mé hinh h01 quy c6 ¥
nghia thong ke, tic 1a cac bién doc 1ap c6 tac dong dén bién phu thudc trong téng thé.

Xét murc ¥ nghia cta cac hé s6 hoi quy riéng 1¢, bién “Su tin cdy” (STC) co gia tri
Sig > 0,05, cho thdy khong c6 anh hudng déng ké dén mirc d6 hai long (SHL) ctia nguoi
hoc ddi véi dich vu tai phong Dao tao (ddy 14 co sd dé bac bo gia thuyét H2: Sy tin cay
c6 anh hudng tich cuc dén su hai long nguoi hoc ddi véi dich vu tai phong Dao tao Truong
Cao dang Da Lat). Trong khi d6, nim bién doc 1ap con lai c6 Sig < 0,05, khang dinh vai
tro tac dong cuia ching dén bién phu thude.

Duya trén hé s6 chuan hoéa Beta, mirc d6 anh huong cua cac yéu td dén su hai 1ong
dugc sap xe€p theo thur tu tdng dan nhu sau: Tha tuc hanh chinh (TTHC), tinh hitu hinh
(HH), hi¢u qua xt 1y cong viéc (HQCV), nhan vién (NV) va tiép cén dich vu gido duc
(TCDV).

Phuong trinh hoi quy tuyén tinh boi duge thiét 1ap nhu sau:
SHL=0,113 TTHC + 0,119 HH + 0,135 HQCV + 0,233 NV + 0,394 TCDV
Bing 3. Két qua phan tich hoi quy

Hé¢ sf') chua H¢ s6 chuin Théng ké da
. chuan hoa héa cfng tuyen
M& hinh e ——
B . Beta t | Sig €80 1 yip
chuan tolerance
Ul (Constant) 1,840 | ,148 12,413 | ,000

TCDV ,277 ,030 ,394 9,258 ,000 |,548 1,826
STC -,006 |,023 -,008 -253  |.,800 |,926 1,080
HH ,062 ,019 ,119 3,378 ,001 [,799 1,252
NV 183 | ,028 233 6,552 |.,000 |,782 1,279
TTHC ,062 ,018 ,113 3,427 ,001 |,909 1,100
HQCV ,089 ,025 ,135 3,553 ,000 |,686 1,458

6. Thao luin
Dura vao két qud phén tich héi quy da bién (bing 3), cho thiy:

. Két qua phan tich hdi quy tuyén tinh boi cho ‘ghéy nim bién doc 1ap trong mo hinh
déu c6 anh huong duong va ¢ y nghia thong ké dén sy hai long cua nguoi hoc doi voi
dich vu tai phong DPao tao Truong Cao dang Pa Lat. Trong do, bién “Tiép can dich vu
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gido duc” c6 hé s6 hdi quy chuan héa cao nhét (B = 0,394; Sig = 0,000). Diéu nay cho
thay, khi cac yéu t6 khac khong thay doi, trung binh mdi khi mirc d6 tiép can dich vu gido
duc tang 1én mot don vi do I¢ch chun thi mérc do hai long cua nguoi hoc cling tang thém
0,394 don vi do léch chuan. Két qua nay hoan toan c6 ¥ nghia thong ké (Sig < 0,05), qua
d6 chap nhan gia thuyét H1.

Tiép theo, bién “Nhan vién” ciing cho thiy anh huong dang ké véi hé sé p = 0,233
(Sig = 0,000), nghia 1a mdi don vi gia ting vé mirc d6 hai long véi nhan vién sé& kéo theo
su gia ting 0,233 don vi do 1éch chudn trong mtrc do hai 1ong chung. Két qua nay chip
nhan gia thuyét H4.

Bién “Hiéu qua xur ly cong viec” xép thtr ba vé muc d6 anh hudng (B=0,135; Sig
= 0,000), thé hién rang ning lyc xur Iy nhanh chéng va hiéu qua cac yéu cau cua ngudi
hoc ciing ¢6 vai tro tich cuc trong viéc nang cao murc d6 hai long, nén chip nhan gia
thuyét H6.

Trong khi do, hai bién “Tinh hiru hinh” (B=0,119; Sig =0,001) va “Thu tuc hanh
chinh” (B = 0,113; Sig = 0,001) mic du c6 muc anh huéng thap hon nhung van cho thay
mdi quan hé tich cuc va c6 ¥ nghia thong ké voi sy hai long. Piéu nay cho théy, cac yéu
t6 nhu co so vat chat, trang thiét bi, va tinh minh bach, dé hiéu trong cic quy trinh thu tuc
cling dong gop vao viéc trai nghiém tich cuc cho nguoi hoc, qua d6 chp nhén gia thuyét
H3 va HS.

Dic biét, bién “Sy tin cay (STC)” co gia tri Sig > 0,05, diéu nay cho thiy yéu t6
nay khong c6 anh huéng dang ké vé mit thong ké dén sy hai 1ong trong m6 hinh nghién
clru nén gia thuyet H2 b1 bac bo. Két qua nay ggi mo rang, trong cac dich vu gido duc
cong, yéu tb “su tin cay” can duogc truyén thong t6t hon néu mudn nang cao nhan thirc va
danh gia cua nguoi hoc vé tiéu chi nay.

Két qua nay hoan toan phu hop véi dic diém moi truong giao duc tai truong, noi
ngudi hoc danh gia cao su dé dang, thuén ti¢n trong viéc tlep can thong tin, tu van, hd tro
hoc vu va céc dich vu lién quan. Xét tong thé, mo hinh hdi quy da khang dinh mbi quan
hé chat ché gitra chat luong dich vu va sy hai 10ng ctia ngudi hoc, déng thoi cung cip co
s& thuc tién cho viée cai tién cong tac dao tao va phuc vu ngudi hoc tai cac co s¢ gido
duc cong lap.

Tir két qud nghién ciru két hop véi tinh hinh thue té tai don vi, tic gii dwa ra cdc
ham y cho nha qudn ly nhw sau:

(1) Nang cao kha ning tiép can dich vu giao duc (TCDV)

Yéu td nay co hé s6 anh hudng cao nhét (B = 0,384) cho thay nguoi hoc danh gia
rat cao tinh d& tiép can, rd rang va thuan tién cia dich vu gido duc. Dé cai thién yéu tb
nay, phong Dao tao can: Cép nhét thuong xuyén thong tin hoc vu, ké hoach hoc tép, lich
thi, cac biéu mau, huéng dan thu tuc 1én website truong, fanpage va cong thong tin sinh
vién; thiét lap kénh tu van qua email, mang xa hoi hodc chatbot dé hd tro sinh vién nhanh
chong ma khéng can dén tryc tiép; don gian hoa viéc tra ctru thong tin thong qua viée
thiét ké giao dién web than thién v6i nguoi ding, tich hop chirc nang tim kiém nhanh
hodc thu vién hoi — dap pho bién va dam bao cong bang trong tlep can dich vy, hd trg
sinh vién & cac viing xa hodc c6 diéu kién han ché bang viéc t6i wu héa hinh thirc lam tha
tuc truc tuyén hodc b tri can bo hd tro ca nhan.
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(2) Tang cuong nang lyc va thai do phuc vu ctia nhan vién (NV)

Nhan vién 14 cau ndi tryc tiép giita dich vu va ngudi hoc. Véi hé s6 anh huong f =
0,233 c6 thé khang dinh réng su chuyén nghié€p, than thién va tan tdm cua doi ngti can bo
1a yéu t6 quan trong thuc day su hai long. Be cai thién yeu td nay, phong Dao tao can: To
chtrc tap huan dinh ky vé ky nang giao tiép, giai quyét tinh huong, cham soc nguoi hoc
va ky nang sir dung phan mém hanh chinh; thiét 1ap bo quy tic Gmg xir trong phuc vu
nguoi hoc, gan trach nhiém ca nhan voi tiéu chi danh gia chat luong cong viéce; ap dung
co ché phan héi tir nguoi hoc, trién khai phleu danh gi4 dinh ky dé ling nghe phan hoi va
kip thoi diéu chinh hanh vi phuc vu va khuyén khich tinh thin phuc vu théng qua cac hinh
thirc khen thudng, biéu duong can bd dugce ngudi hoc danh gia cao.

(3) Cai thién hiéu qua xtr 1y cong viéc (HQCV)

Vé6i hé sb p=0,135 cho thdy hiéu qua cong viéc phan anh nang lyc va toc do giai
quyét cac yéu cau hoc vu. Pé cai thién yéu té nay, phong Pao tao can: Chuan héa quy
trinh xur 1y hd so hoc vy, thiét lap quy trinh 3 rang, c¢6 hudng dan minh bach, thoi han cu
the va nguoi phu trach timg budc; sé hoa quy trinh nghiép vu bang viéc U:ng dung phan
mém quan ly sinh vién, tich hop cac chire nang xur 1y hoc vu nhu xac nhan gidy to, dang
ky hoc phan, don xin hoc lai,. . dé ting tinh minh bach va tiét kiém thoi gian; rat ngan
thot gian giai quyet hé so hoc vu va thong bao két qua rd rang qua email, h¢ thong ndi bo
va thiét lap co che phan hoéi nhanh cho phép ngudi hoc tra ciru tién do xir Iy hd so hoidc
khiéu nai néu can.

(4) Nang cao yéu t6 tinh hiru hinh (HH)

Tinh hitu hinh thé hién qua co so vat chit, trang thiét bi, tai liéu hudng dan, khong
gian phuc vu, ... Mic du hé s6 anh hudng khong cao (B =0, 119), nhung day van 1a yéu tb
quan trong d01 voi trai nghiém cta nguoi hoc. Pé cai thién yéu t6 nay, phong Pao tao
can: Nang cap co s& vat chat tai phong Dao tao bd tri khong gian don tiép sinh vién sach
s&, c6 ban ghé chd, bang hudéng dan quy trinh 1am viéce; trang bi phuong tién hd tro nhu
may tra ctru thong tin, may in ty phuc vy, man hinh hién thi lich 1am viéc hodc thong bao
quan trong; xay dung tai liéu huéng dan thu tuc bang hinh anh/clip gitp sinh vién dé hiéu
va thao tac ding ngay tir ddu va cai thién hé théng bang biéu, bang hudng dan 16 rang,
khoa hoc, dé quan sat.

(5) Bon gian hoa thu tuc hanh chinh (TTHC)

Mic di yéu té “Thu tuc hanh chinh” ¢6 muc dnh huéng thap nhat (B = 0,113) nhung
Va~1n la rao can phd bién gay kho chiu cho ngudi hoc néu 1 khong dugc xur ly t6t. Dé cai thién
yéu t6 nay, phong Dao tao can: Toi gian biéu mau va gidy to yéu cau, tich hop thu tuc hanh
chinh vao phan mém quan ly, cong khai, minh bach cac quy trinh va sap xép can bo hudng
dan tai quay, san sang hd tro sinh vién thao tac, dién biéu mau va tra ciru théng tin.

7. Két ludn

Két qua nghién ctru cho théy muc d hai long cuia ngudi hoc vé chét luong dich vu
tai phong Pao tao Truong Cao diang Pa Lat bi tic dong bai cac yéu td nhu tha tuc hanh
chmh (TTHC), tinh htru hinh (HH), hi¢u qua xt ly cong VleC (HQCV), nhan vién (NV) va
tiép can dich vu gido duc (TCDV). Viéc nhan biét cac yéu t6 ndy sé gitip phong Pao tao c6
co s dé dwa ra cac giai phap nang cao chat luong phuc vy, tao diéu kién hoc tap thuan loi
va tang cuong sy két ndi giira sinh vién va nha truong, dong thoi 1am nén tang cho sy phat
trién dich vy dao tao ngay cang chuyén nghiép va hiéu qua hon trong tuong lai.
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