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Tém tit: Nghién ciru nhdm danh gia cac nhan t6 anh huong dén chat lugng dich
vu thu vién tai Truong Pai hoc TDTT ba Nﬁng. Dua trén mo hinh danh gia chét luong
dich vu SERVQUAL, nhém nghién ctru di dua ra 5 nhan t6: Su tin cdy, Su dép ung,
Ning luc phuc vy, Su dong cam, Phuong tién hitu hinh. Trén co sé khao sat 300 sinh
vién dang theo hoc tai truong nhém nghién ciu da st dung phuong phap kiém dinh
Cronbach’s Alpha va phan tich nhan t6 khdam pha EFA dé kiém dinh va xay dung cic
thang do. Bén canh d6, sir dung phuong phap hoi quy tuyén tinh boi dé tim ra cac nhan
td anh hudng dén su hai long cua sinh vién vé chét lugong dich vu thu vién tai truong.
Két qua cho thdy 4 nhan t6 anh hudng sy hai long cta sinh vién.

Tir khoa: Sy hai long, chat lwong dich vu, sinh vién, thw vién

Abstract: This study aims to evaluate the factors affecting the quality of library
services at the University of Sports and Physical Education in Da Nang. Based on the
SERVQUAL service quality assessment model, the research team identified five factors:
Reliability, Responsiveness, Service Competence, Empathy, and Tangibles. A survey
of 300 students currently studying at the university was conducted, and the research
team applied Cronbach’s Alpha reliability test and Exploratory Factor Analysis (EFA) to
verify and develop measurement scales. Additionally, multiple linear regression analysis
was employed to determine the factors influencing students’ satisfaction with the library
service quality. The results indicate that four factors impact student satisfaction.
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PAT VAN PE

Su phat trién cua cong nghé thong tin va yéu cau ngay cang cao vé hoc tip va nghién ctru,

thu vién truong dai hoc da va dang chuyén minh dé tré thanh mot trung tam hd tro hoc thudt toan

dién cho sinh vién va giang vién. Thu vién gép phan vao viéc doi méi gido duc, d6i mdi phuong

phép day - hoc, tao moéi trudong tu hoc va tur nghién ciru, kich thich sy chu ddng cua sinh vién.

Céc truong dai hoc Viét Nam ngdy cang quan tim dén viéc dap tmg nhu cau va su hai long

ctia cac bén lién quan ma SV 1a mot bén lién quan vo cliing quan trong. Cai thién chat lugng dich

vu thu vién va sy hai long ctia SV khéng chi dé dép tng cac tiéu chuan cua kiém dinh chét luong

gido duc ma con dé thu hut SV vao truong, gop phan cho sy ton tai va phat trién cua nha trudng.
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Johnston & Webber (2004), cho rﬁng chét luwong dich vu thu vién cé thé dugc déanh gia
thong qua cic yéu té nhu kha ning cung cip tai liéu hoc thuat, su dé& dang trong viéc st dung
dich vu va mtic do hd tro cua thu vién ddi voi cac nghién ciru hoc thuat.

Nhin chung, céc ngh1en ciru nay deu khang dinh ring chat lwong dich vy thu vién trong
cdc truong dai hoc phai bao gdm mot cac yéu td, tir tai nguyén tai liéu, co so ha tang, moi truong
hoc tap dén cac dich vu hd trg nguoi ding. Mot thu vién chat lugng khong chi dap ing dugc nhu
cdu hoc tap va nghién ctru ma con phat trién cac dich vu phtt hop véi su thay doi cua cong nghé
va nhu cau ngudi dung. Cung cap cac dich vu hoc tap, nghién ctru chit lugng cao 1a yéu té quan
trong dam bao trudong dai hoc phat trién bén viing, dap ing duoc yéu cau cua thoi dai.

Nhiéu nha khoa hoc nhan dinh mbi quan he gitta sy hai 10ng cua sinh vién va chat lugng
dich vu thu vién cia truong dai hoc 1a mot yéu td quan trong trong viée danh gia hiéu qua hoat
dong cua thu vién, cling nhu céi thién chét luong hoc tap va nghién curu cua sinh vién. Khi chét
lugong dich vu cia thu vién dap trng dugc nhu cAu cua sinh vién, ho s& cam théy hai long hon, tir
d6 nang cao hiéu qua hoc tap va nghién ctru. Nhirng phan hdi tich cuc tir sinh vién s& gitip thu
vién nhan dién duoc diém manh va diém yéu trong dich vu cua minh, tir d6 c6 thé cai thién va
nang cao chét lugng dich vu.

Céc tac gia trong nude ciing da khang dinh qua nhiéu nghién ctru. Té6 Anh Diing va cong
su (2020), “Céc nhan td anh hudng dén chat luong phuc vu cua thu vién Truong Pai hoc Cong
nghiép Thuc pham Tp. H6 Chi Minh”: Két qua nghién ctru khang dinh cac nhéan t6 ¢6 anh huong
nhiéu nhat dén chat luong phuc vu cua thu vién Truong 1a Phuong tién hiru hinh va Sy ddng cam.
Tran Thi Yén Phuong (2021), “ Nghién ctru cac nhan t6 anh huong dén su hai 1ong cua sinh vién
vé chat luong dich vu thu vién tai truong Pai hoc Duy Tan”, tac gia da nghién ctru cho théy co
4 nhan t§ anh hudng tich cyc va co ¥ nghia thdng ké dén sy hai 1ong ciia sinh vién: Phuong tién
hitu hinh; nang luc phuc vu, dap tmg va tin cay.

Su hai 10ng cta sinh vién va chat luong dich vu cua thu vién truong dal hoc ¢6 méi quan
hé chit ché v&i nhau, va viée cai thién chat luong dich vu thu vién s€ tryc tiép nang cao sy hai
long ciia sinh vién, gép phan vao sy phat trién chung ctia moi truong hoc thut.

* Phwong phap nghién ciru:
- Phuong phap chgn mau va ¢ mau: Nghién ctru sit dung phuong phép chon mau thuan

tién va tién hanh khao sat bang bd cau hai theo thang do Likert 5 mtrc d§. Dua theo cong thirc
thong ké cua Cochran: n = Tait

N

. Z=pll-p) ,
Vi so lugng sinh vién hién c6 tai truong, ap dung cong thuc:t = gde thu gon
kich thuge mau. Vay dé dam bao d tin cdy, mau nghién ctru tién hanh vo1 kich thudc mau tbi
thiéu n=300(bang cau hoi).

- Phwong phap phén tich s6 liéu: Nghién ctru st dung cac phuong phap: Phuong phap
nghién ctru tai li€u, phuong phap phong van, phuong phép dinh tinh, phuong phap dinh lugng.
Céc thong tin s6 liéu dugce xur ly bang phan mém SPSS 22.0.

Duya trén m6 hinh dénh gia chét lugng dich vu SERVQUAL, nghién ctru dua ra 5 nhan t6
anh hu("rr}g dén sy hai long cua sinh vién stir dung thu vién: Su tin cdy, Su dap ing, Nang luc phuc
vy, Su dong cam va Phuong tién hitu hinh.
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Hinh 1. Mé hinh sy hai 1ong ciia sinh vién vé chit lwgng dich vu thw vién tai trudng

[ Phurong tién Su dap g

htru hinh Su hai long
[ Su déng cam ] [Néng Iwre phuc Vl_l]

cua sinh vién

KET QUA NGHIEN CUU
1. Kiém dinh d¢ tin cdy ciia cac thang do bing hé s6 Cronbach’s Alpha

Thang do va do tin cdy cua cac bién quan sat dugc danh gia bang hé sé tin ciy Cronbach’s
Alpha va phuong phép phén tich nhan t§ khiam phé EFA.

Bing 1. Tong hop két qua phan tich chat lrgng thang do bing hé s6 Cronbach’s Alpha

. Hé sb
TT Thang do Bién dic trung Cronbach’s

Alpha

1 |Tin cay TC1,TC2,TC3,TC4 0.843
2 |DPap ung DU1,DU2,DU3,DU4 0.859
3 |Nang luc phuc vu NL1,NL2 NL3 NL4,NL5NL6 0.804
4 |Pbng cam DC1,DC2,DC3,DC4,DC5 0.720

e PT1,PT2,PT3,PT4,PT5,PT6,PT7,

5 |Phuong tién hitu hinh PTS.PT9,PT10 0.887
6 |Hailong HL1,HL2 HL3 HL4,HL5 0.783

Yéu ciu vé thang do dugc chdp nhan loai bo cic bién c6 hé sé twong quan bién tong nho
hon 0.3 va hé s§ Cronbach’s Alpha nho hon 0.6. Trong phén tich nhan t6 khdm pha EFA, nhiing
bién c6 hé so tai nhan t6 nhé hon 0.5 s& bi loai khoi thang do vi c6 twong quan kém véi khai
niém do ludng. Sau cling kiém dinh mé hinh bang phuong phép hdi quy da bién véi d tin cay
95% (Sig.<0.05).

Qua két qua kiém dinh chit lugng & thang do & bang 1, cho thdy hé sé Conbach’s Alpha
ctia cac thang do déu 16n hon 0.6, diéu nay chung to thang do ludng du do tin cdy. Nhu vay hé
thong thang do hai long gdm 5 thang do dam bao chit lugng tot véi 29 bién quan sat.

2. Két qua phan tich nhan t6 kham pha EFA
2.1. Kiém dinh tinh thich hop ciia EFA

Trong bang 2, ta c6 KMO = 0.849 théa mén diéu kién 0.5 < KMO <1. Nhu vy, phan tich
nhan t§ kham pha 1 thich hop cho dit liéu. Pong thoi kiém dinh Bartlett’s ¢o ¥ nghia Sig.<0.05,
nhu vay phan tich nhan t6 kham pha EFA 1a phii hop va céc bién c6 twong quan tuyén tinh véi
nhén t6 dai dién.

TAP CHi KHOA HOC VA DAO TAO THE THAO (SO 31, QUY 1-2025)



BAI BAO KHOA HOC

Bang 2. Kiém dinh KMO va Bartlett’s Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .849
Approx.Chi-Square 9175.035
Bartlett’s Test of Sphericity df 406
Sig. .000

Nguon: Nhém tac gia thiee hién

2.2. Kiém dinh mirc d gidi thich cdc bién quan sdt doi véi nhén to

C6 5 nhan té dugc trich véi tiéu chi Eigenvalue = 1.039 >1 ¢ bang 3 cho thiy tong phuong
sai trich 71.062 % >50%. Két qua nay phu hop vdi tiéu chuan danh gia cia phuong phap phan

tich nhan .
Bang 3. Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings
Component % Cumulative % .
’ Total of Variance % Total of Variance Cumulative %

1 12.295 42.396 42.396 12.295 42.396 42.396
2 3.715 12.809 55.206 3.715 12.809 55.206
3 2.247 7.747 62.953 2.247 7.747 62.953
4 1.313 4.527 67.480 1.313 4.527 67.480
5 1.039 3.582 71.062 1.039 3.582 71.062
6 .934 3.222 74.284

2.3. Két qua ciia mé hinh

Nguon: Nhém téc gia thuwce hién

K&t qua bang 4 cho thay cac bién déu cd h¢ so tai nhan t6 16n hon 0.5 nén cac bién déu

duogc chon.
Bang 4. Ma trin xoay nhin to
Component NL6 640
" 5 3 p 5 DCI 582
TRBGE DC2 522
DC3 590
TC2 | .508
o5 T DC4 589
DC5 853
TC4 | 773 -~ =3
DUI 749 p— el
DU2 798 PT3 789
DU3 633 PT4 595
DU4 526 TS D
NLI 523 PTG 828
NL2 823 PT7 612
NL3 875 PT8 816
NL4 638 PTY 541
NL5 560 PT10 848
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2.4. Phan tich héi quy da bién

Phan tich hi quy dugc tién hanh dé xem xét moi quan hé¢ gitra cac bién doc lap duoc xac
dinh qua m6 hinh nhan t6 kham pha vdi bién phu thudc. Trong nghién ctru nay, mé hinh hoi quy
tuyén tinh da bién dugc xac dinh nhu sau:

HL=B,+B,*TC + B, *DU+B;*NL+B,*DC+ B *PT

Bang 5. M6 hinh hdi quy
Model Summary®

Model R R Square Adjusted Std. Er.ror of Durbin-Watson
R Square the Estimate
1 815° 664 .659 26831 2.067

Két qua bang 5 cho thiy giei trji R>=0.815 cac bién dai dién trong mé hinh da giai thich
duoc 81.5% c6 su thay doi cua bién phu thude (HL), tirc la qua ngh1en ctru da phat hién c6 5
nhém nhan té anh lién quan dén sy hai 1ong cua sinh vién vé chit lugng dich vu thu vién tai
Truong Pai hoc Thé duc thé thao Da Nang.

Bang 6. Hé s6 hdi quy

Coefficients®
Model Unstandardized Coefficients Sctzz(;?z?;f: ¢ Sig.
B Std. Error Beta
(Constant) 344 174 1.977 .049
TC .085 .032 .094 2.656 .008
! DU -.232 .045 -.233 -5.207 201
NL 124 .039 150 3.205 .001
DC 057 .044 061 1.603 .001
PT 276 .040 322 6.846 .000
a. Dependent Variable: HL

Nguon: Nhom téc gia thue hién

Qua bang 6, ta thiy cac nhém déu ¢ y nghia thong ké & mirc y nghia Sig< 0.05. Két qua
d6 cho thay chi c6 bién DU (dép tng) 14 khong c6 nghia thong ké Sig> 0.05.

Ham héi quy viét lai: HL = 0.094 # TC + 0.150 * NL + 0.061 * DC + 0.322 # PT

Két qua d6 cho thdy trong cac nhan t6 c¢6 anh huong dén su hai long vé chat lugng dich vu
thu vién tai truong Pai hoc TDTT Da Néng, nhan t6 PT (phwong tién hitu hinh) ¢6 anh huong
manh nhat.

KET LUAN

Két qua chinh ctia nghién ciru cho thdy: Dua trén mo hinh danh gid chat luong dich vu
SERVQUAL, nhém nghién ctru da dua ra 5 nhan t6: Su tin cdy, Su dap tng, Nang luc phuc vu,
Su dong cam, Phuong tién hitu hinh. Nhém nghién ctu  di st dung phuong phap kiém dinh
Cronbach’s Alpha va phan tich nhan t6 kham pha EFA dé kiém dinh va xdy dung céc thang do.
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Bén canh d6, st dung phuong phap hodi quy tuyén tinh boi dé tim ra 4 nhan t6: Su tin cdy, Ning
luc phuc vy, Su d@)ng cam, Phuong tién hiru hinh 4nh huong dén chat lugng dich vu thu vién tai
Trudng Dai hoc TDTT Da Ning.

Nhém nghién ctru da ¢d ging ting dung ky thuat phén tich dinh lugng dé dua ra nhing
két luan mang tinh khoa hoc cho vén dé nghién ctru, tuy nhién trong két qua nghién ctru van con
nhiing han ché. Do vay, ndi dung nay can nghién ctru sau va toan dién hon.
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