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Tém tit: Chat luong dich vu 1a nhan t6 tic dong nhiéu dén sy hai long cua khach
hang. N6i cach khac, chét luong dich vu va su hai long cua khach hang cé quan hé chat
ché vaoi nhau. Thong qua sir dung cac nghién ctru khoa hoc, nhdm nghién ctru da danh
gia dugc su hai 1ong vé chat lugng dich vu thé thao tai cdu lac bo thé duc thé thao ngoai

Tir khéa: Su hai long, Chét luong dich vu, Cau lac bo thé thao

Abstract: Quality service is a factor that greatly impacts customer satisfaction. In
other words, service quality and customer satisfaction are closely related to each other.
Through the use of scientific research, the research team has evaluated satisfaction of
the service quality for extracurricular sport club at Ton Duc Thang University.
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PAT VAN PE

Linh vuc TDTT dang dugc Pang va nha
nude quan tim dau tu manh m& dé phat trién
theo xu hudng hoi nhap vdi sy phat trién chung
cia TDTT Thé gidi. Song song véi viéc phat
trién co s& vat chat, khoa hoc ky thudt cho thé
thao thi chat lugng dich vu gép phan déng
ké dé nang cao hiéu qua tap luyén cho ngudi
sir dung. Truong Pai hoc Ton Pirc Thang la
Truong di dau trong viéc dau tu kinh phi xay
dung co s¢ vat chat ky thuat ma con di dau
trong xdy dung phat trién cdc Cau lac bo Thé
thao. Pay khong chi 1a diéu kién rat tot dé
truong nang cao, chudn hoa chuong trinh gido
duc thé chat, xay dung céc cau lac bd thé thao
va phat trién cac su kién cong déng, ma con la
diéu kién ly tuong cho sinh vién yéu thich thé
thao dugc tham gia tap luyén tai cac cau lac b
thé thao cua truong ( bong chuyén, bong rd,

cau 16ng, tennis, boi 161, bong da, Yoga, Gym
cung voi nhiéu cau lac bd vo thuat o).

Chat lugng san pham 1a mot trong nhiing
yéu td quan trong dé nhim théa man nhu cu
cua khach hang, dac biét vdi cac doanh nghiép
cung cép céc dich vu nhu Cau lac thé thao ngoai
khoaPl. Vi vay, ting cuong chét luong dich vu
ctia doanh nghiép/ don vi s& gép phan ning cao
murc d6 hai long cua khach hang. Chét luong
dich vu tac dong dén su hai long cua khach
hang di duwoc ching minh tir nhidu nghién
ctru, twong Gng néu dich vu khong duoc cai
thién dwa trén nhu cau cua khach hang thi s&
khach hang sé& khong hai long va nguoc lail.
Xuat phét tir nhitng nhan dinh va suy nghi trén,
ching t6i tién hanh nghién ctru: “Pdnh gid
sw hai long vé chit lwong dich vu thé thao
tai Cau lac bo T hé duc thé thao ngogi khoa
triwong Pai hoc Tén Piec Thing’"
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Phwong phap nghién ciru:

Pé 1am 13 céc van dé nghién ciru, ching
to1 sir dung phuong phdp tham khao céc tai liéu
¢6 lién quan, diéu tra nhan khau hoc, xr Iy toan
thong ké (phan mém SPSS 2.0). Khach thé
nghién cuu: 340 sinh vién (dai hoc chinh quy).

KET QUA NGHIEN CUU

1. Thye trang dich vu thé thao tai Cau
lac b Thé duc thé thao ngoai khéa trudong
Pai hoc Tén Pirc Thing

Co sé vat chat: Khu lién lop thé thao
trudong Pai hoc Ton Dirc Thing c6 tong dién
tich sit dung 1a 21.650m?. 01 Nha thi du
da nang v6i 4 khan dai co tong s6 2752 chd
ngdi vé6i dién tich 9900m2 Bao gdm 3 ting:
Tang ham, tang trét va ting 1. Tang trét: st
dung cho cac mon hoc va cac CLB vo thuat,
bdéng ban, véi 3 bo tham tap 12m x 12m (144
m? chuan) va 1 Ring dai, 8 ban bong ban, 01
phong tap cheerleading. Tang 1: sir dung cho
cac mon hoc va cac CLB bong chuyén, bong
10, cau 16ng, c& vua. Nha thi ddu véi su quy
mo va hién dai, kha nang dap ung yéu cau vé
diéu kién t6 chirc céc giai thi d4u thé thao trong
nude va quc té.

01 San van dong c6 3 khan dai A-B —C co
tong s6 7500 chd ngdi véi dién tich 10.000m>.

Pay la cong trinh danh gia tiéu chuan FIFA
2 sao. Cac Phong tap: Yoga, Dance Sport,
Gym,... Pugc bé tri dudi khan dai B cia san
van dong. Phong diéu hanh — dugc bd tri ngay
khan dai A cua san van dong. Khu nha cong vu
danh cho VDV ¢6 12 phong gom c6 34 giuong
dat tiéu chudn 4 sao duoc b tri khan dai C cua
san van dong. 01 San Quan vot. 01 Ho boi dat
tiéu chuan vdi 5 dudng boi. San tip ngoai troi:
San bong 1, San béng chuyén, khu phirc hop
thé thao ngodi troi.

Nhiém vu cta cac CLB: 1a t6 chirc tap
luyén va tuyén chon céc thanh vién trong CLB
co6 nang luc dai dién cho sinh vién truong di
tham gia thi ddu. Cac CLB chiu trach nhiém
phat trién tao nguén thu phuc vu cho hoat dong
CLB cua minh. Quan ly, khai thac st dung, bao
tri ¢6 hiéu qua tai san, phuong tién, co s¢ vat
chat duoc giao, phuc vu tét nhu cau hoat dong
chuyén mén, thé thao thanh tich cao; dap ting
nhu cau phat trién thé thao phong trio trong
sinh vién.

Khach thé nghién ctu: tac gia da phat ra
340 phiéu, thu lai 333 phiéu, 6 phiéu khong
hop 18.Tong s6 phiéu hop 1¢ 1a 327 phiéu
chiém 96.18%.

Bang 1. Khao sat yéu t6 nhin khau hoc ciia sinh vién Pai hoc Tén Pirc Thing

L . SO LUQONG Ti LE
TT YEU TO NHAN KHAU HQC (N=327) %
Nam 188 57.5
1 |Gidi tinh
Nir 139 42.5
Nam thu 1 128 39.1
. . Nam thu 2 89 27.2
2 |Sinh vién dang theo hoc
Nam thu 3 70 21.4
Nam thu 4 40 12.2
N i Thé thao phong trao 267 81.7
Da tham gia thé thao theo 2 N A
3 hinh thite nio? Thé thao chuyén nghiép 20 6.1
Chua tung tham gia 40 12.2
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Bong 1o 33 10.1
Bong chuyén 34 10.4
Bong da 29 8.9
Céu 16ng 63 19.3
4 |Mon thé thao yéu thich | Béng ban 3 0.9
Quan vot 11 3.4
Boi 16i 6 1.8
Vo thuat 116 35.5
Gym 32 9.8

2. Panh gia sir hailong vé chat lwong dich
vu Thé thao tai Cau lac b Thé duc thé thao
ngoai khéa truong Pai hoc Ton Pirc Thing

Moé hinh SERVQUAL cuia Parasuraman!®
dugc phd bién sir dung trén toan cu va ciing
tai Viét Nam. Tuy nhién, cAu tric 5 chiéu vé
chat luong dich vu trong m6 hinh nay thuong
duoc xdy dung dua trén nghién ctru chu yéu
tai cac doanh nghiép thuong mai. Piéu nay cé
nghia rang khach hang & céc loai hinh dich vu
khéc nhau c6 thé danh gia chét lugng dich vu

theo cach khac nhau. Vi vay, t61 da van dung
dua vao dé do ludong chét luong dich vu céc
Cau lac bo thé thao ngoai khoa tai trudng Pai
hoc Tén Ptrc Thing viée dua vao tir d6 xac
dinh nhiing nhan t6 danh huong dén su hai long
ctia sinh vién vé chat luong dich vu Cau lac bo
Thé duc thé thao ngoai khda tai truong dai hoc
Tén Bire Thing, chung t6i tién hanh kiém dinh
dd tin cdy cua cdc nhan td anh hudng dén su
hai long cua sinh vién vé Chat lugng dich vu
thé thao tai CLB thé thao ngoai khéa trudng
Dai hoc Tén Puc Thing thé hién qua bang 2.

Bing 2. Pj tin ciy ciia cac nhan t6 anh huong dén sy hai long vé Chat hrgng dich vu thé
thao tai CLB theé thao ngoai khéa trudng Dai hoc Ton Dirc Thiang

Nhan | Tén qufn(;?lg Ak | Do tin Sy thich hgp | PRUONE | ya o tai
to bién :)(x:ﬁlé ll)(i)glli1 Iclzi‘l}éllcllig cua nhan to sa:igti)lng nhan to
TT1 | 0.873 | 0.883 0.922
, TT2 | 0.787 | 0.723 0.871
tslfo,‘l:‘g‘ TT3 | 0.866 | 0.876 | 0.922 25.602 0.929
TT4 | 0.694 | 0.656 0.796
TT5S | 0.764 | 0.724 0.847
q PHI | 0.631 | 0.833 0.787
w PH2 | 0.748 | 0.781 0.793 0.868
PR s | 0728 | 0.790 | 5 23317 860
PH4 | 0.646 | 0.825 0.803
oy | DPBL | 0783 | 0.781 0.891
U PB2 | 0.718 | 0.810 0.850
?f;“(‘,‘ PB3 | 0.694 | 0.820 | 8¢ 3.245 0.833
PB4 | 0.609 | 0.854 0.767

TAP CHi KHOA HOC VA DAO TAO THE THAO (SO 28/6-2024)




BAIBAO KHOA HOC

13

CTI | 0.796 | 0.853 0.881
. CT2 | 0.724 | 0.867 0.826
St‘-l"lgsén CT3 | 0.781 | 0.855 | 0.892 17.171 0.875
CT4 | 0.796 | 0.855 0.881

CT5 | 0591 | 0.896 0.793 0.713

HHI | 0.572 | 0.699 0.771
Swhitu| HH2 | 0.618 | 0.658 0.801
hinh | HH3 | 0439 | 0.753 | 0763 3.950 0.667
HH4 | 0.627 | 0.668 0.817

5 bién quan sat déu c6 hé s6 Cronbach’s
alpha!"! kha cao va déu > 0.6 thang do duoc
chip nhan. 5 bién déu cé hé sé twong quan bién
tong cao > 0.3 nén khong can loai bo bién.

Chung t61 da su dung k¥ thuat phan tich
hdi quy tuyén tinh théng qua 05 nhan t6 dé
danh gia sy hai 1ong vé chit lugng dich vu déi
v6i khach hang (nguoi st dung dich vu Thé

duc thé thao, sinh vién) gom: (TT) su tin tudng,
(PH) su phan héi, (PB) sy dam bao, (CT) sy
cam thong, (HH) sy hitu hinh.

Chat lugng dich vu Thé thao tai Céu lac
b6 Thé duc thé thao ngoai khoa truong Dai hoc
Tén Ptc Thing dugce khach hang danh gid &
murc dong ¥ trd 1én cu thé qua bang 3.

Bang 3. Téng hop ¥ kién Chét lweng dich vu thé thao tai CLB thé thao ngoai khoéa trudong
Pai hoc Tén Pirc Thing

TT Nhin t6 Gi4 tri trung binh Nhin xét
1 | Su tin tudng 4.31 Hoan toan dong y
2 | Sy phan hoi 4.26 Hoan toan dong ¥
3 | Su dam bao 4.29 Hoan toan dong y
4 | Sy cam thong 4.09 Pong y
5 | Su hiru hinh 4.29 Hoan toan dong ¥

Trong 05 nhan t thi 04 nhan t§ sy tin
twong, su phan hdi, sy dam bao, sy hitu hinh
duoc sinh vién danh gid hoan toan ddng ¥, chi
¢6 nhén t6 sy cam thong dugc dénh gia & mirc
do dong y.

Y kién vé chit lugng dich vu Cau lac bd
Thé duc thé thao ngoai khda tai truong dai
hoc Ton Buac Théng duoc thé hién cu thé qua
bang 4.

Bing 4. Bang tong hgp ¥ kién Chit hrgng dich vu thé thao tai CLB thé thao
ngoai khéa trudng DPai hoc Ton Dirc Thang

Nhan tb Tén bién Trung | Nhan xet
binh )
Ban quan Iy (CLB) thuc hién dich vu dung ngay tir lan dau. 4.29 |Hoan toan dong y
Su tin Ban guan ly (CLB) ludn thue hién dung thoi gian biéu tap luyén 435 | Hoan toan déng
tlr‘()’ng cho tung CLB.
Khi Anh/Chi gap su ¢d, ban quan Iy (CLB) luén san sang gitp R
Cpr e e 426 |Hoant
dd Anh/Chi khac phuc su ¢6 d6 kip thoi. 6 odn toan dong y
B.::ln q’gan ly‘ (CLB) lgonAluu tafn, deé dam bao tranh x4y ra thiu 440 | Hoan toan ddng y
X0t vOi nguoi tham gia tap luyén
Ban quan ly(CLB) cung cap ding dich vu ma Anh/Chi dang ky 4.23 |Hoan toan dong y
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iﬂglc‘ﬁfn phu trach (CLB) nhanh chong thuc hién dich vu cho 429 | Hodn toan d 6ng y
.| Ban quén 1y luon sin sang gitip d& Anh/Chi.tin tinh 4.35 |Hoan toan dong y
Sw phan - R 1o A X a
hai Khi an’h/chgr ¢6 thac mac thi Ban quan ly CLB 14p tuc sé giai 426 | Hoin toan déng §
dap thac mac cho Anh/Chi
Be}n quan ly (CLB) cho Anh/Chi biét thong tin chinh xac mén 414 |Déngy
thé thao minh dang ky khi nao hoat dong '
iz;l/l CC;:; XU cua nhan vién phu trach (CLB) tao niém tin cho 498 | Hodn toan d éng y
Su dam Anh/Chj cam thay an toan trong khi tip luyén tai (CLB TT NK 428 | Hoan toan ddng
bio DbH TDT) ‘
Nhan vién phu trach (CLB) luén lich sy véi Anh/Chi 443 | Hoan toan dong y
Nhén vién phu trach (CLB) ¢6 dii kién thire dé tra 10 cau hoi 418 |Pingy
ctia Anh/Chi '
Ban quan ly (CLB) hiéu 16 nhiing nhu cau cua Anh/Chj 4.18 |DPongy
Su cim Ban quan ly (CLB) 11’16n quan tAm dic biét dén Anh/Chi ‘ 3.95 B(:Sng y
tilﬁng Ban quan ly (CLB) lay lgi ich f:ﬁa Anh/Chi c:l‘ét 1én hang dau 4.06 D@ng y
Nhan vién phu trach (CLB) biét quan tdm dén Anh/Chi. 3.98 |Dbongy
(CLB) hoat dong vao khung gio thuan tién cho cac Anh/Chi 4.27 |Hoan toan dong y
Cac thong tin gioi thiéu vé (CLB) dep va thu hut 4.49 | Hoan toan déng y
Su hiru ny sO Vé.’t chat cua (CLB) trong rat bat mat, sap xép gon gang 418 |Péngy
hinh | V2hop 1y .
Nhan vién phu trach (CLB) dn mac lich su, dung qui cach 4.43 | Hoan toan dong y
(CLB) c6 trang thiét bi hi¢n dai 4.06 |Pongy

Trong c4c nhan t6 nghién cuu, thi nhan t6 phan hoi”, “Sy dadm bao” va “Sy hitu hinh” déu
“Su cam thong” dugc danh gia d mirc 6 “Pong  dugc sinh vién danh gia & muc do “Hoan toan

¥”, 4 nhan té con lai gdm “Sy tin tudng”,

9% ¢¢

Su dongy”

Bang 5. Két qua phén tich hoi quy giira cac bién tin twéng, cam théng,

hiru hinh véi sy hai long

Bién phu thugc SU HAI LONG CUA KHACH HANG
| Dailuong e nohia| Heséhdi | Micy
Bién doc lap H¢. 50 xac thong ke cua cic yéu | quy chudn | nghia cua VIF
o dinh R® | Durbin - ¥ hod | timg yéu t5
Watson
Sue tin twéng (TT) 0.181 0.076 | 4.313
Suw phén héi (PH) 0.328 0.001 3.903
Suw dam béo (PB) 0.225 1.066 0.000 0.088 0.487 | 6.664
Suw cam théng (CT) 0.292 0.001 3.383
Su hitu hinh (HH) 0.323 0.000 | 2.123

Tur bang 5, nghién ctru cho thay bién Su
tin tuong, Su phan hoi va Su cam théng déu co
y nghia v6i P < 0.05; riéng bién Sy hitu hinh
¢6 mirc y nghia cao hon véi P < 0.01; va Bién

su dam bdo khong cé y nghia vdi P> 0.05, cho
thdy Su dam bao khong cé tac dong y nghia
thdng ké d6i v6i Su hai 1ong cua khach hang.
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Ta thidy muic d6 hai long cua céc ban sinh
vién tham gia cau lac bg thé thao ngoai khéa duge
giai thich boi 22.5% ciia céc bién Sy tin tudng,
Su phéan hoi, Sur cam thong va Su hiru hinh.

Mb hinh hdi quy khong vi pham gia dinh
vé tinh doc 1ap cua sai s6 (hé s6 DW = 1.066)
va khong c6 hién tugng da cong tuyén (VIF
cta cac bién quan sat déu < 10)

Két qua mdi quan hé trén dugc thé hién
qua md hinh héi quy chuan héa cé dang:

HL=0.181TT + 0.328PH + 0.292CT +
0.323HH

Diéu nay ¢ ¥ nghia, trong didu kién cac
nhan té khac khong thay doi, thi Sy phan hoi
tang 1én 1 thi s€ gidi thich dwoc Su hai long cua
khach hang tang 1én 0.328 lan. Tuong ty nhu
cac nhan t con lai. Va trong 4 nhan t6 trén, thi
Su Phan hdi ¢ hé s6 Beta cao nhat, cho nén né
c6 tac dong 16n nhat ddi voi Sy hai long.

KET LUAN

Sinh vién hai long véi chat lugng dich
vu tai Cau lac bo thé thao ngoai khoa thudc
Trudng Pai hoc Tén Pic Thang. C6 4 yéu t6
tac dong dén su hai long cua sinh vién khi tham
gia tap luyén thé thao ngoai khoéa tai truong
Pai hoc Ton Buac Théng gém: su tin tuong, su

cam thong, sy phan hdi va sy hitu hinh.

- Su tin twéng: Ban quan ly (CLB) duoc
danh gia cao vé6i trung binh diém tir 4.23 dén
4.40, dong nghia vé6i viée ho ludn thuc hién
dich vu ding ngay tir lan dau, thuc hién diung
thoi gian biéu lich tap, va ludn sin sang giup
d khi gap su cd.

- Sy phan hdi: Nhém nhén vién phu trach
ctia CLB nhanh chéng thuc hién dich vu va san
sang gitp d& moi khi can thiét, tao sy hai long
cho khéch hang.

- Sw dam bao: Cac nhan vién phu trach
dugc danh gia cao véi trung binh diém 4.18
dén 4.43, cho théy ho tao diém tin cay voi
khach hang, ddm bao an toan va lich su trong
qua trinh tap luyén.

- Su cam thong: Ban quan ly (CLB) nhan
duoc diém cao trong viéc hiéu va quan tam dén
nhu ciu cta khach hang, mic di c6 mot sd y
kién chi ra rang can cai thién vé cam thong va
quan tam déc biét hon.

- Sw hitu hinh: Cac phan nhu théng tin
gi6i thidu, co so vat chat, trang thiét bi, va
phuc su ctia nhan vién déu duoc danh gia cao,
tao an tugng tich cuc voi khach hang.
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