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ABSTRACT

This research is conducted to measure factors that influence student’s
satisfaction on quality of some service activities of supportive units in Can
Tho University. The data was collected from 250 students from the College
of Economics, School of Law, School of Education and School of Social
Sciences and Humanities using convenience sampling. Descriptive
statistics, Cronbach’s equation modeling, Exploratory and Confirmatory
Factor Analysis and multiple linear regression are used in this research
to identify factors that influence student’s satisfaction on quality of
services of some supportive units in Can Tho University. The result
showed that three factors affected the level of students satisfaction,
including (1) Attitude (Beta = 0.399), (2) Expertise and facilities (feta =
0.235), (3) Process of work (Seta = 0.189). Among them, the factor that
strongly affected students’ satisfaction is Attitude. The research results
have suggested a number of suitable solutions from the students and the
University in order to make it easier for students to access some
supportive units when needed.

TOM TAT

Nghién ciru dwoc thiét ké nham do lwong cdc nhdn té anh hiong dén su
hai long ciia sinh vién doi véi hoat déng ciia mot s6 phong ban chire ning
tai Truwong Pai hoc Can Tho. S6 liéu thu thdp thong qua viéc phong vin
250 sinh vién thuéc Truong Kinh té, Khoa Ludt, Khoa Sw pham, Khoa
Khoa hoc Xa héi va Nhén van theo phwong phdp ldy mau thudn tién. Cac
phirong phap thong ké mé ta trung binh, kiém dinh Cronbach’s Alpha,
phan tich nhan 16 khéam phd (EFA) va kiém dinh mé hinh hoi quy tuyén
tinh dwoc sw dung dé xac dinh 04 nhan 16 anh huong dén sy hai long cua
sinh vién doi véi hoat ddng ciia mét s6 phong ban chire ning thuée Truong
Pai hoc Can Tho. Két qud cho thcfy co 03 yéu 16 tac dong manh dén su
hai long cua sinh vién: Thai @6 (Peta = 0,399), Vit chdt va chuyén mén
(Beta = 0,235) va Quy trinh lam viéc (Beta = 0,189). Trong do, Thai dé co
tac dong manh nhat dén véi swe hai long. Két qua nghién ciru da dé xudt
mot so giai phdp phu hop tir phia sinh vién va nha truong nham giup sinh
vién tiép cdn dé dang hon véi mot s6 phong ban chire nang khi can.
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1. PAT VAN BE

Trong giai doan toan cau hoa, hé théng gido duc
dao tao trén thé gidi néi chung va ¢ Viét Nam noi
riéng dang ngay cang duoc quan tam chi trong phat
trién mot cach manh mé& hon (Thuan & Huyén,
2013). Cac co s& gido duc dan dan hinh thanh, ting
cao ca vé mit sb luong va chét luong. Song, kéo
theo d6 1a nhiéu van d¢ bat cap bat dau phat sinh.
Nhiéu nha nghién ciru trong thoi dai ngay nay bat
dau tim hiéu va danh gia chat luong cac dich vu dao
tao tai truong hoc nham xay dung méi trudng hoc
tich cuc, mang lai hiéu qua cao cho sinh vién. Cac
truong dai hoc trén pham vi ca nuéc bat dau tién
hanh nhitng cudc khao sat tham do y kién cua sinh
vién vé chét luong dich vu dao tao (Thao va ctv.,
2021). Trong dd, tinh hi¢u qua cia cac phong ban
chic ning hé trg sinh vién hoc tap ciling déng mot
vai tro thiét yéu (Piép & Quang, 2018). Chét lugng
hd trg khong tot, dan dén sinh vién khong thu huong
duogc day du nhing gia tri ma dich vu giao duc mang
lai va co so gido duc do cling khong dap tng dugc
du cac muyc tiéu trong qua trinh giang day. Thong tu
s6 04/2016/TT-BGDDT cua Bo Gido duc va Dao
tao dd quy dinh rd rang vé tiéu chuén danh gia chét
lugng dao tao cia cac chuong trinh dao tao trinh do
dai hoc. Theo d6, tai Piéu 11 ¢6 néu rd vé tiéu chuin
danh gia d6i ngli nhan vién nha truong. Nhom tac
gia bai viét co tiép can & mot s6 khia canh lién quan
dén nhan vién lam viéc tai thu vién va céc dich vu
hd trg khac, con lai thi doi ngii nhan vién lam viéc
tai phong thi nghiém va hé thong cong nghé thong
tin khong dé cap dén do gisi han vé thoi gian va kinh
phi. Thong tu cho thiy chat luong va sy van hanh
cac phong ban chuc nang dong vai trd quan trong
trong viéc dam bao chét luong ciing nhu tao dong
luc cho sy phat trién cua gido duc hién nay.

Trudng Dai hoc Can Tho 1a co s& gido duc trong
diém cua 13 tinh, thanh phd ddng bang séng Ciu
Long, 1a trung tdm van hoa — gido duc — cong nghé
khoa hoc cuia viing. S6 lwong sinh vién tai truong co
dén hon 40.000 sinh vién (Bao c4o thong ké dinh ky
Quy 1 ndm 2022, Truong Pai hoc Can Tho). Chién
lugc phat trién coa Truong ludn vu tién ba tru cot
chinh 1a phyc vy xa hoi, nghién ctu khoa hoc, day
va hoc. Dé cong tac giang day dwoc dam bao tét nhat
thi can c6 su déng bo va hd trg cta cac phong ban
chirc nang. Trén thyc té, di c6 mot s6 phan anh phi
chinh thtrc (khong cong khai), bao gdm ca tich cuc
I3n tiéu cyc vé cac hoat dong cua mot sé phong ban
chure nang. Vi vay, nghién ciru nay duoc thuc hién.
Trong bai viét, khai niém “phong ban chirc nang”
dugc dé cap khong chi¢ Cap d6 nha trudng, ma duoc
nghién ctru trén 03 cap: cap Truong, cip Khoa va
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cip Bo mén; tir d6, dé xuét cac giai phap phu hop dé
sinh vién truong tiép can d& dang hon véi phong ban
chtc ning & 03 cap, gop phan nang cao chit lwong
dich vu nguoi hoc tai Truong Pai hoc Can Tho.

2. PHUONG PHAP NGHIEN CUU
2.1. Phwong phap diéu tra xa hgi hoc

Phirong phdp thu thép théong tin, s6 liéu thong ké
thiz cdp: Thu thap tir cac bai bao khoa hoc, luan vin,
luan an trong va ngoai nude c6 lién quan dén viéc
danh gia sy hai long dbi voi phong ban chic ning
dé 1am nén tang 1y luan dwa ra cac ménh dé phéan
tich nhan to.

Phirong phap thu thap sé liéu so cap: Thu thap
s6 liéu dinh lwong véi 250 sinh vién dén tir 04 don
vi dao tao (Truong Kinh té, Khoa Luat, Khoa Su
pham, Khoa Khoa hoc Xa hdi va Nhan vin) cta
Trudng Pai hoc Can Tho. Qua trinh thu thap s6 liéu
duoc tién hanh qua 02 bude: (1) Nghién ciru dinh
tinh bang cach xay dung phat trién hé théng khai
niém, thang do va cac bién quan sat; sau dé hiéu
chinh cho phu hop véi thuc té; (2) Nghién ctru dinh
lwong bang cach phong van chinh thire dbi véi sinh
vién bang Phiéu khao sat co 2 phan la thong tin
chung va cac chi bao. Thang do 05 muc (Likert)
duogc siru dung nham khai thic mot cach tot nhat cac
thong tin cho nghién ctru vé su hai long cua sinh
vién ddi vai hoat dong caa mot s6 phong ban chirc
nang tai Truong Dai hoc Can Tho.

Pham vi nghién ctru ciia bai viét 1a sinh vién ciia
04 don vi dao tao: Treong Kinh té, Khoa Luat, Khoa
Su pham, Khoa Khoa hoc Xa hoi va Nhan van. Bén
canh d6, bai viét ciing giéi han s lugng phong ban
chirc ning tiép can, bao gom: phong ban chirc ning
cip Truong (Phong Cong tac sinh vién, Phong Tai
chinh, Trung tam hoc li¢u), bo phan chirc nang cap
don vi dao tao (Poan khoa, Van phong khoa, Thu
vién khoa) va bd phan chirc nang cap Bo mon (Vin
phong B6 moén).

2.2. Phuwong phap phan tich

Phuong phap thong ké mé ta dugc sir dung dé
tim hiéu, do luong va trinh bay mot s6 thong tin lién
quan dén mau nghién ctru dudi dang bang. Bén canh
do6, viéc danh gia mirc do hai long cua sinh vién déi
v6i hoat dong ciia mot sb phong ban chirc ning tai
Trudng Pai hoc Can Tho duoc tién hanh théng qua
03 budc:

~ Buéc1: Str dung hé sé tin céy Cronbach’s Alpha
dé kiém dinh mtc dd mie d6 chat ché ma cic muc
hoi trong thang do twong quan véi nhau (Trong &



Tap chi Khoa hoc Trirong Pai hoc Can Tho

Ngoc, 2008). Nhitng bién sb khong dam bao dé tin
cay s€ bi loai khoi mé hinh nghién cuu.

Budc 2: Str dung phuwong phéap phan tich nhan t6
EFA dé kiém dinh cac nhén t6 anh huong dén sy hai
long cua sinh vién d6i véi hoat dong cua mot s6
phong ban chirc ning tai Truong Pai hoc Can Tho.

Buréc 3: Sir dung m6 hinh hoi quy tuyén tinh dé
xem Xét nhan to0 anh huéng manh den muic do héj
long ctia sinh vién doi voi hoat dong caa mot so
phong ban chirc nang ctia Truong Pai hoc Can Tho.

2.3. Phuwong phap tiép can

2.3.1. Khdiniém

Bachelet (1995, trich dan boi Linh & Thuan,
2012) dinh nghia v& sy hai long 1a mot phan tng
mang tinh cam xac cta khach hang dép lai khi st
dung san pham hay dich vy nao d6 sau mét thoi gian.
Dinh nghia nay, nguoi dung budc phai tung trai
nghiém qua san pham hay dich vu it nhat mot lan thi
m&i c6 thé danh gia dugc muc d6 hai long cua ho.

Theo Oliver (1997), sy hai long dugc dinh nghia
1a “sy phan tng caa nguoi sir dung ddi vai viee dugc
dap ing nhitng mong muén”. Pay dugc xem la dinh
nghia mang tinh téng quat khi danh gia vé muac do
hai long. Véi dinh nghia nay, ngudi dung khong
nhét thiét phai c6 nhitng tiéu chuan trudc khi st
dung cac dich vu hoac phai buoc sir dung qua thi
méi c6 thé danh gia.

Theo Kotler (2001), sy hai long la muc d6 cua
trang thai cam xuc khi mot ngudi so sanh két qua
thu duoc tir san pham véi nhitng ky vong caa ban

Quy trinh
lam viée

Co so'
vat chat
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than. V6i dinh nghia nay, nguoi str dung ciing phai
tung trai qua dugc qua trinh trai nghiém mai c6 thé
danh gia duoc.

Theo Chi (2019), sy hai long cua sinh vién dugc
danh gia qua viéc tuong tac gilta nguoi sir dung dich
vu (sinh vién) va nguoi cung Gng dich vu (nha
truong) trong va sau qua trinh st dung céac dich vu.

Nhiing khai niém trén cho thy sy hai long 1a thai
do, cam xuc cua nguoi st dung dich vu ddi voi
ngudi cung cap dich vu.

2.3.2. Co so xdy dung mé hinh nghién cuu

Panh gia su hai 1ong cua sinh vién ddi véi chat
luong dich vu tai truong noi chung va cac phong ban
chtic nang noi riéng 1a mot diéu rat quan trong. Trén
thé gigi va trong nudce ciing da c6 nhiéu cac nghién
ctru lién quan dén vén dé nay. Trong nhiéu nghién
cltu V@& cac nhan t6 anh huong dén sy hai long cua
sinh vién da dua ra cac yéu té anh huong dén sy hai
long: Quy trinh thuc hién dich vy, Ning luc phuc
vy, Poi ngii giang vién/cd van, Cac hoat dong phong
trao va Co so vat chat (Butta & Rehman, 2010;
Gruber, 2010; Chi, 2019). Mit khéc, van dé quan 1y
giai phap dap ung yéu cau Cua sinh vién cling c6 tac
dong dén sy hai long vé chat lugng dich vu cua
truong (Pi¢p & Quang, 2018). Bén canh do, su hai
long con bi tac dong boi yéu t sy quan tim va tin
cdy cua sinh vién danh cho chét luong dich vu caa
truong (Huong va ctv., 2016). Trén co s& do, nhom
tac gia dé xuat mo hinh nghién ctru cho bai viét dé
déanh gia su hai 1ong cua sinh vién dbi véi hoat dong
ctiia mot s6 phong ban chire nang tai Trudng Pai hoc
Can Tho (Hinh 1)

Kha nang
phucvu

Ning luc
chuyén mén

Hinh 1. M6 hinh nghién ctru

3. KET QUA VA THAO LUAN
3.1. Mé ta mau nghién ciru

Thong tin chung cta dép vién duoc thu thép lam
co s0 dé dua ra thao luan lién quan dén sy hai long
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ctia sinh vién ddi vai hoat dong cua mot sé phong
ban chtic ning tai Truong Pai hoc Can Tho. Céc
thong tin chung bao gdm: gidi tinh, khoa hoc va
Khoa/Truong (Bang 2).
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Bang 2. M6 td miu nghién ctru 3.2. Panh gia so by thang do nghién ciru
S6  Tyle 3.2.1. Kétqud phan tich Cronbach’s Alpha

Tiéu chi

0) , 5 9
N lgf’”g % L(l/") Két qua kiém dinh d tin cdy thang do (kiém
Gii tinh am ! dinh Cronbach’s Alpha) vé mirc do hai long ciia sinh
N 159 636 vién déi véi hoat dong cia mot sé phong ban chirc
Khoa 44 6 2,4

nang tai Truong Pai hoc Can Tho (Bang 3) véi 29

Khoéa Khoa 45 44 17,6 bién thuoc 6 nhom nhén t6 cho thdy hé sb
Khoa 46 96 38,4 Cronbach’s Alpha ciia cic nhan to déu cao (> 0,6),
Khoa i7 104 41,6 hé sb trong quan bién tong dao dong trong khoang
Kinh te 8L 324 tir 0,570 dén 0,827 (bién nho nhét 1a VC5=0,570).
Khoa/Treong  SU& 53 212 Theo Nunnally (1978), bién co hé s twong quan
Su pham 3B 140 bién tong > 0,3 thi du didu kién. Nhu vy, 29 bién
KHXH&NV 81 32,4 duoc tiép tuc dua vao phan tich nhéan td kham pha
EFA.
Bang 3. Két qua kiém dinh d tin cay (kiém dinh Cronbach’s Alpha) ciia thang do
Nhén t6 Hé s6 Cronbach’s Alpha S6 bién quan sat
1. Thai do (TD) 0,921 5
2. Quy trinh lam viéc (QT) 0,891 5
3. Co s vat chét (VC) 0,857 5
4. Nang lyc chuyén mon (NL) 0,892 4
5. Kha nang phuc vu (KN) 0,888 5
6. Su quan tdm (SQT) 0,919 5

322 Ké QU phdn tich nhén 4 khém phd EFA DPai hoc C"ﬁn Tho. Nhan t6 thfr nhét duoc hinh thanh

. véi 11 bién quan sat ¢c6 moéi twong quan véi nhau:

Thang do cac nhan t0 anh hudng duoc kiem dinh SQT4, SQT5, KN2, KN4, KN1, SQT3, SQT1, KN3,

do tin cay (Kiém dinh Cronbach’s Alpha) véi 29 SQT2, KN5 va NL4. Noi dung cua nhén t5 thir nhat

bién dcu dat yéu cau. Téc gid ticn dén budc phén lién quan dén sy quan tm cta nhéan vién ddi véi sinh
tich nhan t6 kham pha EFA. Phuong phap duoc sur vién ciing nhu kha nang phyc vy, dap tng cia ho doi
dung 1a Principal Components Analysis (PCA) v6i v6i nhitng thac méac hay van dé ma sinh vién dat ra
phép xoay Varimax. Thang do dugc chap nhan khi khi lién hé. Vi thé, nhén t6 thir nhat dugc dat tén 1a
0,5<KMO <1 (Hair et al., 1992); h¢ s6 Sig.=0,000 “Su quan tdm” (SQT) va dét 1a X1 trong phan tich
cua kiém dinh Bartlett cho bi€t cac bien quan sat co hdi quy tuyen tinh. Nhan to thi hai dugc hinh thanh
su tvong quan v4i nhau, mang y nghia trong thong v6i 05 bién quan sat co mdi twong quan: TD2, TD3,
ké. Tong phuong sai trich dan c6 gia tri = 50% TP1, TP4 va TP5. Noi dung cua nhan t thu hai
(Gerbing & Anderson, 1988). Bén canh do, theo lién quan dén thai do cua nhan vién mot sb phong
Hair et al. (1992), Multivariate Data Analysis hé so ban chire nang ddi vé6i sinh vién mdi khi ho dén lién
tai tir 0,5 1a bién quan sat dat chat luong tot, toi thiéu hé. Vi vay, nhan té tht hai nay duoc dat tén 1a “Thai
nénla0,3. do” (TD) va dat 1a X2 trong phan tich hoi quy tuyén

Két qua phan tich nhan t6 EFA (Bang 4) Vi chi tmh Nhan t6 thir ba dat tén 1a “Vat chét va chuyén
s6 KMO = 0,948, nghia 1a viéc phan tich nhén t6 mon” (VCCM) va duge dat 1a X3 trong phan tich

hoan toan phu hop. Gia tri Kidm dinh Bartlett c6 ¥ hdi quy tuyén tinh. Nhan t6 nay bao gdm 08 bién
nghia vai Sig.=0,000, ching to cac bién quan sat ¢o quan sat: VC4, VC3, VC2, VCS5, NL3, NL2, NL1 va

su twong quan v&i nhau xét trén pham vi tong s6 cac V(;l Céﬂné' tuong quan V(’"A,nhallj- N?i dAung ‘nhén to
quan sat. Dong thoi, mire gia tri eigenvalue 1a 1,102 thir ba lién quan dén vat chat noi mot s6 phong ban
(>1), 29 bién dugc nhém vao trong 04 nhém nhan t6 chirc nang va nang luc chuyén mon cua nhén vién

Vi tong phuong sai trich 14 68,923% (> 50%), nghia tai ‘mot s6 phong ban chie ndng d6. Nhom nhan t6
1a kha ning sir dung 04 nhom nhén té nay dé giai cubi cung, nhan to thr tu duoc hinh thanh véi 05

thich cho 29 bién quan sat ban diu 1a 68,923%. bién quan sat co moi lién hé: QT4, QT3, QT2, QT1
] , va QTS5. Nhan t6 thir tw nay c6 ndi dung vé quy trinh

Ket qua hinh thanh 04 nhom nhén t6 méi ¢6 anh lam viéc, cac thu tuc, hd so, gidy to cua mot sb
hudng den sy hai long cua sinh vién do6i véi hoat phong ban chirc nang tai Truong Pai hoc Can Tho.
dong cua mot s6 phong ban chic nang tai Truong Nhan t6 thir tu ndy duogc dat tén 1a “Quy trinh lam
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viéc” (QT) va dit 1a X4 trong phén tich hoi quy vién doi véi hoat dong cia mot s6 phong ban chic
tuyén tinh. Tl do, tac gia hiéu chinh lai m6 hinh nang tai Truong Pai hoc Can Tho.
nghién ctu trong viéc danh gia sy hai long cta sinh

Bang 4. Két qua phan tich nhéan t6 kham pha EFA

Bién quan sat

SQT4: Phong ban thuong xuyén to chirc, khao sat lay y kién cua sinh vién 0,798
SQT5: Viéc tu van — hd tro cho sinh vién duoc dién ra cong b'flng. 0,711
KN2: Nhan vién phuc vu giai dap rd rang cc yéu cau cua sinh vién. 0,673
KN4: Xir Iy cong viéc nhanh giup sinh vién tiét kiém duoc thoi gian. 0,652
KN1: Cac thong tin trén Website, Facebook da dang va cung cip du thong tin. 0,643
SQT3 : Nha truong ludn cod ké hoach dbi mai, nang cao chat lugng hoat dong cia 0631
mot sO phong ban. '
SQT1: Nhan vién phyc vy luén ling nghe va quan tim dén nhu cau cua sinh vién. 0,600
KN3: Cac thong tin ludn dugc cap nhat kip thoi dén véi sinh vién. 0,600
SQT?2: Dé xuét cuia sinh vién ludn dugce xem xét va dap ting thoa dang. 0,594
KNS5: Cac thic mic qua email ludn duoc phan hoi 0,572
NL4: Cac can bg, nhéan vién phuc vu ludn cé y thirc tu nang cao nang luc, trinh do 0534
chuyén mén cua ban than. '
TDH2: Nhan vién sin sang ling nghe ¥ kién dong gop cua sinh vién. 0,803

TD3: Sinh vién thiy thoai mai khi trao d01 voi cac nhan vién phuc vu. 0,770

TD1: Nhan vién phuc vu c6 thai d6 an can, niém né dbi véi sinh vién 0,730

TDH4: Nhan vién phuc vu ludn huéng dén loi ich tét nhit cho sinh vién. 0,719

TD5: Nhan vién phyc vu cé thai d6 lam viéc nghiém tic, ding trach nhiém. 0,706

VC4: Hé thong dién, nudc dap tmg nhu cau st dung cia sinh vién. 0,777
VC3: Hé théng Wifi dap tmg dwoc nhu cau sir dung cta sinh vién. 0,738
VC2: Co s& vat chét sach s&, méi va khang trang. 0,672
VCS5: Trung tdm hoc li€u va thu vién cung céip d tai lidu cho nhu ciu hoc tap cua 0588
sinh vién. '
NL3: Nhan vién phuc vu ¢6 nang lyc lam viéc va quan ly. 0,575
NL2: Nhan vién phuc vu c6 trinh d¢ chuyén mén tot. 0,503
NLI: Nhan vién phuc vu bb tri hop 1y va thuén tién dé giai dap cac thac mic ciia 0465
sinh vién. ’
VC1: Co s& vt chit dap ing duoc cho sb luong dong sinh vién dén. 0,456

QT4: Céc thong tin chi din, hudng dan d& hiéu va rd rang. 0,777
QT3: Quy trinh 1am viéc don gian, dap tng dugc yéu ciu cia sinh vién. 0,711
QT2: Nhan vién phuc vu lam viéc dung gio. 0,659
QT1: Thoi gian giai dap, phuc dap cac thic mic dugc thuc hién nhanh chong va 0.597
dang hen. '
QTS5: Cac mau hd so, thu tuc rd rang, ranh mach. 0,573
Eigenvalue 15,842 1,5951,348 1,102
Phuong sai trich 54,973 5,501 4,649 3,800
Cronbach’s Alpha 0,946 0,9210,906 0,891

Téng phwong sai trich (%) = 68,923 > 50%
Sig. Bartlett = 0,000 < 0,05; 0,5< KMO =0,948<1

SQT (X1) VCCM (X3)

SU HAI
LONG (Y) [*
D (X2) QT (X4)

\A 4

Hinh 2. M6 hinh nghién ciru da hiéu chinh
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3.2.3. Két qua phdn tich hoi quy tuyén tinh

Phan tich hdi quy tuyén tinh nhdm xéac dinh mirc
do tac dong cua 04 bién (X1, X2, X3, X4) dén su hai
long cua sinh vién ddi véi hoat dong cua mot sb
phong ban chtre nang cua Truong Pai hoc Can Tho.

Tir két qua phéan tich (Bang 5), mo6 hinh cé
R2 12 0,602 va R2 hiéu chinh 13 0,596 cho thiy mirc
d6 anh huéng cia cac bién doc 1ap 1én trén bién phu
thugc. Cu thé, mo hinh giai thich duoc 59,6% su
bién thién ctia nhan t6 hai long (bién phu thudc) 1a
do cac bién doc lap trong md hinh tac dong va co
40,4% sy bién thién con lai dwoc giai thich boi cac
bién khac bén ngoai mé hinh ma pham vi han hep
clia bai viét chua dé cap dén. Bén canh d6, hé so
Durbin-Watson 1a 2,095 chitng t6 mé hinh khéng c6
hién tuong tu twong quan (Nam, 2008). Hé s VIF
trong mo hinh déu nhoé hon 10 nén ta két luan cac
bién dwa vao mé hinh khong c6 su twong quan da
cong tuyén (Nam, 2008). Gia tri Sig. cua kiém dinh
F trong bang ANOVA 12 0,000 (< 0,05) cho thiy mo
hinh hoi quy tuyén tinh boi va tap dir liéu 1a phu hop.
Két qua phan tich tir Bang 5 cho thiy, trong 04 bién
dugc dua vao md hinh thi ¢6 03 bién: (X2) Thai do,
(X3) Vat chit va chuyén mén va (X4) Quy trinh lam
viéc ¢6 ¥ nghia thong ké (Sig.< 1%). Vi vay, 03
bién: X2, X3 va X4 c6 tac dong dén bién phu thudc
Y. Tir két qua trén, ta dua ra mé hinh hdi quy chuén
hoéa cac nhén t6 anh huéng dén sy hai 1ong cia sinh
vién déi vai hoat dong mot sb phong ban chire ning
tai Truong Pai hoc Can Tho

Y=0,399X2 + 0,235X3 + 0,189X4

_ Theo két qua tir phuong trinh hdi quy, ca 03 bién
déu co6 tuong quan thuan vaéi sy hai long. Trong do,

Bang 5. Két qua hai quy tuyén tinh ciia tirng bién
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nhan t (X2) Thai d6 co tac ddng manh nhat dén su
hai long cua sinh vién (Beta = 0,339). Diéu nay c6 v
nghia, néu tang thém mot diém déanh gia cho cac yéu
t6 vé viéc nhan vién san sang lang nghe y kién dong
gop cua sinh vién, tam 1y thoai mai khi trao ddi cua
sinh vién, thai d6 an can cua nhan vién d6i vai sinh
vién, nhan vién phuc vy ludn hudng dén loi tét nhat
cho sinh vién hay thai do 1am viéc nghiém ttc, ding
trach nhiém; thi sy hai long cua sinh vién ddi voi
hoat dong cia mot s6 phong ban chirc ning tai
Trudng Pai hoc Can Tho s& tang thém 0,399 diém.
Vi thé, Thai d6 ciia nhan vién cang 4n can, niém né,
biét ling nghe y kién va nguyén vong cua sinh vién
s€ gitp sinh vién ¢6 tam ly thoai mai, gop phan nang
cao hiéu qua khi giai quyét cac thic méc, kho khan.

Tiép dén 1a nhan t6 (X3) Vat chat va chuyén
mon ¢ hé sb Peta = 0,235. Didu nay c6 nghia khi
taing mot diém danh gia vé hé thong co so vat chat
tai mot s6 phong ban, nang lyc lam viéc va trinh d6
chuyén mon cta nhan vién ciling nhu kha nang giai
dap cac thac mic cho sinh vién, thi mirc d6 hai long
cua sinh vién ddi vai hoat dong cua mot sé phong
ban chtic ning tai Trudng Pai hoc Can Tho sé ting
thém 0,235 diém. Day 1a yéu té anh huéng tha hai
dén sy hai long cua sinh vién. Boi vat chat khong
dap tmg duoc cho s dong sinh vién dén lién hé hoic
chc tai lidu sach vo khong dap tng tét dwoc nhu cau
hoc tap ciing nhu nghién ctru s& anh huong tryuc tiép
dén chat luong dao tao cua Trudng, tir d6 lam giam
sy hai long cua sinh vién. Bén canh do6, trinh d6
chuyén moén cta nhan vién tdt, c6 nang lyc lam viéc
va quan Iy ciing sé tac dong dén sy hai long cua sinh
vién dén lién hé cong viéc.

Heé so hoi quy chwa He so hoi quy

Nhan t6 chuinhéa _ chuan héa tc::i Sig Thon’g ke cong tuyén
B Sai s0 chuin Beta i Do chap nhan VIF
Hiing s6 0,393 0,176 2,228 0,027
X1: Sy quan tim 0,039 0,085 0,037 0,460 0,646 0,257 3,889
X2: Thai do 0,400 0,065 0,399 6,162 0,000 0,386 2,588
X3: Vit chat va chuyén méon 0,258 0,082 0,235 3,150 0,002 0,291 3,438
X4: Quy trinh lam viéc 0,195 0,070 0,189 2,794 0,006 0,354 2,822
Sig.F 0,000
Hé sb R? 0,602
Heé s6 R? hiéu chinh 0,596
Hé s6 Durbin — Watson 2,095

Cudi ciing 1a nhan t6 (X4) Quy trinh lam viéc véi
hé s6 Beta 1a 0,189. Diéu nay ¢ nghia khi ting mot
diém vdi cac tiéu chi vé thoi gian giai dap thic méc,
nhan vién lam viéc dung gio gidc, cac thong tin chi
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dan dé dang ciing nhu quy trinh, cac mau hd so ding
ki rd rang, ranh mach thi sy hai long cia sinh vién
dbi vai hoat dong cua mot s6 phong ban chirc ning
sé tang 1én 0,189 diém. Nguoc lai, néu quy trinh, cac
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mau ho so dang ki khong dugce huéng dan rd rang,
ranh mach thi diém hai long s& giam xudng. Vi thé,
viéc Iuu y dén quy trinh 1am viéc dé c6 thé nang cao
duoc sy hai long cua sinh vién n6éi chung 1a can thiét.

4. KET LUAN VA PE XUAT

Két qua nghién ciru da xac dinh dugc 03 yéu to
tac dong manh dén sy hai long ctia sinh vién ddi voi
hoat dong ciia mot sb phong ban chirc ning tai
Trudng Pai hoc Can Tho. Céc yéu t dugc xép hang
tir cao xudng thap: Thai d6, Vat chat va chuyén mén
va Quy trinh lam viéc. Ca ba nhan té nay giai thich
duoc 59,6% bién thién cua sw hai long va c6 40,4%
su bién thién con lai duoc giai thich boi cac bién
khac bén ngoai mé hinh ma pham vi han hep cua bai
viét chua dé cap dén. Pay 1a van dé can dugc xem
xét cho cac nghién ciru ké tiép. Bai viét cung cép can
ctr khoa hoc cho viéc duy tri, nang cao chét luong
hoat dong ciia mot sb phong ban chirc ning tai
Truong Pai hoc Can Tho qua viéc nhian manh 03
yéu té vira dé cap. Mdi nhom yéu t6 déu co tac dong
tich cuc dén sy hai 1ong cua sinh vién Trudng Dai
hoc Can Tho. Trén co s¢ d6, nhom tac gia bai viét
daé Xuat nhitng giai phap gitip sinh vién tiép can Véi
mot s6 phong ban chirc nang d& dang hon khi can.

D4i v6i ban than sinh vién, trude khi dén lién hé
v6i mot s6 phong ban chire ning thi sinh vién can
tim hiéu trudc cac thong tin c6 lién quan nhu tha tuc
hanh chinh, quy dinh chung, thoi gian, cac gidy to
can thiét,... dé viéc lién hé duoc d & dang hon va
tranh mat thoi gian cia nhan vién va ban than sinh
vién. Bén canh do, sinh vién ciing can phai thuong
xuyén theo ddi, cap nhat cac thong tin chinh thng
tor Website, Facebook hodc theo ddi email ca nhan
dé kip thoi nhan cac théng bao cua Truong hodc cac
phong ban chtic néng, tranh trueong hop bi bo sét cac
thong tin can thiét. Mat khéc, sinh vién khi dén lién
hé véi phong ban chirc nang nén giir tdm 1y thoai
mai, tranh viéc tu tao ap luc cho ban than lam anh
huong dén két qua cong viéc.

Ddi vi nha treong, dya trén két qua nghién ciu
cho thay c6 03 yéu to tac dong den su hai long cua
sinh vién doi vdi cac hoat dong ho trg nguoi hoc.

Yéu t6 Thai dé ciia nhan vién tai phong ban c6
anh huong 16n nhat dén sy hai 1ong cua sinh vién ddi
v6i hoat dong ciia mot sb phong ban chirc ning tai
Truong Dai hoc Cén Tho (Beta = 0,339), vi thé ma
yéu t6 nay can duoc xem xét quan tim dac biét.
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Nhan vién tai mot s6 phong ban chirc ning nén ¢
thai d¢ 4n can, niém ng, biét ling nghe nhiing y kién
va nguyén vong cua sinh vién. Diéu nay tao ra mot
moi trudng thuan loi cho viée trao d6i cua sinh vién
Vv6i nhan vién, gop phan mang dén logi ich tot nhat
cho ca hai va gitp dat duoc hiéu qua cao trong cong
viéc. Bén canh d6, nhan vién cling can c6 thai do
lam viéc nghiém tuc, dung hen, dung gid va ding
trach nhiém. Nhimg diéu nay néu duoc thuc hién tét
s& gitip nang cao sy hai 1ong cua sinh vién ddi véi
hoat dong cia mot s phong ban chirc ning tai
Trudng Pai hoc Can Tho. Mit khéc, sinh vién ciing
can phai cé thai do ton trong va 1& phép ddi véi nhan
vién tai mot sb phong ban chirc nang mdi khi dén
lién hé.

Yéu t6 anh huong thir hai dén sy hai long cua
sinh vién d6i vai hoat dong cua mot s6 phong ban
chue nang 1a Vdt chdt va chuyén mén cia nhan vién
tai phong ban chiic nang (Beta = 0,235). Nhitng nim
vira qua, Truong Dai hoc Can Tho di va dang khong
ngimg dau tu trang thiét bi phuc vu cho nhu cau cua
s6 lugng dong sinh vién tai trudng. Song van con
mot s6 han ché va bat cap lam anh hudong dén sy hai
1ong cta sinh vién. Vi thé, nha truedng can ning cao
chat luong cua co so vat chit tai treong nham déap
tng dugc s6 luong dong sinh vién dén lién hé. Hé
thong Trung tdm hoc liéu va Thu vién khoa cin
khong ngimg nang cap dé dap tmg duoc nhu cau hoc
tap va nghién cru cua sinh vién tai truong. Bén canh
d6, nha truong ciing can thudng xuyén t6 chirc tap
huén dé nang cao nang lyc quan 1y va cong tac cua
nhan vién tai mot so phong ban chire nang, gitip dap
ng dugc nhimg yéu cau theo chtrc nang, nhi¢m vy
cua don vi cong tac va dap ng t6t cac nhu cau cua
sinh vién dén lién hé.

Yéu t6 anh huong thap nhat dén su hai long cua
sinh vién dbi véi hoat dong cua mot sé phong ban
chuc nang 1a Quy trinh lam viéc cua mot sb phong
ban chirc nang (Beta = 0,189). Cac thu tuc dugc don
gian hoa, cac mau tha tuc hd so duoc thiét ké rd
rang, tinh gon s& giup sinh vién thu@n loi hon khi
dén lién he. Bén canh do, thoi glan giai dap, phtc
dap cac thic mac nén dugce rit ngan, giap sinh vién
nhanh chéng xtr 1y t6t cac van dé dang gap va tlet
kiém duoc thoi gian cho ca hai bén. Dong thoi, can
ng dung nhiing ky thuat s6 hoa dé b sung cho hinh
thac giao tlep truc tuyen trong cong tac quan 1y, gop
phan giam bét nhitng phiic tap, phién toai cho cong
tac lién hé.



Tap chi Khoa hoc Trirong Pai hoc Can Tho

TAI LIEU THAM KHAO

Anderson, J. C., & Gerbing, D. W. (1988). Structural
Equation Modeling in Practice: A Review and
Recommended Two-Step Approach.
Psychological Bulletin, 103(3), 411-423.
https://doi.org/10.1037/0033-2909.103.3.411

B Gido duc va Bao tao. (2016). Thong tw ban hanh
quy dinh Vé tiéu chudn danh gid chdt lwong
chuwong trinh dao tao cac trinh do cua Gido duc
Pai hoc (Sb 04/2016/TT-BGDDT).
https://vanban.chinhphu.vn/default.aspx?pageid=
27160&docid=184794

Butta, B. Z., & Rehman, K. U. (2010). A study
examining the students satisfaction in higher
education. Procedia - Social and Behavioral
Sciences, 2(2), 5446-5450.
https://doi.org/10.1016/j.sbspro.2010.03.888

Chi, T. T. K. (2019). Nghién ctru c4c nthan tb anh
huong dén sy hai 1ong cta sinh vién vé chat
lugng céc dich vu hd tro tai truong Dai hoc
Lac Hong. Tap chi Khoa hoc Truong Pai hoc
Su pham Thanh phé Ho Chi Minh, 11(2019),
775-786.
https://vjol.info.vn/index.php/sphcm/article/vi
ew/43773

biép, N. V., & Quang, N. P. Q. (2018). Phan tich cac
yéu t6 anh huong dén sy hai 1ong cua sinh vién
vé chat lugng dich vu co so vét chit Truong Dai
hoc Tay D6. Tap chi Nghién ciru khoa hoc va
Phat trién kinh té Truong Pai hoc Téy DG,
3(2018), 1-19.
https://tdu.edu.vn/TAPCHIKHOAHOC/s03_201
8/1.pdf

Gruber, T., FuB}, S., Voss, R., & Zikuda, M. G.
(2010). Examining student satisfaction with
higher education services: Using a new
measurement tool. International Journal of Public
Sector Management, 23(2), 105-123.
https://doi.org/10.1108/09513551011022474

Hair, Jr., J.F., Anderson, R. E., Tatham, R. L., &
Black, W.C. Multivariate Data Analysis with
Readings. 3ed. Macmillan Publishing
Company, 1992.

Huong, N. T. X., Phuong, N. T., & Loan, V. T. H.
(2016). Cac nhan t6 anh huong dén sy hai long
cuia sinh vién vai didu kién co s¢ vat chat va

210

Tap 59, So 2C (2023): 203-210

phuc vu ctia Truong Pai hoc Lam Nghiép. Tap
chi Khoa hoc va Cong nghé Lam nghiép,
2(2016), 163-172.
https://vnuf.edu.vn/documents/10180/1804946/2
0.pdf

Kotler, P., (2001). Marketing Management,
Millenium Edition. New Jersey: Prentice-Hall.

Nam, M. V. (2008). Kinh té iuwong (Econometrics).
Nha xuat ban Van hoa Thong tin.

Nunnally, J. (1978). Psychometric Theory. New
York, McGraw-Hill.

Oliver, R. (1997). Satisfaction: A Behavioral
Perspective on the Consumer. New York:
McGraw-Hill.
https://doi.org/10.4324/9781315700892

Phuong, H. L., & Thuan, L. T. (2012). Phan tich cac
nhan t6 anh huéng dén long trung thanh cua
khach hang ddi véi nuéc giai khat co gas Pepsi
tai thanh phd Can Tho. Ky yéu Khoa hoc trirong
Bai hoc Cdn Tho. Ky yéu khoa hoc 2012 (trang
115-124). Nha xuét ban Pai hoc Cin Tho.

Thao, T. D. N., Tron, N. V., Phat, V. T., & Thanh,
N. D. (2021)..Céc yéu té anh huong dén sy hai
long ctia sinh vién Khoa Khoa hoc Xa héi va
Nhan vin di v6i chit Iuvgng dich vu dao tao
Trudng Dai hoc Cin Tho. Tap chi Khoa hoc -
Truong DPai hoc Su pham Ha Noi: Khoa hoc
Giéo duc, 66(1), 120-135.
https://vjol.info.vn/index.php/DHSP-
GD/article/view/58068.

Thuan, L. T., & Huyén, N. T. (2013). Panh gia mirc
do hai 1ong cua sinh vién ddi véi chét luong dich
vu tai Trung tdm hoc liéu truong Pai hoc Can
Tho. Tap chi Khoa hoc Truong Pai hoc Can
Tho, 27(2013), 75-81.
https://sj.ctu.edu.vn/gl/docgia/tacgia-
4308/baibao-10240/doi-ctu.jvn.2013.156.html.

Trong, H., & Ngoc. C. N. M. (2008). Phdn tich dir li¢u
nghién ciru véi SPSS. Nha xuét ban Théng ké.

Trudng Pai hoc Can Tho. (2022). Bdo cdo thong ké
dinh kp Quy 1 ndm 2022. Sb: 1024/BC-

DHCT. https://dap.ctu.edu.vn/so-lieu-thon/83-so-
lieu-thong-ke-quy-3-2032.html.


file:///C:/Users/HP/Downloads/2(2

