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TOM TAT

T& nhitng dac diém vé dich vu dao tao dai hoc va nhirtng md hinh nghién clru vé& chét
lwong dich vu, chéat lwong dao tao dai hoc trong va ngoai nwéc, dé tai nghién clru xay dwng mo
hinh danh gia mirc dd hai long cla sinh vién véi chéat lwong dao tao dai hoc. Véi két qua nghién
ctu thwe nghiém tai trwdng Pai hoc Kinh té - Pai hoc Pa Nang, dé tai cling thwc hién kiém dinh va
hiéu chinh md hinh théng qua: Hé s tin cay Cronbach’s Alpha, Phan tich nhan t6 kham pha EFA,
Phan tich nhan t6 khang dinh CFA, va M6 hinh cAu truc tuyén tinh SEM. Qua d6, dwa ra nhirng
gidi phap nham nang cao mirc d6 hai long cua sinh vién ciing nhw chét lwong dao tao tai trwéong
Dai hoc Kinh té - Dai hoc Da Nang.

ABSTRACT

From the features about University education service and the models researching about
service quality, University education quality in and out side of my country, this subject will research
and construct a model evaluating pleased level of students with University education quality. With
the practical results at the University of Economics — Da Nang University, this subject also carrys
out some verificaitons and adjusts the model following some factors: Reliability Analysis
Cronbach’s Alpha, Exploratory Factor Analysis, Confirmatory Factor Analysis, and Structural
Equation Modeling. Then, bringing out some solutions increasing pleased level of students and
education quality at the University of Economics — Da Nang University as well.

1. Pit van dé

Dé t6n tai va phat trién trong moi truong gido duc canh tranh va mang tinh toan cau
nhu hién nay, ban lanh dao cua cac truong dai hoc phai ndm bét duge nhitng nhan td anh
huong dén chat luong dao tao cling nhu sy hai long cua sinh vién. Tur do, cé thé dé ra
nhing giai phap diing dén dé nang cao hon nita chét luong dao tao va cang lam thoa méin
“khach hang sinh vién”. D6 ciing chinh 13 muc tiéu nghién ctru cua dé tai: “Xay dung mé
hinh dénh gia mirc do hai long cua sinh vién véi chat luong dao tao”.

2. Co s6' 1y thuyét va mé hinh nghién ctru

Dua vao md hinh chét lugng dich vu ctia Gronroos, Parasuraman va Gi-Du Kang &
Jeffrey James, md hinh danh gia mirc do hai long cta sinh vién véi chat lugng dao tao da
dugc xay dung (xem Hinh 1). Theo d6, Muc dg hai long cua sinh vién dugc cho 1a chiu

anh huong cua 3 nhan to: Chat luong k¥ thuét, Chat luong chirc ning va Hinh anh. Trong
do:
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“Chdt hrong ndng” 1a qua trinh tuong tac giita nha truong va sinh vién, gdm 5
thanh phan c4u thanh: thanh phan Tin cy (4 bién quan sat), thanh phan Dap tGng (8
bién quan sat), thanh phin Pam bao (7 bién quan sat), thanh phin Cam thong (6
bién quan sat), va thanh phan Hitu hinh (7 bién quan sat).
—  “Chat lwong ky thudt” bao gém nhitng gia tri ma sinh vién thyc sy nhan dugc tu
qua trinh dao tao cua trudng duoc do ludng bang 3 bién quan sat.
—  Va “Hinh anh” chinh 13 cam nhén cua sinh vién vé truong va nhitng dich vu dao
tao cta truong duoc do ludng qua 4 bién quan sat.
M6 hinh ciing cho rang “Chét lugng k¥ thuat” va “Chét lugng chirc ning” ¢6 anh hudng
dén “Hinh anh” va Nhan té Mic d6 hai 10ng cta sinh vién (4 bién quan sat) ciing co tac
dong dén 1ong trung thanh cia sinh vién (2 bién quan sat).
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Hinh 1: M6 hinh d@é xudt danh gid mirc do hai long cia sinh vién véi chat lwong dao tao
3. Thiét ké nghién ctru

Nghién ctru dinh tinh duogc tién hanh trén 50 dbi tuong la sinh vién truong Pai hoc
Kinh té - Pai hoc Pa Ning. Sau nhiéu 1an hiéu chinh, bang cau héi cudi cung di dugc xay
dung va dua vao khao sat dinh luong.

Khao sat dinh lwong dugc tién hanh tir cudi thang 2/2010 dén dau thang 3/2010, dbi
tugng chon mau 1a sinh vién khoa 30, 31, 32, 33 truong Pai hoc Kinh té - Pai hoc Pa Nﬁng.
Nghién ctru dinh luong nay duoc thuc hién thong qua phuong phap phong van truc tiép sinh
vién va diéu tra tryc tuyén qua mang internet. Phuong phép 1ay mau phi ngiu nhién - lay
mAu thuén tién. M6 hinh do luong gdm 48 bién quan sat, Theo Hair & ctg (1998), kich thudc
mAu can thiét 1a n = 240 (480x 5). Dé dat duoc kich thudc mau dé ra, 300 bang ciu hoi va 80
Phiéu diéu tra tryc tuyén dugc gui di phong van, két qua thu vé duge 352 mau hop 18. Dir
liéu dugc nhap va phan tich trén 2 phan mém SPSS 15.0 va AMOS 16.0

4. Két qua nghién ciru

Qua trinh phan tich thong ké mé ta dit liéu cho thiy phuong phap 14y miu phi ngiu
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nhién - léy mau thuan tién d khong duoc dam bao, ché“ing han ty 1€ sinh vién cua cac khoa
khong ddng déu, sinh vién khoa 32, 33 chiém ty 1é cao (dat 45.5% va 32.1%) con sinh vién
khoa 30, 31 chiém ty 18 thdp hon (chi dat 7.1% va 15.1%). Diéu nay co thé giai thich nhu
sau: sinh vién 2 khoa 30 va 31 di ra truong va mot s6 di di lam nén d6i twong nay kho co
thé tiép can dé thu thap s liéu, mic du da st dung phuong phép diéu tra truc tuyén qua
mang internet nhung ty 1& phan hdi chua cao. Tuy vAy, mau nghién ciru van c6 su da dang
vé khoa nganh dao tao, qué quan, gioi tinh va Xép loai hoc luc.

Két qua théng ké mé ta dit liéu & Bang 1 cho thdy mirc d6 hai long cta sinh vién
truong Dai hoc kinh té - Pai hoc Pa Ning 1a chua cao. Doi ngii Giang vién duoc sinh vién
hai long hon ca vé6i diém trung binh dat 3.65 /5, tiép theo 1a doi ngii ban ldnh dao nha
truong va doi ngil cong nhan vién cia truong, va cudi cing co s¢ vat chit cia truong co
mirc d6 hai long cua sinh vién 1a thap nhét trung binh dat 3.43 /5.

Bidng 1: Pdnh gid chung vé mirc dg hai long ciia sinh vién

Bién quan sat Trung binh | P§ léch chuin
Anh(chi) hai 1ong v6i co s& vat chét cia truong 3.43 .807
Anh(chi) hai long véi d6i ngii ban lanh dao nha truong 3.58 .658
Anh(chi) hai long véi doi ngli GV cua truong 3.65 .650
Anh(chi) hai long véi dgi ngli can by cong nhan vién cla trudng 3.49 .736

- Panh gia thang do bang hé s tin cdy Cronbach’s Alpha

Két qua kiém nghiém d tin cay bang hé sé Cronbach’s Alpha cho thiy: 43/48 bién
quan sat ciia cac thanh phan, nhan t6 déu c6 twong quan véi bién tong 16n hon 0,3; hé sb
Cronbach’s alpha 16n hon 0,6 nén c6 thé két luan: sau khi loai bo 5 bién quan sat khong dat
yéu cau thi do tin cdy ctia cac thang do dung trong mo hinh dam bao d6 tin cdy cho phép.

- Phéan tich nhan té6 EFA

Thang do cac thanh phan Chat lugng chirc nang: c6 17 bién quan sat c6 hé sb tai
nhan tb (Factor Loading) nho hon 0.5 nén lan luot bi loai ra khoi mé hinh. Két qua EFA
lan cudi cing c6 KMO = 0.934 (cho thdy phan tich nhan t EFA la thich hop), Sig = 0.000
(ching to céc bién quan sat c6 twong quan v6i nhau trong tong thé), tong phuong sai trich
duoc 69.538% (> 50%, cho biét cac nhan t6 rat trich ra giai thich duoc 69.538% bién thién
cta dit liéu). Sau khi phén tich nhan t6 EFA, thang do cac thanh phan Chét luong chirc
ning khong co su x4o tron bién quan sat giira cac thanh phan, do d6 tén goi cac thanh phan
ban dau van dugc giit nguyén.

Thang do cac thanh phan Muc do hai long c6 KMO = 0.827, Sig. = 0.000, c¢6 ba
nhan t6 duoc rat trich ra véi tong phwong sai trich = 69.612% . Nhu vy, sau khi tién hanh
phan tich nhan td, khong c6 bién nao bi loai thém va cac thanh phan Muc d6 hai long van
duogc gitt nguyén do khong c6 sy x4o tron bién quan sét giita cac nhan td.

Thang do Mirc d6 hai 1ong va thang do Long trung thanh van giit nguyén sb bién
quan sat va déu dat yéu cau, san sang dé tién hanh phan tich nhéan t6 khang dinh CFA.

- Phén tich nhan t6 khing dinh CFA
Céc chi s6 do do phu hop mé hinh déu dat yéu cau: Chi-square/df = 2.028 (< 3); TLI =
0.928 (>0.9); CF1=0.939 (>0.9) va RMSEA = 0.54 (<0.08) nén c6 thé két luan mé hinh

96



Tuyén tap Béo cao H6i nghj Sinh vién Nghién ciru Khoa hoc 14n thir 7 Bai hoc Pa Néng ndm 2010

phu hop v6i dir li¢u nghién ctru va dat dugc tinh don nguyén.

Céc trong s6 chua chuan héa déu c6 ¥ nghia thong ké (P-value <0.001<0.1), va cac
trong s6 chuan hoa >0.5. Vi viy ta c6 thé két luan cac bién quan sat dung dé do luong cac
thanh phan, nhan t6 ctia mé hinh dé xuat dat dwoc gi tri hoi tu.

Hé sb tin cdy tong hop va tong phuong sai trich duoc déu >0.5 (Bang 2), nén cic
thang do trong mé hinh déu dat d6 tin cay.

Bing 2: Tong hop hé s6 tin cdy tong hop va tong phirong sai trich dwge

Thanh phan Tin cay 0.856 0.669
Thanh phan Dap Gng 0.788 0.554
Thanh phan Bam bao 0.894 0.678
Thanh phan Cam théng 0.885 0.721
Thanh phan Hiu hinh 0.928 0.764
Nhan t6 Chat lwgng chirc ndng 0.874 0.699
Nhan t6 Hinh anh 0.878 0.643
Nhan t6 Chat lwong ky thuat 0.883 0.790
MUrc d6 hai long 0.801 0.503
Long trung thanh 0.756 0.609

Ta ciing ¢, hé sd tuong quan giita 5 thanh phan Chat lugng chirc ning, va gitta 3
thanh phan Mtrc do hai long déu <0.9. Mit khac, cac gia tri P-value déu <0.05, nén hé sd
tuong quan cia timg cip thanh phan khac biét so véi 1 ¢ d6 tin cay 95%. Vay, cac thang
do cua mo hinh dat gia tri phan biét.

- Panh gia sy phu hop ciia mé hinh bang mé hinh ciu tric tuyén tinh SEM

Chi-square= 782.628 ; df= 357 ; P=.000;

o

Chi-square/df = 2.192;
TLI=.924 ; CFI= .933;
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Két qua udc luong md hinh dé xuit tuy phu hop véi dit lidu nghién ciru (Chi-
square/df = 2.057; TLI =0.925; CFI =0.934 vd RMSEA =0.55), nhung thanh phan Tin cay
khong c6 y nghia thong ké & do tin cdy 90% (vi c6 P-value = 0.908 > 0.1), nén can phai
loai bo thanh phan tin cdy va thyc hién wdc lwong mé hinh hiéu chinh ta thu duc két qua
nhu Hinh 2.

Mb hinh & Hinh 2 ¢6 thé néi 1a phu hop véi dir lidu nghién ciru vi Chi-square/df
=2.192 (<3), TLI1=0.924, CF1=0.923 (>0.9); RMSEA=0.058 (<0.08).

Bing 3: Bing cdc trong s6 chwa chudn héa (Regression Weights)

Estimate S.E. CR. P
Chuc Nang «— DapUng 149 .051 2.894 .004
Chuc Nang «— DamBao 442 .048 9.120 wkx
Chuc Nang « Cam Thong 146 .027 5.317 falalel
Chuc Nang < Huu Hinh 159 .033 4.884 falaled
Hinh Anh «— Ky Thuat 337 .055 6.158 Fxk
Hinh Anh < Chuc Nang 338 .070 4.817 faleie
Hai long < Chuc Nang 423 .058 7.283 faleie
Hai long «— Ky Thuat 361 .046 7.793 faleie
Hai long < Hinh Anh 152 .047 3.275 .001
Trung Thanh «— Hailong 917 .093 9.871 faleded

Xem Bang 3, ta thdy: 4 thanh phan Dép tmg, Pam bao, Cam thong, Hitu hinh déu
anh huong thuan chiéu dén Chat luong chiic ning & do tin cdy 95% (do P-value <0.05);
tuong tw, nhan t6 Chét lwong chirc ning va nhan t6 Chat lugng ky thuat anh huéng thuan
chiéu dén Hinh anh (d6 tin cdy 99%); 3 nhan t6 Chét luong chirc nang, Chat luong k¥
thuat, Hinh anh ciing anh huong thuan chiéu dén Muc do hai long (46 tin cdy 99%); va
Mirc d9 hai long anh hudng thuan chiéu dén Long trung thanh (d6 tin cdy 99%).

Bing 4: Bang cdc trong s6 hoi quy dd chudn héa

Estimate
Chuc Nang Dap Ung 148
Chuc Nang Dam Bao 490
Chuc Nang Cam Thong .250
Chuc Nang Huu Hinh 226
Hinh Anh Ky Thuat .378
Hinh Anh Chuc Nang 292
Hai long Chuc Nang 421
Hai long Ky Thuat .465
Hai long Hinh Anh 175
Trung Thanh Hai long .841
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Qua Bang 4 ta c¢6 cac két luan nhu sau:

~  Thanh phan Pam bao c6 tic dong manh nhét dén Chat luong chirc ning vi co trong
s6 da chudn hoa cao nhét bang 0.490. Tiép dén 13 thanh phan Cam thong (trong sb
chuén hoa 1a 0.250), thanh phan Hitu hinh dtng thtt 3 véi trong sd chuan hoa 1a
0.226, va cubi cung, thanh phan tic dong yéu nhit dén Chat luong chirc ning la
thanh phan Pap tmg (trong sé chuin héa bang 0.148).

~  Nhan té Chat lugng ky thuat tac dong manh hon dén Hinh anh véi trong s6 hdi quy
dd chuén héa biang 0.378, con nhan t6 Chat luong chirc ning tac dong yéu hon voi
trong s6 dd chuan hoa 13 0.292.

— Nhan t6 Chat luong k¥ thuat tic dong manh nhat dén Muc do hai long (trong s6 hdi
quy d3 chuan hoa bang 0.465), tiép dén 1a nhan t6 Chat lugng chirc ning voi trong
s6 hoi quy da chuan héa bang 0.421, va cubi cung 13 nhan t6 Hinh anh c6 trong sb
hodi quy da chuan hoa bang 0.175.

~  Va cudi cung, Muc d6 hai long tac dong thuan chiéu dén Long trung thanh voi
trong s6 hdi quy di chuan hoa dat 0.841.

5. Két luan

Pong gop cua nghién ctru nay 1a xay dung mé hinh 1y thuyét trong dénh gia mirc do
hai 10ng cta sinh vién trong danh gia chat luong dao tao dai hoc. Trong d6: bon thanh phan
bao gdm Pap tng, Cam théng, Pam bao, Hiru hinh va Hinh anh di giai thich dugc 63.5 %
bién thién ciia Chat lugng chic ning; hai nhan t6 Chat lwong k¥ thuat va Chat lwong chirc
ning giai thich duoc 31.6% bién thién cua Hinh anh; ba nhan t6: Chat lugng chirc ning,
Chét lugng k¥ thuat va Hinh anh giai thich duoc 72.8% bién thién ctia Mirc d hai 1ong;
cudi cung Mtrc d6 hai 10ng da giai thich duoc 70.7% bién thién ctia Long trung thanh.

Qua nghién ctu thuc nghiém tai truong Pai hoc Kinh té - Pai Hoc Pa nﬁng, két
qua thu dugc cho thay mirc d6 hai long cua sinh vién véi chat lugng dao tao 1a chua cao,
nha trudng can phai tap trung cai thién cac nhan t6 anh huéng dén Mirc do hai long, bao
gdém nhan t6 chuc ning, nhan t6 Chat lwong k¥ thuat va nhan t6 Hinh anh. V& nguyén
tac, nha trudng nén phdi hop thyc hién cac giai phap theo nhu mé hinh cau trac (Hinh 2).
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