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SU PHU HOP CUA THANG DO HEDPERF TRONG DO LUONG
NHAN THUC VE CHAT LUONG DICH VU GIA0 DUC CUA SINH VIEN:
NGHIEN CU'U TRUONG HGP DAI HOC CONG NGHIEP HA NOI

INVESTIGATING THE CONFORMITY OF HEDPERF SCALE IN MEASURING
THE SERVICE QUALITY OF HANOI UNIVERSITY OF INDUSTRY

TOM TAT

Trén co s tong quan cac nghién ciiu vé thang do chét lugng dich vu, nghién
c(u nay da lua chon thang do HEDPERF dé kiém tra su phu hop trong do lutng
nhan thic vé chat lugng dich vu gido duc ctia sinh vién thdng qua khdo sat 296
sinh vién dai hoc chinh quy trudng Dai hoc Cong nghiép Ha Noi. S& dung phan
mém SPSS phan tich b thang do ban dau, két qué kiém dinh thu dugc 27 bién
quan sat cho yéu t6 chat lugng dich vu theo nam khia canh (hoc thuat, co s6 vat
chat, van dé vé chuang trinh, phi hoc thuat, su tin cay va dong cdm); dong thdi,
két qua nghién ctiu cling cho thdy ¢ su khac biét trong danh gia vé chat lugng
dich vu gitta sinh vién nam va ni, giita sinh vién nganh kinh té, ké toan va nganh
ky thuat.
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ABSTRACT

On the basis of an overview on the scales of service quality, the articles
applies the HEDPERF scale to investigate the conformity in measuring the quality
of educational service at Hanoi University of Industry. The study is conducted
through a survey of 296 full time students. Using the SPSS software together
with the original scales, the results obtain 27 observed variables of service
quality which are classified into 5 aspects (academic, facility, program issues,
non-academic, reliance and empathy). The results also show differences in the
evaluation of service quality between groups of female and male students,
among students of economics, accounting and engineering.
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1. GIGI THIEU

Chat lugng dich vu trong nganh gido duc la khai niém
tucng ddi phuc tap, khé dé lam rd, dinh nghia va xac dinh
pham vi, khia canh cta chat lugng. Khai niém chat lugng
trong gido duc dai hoc phuc tap, da dién va thi€éu mét dinh
nghia phu hgp. Theo d6, c6 nhiéu cach dé xac dinh chat
lugng trong gido duc dai hoc, méi dinh nghia déu cé tiéu
chi va quan diém riéng (Harvey va Green, 1993). Theo
Marshall va cong su (1996), d€ bét kip nhiing thay d6i trong
mdi trudng kinh doanh, can tién t6i cac phuong phap cai

Dang Thu Ha", Nguyén Thi Lan Anh', Nguyén Thi Ngoc Hién'

ti€n chat lugng, tap trung vao ngudi hoc; nhan manh viéc
két hgp cac nguyén ly vé cai tién chat lugng vao chuong
trinh gidng day nham dap (ng nhu cau clia cac bén cé lién
qguan (sinh vién va ngudi st dung lao déng). Binh hudng
clia cac cd sd gido duc dai hoc dé dat duoc lgi thé canh
tranh, Abdullah (2006), khdng dinh ring chat lugng dich vu
xudt sac sé tré thanh mét muc tiéu quan trong déi véi hau
hét cac co s gido duc dai hoc. Do d9, viéc danh gia muc dé
chét lugng dich vu dé hiéu rd cac yéu té khac nhau c6 y
nghia nhu thé nao sé tao diéu kién cho céac co s& gido duc
dai hoc c6 thé thiét k& dich vu clia minh mét cach tot nhat.

DeShields va cong su (2005), da@ nhan manh rang gido
duc dai hoc phai tao ra chat lugng dich vu cao va su hai
long ctia sinh vién nham dam bao sy bén viing trong moi
truong dich vu canh tranh. Gido duc dai hoc dugc coi la
mot “thi truong kinh doanh” ma chi thanh cong khi “khach
hang” (sinh vién) dang dugc cung cdp nhiing gi ho muén
“mua”, 8 muc ma ho cho la “chdp nhan dugc” (Brown va
Mazzarol, 2009). Khi sinh vién dugc coi la "khach hang
chinh" cila mot trudng dai hoc (Hill, 1995), la ngudi truc tiép
nhan dich vu dugc cung cap, chat luogng dich vu dugc danh
gia dudi goc nhin cla sinh vién tr¢ thanh van dé quan
trong trong c6ng tac quan ly cla céc trudng dai hoc.

Nghién ctru nay nham muc dich tim cau tra I&i cho hai
cau héi: (1) C6 nhiing thang do nao trong do ludng chat
lugng dich vu gido duc? (2) Su phu hgp cla thang do
HEDPERF (Abdullah, 2006) trong danh gia chat lugng dich
vu tai trudng Pai hoc Céng nghiép Ha Noéi tir quan diém
nhan thic cda sinh vién nhu thé nao?
2.COSGLY LUAN VA MO HINH NGHIEN CUU

Cac nghién ctu da dinh nghia chat lugng dich vu gido
duc dai hoc 1a su danh gia t8ng thé cla sinh vién vé cac
dich vu nhan dugc. Chat luong dé dugc thé hién qua céac
hoat ddng gido duc & ca trong va ngoai l6p hoc, bao gém:
hudng dan trong 16p hoc, su tuong tac ciia gidng vién vai
sinh vién, ca s& gido duc va su lién hé véi quan ly (Allen va
Davis, 1991; DiDominico va Bonnici, 1996; Holdford va
Reinders, 2001...). Tuy nhién, c6 sy da dang nhung khong
tuong doéng vé phuong phap luan, cac bién sé dugc s
dung dé danh gia chat lugng dich vu gido duc (Leonard va
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cdng su, 2003). Cac nghién ctu vé chat lugng dich vu gido
duc da sir dung nhiéu thang do khac nhau dé danh gia chat
lugng gido duc nhu: thang do chat lugng dich vu
(SERVQUAL) (Parasuraman va céng sy, 1991); thang do sura
d&i SERVQUAL (SERVPERF) (Cronin va Taylor, 1994); quy mo
chat lugng gido duc bac cao (HEDPERF) (Abdullah, 2006);
thang do chat lugng gido duc nganh ky thuat (EDUQUAL)
(Mahapatra va Khan, 2007); do ludng chat lugng dich vu
trong gido duc dai hoc & An D6 (SQM-HEI) (Senthilkumar va
Arulraj, 2011); thang do EDUSERVE (Ramseook-Munhurrun
va cong su, 2010). M&i mét thang do c6 nhing thuan Igi va
bat lgi riéng, cac yéu 16, kich thudc clia chat lugng dugc do
ludng cling khac nhau tuy thudc vao céach tiép can va boi
canh cla nghién ctu (bang 1).

Bang 1. Tong hop cac khia canh trong tiing thang do

trong linh vuc gido duc. Owlia va Aspinwall (1996), da dua
ra mot khung do ludng chat lugng gido duc dai hoc, nhan
manh vao khia canh gidng day trong gido duc ky thuat, bao
gém: nguon luc hoc thuat, nang luc, thai d6 va noi dung.
Kwan va Ng (1999), da cho thay néi dung khoéa hoc, su quan
tam cua sinh vién, phuong tién danh gia, phuong tién
gidng day, hoat dong xa héi va con ngudi dugc xem nhu la
cac chi s6 vé chat luong dich vu trong gido duc dai hoc &
Trung Qudc va Hong Kéng. Oldfield va Baron (2000), cho
rang chat lugng dich vu ti nhan thic ctia ngudi hoc gém
ba khia canh, d6 la: cac yéu t6 can thiét (la nhing gi thiét
yéu dé sinh vién hoan thanh nghia vu hoc tap); nhiing yéu
t6 ¢4 thé chdp nhan dugc (diéu mong muén nhung khéng
can thiét déi v6i ngudi hoc); cac yéu t6 chiic nang (c6 tinh

Thang do Cackhia canh ctia thang do

SERVQUAL | Hitu hinh; B tin cdy; Phan hoi; Bio dam; Dong cdm (khodng cach giira nhan thiic va su ky vong cia khach hang).

SERVPERF | Hitu hinh; Dd tin cay; Phan hoi; Bao dam; Dong cam (chi do s nhan thiic ctia khach hang ma khdng do ky vong).

HEDPERF | Cackhia canh phi hoc thuat; Khia canh hoc thuat; Van dé vé chuong trinh; Co s& vat chat; Su'tin cdy va dap ting.

EDUQUAL | Két qua hoc tap; Phan ting; Co s& vat chdt; Phét trién nhan cich; Hoc thuat.

SQM-HEI | Phuong phap giang day; Thay d6i méi trung trong yéu t& nghién ctiu; Bién phap ky ludt duoc thuc hién; Cac hoat dong lién quan dén vi tri; Dénh gia
t6ng thé chat luong dich vu va miic do hai long.

EDUSERVE | Ddng cam; Cos6 vat chat clia truong; D tin cdy; Phan ting; Ky ludt bdo dam.

Thang do SERVQUAL va SERVPERF dugc ap dung trong
cac linh vuc. Hai thang do nay dugc ap dung trong linh vuc
gido duc théng qua stia d6i mét s6 muc cho phu hop véi
tinh hinh va béi cdnh nghién cdu (Gallifa va Batalle, 2010;
Ramseook-Munhurrun va cong su, 2010; Sahney va cong su,
2004, 2008; Yeo, 2008). Cac thang do con lai dugc phat trién
va st dung cu thé cho tiing nghién ctu vé gido duc. Thang
do HEDPERF dugc phat trién nhu mot cong cu do ludng chat
lugng dich vy, chi ra cac yéu té xac thuc cta chat lugng dich
vu trong linh vuc gido duc dai hoc thong qua nhan thic cda
sinh vién (Abdullah, 2006). Theo dd, nhan thuc cta sinh vién
vé chat lugng dich vu la mét cdu trdc gom nam yéu to: cac
khia canh phi hoc thuat; cac khia canh hoc thuat; co s& vat
chat; van dé vé chuong trinh; sy tin cdy va dap (ng. Thang
do EDUQUAL ciing da dugc phat trién phu hgp véi hé théng
gido duc ky thuat théng qua viéc xac dinh sé lugng téi thiéu
cac hang muc dich vu phu hgp véi cac bén c6 lién quan khac
nhau trong linh vuc gido duc ky thuat, gém: sinh vién, cuu
sinh vién, phu huynh va nha tuyén dung (Mahapatra va
Khan, 2007). SQM-HEI dugc phat trién dé danh gia chat
lugng dich vu tai cac co s& gido duc bac cao & An Do thong
qua viéc sir dung mo hinh cau tric cac yéu té anh hudng dén
chat lugng gido duc (Senthilkumar va Arulraj, 2011).
EDUSERVE dugc phat trién dua trén thang do SERVQUAL
thong qua nghién ctiu thuc nghiém tai cac trudng trung hoc
& Mauritius (Ramseook Munhurrun va cong su, 2010). Cac
c6ng cu trén dugc kiém nghiém thuc nghiém trén cac khia
canh hoc thuat va phi hoc thuat.

Bén canh cadc mé hinh phd bién trén, mot s6 nghién cutiu
cing da xac dinh kich thudc chat lugng dich vu cu thé
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(Ngudn: Tong hop ctia tdc gid)

thuc t€ hodc thuc dung). Holdford va Patkar (2003), da xac
dinh nam khia canh cta chat lugng dich vu trong gido duc
dugc phdm, dé 1a: cdc ngudn luc, hanh vi ¢ nhan cda gidng
vién, chuyén mén clia giang vién, truyén théng va quan tri
khoa. Lagrosen va céng su (2004), da chi ra bay yéu t6 vé
chat luong dich vu trong gido duc dai hoc, d6 la: su hgp tac
gitta don vi; thong tin va phan hoi; cac khéa hoc dugc cung
cap; danh gia ndi bo; cac phuong tién may tinh; hgp tac; so
sanh cac nguon thong tin cla thu vién. Zineldin (2006), da
ma rong mo hinh chat lugng chiic nang va ky thuat cla
Gronroos (1984), thanh mét moé hinh méi gém nam yéu té
chéat lugng: chat lugng clia vat thé; chat luong cla qua
trinh; chat lugng cla co s& ha tang; chat luong cla tuong
tac, truyén théng; chat lugng cda khi quyén. Alves va Vieira
(2006), cing da diéu chinh thang do SERVQUAL trong gido
duc va tim ra cdu tric nam chiéu vdi cac kich thudc diéu
chinh gébm: @6 tin cay, hitu hinh, danh tiéng, trinh dé giang
vién, muc d6 di hoc. Singh va cong su (2008), da dé xuat t§
chiic va quan tri, nguén lyc tai chinh, nguén luc vat chat,
qua trinh day hoc va qua trinh bé sung, theo ndm chiéu
kich thudc vé chat lugng. Angell va cong su (2008), cho
rang bao cao két qua hoc tap, giai tri, lién két cong nghiép
va chi phi la bén yéu té clia chat luong dich vu theo sinh
vién sau dai hoc.

Trén G s& téng quan cac nghién cliu vé thang do chat
lugng dich vu gido duc, tac gia lya chon thang do HEDPERF
(Abdullah, 2006) dé danh gia chat lugng dich vu trudng Dai
hoc Cong nghiép Ha NGi tur nhan thuc cla sinh vién. Tac gia
lya chon thang do nay bégi day la mot moé hinh da chiéu
dugc phat trién dé cho thay céac thudc tinh cta chat lugng



ECONOMICS-SOCIETY

Bang 2. Thang ké mé t& mau nghién ctu

Chi tiéu S6 lugng Ty 1é (%)
Gidi tinh N 185 62,5
Nam m 37,5
Téng 296 100
Nganh hoc Kinh té, ké toan 157 53
Ky thuat 139 47
Téng 296 100
Bang 3. Thong ké md ta cac bién quan st
Nhém yéu té Gidtrimin | Gidatrimax | Trungbinh
Khia canh hoc thuat 3 5 3,954
(0 56 vat chat 2 5 4,0506
Van dé chuong trinh 2 5 4,1266
Khia canh phi hoc thuat 2 5 3,6658
Sutin cdy va dong cam 2 5 3,9316

dich vy trong gido duc dai hoc thong qua nhan thuc cla
sinh vién. Mé hinh HEDPERF nguyén thdy gébm 41 hang
muc dugc sir dung dé dai dién cho cac khia canh khac nhau
cta dich vu gido duc dai hoc, bao gém: (i) Khia canh hoc
thudt thé hién trach nhiém cla gidng vién, nha khoa hoc,
nhu: c6 thai do tich cuc, ky nang tét, tu van day dd, c6 thé
cung cap phan héi thusng xuyén cho sinh vién, d6i nga
gidng vién c6 chuyén mon cao va giau kinh nghiém; (i) Co
sG vdt chdt, gém cac cd s, trang thiét bi, I6p hoc, co & giai
tri, vi tri, khuoén vién trudng...; (i) Vdn dé chuong trinh la
cac yéu t6 vé kha nang cung cap cac chuong trinh cé uy tin
va rong khap véi cau tric linh hoat, bang cdp dugc céng
nhan, dap Ung dugc nhu cau cltia xa hoi; (iv) Khia canh phi
hoc thuat 1a cac yéu t8 can thiét dé sinh vién hoan thanh

nghia vu hoc tap va lién quan dén cac nhiém vu, trach
nhiém dugc thuc hién bai cac nhan vién khong phai la gido
vién (khd ndang va su san ldong cta nhan vién hanh chinh
hodc nhan vién hé trg) thé hién su ton trong, cung cap su
déi xir cdng bang va bao vé thong tin bi mat; (v) Su tin cdy
va déng cam thé hién vai trd quan trong cta kha nang tiép
can va dé lién lac, tinh s3n sang va tién lgi, ky nang tu van,
truyén théng tot.
3. PHUONG PHAP NGHIEN CUU

Phuang phéap nghién ctu dinh lugng, diéu tra bang
bang cau héi khao sat dugc st dung dé do ludng cac bién
tiém an. Phiéu khao sat duoc thiét ké gém hai phan: phan
(1), danh gia cta ngudi dugc hoi vé cac khia canh chat
luong dich vu tai trudng Dai hoc Céng nghiép Ha Noi gém
41 cau hdi theo thang HEDPERF theo thang diém Likert 5
muic do (tir 1 diém tuong Ung vdéi tra 15 1a Rat khong dong
y cho dén 5 diém tuong Ung vdi tra 15i 1a Rat déng y); phan
(2), théng tin vé gidi tinh va nganh hoc cia ngudi dugc hoi.
Dai tugng khao sat la sinh vién nam cudi hé dai hoc chinh
quy cac nganh thudc linh vuc kinh té, ké toan va cac nganh
thudc linh vuc ky thuat. Két qua thong ké mé td mau
nghién ctu dugc trinh bay & bang 2. Téng s6 phiéu phat ra
la 400 phiéu, thu vé 310 phiéu, sé phi€u hgp & dugc dua
vao nghién ctu chinh thac 1a 296 phiéu. DI liéu thu thap
dugc xG ly, phan tich bang phan mém SPSS dé thuc hién
cac kiém dinh T-test, do tin cdy cla thang do va phan tich
yéu t6 kham pha.
4, KET QUA VA BINH LUAN

Théng ké mé ta bién quan sat

Két qua thong ké mo ta (bang 3) cho thdy, trong ndm
nhom yéu t6, Khia canh vé phi hoc thuat nhan dugc danh

Bang 4. Kiém dinh su khac biét trong danh gia vé cac khia canh chét lugng dich vu gita céc d6i tugng khdo st theo gidi tinh va nganh hoc

Khia canh Gidi tinh N Mean Std. Deviation Sig. (2-tailed)

Hoc thudt N 185 3,9178 0,27791
Nam m 4,0162 0,26885 0,003

(0 s6 vat chat N 185 3,9059 0,34265
Nam m 4,2919 0,32673 0,005

Van dé chuong trinh Nt 185 40141 0,29195
Nam m 43135 0,31174 0,001

Phi hoc thudt N 185 3,9135 0,19448
Nam m 3,2529 0,33456 0,003

Su'tin cdy va dong cam Nir 185 3,8953 0,24539
Nam m 3,9921 0,30492 0,005

Khia canh Nganh hoc N Mean Std. Deviation Sig. (2-tailed)

Hoc thuat Kinh té, ké toan 157 3,9159 0,27724
Ky thuat 139 3,9986 0,27373 0,01

(o s vat chat Kinh té, ké toan 157 3,9019 0,34981
Ky thuat 139 4,2187 0,35295 0,010

Van dé chuong trinh Kinh té, ké toan 157 4,0217 0,28963
Ky thuat 139 4,2446 0,33883 0,002

Phi hoc thudt Kinh té, ké toan 157 3,9147 0,19603
Ky thuat 139 3,3846 0,40672 0,013

Su'tin cdy va dong cam Kinh té, ké toan 157 3,8933 0,24507
Ky thuat 139 3,9748 0,29610 0,01
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gia thap nhat (gia tri trung binh la 3,6658); Van dé vé
chuong trinh nhan dugc danh gia cao nhat (gia tri trung
binh 1a 4,1266).

Kiém dinh T-test duoc thuc hién dé xem xét su khac
biét trong danh gia vé cac khia canh chat lugng dich vu
gilta cac déi tugng khao sat theo gigi tinh va nganh hoc.
Két qua kiém dinh cho thay, danh gia vé cac khia canh cla
chat lugng dich vu c¢é su khac biét gita sinh vién nam va
sinh vién n(, gitta nganh hoc thuéc linh vuc kinh té, k& toan
va ky thuat véi muc y nghia théng ké Sig. déu nho hon 0,05
(bang 4).

Bang 5. Két qua phan tich Cronbach alpha

yéu t6 16n hon 0,35 (v6i sé mau quan sat la 296). Nhu vay, cac
bién quan sat dugc lua chon 1a phu hgp dé do ludng yéu té
Chét lugng dich vu. Kiém dinh KMO va Bartlett’s cho két qua,
chi s6 KMO bang 0,768 thoa man diéu kién KMO I6n han 0,5
do d6, phan tich yéu t6 kham pha la phu hgp vai tép di liéu;
kiém dinh Bartlett cho gi4 tri Sig. nhé han 0,05 ¢ nghia 13,
cac bién quan sat co tuong quan tuyén tinh véi yéu té dai
dién. Kiém dinh muc dé gidi thich clia cac bién quan sat déi
vGi yéu t6 Chat lugng dich vu cho két qua tri sé phuong sai
trich 13 59,915%, c6 nghia 13, c6 59,915% su thay d6i ctia yéu
t6 dugc giai thich bai cac bién quan sat.

Latent Items Corrected Item- Cronbach Alpha | Cronbach
variable Total Correlation if ltem Deleted Alpha
Gidng vién khong bao gi6 qud ban dé tra I6i yéu cau hé trg cla toi. 0,553 0,579 0,694
Khi ti gdp van dé, cac gidng vién t6 ra rat quan tam dén viéc giai quyét van dé do. 0,512 0,615
. Giang vién cung cap phan hai vé su tién bo cla toi (nhan xét hodc thong qua trd bai 0,575 0,596
Hoc thuat
kiém tra).
Gidng vién giang day phan b thai gian cho viéc tham khdo tai liéu. 0,520 0,684
Giang vién cd trinh d9 hoc van va kinh nghiém trong linh vyc tuong ting. 0,611 0,615
(dc co's6 va trang thiét bj ca nha truong déu day du va can thiét. 0,526 0,724 0,772
. ae x Céc co s6 giai tri 1a du va can thiét. 0,601 0,770
(Cg'sdvat chat — T % - —
Kich c@ 16p hoc dugc giif & muic thap nhat dé cho phép su chd y cé nhan. 0,617 0,730
Nha trudng c6 vi tri ly tuéng vi cach b tri khudn vién truong hop ly. 0,595 0,772
v en . Nha trudng c6 cac chuong trinh chat luong xudt sac. 0,667 0,780 0,747
Vén dé vé T Y —
chitong trinh Nha trl.m[l‘g Sung cip c chl\mng trlnh C({’U}ltln (0. _ 0,519 0,740
Sau khi tdi tét nghiép ra trudng toi ¢6 thé lam dugc viéc. 0,608 0,703
Khi toi gap van dé, nhan vién hanh chinh thé hién su quan tam chan thanh trong viéc 0,658 0,811 0,815
gidi quyét ng.
Nhan vién hanh chinh ¢6 sy cham séc va quan tam tdi sinh vién. 0,610 0,797
Cac yéu cau/ khiéu nai dugc gidi quyét nhanh chong va o hiéu qua. 0,673 0,790
Nhén vién hanh chinh khdng bao gi qua ban dé trd 10i cic yéu cau ho trg tirsinh vién. 0,601 0,798
Phi hoc thuat (dc van phong hanh chinh g‘ifrh(‘i sg sinh vién chinh ?(éc va 'dém bao an toan. 0,689 0,788
; : Khi nhan vién hia sé lam diéu gi d6 vao mot thgi diém nhat dinh, ho sé lam nhu vay. 0,652 0,811
Gid' m& ctra cla cdc van phong hanh chinh la thudn tién cho toi. 0,657 0,782
Nhan vién hanh chinh c6 kién thitc tot vé cc hé thong/ thi tuc. 0,697 0,798
Toi cdm thay an tdm va tu tin khi tiép xtic hay c6 viéc can t6i cac van phong hanh chinh. 0,613 0,814
Nha trudng cung cap cac dich vu can thiét déu trong thai gian hgp Iy va c6 ké hoach. 0,584 0,789
Sinh vién dugc doi xi binh ddng va véi su ton trong cia nhan vién. 0,595 0,815
Cacnhan vién hanh chinh ton trong s bdo mat clia i khi toi tiét 16 thong tin cho ho. 0,522 0,654 0,754
Surtin cay va Nhan vién hanh chl'nh dam bao réng ho c6 thé dé dang Iiénrlac qua fIién thoai. 0,524 0,659
déing (é'm Nha trudng khuyén khich va thic day viéc thénh‘ lap céc khoi lién ’két sinh vién.l 0,672 0719
Nha trudng ludn chd trong danh gid cac phan hoi clia sinh vién dé néng cao chat 0,646 0,731
lugng gidng day va phuc vu.
Panh gia do tin cay thang do: Két qua phan tich Bang 6. Ma trdn xoay cac yéu t6
Cronbach alpha cho thay, cac thang do déu dat yéu cau véi Rotated Component Matrix?
hé s6 tin cay Cronbach alpha cla cac bién quan sat déu Ién Factor
hon 0,6; tuy nhién, 14 thang do c6 hé s6 tuong quan bién- 1 2 3 4 5
téng (item-total correlation) nhé hon 0,3 nén bi loai, 27 1 0,782
thang do con lai dat yéu cau véi hé sé tuang quan bién- ) 0,640
téng I6n han 0,3 (bang 5). 3 0,563
Phan tich yéu té kham pha: K&t qua ma tran xoay cac | 4 0,542
yéu t6 (bang 6) cho thdy, cac bién quan sat déu co hé so tai 5 0,440
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Rotated Component Matrix®

Factor

1 2 3 4 5
6 0,713
7 0,636
8 0,567
9 0,451
10 0,703
N 0,699
12 0,494
13 0,746
14 0,740
15 0,721
16 0,665
17 0,657
18 0,494
19 0,471
20 0,846
21 0,642
22 0,472
23 0,592
24 0,659
25 0,749
26 0,603
27 0,855

Extraction Method: Principal Component Analysis. Rotation Method: Varimax with Kaiser
Normalization.

5. KET LUAN

Két qua nghién ctiu nay da cho thay, danh gia cta sinh
vién Dai hoc Céng Nghiép Ha Noi vé chat luong dich vu
gido duc dai hoc clia nha trudng théng qua viéc st dung
thang do HEDPERF (Abdullah, 2006). K&t qua phan tich
dinh lugng cho thay, tir 41 bién quan sat ban dau trong
thang do HEDPERF nguyén thuy, c6 27 bién quan sat la phu
hgp véi dit liéu thuc té thu dugc va st dung dugc cac bién
quan sat nay dé do ludng 5 khia canh (hoc thuat, co s& vat
chat, van dé vé chuong trinh, phi hoc thuat, su tin cay va
déng cam) cta chat lugng dich vu gido duc dai hoc.

Nhu vay, nghién ctiu nay da cung cdp thém nhiing ddnh
gia vé chat lugng dich vu gido duc tir goc d6 nhan thic clia
sinh vién, gitp ban lanh dao trudng Pai hoc Céng Nghiép
Ha Noi c6 cai nhin téng thé hon trong qua trinh cung cap
dich vu dao tao. Tuy nhién, nghién ctu nay con mot s6 han
ché& nhu: mau nghién ctu mdi chi tap trung vao sinh vién
dai hoc cac nganh thudc linh vuc kinh té, ké toan va ky
thuat tai trudng Dai hoc Cong nghiép Ha No6i, do dé nhiing
phat hién nay khong thé khai quat chung cho céc trudng
dai hoc; bén canh d6, nghién ctu nay chi dé cap dén sinh
vién nhu la khach hang duy nhat, trong khi hé théng gido
duc con cb cac nhédm khéach hang va cac doi tugng cd lién
quan khac nhu: nha tuyén dung, doanh nghiép, gidng vién,
nhan vién hanh chinh... Vi vay, trong tuong lai, c6 thé m&
rong quy moé mau khao sat, phat trién cac cong cu do ludng
tr quan diém clia cdc nhém khach hang khac nhau.../.

TAI LIEU THAM KHAO

[1] Abdullah, F. (2006). The development of HEDPERF: a new measuring
instrument of service quality for the higher education sector. International
Journal of Consumer Studies, 30(6): 569-581.

[2] Allen, J. and Davis, D. (1991), Searching for excellence in marketing
education: the relationship between service quality and three out-come
variables, Journal of Marketing Education, Vol. 13: 47-54.

[3] Alves, A.R. and Vieira, A. (2006), SERVQUAL as a marketing instrument to
measure service quality in higher education institutions, Second International
Conference: Product Management Challenges of the Future, Poznan, May 18-20.

[4] Angell, R.J., Heffernan, T.W. and Megicks, P. (2008), Service quality in
postgraduate education, Quality Assurance in Education, Vol. 16 ( 3): 236-54.

[5] Brown, R. and Mazzarol, T. (2009), The importance of institutional image
tostudent satisfaction and loyalty within higher education, Higher Education,
Vol. 58 (1): 81-95.

[6] DeShields, 0.W. Jr, Kara, A. and Kaynak, E. (2005), Determinants of
business student satisfaction and retention in higher education: applying
herzberg’s two-factor theory, International Journal of Educational Management,
Vol. 19 (2): 128-139.

[7] DiDominico, E. and Bonnici, J. (1996), Assessing service quality within
the educational environment, Education, Vol. 116: 353-60.

[8] Gallifa, J., & Batalle, P. (2010). Student perceptions of service quality in a
multi-campus higher education system in Spain. Quality Assurance in Education,
18(2): 156-170.

[9] Harvey, L. & Green, D. (1993). Defining quality. Assessment and
Evaluation of Higher Education, 18, 1: 9-34.

[10] Hill, F.M. (1995), Managing service quality in higher education: the role of
student as primary consumer, Quality Assurance in Education, Vol. 3 (3): 10-21.

[11] Holdford, D. and Patkar, A. (2003), Identification of the service quality
dimensions of pharmaceutical education, American Journal of Pharmaceutical
Education, Vol. 67 (4): 1-11.

[12] Holdford, D.A. and Reinders, T.P. (2001), Development of an instrument
to assess student perceptions of the quality of pharmaceutical education,
American Journal of Pharmaceutical Education, Vol. 65 (1): 25-31.

[13] Ibrahim Mohd Zuhdi, Mohd Nizam Ab Rahman va Ruhizan M. Yasin
(2012), Assessing Students Perceptions of Service Quality in Technical
Educational and Vocational Training (TEVT) Institution in Malaysia, Procedia -
Social and Behavioral Sciences, Vol 56(Supplement (): 272-283.

[14] J. Joseph Cronin, J. and Taylor, S. A. (1994). SERVPERF Versus
SERVQUAL: Reconciling Performance-Based and Perceptions-Minus-Expectations
Measurement of Service Quality. Joumal cf Marketing, 58(January): 125-131.

[15] Kwan, Y.K.P. and Ng, W.K.P. (1999), Quality indicators in higher
education-comparing Hong Kong and China students, Managerial Auditing
Journal, Vol. 14 Nos 1/2: 20-7.

[16] Lagrosen, S., Hashemi, R.S. and Leitner, M. (2004), Examination of the
dimensions of quality in higher education, Quality Assurance in Education, Vol.
12(2):61-9.

[17] Leonard, D., Pelletier, C. and Morley, L. (2003), The Experiences of
International Students in UK Higher Education: A Review of Unpublished
Research, UKCOSA, London.

[18] Mahapatra, S. S., & Khan, M. S. (2007). A neural network approach for
assessing quality in technical education: an empirical study. International
Journal of Productivity and Quality Management Decision, 2(3): 87-306.

S5 46.2018 e Tap chi KHOA HOC & CONG NGHE | 39



XA HOI

[19] Marshall, G.W., Lassk, F.G., Kennedy, K.N. and Goolshy, J.R. (1996),
Integrating quality improvement tenets into the marketing curriculum, Journal
of Marketing Education, Vol. 18 (2): 28-38.

[20] Oldfield, B. and Baron, S. (2000), Students’ perceptions of service
quality in a UK university business and management faculty, Quality Assurance in
Education, Vol. 8 (2): 85-95.

[21] Owlia, M.S. and Aspinwall, EM. (1996), A framework for the
dimensions of quality in higher education, Quality Assurance in Education, Vol. 4
(2):12-20.

[22] Parasuraman, A., Zeithaml, V. A. and Berry, L. L. (1991). Refinement
and Reassessment of the SERVQUAL Scale. Journal of Retailing, 67(4): 420-450.

[23] Ramseook-Munhurrun, P., Naidoo, P. and Nundlall, P. (2010). A
proposed model for measuring service quality in secondary education.
International Journal of Quality and Service Sciences, 2(3): 335-351.

[24] Sahney, S., Banwet, D. K. and Karunes, S. (2004). A SERVQUAL and QFD
approach to total quality education: A student perspective. International Journal
of Productivity and Performance Management, 53(2): 143-166.

[25] Sahney, S., Banwet, D. K. and Karunes, S. (2008). An integrated
framework of indices for quality management in education: a faculty
perspective. The TQM Journal, 20(5): 502-519.

[26] Senthilkumar, N. and Arulraj, A., (2011). SOM-HEI - determination of
service quality measurement of higher education in India. Journal of Modelling
in Management, 6(1): 60-78.

[27] Singh, V., Grover, S. and Kumar, A., (2008), Evaluation of quality in an
educational institute: a quality function deployment approach, Educational
Research and Reviews, Vol. 3 (5): 156-62.

[28] Yeo, R. K. (2008). Brewing service quality in higher education:
Characteristics of ingredients that make up the recipe. Quality Assurance in
Education, 16(3): 266-286.

[29] Zineldin, M., (2006), The quality of health care and patient satisfaction:
an exploratory investigation of the 5Qs model at some Egyptian and Jordanian
medical clinics, International Journal of Health Care Quality Assurance, Vol. 19
(1): 60-92.

40 | Tap chi KHOA HOC & CONGNGHE @ S& 46.2018





