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LOI CAM POAN
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Hoc vién thyc hi€n Luén van
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TOM TAT
Pé tai nghién ctu “NGHIEN CUU SU HAIl LONG CUA HOC SINH
TRUONG TRUNG CAP CHUYEN NGHIEP NGOAI CONG LAP TREN PIA BAN
THANH PHO HO CHI MINH” duoc thuc hién trong béi canh canh tranh manh mé
gitta cac truong TCCN. Dé tai duoc thyc hién 03 trudng: Trung Cap Bén Thanh, Trung
Cap Kinh té Du Lich Tan Thanh, Trung Cép Quang Trung.

Luan van bao gom ba van dé cét 16i. Ther nhdt, dé tai nghién ctu str dung ly
thuyét chat luong dich vu, mé hinh chét lvong dich vu SERVQUAL cua (Parasuraman,
1988). Tir md hinh chat luong dich vu SERVQUAL téc gia d4 diéu chinh md hinh cho
ph hop vé6i nghién ciru vé sy hai 1ong caa Hoc sinh Truong TCCN. Thet hai, qua
phan tich dit liéu diéu tra tir cac trudng TCCN ngoai cong lap trén dia ban Tp. H6 Chi
Minh, nghién cru d4 cho thay co s vat chat, doi ngii Gi4o vién, su quan tim va cam
két cuia 18nh dao nha trudng va cac khoan phi cua nha truong tac dong manh dén sy hai
long cua nguoi hoc. Thar ba, tir thuc trang cta cac truong TCCN dé@ dugc phan tich &
trén, dé tai d4 dua ra kién nghi nham khic phuc tinh trang hién tai cua cac truong
TCCN ngoai cdng lap tai Tp. H5 Chi Minh nhu sau: Mt 13, V& co s& vat chit cac
trudng TCCN ngodi ¢dng lap nén xay dung du cac phong hoc 1y thuyét, thuc hanh,
phong thi nghiém. Céc thiét bj thuc hanh thi nghiém phai phl hop véi cac Doanh
nghiép bén ngoai va phai lip dat hé théng may chiéu tit ca cac phong. Hai 13, vé doi
ngii Gido vién cac truong TCCN ngodi cong lap nén chuan hoa doi ngii Gido vién
100% qua cac 16p su pham, va 100% dat trinh d6 dai hoc tré 1én. Ba 13, 1&nh dao cac
trudng ciing phai quan tim nhiéu hon Hoc sinh cua minh, phai thuc hién dang nhimg
gi da cam két véi hoc sinh dau khoa hoc. Bén I, Vé cac khoan phi cac truong phai cAn

d6i 1am sao cho phl hop véi d6i trong Hoc sinh va diéu kién hién ¢ cua nha trudng.



ABSTRACT

Research subjects “STUDY THE SATISFACTION OF NON-PUBLIC
COLLEGE STUDENT IN HO CHI MINH CITY” was done in the context of
strong competition of Colleges. This study was done 03 Colleges: Ben Thanh
College, College Tan Thanh Tourism Economic, College Quang Trung.

With hope, a lot students will go to their colleges, Colleges will improve
quality of training, provice more technical staff of high high quality for society.

With the following contents: First, Theoretical study using quality of
service, the model of service quality SERVQUAL (Parasuraman, 1988). From the
service quality model SERVQUAL, authors adapt model to suit the research on
student satisfaction of Colleges. Second, By analyzing survey data from non-public
Colelges in the city. The study showed that material facilities, teaching staff, the
attention and commitment of College leaders and school fees of the impact on
learner satisfaction. Third, From the condition of the Colleges have been analyzed
above, the project has made some recommendations to overcome the current status
of non-public Colleges in Ho Chi Minh City: non-public Colelges build enough
classroom theory, practice and laboratory. The laboratory equipment must conform
to the enterprise and system installed projector system all the rooms; Non — College
teachers set up to standardize teacher 100% via the class teacher, and reaches 100%
university or higher degree; College leaders must also care more of their students,
They have to comply with what students already committed to the course. Fourth,
the fees of College were balanced how to match student and objects existing

conditions of the school
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CHUONG I: GIOI THIEU
1.1. Ly do chon dé tai

Hién nay, xu huéng todn cau hda, hoi nhap kinh t& khu vuc va qubc té dang
dién ra manh mé, dé d4p tng san pham Viét Nam canh tranh trén thi trudng thé giéi
thi phai lam sao nang cao duoc chat luong san phim va canh tranh dwoc gia. Lam
duoc diéu do, Viét Nam can c6 mot doi ngll cong nhan lanh nghé, trinh d6 k¥ thuat
cao. Viéc nay phu thudc rat nhiéu vao nhimg co s¢ dao tao nghé, dic biét 1a cac co
s dao tao bac trung cap trén ca nude, trong d6 c6 290 truong TCCN (Thong ké Bo
Giéo dyc, 2010).

Tur trude dén nay, Viét Nam ludn trong tinh trang “thira thdy, thiéu tho”,
luong Sinh vién tét nghiép Pai hoc qua dong, trong khi lvong céng nhan ky thuét
TCCN thi thiéu vé sé luong va yéu vé chat luong. Hién x4 hoi dang cAn mot luong
I6n cong nhan qua dao tao dé dap ung cho x& hoi, nhung cac co s¢ dao tao GDCN
chua thuc su dap tng d nhu cau cho x4 hoi ca vé sb lugng va chit luong.

Tp. HO Chi Minh, mdt trong nhitng trung tdm kinh té k¥ thuat va dao tao 16n
nhat ca nudc, 1a noi dao tao mot lurong 16n cong nhan k¥ thuat lanh nghé cho xa hoi.
Trong tong s 290 truong TCCN trén ca nude, TP. Hd Chi Minh dé chiém dén 43
truong TCCN dat 14,83%. Trong 43 trudng TCCN tai Tp. H6 Chi Minh thi ¢6 dén
27 truong TCCN ngoai cong lap. Nhu vy, s trudng ngoai ¢ong lap tai Tp. HO Chi
Minh g6p phan rat Ién vao viéc dao tao va cung cap ngudn nhan luc cho ca nudc
ndi chung va cho Tp. H6 Chi Minh ndi riéng.

Trén thuc té, nhimg nim qua cac trudng TCCN tuyén sinh hét sitc khé khan,
hau hét cac truong déu tuyén dudi chi tiéu dugc giao, chi khoang 60% so Véi chi
tiéu cia Bo GDDT giao cho (S¢ Gido Duc va Dao Tao, 2010). Trong bdi canh canh
tranh tuyén sinh manh mé& giita cac trudng TCCN, dic biét con manh liét hon véi
cac truong TCCN ngodi cong lap trén dja ban Tp. H6 Chi Minh. Béi 18, ngudn thu
chinh dé dap ung cho nhu ciu da0 tao ciia nha trudng 1a cac khoan phi cua Hoc
sinh. Piéu d6 cho thiy, Hoc sinh & nhan t6 s mot quyét dinh sy ton tai va phat

trién ctia cac truong ngodi cong lap. Nhu vdy, mudn thu hat nhidu Hoc sinh vao



truong thi phai 1am sao mang lai su hai 10ng cao nhat cho Hoc sinh vé dich vu gido
duc cta chinh cac truong nay.

Hon nira, nghién ctru sy hai long ctia Hoc sinh truong TCCN ngoai cong lap
trén dia ban Tp. H5 Chi Minh nhidm tim ra nhitng nguyén nhan tac dong dén su hai
long cua Hoc sinh, tir d6 cac truong cd bién phap khic phuc nhitng nhén té con yéu
kém va phat huy nhitng nhan t6 d4 dat duoc.

Do vay, nghién ctru su hai long cta Hoc sinh truong TCCN ngoai cong lap
trén dia ban Tp. H6 Chi Minh & mot viéc quan trong phai thuc hién thuong xuyén,
lién tuc nham dap tng kip thoi nhu cau cia Hoc sinh Vi san pham tao ra, ludn lam
thoa man nguoi hoc, tir 46 cac trudng sé tuyén sinh nhiéu hon, tao ngudn nhan luc
dap tmg cho x4 hoi ca vé chat luong va s6 luong. D8 tai “Nghién ciu sw hai long
ciia Hoc sinh Truwong TCCN ngoai cong lap trén dia ban TP. H6 Chi Minh”
dugc thuc hién khéng ngodi muc dich trén va tac gia hy vong s& nhan duoc nhiéu
kién dong gop dé van dé nghién ciru dugc hoan thién hon.

1.2. Tinh hinh nghién cizu dé rai

Vin dé nghién ctu su hai 10ng cua Khéach hang vé chat luong dich vu d&
dugc nhiéu tic gia nghién ciu trén nhiéu linh vuc, trong gido duc cling c6 nhiéu tac
gia nghién ctu. Nhung hau hét nghién ctu vé su hai 10ng caa Sinh vién vé chat
lugng gido duc cua cac truong Pai hoc.

Dé tai “M6 hinh ddnh gid sw trung thanh cia Sinh vién véi chdt lwong dao
tao ciia Pai hoc kinh té Pa Nang” caa (Nguyén Thi Trang ,2010), két qua dé tai
cho thiy ca ba nhén t6 chit luong chtic ning, chat luong k¥ thuat va hinh anh cua
nha trudng déu tac dong dén sy hai 16ng cua Sinh vién. Chat lugng chirc ning, chét
luong k¥ thudt ngodi anh hudng truc tiép dén su hai long con anh huéng gian tiép
dén hinh anh nha truong. Trong hai nhan t6 chit luong k¥ thuat va chat lugng chirc
ning thi chat luong ky thuat tac dong manh hon.

Dé tai “Pdnh gid sw hai 10ng cia Sinh Vién vé chat lwong dao tao tai Truong
Pai hoc Kinh té va Quan tri kinh doanh — Dai hoc Thdi Nguyén” cua (Tran Xuin

Kién, 2010) cho két qua 5 nhan t6 tac dong dén sy hai long cia Sinh vién va mirc



d6 uu tién lan luot nhu sau: su nhiét tinh cia doi ngii can bd va giang vién, kha
ning thuc hién cam két, co s¢ vat chat, doi ngii giang vién va su quan tAm ctia nha
truong dén Sinh vién.

(Nguyén Chua, 2004), dd nghién ctru danh gia chét lugng gido duc Pai hoc
theo nhiéu quan diém khac nhau: Sinh vién, Phy huynh, Giang vién va ngudi st
dung lao dong. Két qua cho thiy trong hiu hét cac thanh phan cua thang do
SERVQUAL, dbi twong Sinh vién, Phu huynh va ngudi st dung lao dong déu ky
vong cao hon nhitng gi ho nhin duoc. Riéng dbi v6i giang vién, su khac biét giira
cam nhéan va Ky vong xuit hién & thanh phan phuong tién hitu hinh va sy dam bao.
Kich thuéc miu ciia nghién ciru nay 1a khdng Ién 1am: Sinh vién — 35 nguoi, Phu
huynh — 27 nguoi, Giang vién — 10 nguoi, nguoi st dung lao dong — 12 nguoi,
(trich theo Nguyén Thanh Long, 2006).

Bén canh nhiing dé tai nghién ctu sy hai long cua Sinh vién, ciing c6 dé tai
“Mgt sé gidi phdp ndng cao chdt lwong dao tao hé TCCN trén dia ban Tp. Ho Chi
Minh” cua tac gia (Nguyén Tan Chiéu, 2007). Dé tai ndy, nghién ciru dung phuong
phap théng ké cac phiéu diéu tra, két qua dé tai cho thdy 3 nhan t6 tac dong manh
nhat dén chat luong dao tao 1: 1- Pau tu hoc liéu va co so vat chét, 2- Boi dudng
ning luc, cap nhat kién thic cho Gido vién, 3- Ché do tién luong va phu cdp cho
Gi4o vién. Téc gia cling da dwa ra duoc mot sd giai phap nang cao chit luong dao
tao giao duc chuyén nghiép.

Sy khac biét ctia dé tai v6i nhimg dé tai da nghién ctu trude 1a tac gia xay
dung mo hinh nghién ctru va xem 6 nhan té sau tic dong manh dén su hai 10ng cua
Hoc sinh: 1 — Co s& vat chét; 2 — Khudn vién vui choi va hoc tap Cua Hoc sinh; 3 —
Doi ngii Gido vién; 4 — Su nhiét tinh cua can bd nhan vién nha truong; 5 — Su quan
tdm va cam két cua nha truong; 6 — Cac khoan phi ciia nha truong. Nhu vay, diém
méi cua dé tai 1a nhan té Khuodn vién vui choi va hoc tap cta Hoc sinh; cac khoan

phi cta nha truong di duogc tac gia dua vao mo hinh dé nghién cuu.

Bo1 1€, tac gia cho rang khuon vién vui choi, hoc tap cia Hoc sinh S€ tac

dong dén su hai long cua Hoc sinh. Vi mot Hoc sinh ngoai viéc hoc trén Iép thi



cung

can nhiéu hoat dong vui choi tai trudng, va can mot khu hoc tip thoang mat co

khong gian xanh dé giam mét moi sau nhiing gio 18n 16p.

Véi cac khoan phi ciia nha trudng, tac gia cho diy ciing 12 nhan té quan

trong tac dong dén sy hai 10ong cta Hoc sinh. Vi chit lugng dich vu c6 tot may

nhung gia quéa cao thi nguoi hoc ciing khong thay hai 1ong. Nhung ddi véi nhimg

tac gia trude lai khong quan tim dén nhan t nay.

khuo

Nhu vay, diém méi cia dé tai 1a dwa thém vao md hinh phan tich hai nhan to:

n vién vui choi, hoc tdp cia Hoc sinh va cac khodn phi ciia nha truwong (Cac

khoan 18 phi va hoc phi) ma nhimg tac gia nghién ctru dén su hai long cua Sinh vién

cac Truong Pai hoc chua xem xét dén.

1.3.
>

1.4.

Y nghia khoa hoc ciia dé tai

Pé tai nghién ctru xac dinh cac nhan té tac dong dén mic d6 hai long cua
Hoc sinh mot cach day du va chinh xac hon. Tir d6 cac truong TCCN ngoai
cong lap tai Tp.HO Chi Minh s& ¢6 nhitng cai thién thich hop nhdm ning cao
hiéu qua dao tao va gilp cho Hoc sinh ludn cam thay hai 16ng mdi khi tim
dén truong.

Két qua nghién ctru 13 co sé phuc vu cho viéc trién khai ké hoach tuyén sinh
va ddo tao cua nha trudng. Voi viée phan tich cic nhén té lién quan dén mirc
d6 hai long cua Hoc sinh, nha truong s& hiéu rd hon vé nhu cau Hoc sinh
cling nhu chat lugng dich vu da0 tao ma nha trudng dang cung cap.

Trén co s& nghién ctru sy hai 10ng cua Hoc sinh ddi voi cac dich vu dao tao
cta cac trudng TCCN ngoai c¢ong lap trén dia ban Tp. H6 Chi Minh, tac gia
s& d& xuit mot s6 bién phap nang cao sy hai long cua Hoc sinh.

Nghién ciru ciing gop phan phuc vu cho chién lugc thu hdt Hoc sinh, phéat
trién cac truong TCCN ngoai c6ng lap trén dia ban Tp. H6 Chi Minh.

Muc tiéu ciia Pé tai

Cin ctr vao tinh hinh thyc tién cta cac truong TCCN ngoai cong lap trén dia

ban Tp. HO Chi Minh, dé tai thyc hién cac muc tiéu sau:



Muc tiu tong qudt:

Nghién ctru sy hai long cua Hoc sinh truong TCCN ngoai cong lap trén dia
ban TP. H6 Chi Minh, nhim nang cao chit luong gido duc & cic truong TCCN
ngoai cong lap trén dia ban Tp. HO6 Chi Minh, tir d6 gop phan nang cao chat luong
lao dong cho x4 hoi.

Muc tiéu chi tiér:

> Xac dinh nhimg mong mudn cta Hoc sinh, nhitng yéu té tic dong dén su
hai long ctia Hoc sinh.
» Xay dung mo6 hinh nghién ctru do luong sy hai long cia Hoc sinh dya
trén viéc tim hiéu cac nhan té tic dong dén su hai 1ong Hoc sinh.
» Danh gia mic d6 hai long cta Hoc sinh truong TCCN ngoai cong lap
trén dia ban TP. H6 Chi Minh.
> Kién nghi mot sd giai phap cai thién nhiing nhan t6 yéu kém va nang cao
muc do hai 1ong cua Hoc sinh d6i véi truong TCCN ngoai cong lap tai
Tp. H6 Chi Minh.
1.5. Tdam quan trong ciia vin dé nghién ciru
Hién nay, tuyén sinh 14 mét trong nhiing tiéu chi ma cac trudng ngodi cong
lap coi trong, va cling 14 mau chdt dé truong co ton tai duoc hay khong. Chinh vi
quan trong véi hau hét tat ca cac truong ngoai cong lap 1an cong 1ap, nén viéc biét
dugc su hai 10ng cua ngudi hoc 13 hét sitc quan trong véi nha truong. That vay,
nghién ctru ndy s& 1a mot dit liéu hét sitc quan trong dé nha trudong cd co so ning
cao su hai 16ng cua Hoc sinh va tir d6 s& tuyén Hoc sinh nhiéu hon cho truong
minh. Ngoai ra, voi nghién ctru nay cac truong TCCN ngoai cong lap trén dia ban
Tp. HO Chi Minh ciing phan n&o nang cao chat lrong d30 tao cta trudng minh.
Khi chét lugng dao tao da duogc cai thién dang ké thi viéc gop phan tao ra
mot d6i ngii cong nhan trung cap chat lugng cho x& hoi 14 mong muén cua toan x&

hoi.



1.6. Déi twong va pham vi nghién citu

Poi twong nghién ciru:

Hoc sinh TCCN, ddi twong truc tiép tiéu thu va cam nhéan dich vu gido duc
cta nha trudng. Nhw vy, doi twong nghién Ciru ciia dé tai gom: Sw hai 10ng ciia
Hoc sinh dang theo hoc va dich vu Qiao duc ciia cdac trwong TCCN ngoai cong
\dp trén dia ban TP. Hé Chi Minh.

Pham vi nghién ctru:

Pham vi ndi dung: Dé tai chl trong nhitng yéu t6 tac dong dén su hai long
Hoc sinh, tir d6 xay duyng mé hinh lién quan, sau khi phan tich dir liéu cho biét
nhitng nhan t6 ndo tac dong va quyét dinh dén su hai 10ng, dua ra nhitng giai phap
khic phuc va nang cao sy hai 1dng Hoc sinh véi cac truong TCCN ngoai cong lap
trén dia ban Tp. H6 Chi Minh.

Pham vi khéng gian: Céc truong TCCN ngodi cong lap trén dija ban TP. Hb
Chi Minh.

Pham vi thoi gian:
Pé tai nghién ctru dwa trén s6 liéu tir ndm 2007 dén nay. Dic biét 12 s6 licu
trong thoi gian khao sat Hoc sinh.
1.7. N¢i dung cia Ludn van
Dé tai nghién ctru duoc chia thanh nim chuong véi ndi dung cu thé nhu sau:
Chuong 1: Giéi thi¢u.
Chuong 2: Co sé 1y thuyét.
Chuong 3: Phuong phap nghién ctru.
Chuong 4: Két qua nghién ctru va thao luin.

Chuong 5: Két luan va kién nghi.



CHUONG II: COSO LY THUYET

Chuong ndy, tac gia trinh bay nhitng ly thuyét lién quan dén dé tai nghién
ctru, trong d6 s& noi 1én nhimg khai niém vé gido duc chuyén nghiép ngoai céng
lap, ddc diém, vai tro cua gido duc TCCN. Piéu dic biét trong chuong, tac gia trinh
bay chi tiét dén nhimg 1y thuyét vé chit luong dich vu v md hinh danh gia sy hai
long cua khach hang.

2.1. Téng quan vé truwong trung cip chuyén nghiép ngodi cong lgp
2.1.1. Khai niém vé truwong trung cdp chuyén nghiép ngoai cong ldp

Truong TCCN ngoai cong lap 1a co sé gidgo duc nghé nghiép, thuéc hé
thdng gido duc qudc dan. Trudng c6 tu cach phap nhan, c6 con dau riéng va tai
khoan riéng. Trudng do ¢4 nhan, nhém ca nhan hay t6 chirc xin phép thanh lap,
dau tu bang von ngodi ngan sach Nha nudc.

Nhu vay, Truong TCCN ngoai cong lap nhu mot doanh nghiép hoat dong
doc 1ap khong phu thudc vao vén ciia Nha nude. Vé chuyén mon thi van phai chiu
su quan ly chung ctia S6 GD&DPTva B6 GD&DT.

2.1.2. Pic diém, vai tro caa trudong TCCN ngoai cong lap

2.1.2.1.Pic diém trudng TCCN ngoai cong lap

Truong do ca nhan, nhém c4 nhan hay t6 chirc xin phép thanh lap, dau tu
bang vén ngoai ngan sach Nha nude. Vi thé, truong TCCN ngoai c¢ong lap 1a trudong
tu thu, tu chi nhu mét doanh nghiép, khong dugc Chinh pha rét tién. Chinh vi ly do
trén, Truong TCCN ngodi cong lap s& quyét dinh sy tn tai va phat trién cua truong
minh dua cht yéu vao ngudn thu tir hoc phi va cac khoan khac caa Hoc sinh.

Truong TCCN ngoai céng lap ludn cé mic hoc phi cao hon so vai truong
TCCN cong lap. Véi hoc phi cao hon nén ngudi hoc lubn mong muén sé duge dap
g t6t hon ca vé phuc vu, chuong trinh, co s& vat chat, chat lugng giang day cua

Giao vién va sy quan tam cua 1anh dao nha truong, ...



2.1.2.2. Vai tro cia trwong TCCN ngoai cong lap

Truong TCCN ngoai cong lap ciling nhu cac truong TCCN cong lap co vai
trd hét sirc quan trong 1a dao tao doi ngii can bd k§y thuat thuat & trinh do trung cap
dap tmg cho nhu cau x3 hoi. Ho 1 nhitng ngudi gan két giita cong nhan véi can bo
k¥ thuat c6 trinh d§ cao. Trong xu hudng hién dai, ngoai viéc tao ra doi ngli can bo
dap tmg nhu cau viéc 1am x4 hoi con phai dao tao ra nhitng con ngudi c6 du pham
chat va kién thuc dé tiép tuc theo hoc nhimg bac cao hon.

2.1.3. Tinh hinh hoat dgng cua cac trweong TCCN ngoai cong lap tai Tp.HCM

Truong TCCN tai Tp. HO6 Chi Minh gdm c6 43 trudng thuéc S6 GDPT Tp.
Ho Chi Minh va mét s6 truong thude cac Bo quan ly. Trong s6 43 truong TCCN thi
c6 dén 27 trudng ngodi céng lap trén dia ban Tp. HO6 Chi Minh. Do s6 luong truong
TCCN ngoai ¢ong lap tai Tp. H5 Chi Minh qué nhiéu nén viéc tuyén sinh nhiing
nim gan day vo cing kho khan.

Péi voi nguoi hoc hién nay v6 cung thuan lgi, nguoi hoc mubn hoc truong
nao, nganh nao thi chon va ndp ho so dé xét tuyén ma khong qua thi tuyén. Nguoi
hoc c6 thé dang hoc trudng nay nhung néu khong thich ho c¢é thé chuyén trudng.
Piéu nay cang gay kho khin hon cho cac truong TCCN trong viéc phai 1am sao dé
gitr Hoc sinh cua truong minh.

Pung trude tinh hinh dy, bat ky trudng trung cip nao mudn dung ving thi
phai cung c¢6 va dam bao moi y8u cau cua ngudi hoc nhu chat luong Gido vién,
chuong trinh sat véi thuc tién, cach phuc vu ciia nhan vién nha trudng ciing phai tot
hon, dic biét voi 1anh dao nha truong phai 1am ding nhimg gi cam két trude khi
nguoi hoc budce vao truong minh va cac khoan phi phai phu hgp véi nguoi hoc.

2.2.  Chdt lwong dich vu va chét lwong dao tao
2.2.1. Khai niém dich vu

Dich vu 1a mét khéai niém phé bién trong marketing va kinh doanh. C6 rat
nhiéu cach dinh nghia vé dich vu.

Theo (Zeithaml va Bitner, 2000): dich vu la nhing hanh vi, qua trinh va

cach thizc thuc hién mét cong viéc ndo dé nham tao gia tri siz dung cho khach hang



lam théa man nhu cau va mong doi cia khéach hang.

Theo Philip Kotler: Dich vu 1a moi hanh d6ng va két qua ma mot bén c6 thé
cung cap cho bén kia va cha yéu 1a vé hinh va khong dan dén so hitu céi gi do. San
pham cua n6 c6 thé c6 hay khong gan lién véi san pham vat chét...

T6m lai: Dich vu 1a mot “san phdam ddc biét” ¢é nhiéu dic tinh khac vai cac
loai hang hoa khac nhu: tinh vo hinh, tinh khong tach roi, tinh khong dong déu, tinh
khéng thé du trix va tinh khéng chuyén quyén so hiru duoc. Chinh nhimg dic tinh
nay lam cho dich vu tré nén kho dinh luong va khong thé nhan dang bang mat
thuong duoc.

2.2.1.1. Tinhvo6 hinh

Khéng giong nhu nhitng san pham vat chat, dich vy khéng thé nhin thay
dugc, khong ném dugc, khong nghe thiy duoc hay khong ngui thay duogc truéc khi
ngudi ta mua ching. Bé giam bét mie do khéng chac chan, ngudi mua s& tim kiém
cac dau hiéu hay bang ching vé chat luong dich vu nhu: dia diém, con ngudi, trang
thiét bi, tai liéu, théng tin, biéu tugng va gia ca ma ho thay. Vai ly do 1a v6 hinh
nén cdng ty cam thay khé khin trong viéc nhan thic nhu thé nao vé dich vu va
danh gia chat luong dich vu.

2.2.1.2. Tinh khong tach roi

Tinh khong tach roi cua dich vu thé hién & viéc kho phan chia dich vu thanh
hai giai doan rach roi 1a giai doan san xuat va giai doan st dung. Dich vu thudng
duogc tao ra va sir dung dong thoi. Diéu nay khéng dung d6i véi hang hoa vat chat
duogc san xuét ra nhap kho, phan phéi thdng qua nhiéu nic trung gian mua ban, rdi
sau d6 méi duge tiéu dung. DSi véi san pham hang hoa, khach hang chi st dung
san pham & giai doan cudi cing, con di véi dich vu, khach hang dong hanh trong
suét hodc mot phan cta qua trinh tao ra dich vu.

2.2.1.3.  Tinh khong dong déu

Viéc thuc hién dich vu thuong khac nhau tuy thudc vao cach thac phuc v,
nha cung cip dich vy, ngudi phuc vu, thoi gian thuc hién, linh vuc phuc vy, déi

tuong phuc vu va dia diém phuc vu. Bac tinh nay thé hién rd nhat ddi véi céc dich
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vu bao ham sirc lao dong cao. Dich vu cang nhiéu ngudi phuc vy thi cang kho dam
bao tinh dong déu vé chat luong.

2.2.1.4. Tinh khong duw trir dwoc

Dich vu khdng thé cét trit, luu kho roi dem ban nhu hang hoa khac. Chung ta
c6 thé wu tién thyc hién dich vy theo thir ty trude sau nhung khong thé dem cét dich
vu rdi sau d6 dem ra str dung vi dich vu thuc hién xong 1a hét, khong thé dé danh
cho viéc “tai sir dung” hay “phuc hdi” lai. Chinh vi vay, dich vu la san pham dugc
str dung khi tao thanh va két thuc ngay sau do.

2.2.1.5. Tinh khdng chuyén quyeén sé hiru dwgc

Khi mua hang hoa thi khach hang duoc chuyén quyén sé hitu va trg thanh chu
nhan ciia hang hoa d6. Khi mua dich vu thi khach hang chi duoc quyén su dung
dich vu, dugc huéng loi ich tir dich vu mang lai trong mét thai gian nhat dinh ma
thoi. Pong thoi ngudi ban budn, béan Ié ciing khéng duoc chuyén quyén s hitu, ho
don thuan chi 1a ngudi tham gia vao qué trinh cung cap dich vu. Va tat nhién, ho c6
anh hudng dén chat luong dich vu. Nhu vay van dé vé huan luyén, hd tro, tu van va
kiém tra danh gia cac trung gian phan phdi 12 yéu té can thiét dé dam bao chat
luong dich vu.

2.2.2. Chit lugng dich vu

2.2.2.1.  Khai niém chit lwgng dich vu

Tir cac diém cua dich vu ma khai niém chat luong dich vu tré nén rat phuc
tap. Pac diém ndi bat 12 khach hang chi c6 thé danh gia duoc toan bo chit luong
cua nhitng dich vu sau khi d&@ “mua” va “str dung” chung. Do do, tai liéu xac dinh
chat lugng dich vu dua theo: cha quan, thai do va kha nang nhén biét.

(Zeithaml, 1987) giai thich: Chdt liong dich vu 14 sy danh gid ciia khdch
hang vé tinh si@u Viét va s tuyét voi néi chung ciia mot thiee thé. N6 1a mét dang
Cua thdi do va cac hé qua tir mot sy S0 sanh giita nhitng g duoc mong doi va nhdn
thizc vé nhitng thir ta nhdn dwoc.

(Parasuraman; Zeithaml va Berry, 1998) d3 dinh nghia: Chat liwong dich vu

la khodng cdch giita sw mong doi vé san pham dich vu cia khdch hang va nhdn
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thize, cam nhdn cia ho khi sir dung qua sdan pham dich vu dé. Day c6 thé xem 1a
mot khai niém tong quat nhat, bao ham day du y nghia cta chit luong dich vu va
d6ng thoi ciing chinh x4c nhat khi xem xét chat luong dich vu dung trén quan diém
khach hang, xem khach hang la trong tam.
2.2.2.2. Chit lwgng dao tao
Véi ning luc dao tao theo ning lyc hanh nghé, Chét luong gido duc chuyén
nghiép théng qua ba yéu t6 chinh: Kién thirc, k¥ nang va thai do véi cac chuan quy
dinh.
Vi quan niém phét trién chat lugng dao tao c6 2 phén:
Phan cimg: gdm bo ba: Kién thirc ki ning, thai d6 ma nguoi hoc tiép thu
trong qua trinh hoc.
Phan mém: 13 ning luc sang tao va thich tng.
Theo quan niém ndy , phan ctng chiém 1/3 va phan mém chiém 2/3 ty trong.
(Hoang Ngoc Tri, 2010) cho rang: Chit luong d30 tao 1& muc do thuc hién
cac muc tiéu dao tao d4 dé ra, ddng thoi phai phd hop va dap tmg yéu ciu cta nguoi
hoc, caa don vi san xuit, cta thi truong lao dong.
2.2.2.3.  Quan hé giira chét lwong dich vu va sw hai l0ng ciia khach hang
Thong thudng cac nha kinh doanh dich vu thuong cho rang chét luong cia
dich vu chinh Ia mirc d6 hai long ctaa khach hang. Tuy nhién (Zeithaml va Bitner ,
2000) cho ring: Chat leong dich vu va sw hai 10ng khach hang 1a hai khai niém
phan biét. Su hai long khach hang 1& mét khdi niém tong quat, néi Ién sw hai long
cia ho khi tiéu dung mét dich vu. Trong khi d6, chat lwong dich vu chi tdp trung
vao cac thanh phan cu thé ciia dich vu. Néu nha cung cip dich vu dem dén cho
khach hang nhitng san pham dich vu cé chit luong théa man nhu cau cua ho thi
bude dau doanh nghiép d6 da 1am cho khach hang hai long.
Do d6, mudn nang cao sy hai 1ong khach hang, nha cung cap dich vu phai
nang cao chat luong dich vu. N6i cach khac, chét lwong dich vu va su hai 10ng caa
khéch hang c6 quan hé twong hd chit ché véi nhau, trong d6 chat lwong dich vy 1a

cai duoc tao ra trude va sau d6 quyét dinh dén sy hai long cua khach hang. Méi
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quan hé nhan qua giira hai yéu to nay la van dé then chét trong hau hét cac nghién
ctru V& su hai 1ong caa khach hang.

2.2.2.4. Sw Khac biét giira chat lwong dich vu va sw hai 10ng ciia khach

hang
Theo (Oliver, 1993), tuy c6 quan hé chat ch& véi nhau nhung chét luong
dich vu va sy hai 1ong khach hang c6 su khéac biét nhat dinh thé hién & nhiing khia
canh sau:
> Céc tiéu chi do luong chat lwgng dich vu mang tinh cu thé trong khi su hai long
khach hang c6 lién quan dén nhiéu yéu t6 khac ngoai chat lugng dich vu nhu
gia ca, quan hé khach hang, thoi gian st dung dich vu, ...

> Céc danh gia chat lwong dich vu phu thudéc vao viéc thuc hién dich vu
nhu thé ndo nhung sy hai 10ng khach hang lai 1a sy so sanh gitra cac gia tri nhan
duogc va cac gia tri mong doi ddi véi viéc thuc hién dich vy do.

> Nhan thic vé chat luong dich vu it phu thudc vao kinh nghiém vai nha cung
cap dich vu, méi truong kinh doanh trong khi su hai 1ong cua khach hang lai
phu thudc nhiéu vao céc yéu tb nay hon.

Viéc tim hiéu su khac biét nay s& gilp ching ta han ché dugc su nham 1an
gitta viéc xac dinh cac nhan té quyét dinh chat lwong dich vu va cac nhan té tac
dong dén su hai long khach hang.

2.2.2.5. C&c nhan té quyét dinh chit lwgng dich vu

M6 hinh chit lwong dich vu ciia (Prasuraman va ctg, 1985) cho rang bét ky
dich vu nao, chat luong dich vu cam nhan boi khach hang c6 thé hinh thanh 10
thanh phan, do 1a:

1. Tin cay: noi lén kha nang thuc hién dich vu phu hop va ding thoi han ngay tir
lan dau tién.

2. Pap ng: ndi 1én sy mong mudn va sin sang ciia nhan vién phuc vu cung cap
dich vu cho khach hang.

3. Pap wng: ndi Ién sy mong mudn va Sin sang ciia nhan vién phuc vu cung cap

dich vu cho khach hang.
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Ning lwe phuc vu: n6i Ién trinh d6 chuyén mon dé thyc hién dich vu. Kha ning
phuc vu biéu hién khi nhan vién tiép xuc voi khach hang, nhan vién tryc tiép
thuc hién dich vu, kha ning nghién ctru dé nim bt thong tin lién quan can thiét
cho viéc phuc vu khach hang.

Tiép can: lién quan dén viéc tao moi diéu kién d& dang cho khach hang trong
Viéc tiép can dich vu nhu rut ngén thoi gian cho doi cua khach hang, dia diém
phuc vu va gio mo cta thuan 1gi cho khach hang.

Lich sw: ni I&n tinh cach phuc vu niém né ton trong, than thién voi khach hang.
Thong tin: lién quan dén viéc giao tiép, thong dat cho khach hang bang ngdn
ngit ma ho hiéu biét dé dang va ling nghe nhitng vin dé lién quan dén ho nhu
giai thich dich vu, chi phi, giai quyét khiéu nai thic méc.

Tin nhiém: no6i I1én kha nang tao long tin cho khach hang, lam cho khach hang
tin cay vao cong ty. Kha ning nay thé hién qua tén tudi cua coéng ty, nhan cach
ctia nhan vién phuc vu giao tiép truc tiép vai khach hang.

An toan: lién quan dén kha ning dam bao sy an toan cho khéach hang, thé hién
qua Su an todn vé vat chat, tai chinh ciing nhu bao mat thong tin.

Hiéu biét khach hang: thé hién qua kha ning hiéu biét nhu cau cua khach hang
thdng qua viéc tim hiéu nhirmg doi hoi cua khach hang, quan tim dén c4 nhan ho
va nhan dang dugc khach hang thuong xuyén.

Phuong tién hiru hinh: thé hién qua ngoai hinh, trang phuc cta nhan vién phuc
Vuy, c4c trang thiét bi phuc vu cho dich vu.

M6 hinh muoi thanh phan chéat lwong dich vu néu trén ¢6 wu diém 12 bao

quat hau hét moi khia canh cta dich vu. Tuy nhién, mé hinh nay c6 nhuogc diém 1a

phtic tap trong viéc do ludng. Hon nita md hinh nay mang tinh Iy thuyét, c6 thé s&

c6 nhiéu thanh phan ctia mé hinh chat luong dich vu khong dat dugc gia tri phan

biét. Chinh vi vay cac nha nghién ciru nay d4 nhiéu lan kiém dinh mo hinh nay va di

dén két luan 1a chit luong dich vu bao gdm nam thanh phan co ban, d6 1a:

1.

Tin cay: thé hién qua kha nang thuc hién dich vu phu hop va ding thoi han

ngay tir 1an dau tién.
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2. Pap wng: thé hién qua su mong mudn, sin sang cta nhan vién phuc vu cung cap

dich vu kip thoi cho khach hang.

3. Ning luc phuc vu: thé hién qua trinh 6 chuyén mén va cung cach phuc vu lich

su, niém né véi khach hang.

4. Pong cam: thé hién su quan tdm, chdm séc dén timg c4 nhan, khach hang.

5. Phwong tién hiru hinh: thé hién qua ngoai hinh, trang phuc ctia nhan vién, cac

trang thiét bi phuc vu cho dich vu.

Vao nam 1990, (Gronroos, 1990) d4 tién hanh nghién cu va dua ra sau

nhan t6 do ludng chit lwong dich vy nhu sau:

1.

Co tinh chuyén nghiép.

2. C6 phong cach phuc vu an can.
3. Co tinh thuan tién.

4,
5

Co0 su tin cay.

. CO su tin nhiém.
6.

C6 kha nang giai quyét khiéu kién.

Pén nam 2001, (Sureshchandar et al, 2001) ciing dua ra nim nhan té anh

hudng dén chat luong dich vu bao gom:

1
2
3
4
5

Yéu té dich vu cot 16i.
Yéu t6 con ngudi.
Yéu t6 ky thuat.

Yéu té hitu hinh.

Yéu té cong dong.

Cac yéu t6 do luong chat lwong dich vu rit da dang duoc xac dinh khéc

nhau tuy linh vuc nghién ctu. Vi vay, cac tai liéu nghién cuau duoc néu ra trén

day 1a co so tham khao cho viéc xac dinh cu thé cac thang do chét lwong dich vu
trong linh vuc GDCN.
2.3. M0 hinh nghién cizu chét lwong dich vu va thang do

Ngay nay, c6 hai md hinh thong dung duoc dung dé danh gia chét luong

dich vy 1a m6 hinh: (Gronroos, 1984) va mo hinh (Parasuraman, 1988).
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2.3.1. MO0 hinh FSQ va TSQ (Gronroos, 1984)

Theo Gronroos, chat luong dich vu dugc xem xét dua trén hai tiéu chi Ia
chat luong chac nang (FSQ: Functional Service Quality) va chét luong k¥ thuat
(TSQ: Technical Service Quality) va chat luong dich vu ciing bi tac dong manh
mé bai hinh anh doanh nghiép (corporate image). Nhu vay, Gronroos dd dua ra 3
nhan té anh huong dén chat lugng dich vu 1a chat luong chirc ning, chat luong Ky
thuat va hinh anh doanh nghiép (goi tat 12 mé hinh FTSQ).

Chét luong
dich vu
cam nhan

Dich vu cam

Dich vu mong ha
nhan

doi

Hoat dong rmarketing: PR, ban hang,
giam gia, quang céo...
Téc dong bén ngoai: 15i séng, truyén

miéng, thoi quen, van hoa ...

Hinh anh doanh
nghiép

Chét luong k§ Chét luong
thuat chirc nang
Cung cap dich vu gi? cung cap dich vu nhw thé nao?

Nguén: (Gronroos ,1984)
Hinh 2.1: M6 hinh chit lweng dich vu cia (Gronroos, 1984)
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2.3.1.1. Chét lrgng ky thuat

Chat luong ki thuat cho thay Doanh nghiép cung cip dich vu gi, c6 sir

dung trang thiét bi hién dai va 4p dung qui trinh cdng nghé tién tién khong? Co

nhan vién phuc vu chuyén nghiép khdng? Noi cach khéc, chat luong k¥ thuat 1a

két qua cua qua trinh tuong tac gitra doanh nghiép véi khach hang ma & d6 doanh

nghiép cung cap dich vu va khach hang tiép nhan dich vy d6. C6 5 tiéu chi dé

danh gia nhan t6 nay:

>
>
>
>
>

Kha ning giai quyét van dé.
K¥ nang chuyén mon.
Trinh d¢ tac nghiép.

Trang thiét bi hién dai.

Hé thong luu trix théng tin.

Cic thang do chit lwong ky thuat:

YV V. V V V V V V

>

Nhan vién nha truong ¢6 kha nang ra quyét dinh nhanh chéng.

Nhan vién nha truong giai quyét thoa dang cac khiéu nai cia Hoc sinh.
Nhén vién nha truong c6 trinh &6 chuyén mon gioi.

Giao vién c¢g trinh @6 chuyén mon va su pham cao.

Nhan vién nha truong thuc hién dich vu chinh xac va kip thoi.

Giao vién co Ién 16p dung gio.

Nha trudng rat chu tam dén nhu cau caa Hoc sinh.

Nha truong c6 trang thiét bi hién dai ciing nhu hé théng may du phong
dam bao cho viéc hoc ctia Hoc sinh va viéc day cua Giéo vién.

Nha trudng c6 hé théng thong tin lién lac d& dang.

2.3.1.2. Chat lwgng chirc ning

Chét luong chtc ning thé hién qua trinh thuc hién dich vu cua doanh

nghiép, phan anh viéc dich vu dugc cung cip nhu thé ndo. Trong twong quan giita

hai khia canh chat lugng ké trén thi chat lugng chirc nang déng vai trd quan trong

hon duoc thé hién thong qua 7 tiéu chi sau:

>

Su thuan tién trong giao dich.
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Hanh vi tng xur.

Théi d6 phuc vu.

Cong tac to chirc nha truong.
Tiép xuc Hoc sinh.

Phong thai phuc vu.

YV V V VYV VYV V

Tinh than tat ca vi Hoc sinh.

Cdc thang do chadt lwong chite ndng:

Khi Hoc sinh giao dich véi nha truong c6 dé dang.

Thaoi gian phuc vu cua nha truong hop ly va thuan tién cho Hoc sinh.
Nhan vién nha truong rat sin sang phuc vu Hoc sinh.

Nhan vién nha truong giup d& Hoc sinh rat tan tinh.

Nhan vién nha treong rat lich thiép va an can véi Hoc sinh.

Nha trudng lubn ling nghe y kién déng gop cua Hoc sinh.

Lanh dao va Nhan vién nha treong ludn gin bo va doan két véi nhau.

YV V V V V V V V

Nha truong luén quan tim dén quyén loi nhan vién va cé ché do dai ngod
hop 1.

Nhan vién nha trueong thuong xuyén lién lac véi Hoc sinh.,

Nhan vién nha truong an mac lich thiép va an tugng.

Nha trudng luén xem quyén loi cua Hoc sinh trén hét.

YV V V VY

Nha trudng c6 chinh sach linh hoat vi yéu cau caa Hoc sinh.

> Nha truong ludn thuc hién ding dan nhirng gi cam két véi Hoc sinh.

2.3.1.3. Hinh anh doanh nghiép

Hinh anh doanh nghiép duoc hiéu 1a cam nhan hay an twong chung cua
khach hang vé doanh nghiép, theo d6, néu doanh nghiép tao dugc hinh anh tét
trong 1ong khéach hang thi ho d& dang bo qua nhirng thiéu st xay ra trong qué
trinh sir dung dich vu. (Gronroos, 1984) ciing chi ra rang hinh anh doanh nghiép
|4 tai san vo gia cua doanh nghiép va co tac dong tich cuc dén danh gia cua khach
hang vé chat lugng dich vu, gié tri san pham va su hai long cua ho.

Hon thé hinh anh doanh nghiép ciing gitip cho khach hang tin tudng hon
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vao doanh nghi¢p va tré thanh khach hang trung thanh cua doanh nghiép
(Andreassen va Lindestand, 1998). Nhu vay, hinh anh doanh nghiép cé tac dong
dén va chiu anh huong boi chat lwong dich vu va su hai long caa khach hang.
Ciing can luu y rang, nhitng khach hang thuong xuyén sir dung dich vu cua doanh
nghiép s& ¢ cam nhan dung dan hon vé hinh anh doanh nghiép so véi nhiing
khach hang khac.

Hinh anh doanh nghiép giup cho mdi quan hé gitra khach hang va doanh
nghiép tét dep va bén virng hon. Ngoai ra, khach hang danh gia hinh anh doanh
nghiép tt hay xau théng qua cam nhan caa ho d6i véi doanh nghiép va so sanh
hinh anh doanh nghiép véi cac ddi thu khac. Tuy nhién, mic d6 anh huong nhidu
hay it phu thudc vao tirng doanh nghiép cu thé.

2.3.2. MO0 hinh SERVQUAL (Parasuraman, 1988)

Khi bo thang do SERVQUAL (Parasuraman & ctg, 1988) duoc cong b da
c6 nhing tranh luan vé van dé 1am thé nao dé do luong chat lugng dich vu tt nhat.
Khoang hai thap ky sau d6, nhiéu nha nghién ciu da nd luc ching minh tinh hiéu
qua cua bo thang do SERVQUAL. Cho dén nay, md hinh do luong chét lugng dich
vu SERVQUAL dugc xem 1a md hinh nghién ctiu chat luong dich vu cu thé va chi
tiét véi viéc dua ra mo hinh 5 loai sai léch trong chat lugng dich vu. M6 hinh nay
khéng nhitng do ludng chit luong dich vy dua trén sw so séanh gittu dich vu mong
doi va dich vu nhan dugc ma con ké dén chat luong dich vu ma nha quan ly muén
cung cap. Ngoai ra mé hinh ciing dé cap chat luong dich vu con bi anh huéng boi
su khdng dong nhét giita mong muén cua nha quan ly va nhitng mong muén cua
khach hang.

Cac loai sai léch:

 Sai léch loai 1 (Gap 1): sai léch gitra nhan thic cua nha quan tri véi mong
muén cua khach hang. Sai léch nay gay ra thiét hai nhiéu nhat do nha quan tri
khéng nam bat duoc nhu cau va mong mudn caa khach hang.

« Sai léch loai 2 (Gap 2): Sai léch gitta cac dic tinh caa chat luong dich vu

v6i nhan thiee caa nha quan ly. O day, nha quan Iy nhan thic duoc didu khach hang
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mong muébn nhung khong thé dap (g duoc mong mudn cua ho.

« Sai léch loai 3 (Gap 3): Sai léch gitra viéc cung cap dich vu va cac dic tinh
chat luong dich vu. Sai léch nay xay ra khi két qua phuc vu kém khdng dat dugc
cac tiéu chuan dich vu. Nguyén nhan 1a do d6i ngii nhan vién thiéu ky nang, kién
thirc, nang luc hay khong toan tam toan y cung cap dich vu.

« Sai léch loai 4 (Gap 4): Sai léch giira cac thong tin thong bao dén khach
hang véi viéc cung cap dich vu. Sai léch nay xay ra khi cong ty khéng gitr ddng
cam két .

« Sai léch loai 5 (Gap 5): Sai léch giira dich vu mong mudn va dich vu nhan
duogc. Sai léch loai nay 1a do sy chénh léch ma khach hang cam thay giira mutc chat
lwong ma ho cho doi so véi chat lwgng ma ho ¢am nhan duoc sau khi st dung dich
vu.

Nhu vay, theo md hinh, sai léch thi nam cang thap thi sy hai long caa khach
hang cang cao. Sai léch tht 5 lai phu thudc vao 4 sai léch trudc dd, nghia 1a sai léch
1, 2, 3, va 4. Nhu vay dé rGt ngan sai léch loai nim nha quan tri can nd luc dé toi
thiéu hoa céc sai léch ndi trén. Khach hang chi hai long vai dich vu duoc cung cap

khi 4 do sai léch 1a tdi thiéu.
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Ngufﬁn: Parasuraman & ctg (1985)

Hinh 2.2 : M hinh phan tich céc loai sai 1éch chit lwgng trong dich vu
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Dua vao mé hinh nay, Parasuraman va cac cong su da gigi thiéu thang do
SERVQUAL gém 10 thanh phan:

(1) Phuong tién hitu hinh thé hién qua ngoai hinh, trang phuc cia nhan vién phuc
vu, C4c trang thiét bi phuc vu cho dich vu.

(2) Tin cay noi I&n kha nang thuc hién dich vu pht hop va ding thoi han ngay dau
tién.

(3) Pép ung ndi 1én sy mong mudn va san sang cia nhan vién phuc vu cung cap
dich vu cho khach hang.

(4) Nang luc phuc vu néi Ién trinh d6 chuy@n mén dé thuc hién dich vu. Kha nang
chuyén mdn nay can thiét cho nhan vién tiép xdc véi khach hang, nhan vién truc
tiép thuc hién dich vy, kha ning nghién ctu dé nam bat thdng tin lién quan cin
thiét cho viéc phuc vu khéach hang.

(5) Tiép can lién quan dén viéc tao moi diéu kién dé dang cho khéach hang trong
viéc tiép can véi dich vu nhu rat ngin thoi gian chd doi cua khach hang, dia diém
phuc vu va gio mé ctra thuan loi cho khach hang.

(6) An can noi 1&n tinh céch phuc vu niém ng, ton trong va than thién véi khéch
hang.

(7) Thong tin lién quan dén viéc giao tiép, truyén dat cho khach hang bang ngdn
ngit ho dé& dang hiéu duoc va ling nghe nhitng van dé lién quan dén ho nhu chi phi,
giai quyét khiéu nai...

(8) Tin nhiém noi 1én kha nang tao long tin cho khach hang, lam cho khach hang tin
cdy vao cong ty. Kha ning nay thé hién qua tén tudi va tiéng tam caa cdng ty, nhan
cach cua nhan vién phuc vu giao tiép truc tiép vai khach hang.

(9) An toan lién quan dén kha niang dam bao sy an toan cho khach hang, thé hién
qua Su an toan vé vat chat, tai chinh, ciing nhu bao mat thong tin.

(10) Thau hiéu thé hién thdng qua kha ning hiéu biét nhu cau caa khach hang thong
qua viéc tim hiéu nhiing doi hoi cia khach hang, quan tam dén ca nhan ho va nhan
dang dugc khach hang thuong xuyén.

Thang do nay bao quat hau hét moi khia canh cua dich vu, tuy nhién thang do cho
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thdy c6 su phuc tap trong do luong, khong dat gia tri phan biét trong mot s trudng
hop. Do do, cac nha nghién cau da dua ra thang do SERVQUAL véi 22 thang do
va 5 tiéu chi, gém co:
2.3.2.1.  Suytin ciy
Su tin cay noéi 1én kha nang cung tng dich vu chinh xac, dang gio va uy
tin. Piéu nay doi hoi sy nhat quéan trong viéc thuc hién dich vu va tén trong céc
cam két ciing nhu gitr 101 hira v6i khach hang. Trong linh vuc gido duc, tiéu chi nay
thuong duoc do luong bai cac thang do sau day:
> Nha truong thuc hién dich vu dang ngay tir lan dau.
» Gi&o vién phai Ién 16p ding gio.
> Nha truong phai dio tao diing chuong trinh da dwa ra ban dau.
2.3.2.2. Kha nang dap wng
Pay la tidu chi do ludng kha nang giai quyét van dé nhanh chong, xir ly
hiéu qua cac khiéu nai, sin sang giup d& khach hang va dap ¢ng cac yéu ciu cua
khach hang. N6i cach khac hiéu qua phuc vu 1a sy phan hdi tir phia nha cung cap
dich vu ddi véi nhitng gi ma khach hang mong muén cu thé nhu:
> Nhan vién va Giao vién ludn san sang giap d& Hoc sinh.
> Nha truong phai tra 1oi ngay cac yéu cau caa Hoc sinh.
» Nha truong cé duong day nong phuc vu Hoc sinh trong gio lam viéc.
> Nha truong ludn ¢ gang giai quyét kho khin cho Hoc sinh.
2.3.2.3. Sy hiru hinh
Sy hiru hinh chinh 1a hinh anh bén ngoai cua cac co sé vat chat, thiét bi,
may madc, phong thai cua doi ngii nhan vién-Gido vién, tai li¢u, sach huéng dan
va hé thong thong tin lién lac cta nha truong. N6i mot cach tong quat tat ca
nhitng gi ma khéach hang nhin thay tryc tiép duoc bang mat va cac giac quan thi
déu c6 thé tac dong dén yéu td nay:
> Nha truong cé co s Vit chat day du.
> Nha truong cd trang thiét bi va may mac hién dai.

> Nhan vién, Gio vién nha tredng rat chuyén nghiép va an mac lich thiép.



23

> Céc phong ban caa nha truong sap xép tai lidu, cac bang biéu rat khoa
hoc va tién lgi cho Hoc sinh truy cap.
2.3.2.4. Sy dam bao
Pay 1a yéu té tao nén su tin nhiém, tin tudng cho khach hang dugc cam
nhan théng qua sy phuc vu chuyén nghiép, kién thac chuyén mén gioi, phong théi
lich thiép va kha ning giao tiép tot, nhd d6, khach hang cam thiy an tim mdi khi
st dung dich vu cta nha truong:
e Nhéan vién nha truong phuc vu Hoc sinh lich thiép, nhd nhan.
e CAac biéu miu rd rang va dé hiéu.
e Nhan vién nha truong ludn cung cap cac thdng tin can thiét cho Hoc
sinh.
e Nhén vién nha truong tra loi chinh xac va rd rang cac thic mac cua
Hoc sinh.
2.3.2.5. Sw cam thong
Sy cam théng chinh 1 sy quan tdm, chim s6c khach hang an can, danh cho
khach hang su déi xir chu dao tét nhat co thé gidp cho khach hang cam thay minh
1a “thuong khach” va luén dugce dén tiép ndng hau moi ldc moi noi. Yéu t con
ngudi 12 phan cét 18i tao nén su thanh cong nay va su quan tdm cia nha truong
d6i voi Hoc sinh cang nhiéu thi sy cam théng sé cang tang:
- Nhan vién nha truong chi y ¢én nhu cau cuaa tirng Hoc sinh.
- Nha truong co cac phong thuan tién cho viéc giao dich cua Hoc sinh.
- Nhan vién va Gido vién ludn ddi xir an can véi Hoc sinh.
2.4.  Tim hiéu vé gid cd
2.4.1. Anh hwéng ciia gia ca dén sy hai 10ng clia khach hang
Gia ca la hinh thac biéu hién dong tién cua gia tri hang hoéa va dich vu
dugc x4c dinh dua trén gia tri sit dung va cam nhan cua khach hang vé san pham,
dich vu ma minh st dung. Khéach hang khéng nhat thiét phai mua san pham, dich
vu ¢6 chit luong cao nhat ma ho s& mua nhitng san pham, dich vu dem lai cho ho

sy hai 1ong nhiéu nhat. Chinh vi vay, nhitng nhan t5 nhu cam nhan cua khach
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hang vé gia va chi phi (chi phi sir dung) khdng anh hudng dén chat lugng dich vu
nhung sé& tac dong dén su hai 1dng caa khach hang (Cronin va Taylor, 1992).

Cung voi sy canh tranh ngay cang manh mé cua thi truong va cac thay doi
trong nhan dinh cua khach hang vé san pham, dich vy, cac nha nghién ctu d4 xac
dinh rang gia ca va su hai 1ong khach hang c6 méi quan hé sau sic véi nhau. Do
d6, néu khong xét dén nhan tb nay thi viéc nghién cau vé su hai 1ong khach hang
s& thiéu tinh chinh xac.

2.4.2. Quan h¢ giira lwgng gia ca, gia tri va gia ca cAm nhén

Khi mua san pham, dich vu, khach hang phai tra mot chi phi nao d6 dé doi
lai gi4 tri st dung ma minh can. Nhu vay, chi phi d6 duoc goi 1a gia ca danh doi
dé co duoc gia tri mong mudn tir san pham, dich vu. Néu dem luong hda gia ca
trong twong quan gia tri ¢ dugc thi khach hang s& ¢6 cam nhan vé tinh canh tranh
cua gia ca la thoa dang hay khong. Chi khi ndo khéch hang cam nhan chét luong
dich vu ¢6 dugc nhiéu hon so vai chi phi st dung thi gia ca dugc xem 1a canh
tranh va khach hang s€ hai long. Nguoc lai, khach hang sé€ toé ra khong hai long vi
cam thay minh phai tra nhiéu hon so vdi nhiing gi nhan dugc va gia ca trong
truong hop ndy s& tac dong tiéu cuc dén su hai long caa khach hang.

Pay 1a mdi quan hé gitta luong gia ca, gia tri va gia ca cam nhan. Tuy
nhién, chinh gia ca cam nhan mai 1a nhan t6 tac dong dén su hai 1dng cua khach
hang. C6 thé luong gia ca bo ra nhiéu hon so véi gia tri nhan dugc nhung khach
hang cam nhan nhu thé 1a hop ly thi ho van s& hai 1ong va nguoc lai. Trong
nghién cau vé mdi quan hé giira gid ca cam nhan va sy hai long khach hang,
(Varki va Colgate, 2001) ciing chttng minh ring hai yéu t6 nay tac dong qua lai
Idn nhau tily vao do nhay cam ciia khach hang ddi voi gia cling nhu mdi quan hé
gitra nguoi st dung dich vu voi nha cung cap dich vu. Ngoai ra, dé danh gia tac
dong cua nhan té gia ca dén sy hai 10ng khach hang, ching ta can xem xét day du
hon & ba khia canh sau:

- Gia so véi chét lugng.

- Gi4 so vdi cac doi thu canh tranh.
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- Gia so voi mong doi cua khach hang.

Vi viy, khi xem xét tac dong cua gia dén su hai 1ong khach hang ching ta
can nhan thicc mot cach day du hon gia & day bao gdm chi phi bo ra va chi phi co
hoi dé c6 duoc san pham dich vu ciing nhu twong quan cua gia dén nhirng khia
canh da dé cap & trén. Trong pham vi bai viét nay, yéu té gia ca duoc xem xét
chinh 1a tinh canh tranh cua gia dugc cam nhan. Néu khach hang cam nhan tinh
canh tranh cta gia ca cang cao thi ho s€ cang hai long va nguoc lai.

2.5.  Ung dung thang do trong gido duc

Trong linh vuc gido duc ciing c6 nhiéu tac gia dung thang do SERVQUAL
nghién ciu su hai 10ng. Nhung nhin chung cac tac gia cha yéu nghién ctu vé sy hai
long cua Sinh vién cac truong Pai hoc, truong TCCN it ¢ tac gia nghién ciru hon.
Sau dédy 1a mot s6 nghién ciu ding thang do SERVQUAL trong gido duc:

Sherry, Bhat va Ling d4 tién hanh nghién ciu do ludong Ky vong va cam nhan
cta sinh vién nudc ngodi vé& hoc vién UNITEC, Auckland va New Zealand Vi
thang do SERVQUAL. Két qua nghién ctiu cho thiy thang do dat do tin cay va gia
trj tt voi 5 thanh phan phan biét nhu 1y thuyét dua ra; tit ca cac khoan cach va cam
nhan ky vong cua 5 thanh phan déu 4m va c y nghia thong ké, diéu nay nghia 1a
UNITEC con nhiéu viéc phai 1am dé nang cao chit lwong dich vu dao tao. Trong khi
chat luong ky vong cua sinh vién trong nudc va ban xi khac nhau khéng dang ké,
thi chat lugng cua sinh vién nudc ngoai thip hon rat nhiéu. Do d6, sinh vién nuéc
ngoai ¢ khoang cach cam nhan — ky vong 16n hon, trong d6, khoang cach dang ké
nhat 1 thugc vé cac thanh phan cam thong, nang luc phuc vu va kha nang dap ung
(dan theo Huynh Hong Sang, 2010).

Ciing sir dung thang do SERVQUAL, (Nguyén Chua, 2004) da nghién cuau
déanh gia chat luong dao tao dai hoc theo nhiéu quan diém khéc nhau: sinh vién, phu
huynh, giang vién va ngudi sir dung lao dong. Két qua cho thay trong hau hét céac
thanh phan cua SERVQUAL, sinh vién, phu huynh va ngudi st dung lao dong déu
Ky vong cao hon nhitng gi ho nhan duoc. Riéng cac giang vién, su khac biét gitra

cam nhan va ky vong xuat hién ¢ hai thanh phan Phwong tién hitu hinh va Nang luc
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phuc vu. Tuy nhién, Nguy&n Chua sir dung ¢& mau khong I6n 1am, ¢& mau cua Sinh
vién: 35; Phu huynh: 27; Giang vién: 10; Nguoi stir dung lao dong: 12.

O mot nghién ctu khac ¢& mau 1on hon nhiéu (Kich thudc mau 500) (Snipes,
R.L & N.Thomson, 1999) tim hiéu cac nhan tb tac dong dén chat luong cam nhan
trong dao tao dai hoc cua sinh vién qua diéu tra y kién sinh vién 6 truong dai hoc c6
qui mo vira va nho trong 3 bang ciia Hoa Ky. Giang vién cac truong cling dugc moi
tham gia. Vé thang do, cac nha nghién cau da hiéu chinh SERVQUAL thanh hai bo
phan: ky vong va cam nhan thanh mét thang duy nhat bang cach dua cac cau hoi vé
chat luong ¢ duoc thap hon hay cao hon mong dgi. Thang do nay da dugc mot sb
nha nghién ctu trude d6 sir dung. Céc bién kiém soat chi yéu trong nghién cau 1a
cac bién nhan khau hoc: kinh nghiém hoc tap, két qua hoc tap va cam nhan cua Sinh
vién vé su danh gia cong bang cua nha truong; khdi luong cong viéc; kinh nghién
cua Giang vién.

Két qua phan tich dir liéu hdi dép cho thiy tir 5 thanh phan ly thuyét cua
SERVQUAL chi con 3 thanh phan du tin cay va c6 gia tri phan biét: (1) Cam thdng;
(2) Nang luc dap ung va Tin cay; (3) Phuong tién hitu hinh (moi truong hoc tap,
lam viéc). Su cam théng va quan tdm cua giang vién dén sinh vién 1a yéu té quan
trong nhat cho danh gia chat lwong. Ngoai ra, cac bién kiém soat sau 1a cd y nghia
trong tac dong dén chat luong dich vu cam nhan cuaa sinh vién: (1) Giéi tinh; (2)
nam hoc tap cua sinh vién tai nha truong; (3) mac cdng bang trong danh gia cua
giang vién.

Nghién cau tai Pai hoc An Giang (Nguyén Thanh Long, 2006) sir dung
thang do SERVPERF dé danh gia chit lwong dao tao. Nguyén Thanh Long da st
dung bién thé cua thang do SERVQUAL la SERVPERF dénh gia chat luong dao
tao qua danh gia cua sinh vién bai hoc An Giang. Trong do hoat dong dao tao duogc
xem nhu mét dich vu duéi danh gia cua khach hang la sinh vién. Két qua nghién
ctu cho thay: thang do SERVPERF van da hudng nhung c6 su bién thai cac thanh
phan tir dic trung dich vu sang céc thanh té cung tng dich vu; cac yéu t giang

vién, co s& vat chat va sy tin ciy vao nha truong 1a ba yéu té quan trong nhat caa
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chat luong dao tao. Nghién ciru cia Nguyén Thanh Long c6 ¢& mau tir 250 dén 300
v6i khoang 600 hoi dap hop 18, trong d6, phan b cia mau theo nam hoc: thir 11 1a
41%, nam tha 111 1a 41% va nam thir 1V 1a 18%. Cac két qua dat dugc cua nghién
ctu: Mot 1a, véi mot dich vu phuc tap nhu dao tao dai hoc, khach hang (sinh vién)
dugc cung tng goi dich vu trong thoi gian dai va boi nhiéu déi twong (bo phan)
khéc nhau, hién tugng danh gia chét luong dich vu theo di twong 1a cé thé xay ra.

Hai 13, viéc danh gia theo cau truc khéng bac bo hay lam giam y nghia 1y
thuyét caa chat luong dich vu ciing nhu cua thang do SERVPERF vi c6 thé thy,
cac bién theo thanh phan dic trung van hién dién trong cac thanh phan déi tuong
mai. Nghién ctu d4 chi ra, giang vién 1a thanh phan quan trong nhat tic dong dén
su hai l1ong cua sinh vién. Sinh vién ciing c6 cach nhin giang vién kha toan di¢n. Hai
thanh phan cé tac dong dang ké tiép theo 1a co s vat chat va tu tin cay vao nha
truong. Han ché cua nghién ctu: Mot 13, viéc lay mau ngau nhién theo don vi l6p &
cac khoa c6 thé 1am cho tinh dai dién ctua két qua khdng cao. Hai 13, Pai hoc An
Giang la mét truong tré, co nhitng dac trung hinh thanh va hoat dong riéng biét.
Sinh vién ciing it ¢6 co hoi tham khao mot truong dai hoc lan can. Viéc mo rong két
qua nghién ctu cho cac trudng dai hoc khac 1a khdng du tin cay. Can c6 thém céc
nghién cau c6 thé khang dinh xu huéng bién thé SERVPERF dé tim ra thang do
chat lugng gido duc dao tao dai hoc phu hop nhat.

Trong mot nghién cau “Péanh gia su hai 1ong cua sinh vién vé chét luong dao
tao tai Truong Pai hoc Kinh té va Quan tri kinh doanh — Pai hoc Thai Nguyén”.
cua (Tran Xuan Kién,2010) cho thiy két qua nhu sau:

Két qua nghién cau hé sé Cronbach Alpha véi 5 thanh phan cua thang do
chat luong dao tao va thang do Su hai long déu cd do tin cay 16n hon 0,6. Nhu vay,
thang do thiét ké trong luan vin c6 y nghia trong thong ké va dat hé s tin cay can
thiét. Cuy thé: (i) Thanh phan Co s& vat chat c6 Cronbach Alpha dat gia tri 0,831;
(i) Thanh phan Sy nhiét tinh cua can bo va giang vién c6 Cronbach Alpha dat gia
tri 0,923; (iii) Thanh phan Doi ngii giang vién cd Cronbach Alpha dat gié tri 0,94;
(iv) Thanh phan Kha nang thyuc hién cam két c6 Cronbach Alpha dat gia tri 0,928;
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(v) Thanh phan Sy quan tdm cua Nha trudng c6 Cronbach Alpha dat gia tri 0,929.
Thang do Su hai 16ng c6 Cronbach Alpha dat gia tri 0,761. Tat ca cac thanh phan
cua thang do déu c6 y nghia théng k& nén ca 5 thanh phan trén déu chap nhan trong
mo hinh.

Nhu vay, viéc do ludng va danh gia chat luong dao tao tai cac don vi dao tao
ndi chung va cac truong dai hoc noi riéng con it. Viéc do luong su hai long caa
khach hang chu yéu tap trung vao cac linh vuc kinh té, marketing va dich vu. Trong
gido duc dai hoc, dam bao chat lugng méi dwoc quan tdm trong nhirng nim gan
day nhung danh gia con nhiéu bét cap chwa danh gia ding véi thuc té cua ting don
vi. Viéc tién hanh nghién ctu dé tai nay déng gop mot phan nho vao cong tac do
ludng va dam bao chit luong dao tao; 1am rd nhitng khai niém vé chat luong va
chat luong dao tao; xac dinh va danh gia nhitng yéu tb trong chat luong dao tao co
tac dong nhu thé nao dén su hai 1ong cua sinh vién; do ludong anh huong cua cac
yéu té dén sy hai 1ong cua sinh vién vé chat lugng dich vu dao tao.

2.6.  Tim hiéu s hai 10ng cita khach hang
2.6.1. Khai niém

C6 rat nhiéu nghién cau vé sy hai 10ng cua khach hang va thuc té c6 nhiéu
cach hiéu khac nhau vé khai niém nay.

NOi mét cach don gian, su hai 1ong cua khach hang chinh la trang thai hoac
cam nhan cta khach hang d6i véi nha cung cap dich vu sau khi da sir dung dich
vu do6 (Terrence Levesque va Gordon H.G McDougall, 1996).

Cu thé hon, (Kotler va Keller, 2006) cho rang su hai long duoc xac dinh
trén co s& S0 sanh giira két qua nhan duoc tir dich vu va mong doi cua khach hang
dugc xem xét dua trén ba mic d6 sau day:

- Néu két qua nhan duoc it hon mong doi thi khach hang s& cam thay

khong hai long.

- Néu két qua nhan duoc gidng nhu mong doi thi khach hang s& hai long.

- Néu két qua nhan duoc nhiéu hon mong doi thi khach hang sé rat hai long

véi dich vu do.
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Trong khi d6 (Oliva, William O. va Bearden ,1995) lai cho rang sy hai long

cua khach hang 1a mét nhiém vu caa doanh nghiép thé hién qua méi quan hé giira

nhitng gia tri cia san pham, dich vy d6 so vdi nhitng mong doi trudc d6 cua

khéch hang vé ching. RS rang di ¢ nhiéu khéi niém khac nhau nhung dinh nghia

vé su hai long cua khach hang ludn gan lién véi nhitng yéu té sau:

Tinh cam hoic thai 6 d6i véi nha cung cip san pham dich vu.

Mong doi cua khach hang vé kha ning dap tng nhu cau tir phia nha cung
cap san pham dich vu.

Két qua thyuc hién dich vu hodc cac gia tri do san pham dich vu mang lai.

Y dinh sin sang tiép tuc sir dung san pham dich vu.

2.6.2. Céac nhan té quyét dinh sy hai 1ong ciia Hoc sinh

Trén co so tim hiéu vé dich vu, dic tinh dich vy, gi4 ca va cac khao sat vé

mé hinh chit luong dich vu ciing nhu cac thang do chit lwong dich vu trong linh

vuc gido duc (xem muc 2.2, 2.3, 2.4, va 2.5), tic gia da dua ra 6 nhan té quyét dinh

sy hai long cua Hoc sinh bao gom chdt Iweng sdn pham dich vu, tinh canh

tranh vé gia voi céc thang do cu thé nhu sau:

> Co sé vat chat

Nha truong c6 du phong thuc hanh.

Nha truong ¢o6 du phong thi nghiém.

Nha trudng c6 da phong hoc ly thuyét.

Trang thiét bi thuc hanh ¢ phd hop véi bén ngoai cac Doanh nghiép.
Trang thiét bi day hoc hién dai va dap g du.

» Khuén vién vui choi va hoc tap ctia Hoc sinh

Thu vién nha truong dap ung du tai liéu hoc tap cho Hoc sinh.
Nha truong c6 san choi thoang mat cho Hoc sinh.

Nha trudng dap ung di chd ndi tra cho Hoc sinh.

> Doi ngii Giao vién

Gi4o vién c6 kién thirc chuyén mdn sau va thuc té.
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Giao vién co6 kinh nghiém va phuong phap giang day.

Giao vién c0 trach nhiém khi dung 16p.

e Gi4o vién thuc hién dang chuong trinh va gio gidc nha trudng.

» Sw nhiét tinh cia CBNV nha truong

Nhan vién nha trudng san sang hd trg dap tmg Hoc sinh mot cach
Kip thoi.
Nhan vién nha truong niém nd, an can khi giao tiép voi Hoc sinh.

Nhan vién nha truong hét minh véi cong viée.

> Sw quan tim va cam két ciia 1anh dao nha trudng

Nha trudng théng bao chuin dau ra dén Hoc sinh dau khoa hoc.
Nha trudng théng bao mirc hoc phi todn khéa hoc cho Hoc sinh dau
khoa hoc.

Nha trudng thuc hién ding diéu kién hoc tap.

Nha truong thye hién ding tién d6 hoc tap.

Nha trudng quan tdm Hoc sinh 1én hang dau.

Gido vién chii nhiém ludn theo dbi va giai quyét moi van dé khi

Hoc sinh c6 nhu cau.

» Cac khoan phi nha trwong

Hoc phi nha trudng phl hop véi da sé Hoc sinh.

Hoc phi nha trudng twong tmg véi didu kién cia nha trudng.

Ngoai hoc phi nha truong khong thu thém nhitng khoan khac khong
hop 1y.

2.7. M0 hinh nghién ciru dé nghi cho dé tai

2.7.1. M0 hinh nghién ciru cic yéu té quyét dinh sw hai long ciia Hoc sinh

2.7.1.1.

M6 hinh nghién ciru

Qua tim hiéu vé chat luong dich vu, chit lugng dich vu GDCN, tac dong cua

gi4, cac md hinh do ludng chit lwong dich vu va md hinh do hai 1ong cia khach

hang ma dac biét 1a nhirng mo hinh nghién ctru sy hai 1ong cia sinh vién truong Pai
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hoc, cam thdy mé hinh cua dé tai s& phd hop véi thang do SERVQUAL gdm 6 nhan
t6 va 24 thang do ctia 6 nhan té nay dd duoc néu cu thé & phan 2.6.2. M6 hinh héa

nhu sau:

23

Nguén: Téc gia xdy dwng sau khi nghién ciru dinh tinh

Hinh 2.3: M6 hinh nghién citu cac thang do tac déng dén sy hai 1ong ciia Hoc

sinh trwong TCCN ngoai cong lap tai Tp. H6 Chi Minh.

2.7.2. Céc gia thuyét
Ho: Co s vat chat cang tdt thi sy hai 10ng Hoc sinh cang cao.
H;: Khuon vién vui choi va hoc tdp Hoc sinh cang dap ung du thi sy hai long
Hoc sinh cang cao.

H,: Doi ngii Gido vién cang tbt thi sy hai 10ng ciia Hoc sinh cang cao.
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Ha: Can bo nhén vién nha trudng phuc vu cang tét thi su hai 1ong caa Hoc
sinh cang cao.
H,: Su quan tdm va cam két cta 14nh dao nha trudng cang cao thi sy hai 1ong
cua Hoc sinh cang cao.
Hs: Céc khoan phi nha truong cang phu hop thi su hai long cua Hoc sinh
cang cao.
2.7.3. Phwong phap do lwong sy hai Iong cia khach hang
Theo (Bernd Stauss va Patricia Neuhaus,1997), ching ta c6 thé phan loai
muic do hai long caa khach hang thanh ba loai va chung c6 su tdc dong khac
nhau dén nha cung cap dich vu:

- Hai long tich cyc: Pay la su hai long mang tinh tich cuc va duoc phan hoi
thdng qua thai do va cach phan hdi cua Hoc sinh. Bdi véi nhitng Hoc sinh ¢c6 su hai
long tich cuc, Hoc sinh va nha truong sé ¢ méi quan hé tét dep. Chinh vi thé chinh
nhitng Hoc sinh nay sé& tao ra tiéng tét cho nha trudng va qua dé s& gigi thiéu duoc
nhiéu Hoc sinh tiép tuc st dung dich vu cta nha trudng. Va ho sé tiép tuc sir dung
dich vu ctia nha truong néu nha truong cd6 dao tao cip do cao hon.

- Hai long ¢n dinh: Béi véi nhitng Hoc sinh ¢6 sy hai 1ong 6n dinh, ho s&
thdy thoai mai va hai 1ong nhitng gi dang dién ra va khdng muén cé sy thay doi
trong cach cung cap dich vu cia nha truong. Vi vy, nhitng Hoc sinh nay to ra dé
chiu, c6 su tin tudng cao ddi v6i nha trudng va rat sin 10ng tiép tuc st dung dich vu
ctia nha tredng néu nha truong cd dio tao trinh do cao hon.

- Hai long thu dong: Nhitng Hoc sinh c6 su hai long thu dong it tin tuong vao
nha tredng va ho cho rang rat kho dé nha treong cé thé cai thién dugc chat luong
dich vu gido duc ¢ ddy. Hoc sinh nghi rang s& khong thé nao yéu cau nha truong
cai thién tét hon. Vi vay, Hoc sinh s& khong tich cuc dong gop ¥ kién hay to ra tho
o v6i nhitng nd lyc cai tién cia nha truong, ho s& khong tiép tuc dung san pham
gido duc va ciing s& khdng gidi thiéu hay noéi tt vé truong véi nhimg ngudi dang c6
nhu cau st dung dich vu gio duc nay.

Vi vay, khi nghién cau vé sy hai 1ong khach hang nha truong can chd y
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lam cho Hoc sinh hai 1ong la rat can thiét ma gidp ho cam thiy hoan toan hai
long lai cuc ky quan trong hon nhiéu. Ddi véi nhitng Hoc sinh hai 1ong thap thi ho
c6 thé roi bo nha truong bat ci IGc ndo va khong gisi thiéu san pham caa nha
truong cho nhimg d6i twong mudn ding san pham. Trong khi nhitng Hoc sinh cam
nhan hoan toan hai long thi s€ la nhitng khach hang trung thanh cta nha truong
va san sang gigi thiéu san pham dén nhirng ddi twong dang c6 nhu cau sir dung. Su
am hiéu nay s& gilp cho nha truedng c6 nhitng bién phap cai tién chat lugng dich vu
va linh hoat hon trong van d& dap ng nhu cau caa Hoc sinh.

Két luan chwong:

Tur ly thuyét vé gido duc TCCN ngoai cong lap, ly thuyét vé chat luong dich
vu, thang do su hai long cta khach hang tac gia d& dua ra dugc cac thang do va mo
hinh cho dé tai nghién cau caa minh. M6 hinh nghién ciru duoc xay dung gom 6
nhan t6 v&i 24 bién quan sat tic dong dén sy hai 1ong caa Hoc sinh. Dua vao mo
hinh du kién, tac gia ciing da néu Ién duoc cac gia thuyét cho dé tai tir Hy cho dén
Hs.
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CHUONG III: PHUONG PHAP NGHIEN CcUU

Phuong phap nghién ctru 1a mot yéu cau hét st quan trong trong qué trinh
nghién ctru mot dé tai. Phuong phap cang 1 rang, cu thé va hop 1y thi dé tai sé dat
hiéu qua cao.

Pé thuc hién nghién ciu v& su hai long cua Hoc sinh, tac gia da két hop sir
dung phuong phap nghién cttu nhu nghién ctru dinh tinh, nghién ctu dinh lugng.
Trén co s& tim hiéu co s& 1y thuyét va cac nghién ciu dién hinh vé su hai 1ong cua
Hoc sinh cing vai céc thang do chi tiét duoc thiét lap nhu da trinh bay trong
Chuong 2. Ngoai ra, cac chinh sach hoat dong cua trudng hoc, cac mdi twong quan
gita dé tai nghién ctu va cac nhan to khac ciing dugc xem xét mot cach khéch
quan, dong bo dé két qua nghién ctu dat duoc chinh xac va thyc tién.

Ciing can phai néi thém rang, dé tai nghién ctu “Nghién cizu sw hai long
ciia Hoc sinh trwong TCCN ngoai cong ldp tai TP.Hé Chi Minh ” 1a mot nghién
ctru diéu tra trong d6 nhitng phan hdi caa Hoc sinh thu thap tir phiéu diéu tra 1a
nguon thdng tin quan trong nhat dwoc dung trong qué trinh nghién cau. DI voi
nghién ctu diéu tra, cac dit liéu thu thap s& mang tinh khach quan hon, do han ché
duogc cac y kién chu quan cua ngudi viét. Tir qua trinh phan tich va xir ly dir liéu s&
dua ra két qua c6 do tin cay va tong quan cao, c6 thé duoc ap dung cho nhiing

nghién ctru sau d6 voi s6 lwong mau 16n hon.
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3.1.  Quy trinh nghién ciru

[ Xac dinh van dé nghién ctu }

l

[ Muc tiéu nghién ctru ]

Co s¢ ly luan:
- Ly thuyét vé gido duc, Chat lugng Dich vu
- MO0 hinh CLDV (FTSQ, SERVQUAL, SERVPERF)
- Giacava Su Hai Lona

Xac dinh mo hinh nghién
ctu va thang do

Nghién ctu dinh tinh: Nghién ctru dinh luong:
- Thao luan - Thiét ké bang cau hoi
- Phoéng van - Thu thap so liéu

- Hiéu chinh mo6 hinh, thang do

/ X ly s6 liéu: \
- Phan tich do tin cay

- Phan tich nhan té

- Phan tich hé sb Pearson

- Phan tich héi quy

- Phan tich ANOVA

- X&c 1ap mé hinh téng hop

KKiém dinh gia thuyét /
U

[ Két qua nghién ctu, thao luan ]

I

[ Két luan va kién nghi ]

Nguén: tac gia xay dung
Hinh 3.1: Quy trinh nghién cau
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3.2.  Thuthdp di liéu
3.2.1. Dir liéu so cip
» Phiéu diéu tra nhan dugc tir Hoc sinh.
> Két qua phong van, thao luan véi lanh dao nha truong dé nim rd hon vé
quan diém, ké hoach ciing nhu danh gia cia ho vé vin dé nghién cuu.
3.2.2. Dir liéu thir cip
Co so ly thuyét va céc bai viét duoc chon loc trén céc tap chi marketing, tap
chi gi4o duc, cAm nang gido duc, cac bao cdo so két, tong két cua S¢ Giéo duc va
Pao tao Tp. Hd Chi Minh, Bo Gi4o duc va Pao tao, va nhing luan vin d& nghién
ctru trude d6 vé chat luong gido duc 1a nguon dit liéu thir cap quan trong phuc vu
cho viéc nghién ctu. Ngudn thu thap thong tin cho dit liéu tht cdp duoc nhic dén
nhu sau:
> Thu vién truong Pai hoc Ky Thuat Cong Nghé Tp. H6 Chi Minh, Dai
hoc Kinh té Tp. H5 Chi Minh.
Tap chi giao duc, marketing.
Cac bai tham luan vé dich vu va chét luong dich vu.
Bai giang vé Phuong phap nghién ctu va phan tich dit liéu SPSS 16.0.
Béo c4o téng két nam hoc 2009-2010.

YV V. V VYV V

Nhitng luan vin nghién ctu V& sy hai 10ng cia Sinh vién cac truong dai
hoc.

» Internet.
3.3.  Thiét ké nghién ciru
3.3.1. Nghién ciru dinh tinh

33.1.1. Muc tiéu

Pay 13 budc nghién cau so bd dé sang loc lai cac bién dua vao mé hinh
nghién ctu, kiém tra cac thang do sir dung. Thang do duoc xay dung dia trén co
s& ly thuyét vé chit luong dich vu, ly thuyét vé thang do chat luong dich vu d4 ¢,
cu thé l1a thang do SERVQUAL (Parasuraman & ctg, 1998) va ly thuyét vé su hai

long cua khach hang. Tuy nhién, do dac thu caa tieng nganh dich vu va do su khac
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nhau vé noi dung nghién ciu, cho nén thang do nay can co su diéu chinh trong qua
trinh nghién ctu dinh tinh dé thang do phi hop vai diéu kién thuc té hon.

Nghién ciru dinh tinh sir dung k¥ thuat thao luan nhém théng qua hoi y kién
cua l1anh dao cac truong TCCN ngodi cong lap trén dia ban Tp. H6 Chi Minh va
Hoc sinh vé van dé nghién cau. Qua d6 dé phat hién va kham phé nhiing yéu to tac
dong dén sy hai long caa Hoc sinh ¢ cac truong TCCN ngoai cong lap. Tir két qua
nghién ctru so b két hop Véi co sa ly thuyét thang do SERVQUAL tién hanh xay
dung nén thang do dua vao mé hinh nghién ctu va thiét 1ap bang hoi.

3.3.1.2.  Quy trinh

Pau tién, tac gia s& chuan bi mot sb cau hoi dé thao luan, trao doi véi
lanh dao cua cac truong TCCN ngoai cong 1ap véi ndi dung tap trung vé van dé
nghién cuu:

- L&nh dao nha trudong danh gia Hoc sinh hai 10ng nhu thé nao ddi véi truong
minh.

- L&nh dao nha trudng nhan xét gi v& mé hinh chat luong dich vu trong lanh
vuc gi4o duc du kién.

- L&nh dao nha truong cd y kién gi vé cac tiéu chi do ludng chat luong dich
vu.

- L&nh dao nha truong c6 nhan dinh gi vé cac ky vong caa Hoc sinh trong
tuong lai.

- Cho biét cac thang do su hai long cia Hoc sinh d4 dugc trinh bay c6 hop ly
chua.

- L&nh dao nha truong st dung cac thang do nao dé do luong muc do hai long
cua Hoc sinh.

- L&nh dao nha truong 1am thé nao dé mang lai su hai long cao nhat cho Hoc
sinh caa truong minh.

Sau @6 tién hanh thao luan véi thanh phan tham gia gom c6 Ban giam hiéu
va mot s6 nhan vién cia cac bo phan nhu: phong hd tro Hoc sinh Sinh vién, phong

Tuyén sinh, phong Pao tao, phong Hanh chinh va Ban giam hiéu nha truong.
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V& phia Hoc sinh, tac gia chon ngau nhién 30 Hoc sinh cua 3 truong khac
nhau dé tham gia phong van tay d6i, qua d6 ghi nhan y kién caa Hoc sinh vé chat
luong dao tao va mong mudn caa ho trong khi hoc tai truedng va khi ra trudng.

3.3.1.3. Kétqua

Sau khi tién hanh nghién ciru dinh tinh, 24 thang do, 6 nhan t6 caa mo hinh
nghién cau vé su hai long Hoc sinh & trén duoc dong tinh va cd thé dung cho
nghién ciu tiép theo. Tir budc nghién ciru dinh tinh ta c6 co so dé 1ap bang cau hoi
khao sét va tiép tuc dua vao nghién ctru dinh luong.

3.3.2. Nghién ciru dinh lwgng

3.3.2.1.  Muc tidu

Nghién ctru dinh luong duoc tién hanh nham kiém dinh lai cac thang do
trong mod hinh nghién ctu. Pay la buéc phan tich chi tiét cac dir liéu thu thap
dugc théng qua phiéu diéu tra guri cho Hoc sinh dé xac dinh tinh logich, tuong
quan cua cac nhan té voi nhau va tir d6 dua ra két qua cu thé cua dé tai nghién ctu.

3.3.2.2.  Quy trinh
Xay dung bang cau hoi.

T &

Xéc dinh s6 luong mau can thiét cho nghién ciru.

o

Gui phiéu diéu tra cho Hoc sinh.

o

Thu nhan phan héi tir phia Hoc sinh.
e. Xu ly dir liéu thong qua viéc st dung cong cu phan tich SPSS 16.0 theo trinh tu
Sau.
- Phéan tich mé ta.
- Phan tich d9 tin cay cuia cac thang do.
- Phan tich nhan té.
- Xay dung mé hinh nghién ctru tong hop.
- Kiém dinh mé hinh théng qua phan tich Pearson, phan tich hdi quy va phan
tich ANOVA.
3.3.2.3. Kétqua

Mot trong nhitng hinh thirc do ludng dwoc st dung phd bién nhit trong
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nghién ciru dinh luong 14 thang do do (Rennis Likert, 1932) gioi thiéu. Ong da dua
ra loai thang do 5 mutrc do pho bién tir 1-5 dé tim hiéu muc d6 danh gia cua nguoi
tra 101. Thong thuong, chdng ta sé st dung cac thang do da khia canh va ca thang do
don khia canh trong qua trinh thiét lap thang do va lap bang cau hoi.

Co tat ca 475 bang cau hoi gui truc tiép cho Hoc sinh dugc Iya chon ngiu
nhién va phan bé cho 3 trudng nhu sau: Trudng Trung Cap Bén Thanh 190 bang
hoi phan bo cho 4, Truong Trung Cép Kinh té - Du lich Tan Thanh 65 bang hoi
phan bo cho 1 16p, Trudng Trung Cap Quang Trung 220 bang hoi. C 475 bang cau
hoi dugc phat ra trong vong 3 ngay 22, 23, 24 thang 11 nam 2011, nhung thu vé
dugc 463 bang cau hoi, qua Xt Iy bang cau hoi chi con 450 bang cau hoi hop I¢,
trong d6 con: 180 bang cau hoéi cua Trudng Trung Cap Bén Thanh, 210 bang ciu
hoi ciia Trudng Trung Cip Quang Trung, 60 bang cau hoi ctia Truong Trung Cap
Kinh té - Du lich Tan Thanh .

Theo (Hoang Trong va Chu Nguyén Méng Ngoc, 2008) thi tinh dai dién cua
s6 luong mau duoc lya chon nghién ciu s& thich hop néu s6 quan sat (c& mau) it
nhét phai bang 4 hay 5 lan s6 bién quan sat. M6 hinh nghién ciru trong luan vin bao
gom 6 nhan t6 doc lap véi 24 bién quan sat. Do d6, sé lugng miu can thiét 1a tir
140 don vi tro 18n. S6 lwong mau dang trong nghién cau 12 450 don vi nén tinh
dai dién cua mau duogc dam bao cho viéc thuc hién nghién ciu.

Nhu vay, sau khi thu thap duoc ) lugng mau thich hop, tac gia st dung
cong cu SPSS 16.0 dé phan tich dit liéu vé6i cac thang do dugc mé hda nhu trong

bang sau va két qua chi tiét s& duoc trinh bay ¢ Bang 3.1 duéi day:
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Bang 3.1: Tong hop thang do dwge ma hoa

ST|

Ma héa| Dién giai

Co sé vat chat

CSVCO01

INha truong c¢6 da phong thuc hanh.

CSVC02

INha truong c6 du phong thi nghiém.

CSVCO03

Nha trudng c6 du phong hoc Iy thuyét.

CSVC04

Trang thiét b thuc hanh c6 phi hop voi bén ngoai cac doanh nghiép.

gl B W N

CSVCO05

Trang thiét bi day hoc co6 hi¢n dai va dap ung du.

Khun vién vui choi va hoc tip ciia Hoc sinh

(ep]

VCHTO1

Thu vién nha truong c¢b dap ung du tai liéu hoc tap cho Hoc sinh.

VCHTO02

INha truong co san choi thoang mat cho Hoc sinh.

VCHTO03

Nha trudng dap ung du chd ndi tra cho Hoc sinh.

Doi ngii Gido vién

DNGV01

Gi4o vién cd kién thuc chuy@n mén sau va thyc té.

10

DNGV02

Gi4o vién co kinh nghiém va phuong phap giang day.

11

DNGV03

Gi&o vién co trach nhiém khi dirng 16p.

12

DNGV04

Giéo vién thuc hién dang chwong trinh va gio gidc nha truong.

Sw nhiét tinh ciia can b nhan vién

13

NTCBO1

Nhan vién nha trudng c6 san sang ho tro, dap tmg Hoc sinh mét cach kip
thoi.

14

NTCB02

Nhan vién nha truong ludn niém nd, an can khi tiép giao tiép voi Hoc
sinh.

15

NTCBO03

Nhan vién nha truong hét minh vi cong viéc.

Quan tam va cam két ciia 13nh dao nha truong

16

QTCKO1

Nha truong thong bao dén Hoc sinh chuin dau ra dau khoa hoc.

17

QTCKO02

Nha truong thong bao mirc hoc phi toan khéa hoc cho Hoc sinh dau khoa.

18

QTCKO3

Nha truong thuc hién ding 161 hira vé co s6 vat chit.

19

QTCKO4

Nha truong thy hién dung diéu kién hoc tap.

20

QTCKO5

Nha truong thyc hién dung tién do hoc tap.

21

QTCKO6

Gi4o vién chi nhiém theo ddi va giai quyét moi vin dé khi Hoc sinh co
nhu ciu.

Cac khoan phi nha truwong

22

HPHIO01

Hoc phi nha truong phu hop vdi Hoc sinh.

23

HPHI02

Hoc phi nha trudng phl hop vé6i co s vat chat hién co.

24

HPHIO03

Ngoai hoc phi nha truong khong thu thém nhirng khoan khac khong hgp 1y

Nguon: tac gia tong hop tir nghién ciru dinh tinh
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3.3.3. Thiét ké bang cau héi
3.3.3.1. Muc tiéu
» Do luong mie d6 hai long cua Hoc sinh.
> Kiém dinh cac nhén t tic dong dén sy hai 16ng cia Hoc sinh.
> Kiém dinh muc d6 hai 10ng cia Hoc sinh ¢6 thoi gian hoc khac nhau va
cac nganh khac nhau.
3.3.3.2. Noi dung
Sau qué trinh nghién ctru dinh tinh, bang cau hoi (PHU LUC 1) dugc thiét
ké voi 24 bién, 5 bién do ludng nhan té Co sé vat chat, 3 bién do luong nhan tb
Khudn vién vui choi va hoc tap cua Hoc sinh, 4 bién do leong nhan t& Su nhiét tinh
CBNV nha truong, 4 bién do luong nhan t Pdi ngii Giao vién, 6 bién do nhan t6
Sy quan tdim va cam két ctia nha truong, 3 bién do nhéan t6 cac khoan phi nha
truong. Ngoai ra, tac gia con dua vao cau hoi dé xac dinh d6 hai long cua Hoc sinh
va mot s thong tin xac dinh Hoc sinh dang hoc chuy@n nganh nao, hoc nim may.
Két luan chwong:
Chuong 111, d4 cho thay tong quan vé phuong phap nghién ctu, dua ra duoc
quy trinh nghién cuu, cach thu thap di liéu, nghién ciu dinh tinh qua nhitng budc
nao, dinh lwong qua nhimg budc nao. Pac biét dd cho thdy duoc cach ldy mau cu

thé va bang clu hoi dé diéu tra dwa vao phan tich trong chuong tiép theo.
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CHUONG IV: KET QUA NGHIEN CUU VA THAO LUAN
Chuong III da dua ra dugc phuong phap nghién ctru, bang hoi duogc gui truc
tiép dén ting Hoc sinh dé 1ay y kién va thu thap dé phan tich trong chuong nay.
Chuong IV s& phan tich va cho két qua nghién ctu théng qua viéc chay dit liéu
bang cdng cu SPSS 16.0. Tur day sé& chi ra duoc md hinh chinh thuc cua dé tai qua
phan tinh hdi quy tuyén tinh.
4.1. Théng ké mo td
Y kién téng quat caa Hoc sinh vé sy hai long dich vu dao tao TCCN ngoai
cong lap trén dia ban Tp. H5 Chi Minh duoc thé hién bang thong ké md ta caa mau
duoc tinh toan bao gém: 1- Pic trung do lwdong khuynh hudng tap trung (Mean —
Gia tri trung binh, Max — Gié tri 16n nhat nhat, Min — Gia tri nho nhat); 2 — Dac
trung do luong d6 phan tan (Standard deviation — D6 Iéch chuan) cua ting bién.
4.1.1. Co sé vat chit nha truong
Nhan t6 co s vat chat ciia nha truong duge do ludng théng qua 5 bién quan
sat: CSVCO1 — Nha truong dap ing du phong thuc hanh; CSVC02 — Nha truong
dap tng du phong thi nghiém; CSVC03 — Nha truong dap tmg du phong hoc ly
thuyét; CSVC04 — Trang thiét bi thuc hanh phl hop véi bén ngoai cac Doanh
nghiép; CSVCO5 — Thiét bj day hoc hién dai va dap tng du. Dya vao bang 4.1 ta
thidy Min = 1 twong ng véi “Hoan toan khéng dong y” va Max = 5 twong tng Véi
“Hoan toan dong y”, diéu nay cho thiy Hoc sinh c6 suy nghi khac nhau vé yéu tb
co s& VAt chat cia cac trudng ngodi cong 1ap tai Tp. H& Chi Minh. Nhin vao cot
gia tri trung binh (Mean) c6 gia tri tir 3,14 — 3,71 va do léch chuan (Std.
Deviation) c6 gi tri tir 0,768 — 0,864, diéu nay noi Ién rang da s6 Hoc sinh danh
gia “trung lap — 3”; “Dong y - 4” vi d6 léch chuan (Std. Deviation) khong léch xa
gia tri trung binh (Mean).
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Bang 4.1: Théng ké md ta co sé vat chat nha trwong

Descriptive Statistics

N Minimum [ Maximum [Mean|  Std. Deviation
Nha truong dép tng
du phong thuc hanh. w0 . ° 4 832
Nha truong dap un
Nha truong dap ung
dt phong hoc ly 450 1 5 3,71 787
thuyét.
Trang thiét bi thuc
hanh phu hgp véi bén
ngoaipcéc Docf)anh 0 ' ° %199 864
nghiép.
Trang thiét bi day hoc
hién dai va dap ung 450 1 5 3,18 ,862
du.
Valid N (listwise) 450

Nguén: Tac gia xir Iy dir liéu bang SPSS 16.0

4.1.2. Khuon vién vui choi va hoc tap ciaa Hoc sinh

Nhan t6 khudn vién vui choi va hoc tap cua Hoc sinh dugc do ludng thong
qua 3 bién: VCHTO1 — Nha truong dap tng du tai lieu hoc tap cho Hoc sinh;
VCHTO02 — Nha truong c6 san choi thoang mat cho Hoc sinh; VCHTO03 — Nha
truong dap wng du chd noi tri cho Hoc sinh. Dua vao bang 4.2 ta thay gia tri nho
nhat (Min) = 1 twong &ng voi “Hoan toan khong dong y” va Gia tri 16n nhat (Max)

= 5 twong tng Véi “Hoan toan dong ¥, diéu nay cho thay Hoc sinh cd suy nghi



44

khéc nhau vé nhan té khuon vién vui choi va hoc tap cua nha trudng ngoai cong lap
tai Tp. H6 Chi Minh. Nhin cot gia trj trung binh (Mean) c6 gi4 tri tir 2,98 — 3,08 va
d6 léch chuan (Std. Deviation) c6 gia tri tir 0,774 — 0,879, diéu nay néi Ién rang da
s6 Hoc sinh danh gia “Trung lap — 3”. Vi d¢ léch chuan (Std. Deviation) khéng
léch xa gi tri (nho hon 1) so vé4i gia trung binh (Mean). Ba bién ciia nhan t6 nay
déu c6 gia tri trung binh (mean) lan luot: VCHTO1 — Nha trudng dap tmg du tai liéu
hoc tap cho Hoc sinh (Mean = 2,98); VCHTO02 — Nha truong ¢6 san choi thoang mat
cho Hoc sinh (Mean = 3,08); VCHTO03 — Nha truong dap tng da chd noi trd cho
Hoc sinh (Mean = 3,05). Vay rd rang Hoc sinh danh gia thanh phan nay chua cao &
c4c trudng TCCN ngoai cong lap tai Tp. H6 Chi Minh.
Bang 4.2: Théng ké md ta khudn vién vui choi va hoc tap

Descriptive Statistics

N | Minimum | Maximum | Mean | Std. Deviation

Thu vién nha truong dap
ung du tai liéu hoc tap cia | 450 1 5 2,98(,879

Hoc sinh.

Nha truong c6 san choi

450 1 5 3,08(,797
thoang méat cho Hoc sinh.
Nha trudong dap ung di chd

450 1 5 3,05(,774
Nndi tra cho Hoc sinh.
Valid N (listwise) 450

Nguén: Tac gia xir Iy dir liéu bang SPSS 16.0

4.1.3. DPoi ngii Giao vién

Nhan t6 doi ngii Gido vién duoc do ludng théng qua 4 bién: DPNGVO1 —
Gi4o vién c6 kién thic chuyén mén sau va thuc té; DPNGV02 - Giéo vién c6 kinh
nghiém va phuong phap giang day; DPNGV03 — Giao vién co trach nhiém khi dang

16p; DPNGV04 — Gido vién thuc hién ding chuong trinh va gio gidc nha truong. Dua
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vao bang 4.3 ta thay gia tri nho nhat (Min) = 1 twong Gng véi “Hoan toan khong
ddng y” va gié tri 16n nhat (Max) = 5 twong ung véi “Hoan toan dong y”, diéu nay
cho thay Hoc sinh ¢6 suy nghi khac nhau vé thanh phan doi ngii Gi4o vién cua cac
truong ngodi cong 1ap tai Tp. H6 Chi Minh. Nhin vao bang 4.3, cot gia tri trung
binh (Mean) c6 gia tri tir 3,62 — 3,92 va d¢ léch chuan (Std. Deviation) c6 gia tri tir
0,779 - 0,837, diéu nay noi Ién ring da s6 Hoc sinh danh gia “trung lap — 3”;
“Dong y - 4”. Vi do léch chuan (Std. Deviation) <1 khong léch xa gia trung binh
(Mean). Bong thoi ciing nhin vao bang 4.3 ta ciing thiy Hoc sinh dénh gia cao hai
bién: DPNGVO1 - Gido vién co kién thic chuy@n mdn sau va thyuc té va GVCTO2 -
Giao vién co kinh nghiém va phuong phap giang day.
Béng 4.3: Thong ké mo ta vé ddi ngii Giao vién

Descriptive Statistics

N | Minimum | Maximum [Mean| Std. Deviation

Gido vién c6 kién thirc
A A . | 450 1 5 3,92(,779

chuyén mon sau va thyc te.
Giao vién co kinh nghi¢m

450 1 5 3,82(,805
va phuong phap giang day.
Giao vién c0 trach nhiém

450 1 5 3,57|,837
khi dimg 16p.
Giao vién thyc hién dung
chuong trinh va gio gidc nha| 450 1 5| 3,62[,795
truong.
Valid N (listwise) 450

Ngudn: Tac gia xir Iy dir li¢u SPSS 16.0
4.1.4. Sw nhiét tinh cha can by nhan vién nha treong
Nhan té Su nhiét tinh cia CBNV nha truong duoc do luong thdng qua 3

bién: NTCBO1 — Nhan vién nha truong san sang hd trg, dap tng Hoc sinh mét cach
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kip thoi; NTCBO02 — Nhan vién nha trudng niém nd, an can khi giao tiép voi Hoc
sinh; NTCBO03 — Nhan vién nha truong hét minh vai cong viéc. Dya vao Bang 4.4
ta thdy gia tri nho nhat (Min) = 1 twong &ng véi “Hoan toan khong dong y” va gia
tri 1on nhat (Max) = 5 twong ung véi “Hoan toan ddng ¥, diéu nay cho thay Hoc
sinh ¢6 suy nghi khac nhau vé thanh phan su nhiét tinh caa can bo nhan vién cua
cac truong ngoai cdng 1ap tai Tp. H& Chi Minh. Bang 4.4, cot gi tri trung binh
(Mean) c6 gia tri tir 3,40 — 3,63 va do léch chuan (Std. Deviation) c6 gia tri tur
0,802 — 0,855, diéu nay noi Ién ring da s6 Hoc sinh danh gia “trung lap — 3”;
“Dong ¥ - 4”. Vi do léch chuan (Std. Deviation) <1 khéng léch xa gia tri trung binh
(Mean). DBong thoi ciing nhin vao Bang 4.4 ta ciing thy Hoc sinh danh gia ba bién
ctia nhan té sy nhiét tinh caa can bo nhan vién nha trudng twong duong nhau.
Bang 4.4: Thong ké mo ta vé su nhiét tinh can b nhan vién

Descriptive Statistics

N | Minimum [ Maximum | Mean | Std. Deviation

Nhan vién nha trudng san
sang hd trg, dap ung Hoc sinh| 450 1 5 3,40(,855
mot cach kip thoi.

Nhan vién nha truong niém
nd, an can khi giao tiép véi | 450 1 5| 3,63|,802
Hoc sinh.

Nhan vién nha truong hét
450 1 5 3,59(,842
minh v&i cong viéc.

Valid N (listwise) 450

Nguén: Tac gia xir Iy dir li¢u SPSS 16.0
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4.1.5. Quan tAm va cam két ctia 1anh dao nha truwong

Nhan té quan tdm va cam két cua lanh dao nha truong duge do luong thong
qua 6 bién: QTCKO1 — Nha trudng théng bao chuan dau ra dén Hoc sinh dau khoa
hoc; QTCKO2 — Nha truong thong bdo muc hoc phi toan khoa hoc cho Hoc sinh
dau khéa hoc; QTCKO3 — Nha truong thuc hién dlng loi hira vé co so vat chat;
QTCKO4 - Nha truong thuc hién ding diéu kién hoc tap; QTCKO5 - Nha truong
thuc hién ding tién do hoc tap; QTCKO06 — Giao vién chu nhiém ludn theo déi va
giai quyét moi van dé khi Hoc sinh c6 nhu cau; Dua vao Bang 4.5 ta thay gia tri
nhé nhat (Min) = 1 tuong tng véi “Hoan toan khong dong y” va gia tri 16n nhat
(Max) = 5 tuwong tng voi “Hoan toan dong ¥, diéu nay cho thiy Hoc sinh cd suy
nghi khac nhau vé céc bién cua thanh phan quan tdm va cam két cta nha trudng.
Bang 4.5, cot gia trj trung binh (Mean) c6 gia tri tir 3,11 — 3,44 va d¢ léch chuan
(Std. Deviation) c6 gié tri tir 0,731 — 1,013, v& danh gia cac bién nay ciing da sb tap
trung & mac “3 — Trung lap”, dac biét bién QTCKO5 - Nha trudng thuc hién ding
tién do hoc tap co do léch chuan (Std. Deviation) = 1,013, tirc 1a d6 léch chuan so

Véi gia tri trung binh dén 1,013 tung d6i xa so vai nhitng bién khac d4 théng ké.
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Bang 4.5: Thong ké md ta quan tim va cam két ciia nha trudong

Descriptive Statistics

Std.
N [Minimum{Maximum|Mean| Deviation
Nha trudng thong bao chuin dau ra dén
. 450 1 5[ 3,36{,945
Hoc sinh dau khoa hoc.
Nha truong thong bao muc hoc phi
toan khda hoc cho Hoc sinh dau khoa |450 1 5| 3,32|,919
hoc.
Nha truong thyc hién ding 161 htra vé
. 450 1 5| 3,26{,731
co s& vat chat .
Nha truong thuc hién ding diéu kién
450 1 5| 3,44(,813
hoc tap.
Nha trudng thuc hién ding tién d6 hoc
450 1 5( 3,11{1,013
tap.
Nha truong quan tam Hoc sinh Ién
5 450 1 5[ 3,14{,983
hang dau.
Valid N (listwise) 450

Ngudn: Tac gia xir Iy dir li¢u SPSS 16.0

4.1.6. Cac khoan phi nha trwong

Céc khoan phi nha truong dugc do bang 3 bién: HPHIOI- Hoc phi nha
truong phl hop véi da sé Hoc sinh; HPHI02 - Hoc phi nha trudng ph hop véi co
s& vat chat nha truong; HPHIO3 — Ngoai hoc phi nha truong khong thu thém nhimng
khoan khac khong hop 1y. Tir Bang 4.6, ta thiy gia tri nho nhat (Min) = 1 va gia tri
|6n nhit (Max) = 5 cta ca 3 bién, diéu ndy ciing cho ta thay 450 quan sét thi Hoc
sinh da chon tit ca cac lya chon tir “1 — Hoan toan khong dong ¥ cho dén “5 —

Hoan toan ddng y”. Gid tri trung binh (Mean) lan luot 4,04 - 4,26 va d6 1éch chuan
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(Std.Deviation) lan Iuot 0,731 - 0,811, chimg t6 rang tap trung nhiéu lya chon &
muc “3 — Trung lap”; “4 - Pong ¥ va “5 — Hoan toan dong ¥”. Nhung véi do 1éch
chuan va gi4 tri trung binh nhu trén Bang 4.6 cia 3 bién cac khoan phi thi tap trung
da s6 nhéat & muc “4 — Pong .

Béng 4.6: Thong ké mo ta cac khoan phi nha truong

Descriptive Statistics

N Minimum | Maximum | Mean Std. Deviation

Hoc phi nha truong

phi hop véi da s6 450 1 ) 4,04(,789
Hoc sinh.

Hoc phi nha truong

turong ing véi dicu 450 1 5|  4,14(,811

Kién ctia nha truong.

Ngoai hoc phi nha

truong khong thu
450 1 5 4,26(,731
thém nhiing khoan
khac khong hop 1y.
Valid N (listwise) 450

Ngudn: Tac gia xir Iy dir li¢u SPSS 16.0

T6m lai: Dwa vao phan tich théng ké mé ta 6 nhan t6 twong g voi 24 bién thi gia
tri trung binh déu 16n hon 3 va d6 léch chuin déu nho hon 1, trir bién QTCKOS5 -

Nha trudng thuc hién ding tién d6 hoc tap c6 do léch chuan 1,011.
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4.2.  Phdn tich thang do
4.2.1. Phan tich d¢ tin cay (Cronbach’s Alpha)

Hé s6 Cronbach’s Alpha 1a mot phép kiém dinh thong ké dung dé kiém tra sy
chat ch& va tuong quan giita cac bién quan sat. Didu ndy lién quan dén hai khia canh
1a twong quan gitra ban thin cac bién va twong quan cac diém sb cua timg bién véi
diém s6 toan bo cac bién cia mdi ngudi tra 101

Phuong phép nay cho phép nguoi phan tich loai bo nhimg bién khong phi
hop va han ché cac bién rac trong mé hinh nghién ctru vi néu khong chiing ta khong
thé biét dugc chinh xac do bién thién ciing nhu do 13i cua cac bién. Theo do, chi
nhitng bién c6 Hé sb twong quan tong bién phl hop (Corrected Item-Total
Correlation) I6n hon 0,3 va thang do c6 Hé s6 Alpha Ién hon 0,6 (voi khai niém
do luong méi hodc méi v6i nguoi tra 16i) thi chap nhan duoc va thich hop dua vao
phan tich nhimg budc tiép theo (Nunnally, 1978; Peterson, 1994; Slater, 1995; Dan
theo Hoang Trong va Chu Nguydn Mong Ngoc, 2008). Ciing theo nhiéu nha nghién
ctru, néu Cronbach’s Alpha dat tir 0,8 tro 18n thi thang do ludng 14 tot va mac do
trong quan s& cang cao hon. Nhin vao bang thong ké bén dudi, chung ta c6 thé thay
duogc két qua phan tich do tin cay nhu sau:

V& nhan t6 Co s& vat chat nha trueong (CSVC), 5 bién quan sat (Bang 4.7)
déu c6 Hé sb tuong quan tong bién phl hop (Corrected Item-Total Correlation) >
0,3 va Hé s6 Cronbach’s Alpha dat 0,670 nén thoa diéu kién dua vao phan tich nhan
to.

Béng 4.7: Két qua phén tich hé s6 Cronbach’s Alpha nhin té6 CSVC
Reliability Statistics

Cronbach's Alpha N of Items

,670 5
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Item-Total Statistics

du.

Scale Mean Scale Corrected
if ltem Variance if | Item-Total | Cronbach's Alpha
Deleted |ltem Deleted| Correlation | if Iltem Deleted
Nha truong dap ung
. . 13,84 4,984(,440 ,611
da phong thuc hanh.
Nha truong dap ung
_ 13,58 5,246|,419 ,621
da phong thi nghiém.
Nha truong dap ung
du phong hoc ly 13,26 5,337(,373 ,641
thuyét.
Trang thiét bi thuc
hanh phu hop vaéi bén
o 13,42 4,726(,489 ,587
ngoai cac Doanh
nghiép.
Trang thiét bi day hoc
hién dai va dap ung 13,79 5,032|,397 ,632

Ngudn: Tac gia xir 1y s6 liéu SPSS 16.0

V& nhan t6 Khudn vién vui choi va hoc tip ciia Hoc sinh (VCHT), 3 bién

quan sat (Bang 4.8) déu c6 Hé sb twong quan tong bién phl hop (Corrected Item-
Total Correlation) > 0,3 va Hé s6 Cronbach’s Alpha dat 0,627 nén thoa diéu kién

dua vao phén tich nhan td.
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Bang 4.8: Két qua phan tich hé s6 Cronbach’s Alpha nhan t6 VCHT

Reliability Statistics

Cronbach's Alpha N of Items
,627 3
Item-Total Statistics
Scale Mean Scale Corrected
if Item Variance if | Item-Total | Cronbach's Alpha
Deleted |Item Deleted| Correlation | if Item Deleted
Thu vién nha truong
dap ung du tai liéu 8,13 1,746|,399 ,587
hoc tap cua Hoc sinh.
Nha truong €6 san
choi thoang mat cho 8,03 1,854,441 021
Hoc sinh.
Nha truong dap ung
dt chd nodi tra cho 8,06 1,852,473 ,480
Hoc sinh.

Ngudn: Tac gia xir 1y s liéu SPSS 16.0
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V& nhan t6 Poi ngii Gido vien (PNGYV), 4 bién quan sat (Bang 4.9) déu c6

Hé sb turong quan tong bién phll hop (Corrected Item-Total Correlation) > 0,3 va Hé

s6 Cronbach’s Alpha dat 0,677 nén thoa diéu kién dwa vao phén tich nhan t4.

Béng 4.9: Két qua phén tich hé s6 Cronbach’s Alpha nhin to PNGV

Reliability Statistics

Cronbach's
Alpha N of Items
677 4
Item-Total Statistics
Scale Mean Scale Corrected
if Item Variance if | Item-Total | Cronbach's Alpha
Deleted |ltem Deleted| Correlation | if Item Deleted
Gido vién co kién
thire chuyén mon sau 11,01 3,381|,444 ,621
va thuc té.
Giao vién co kinh
nghiém va phuong 11,11 3,161(,506 ,580
phap giang day.
Giao vién co trach
higm khi ditm 16p. 11,36 3,091(,499 ,584
Giao Vvién thuc hién
dang chuong trinh va 11,31 3,471{,390 ,655
gio gidc nha trudng.

Ngudn: Tac gia xir 1y so6 liéu SPSS 16.0
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V& nhan t6 Nhiét tinh can bd cong nhan vién (NTCB), 3 bién quan sat

(Bang 4.10) déu co6 Hé s twong quan tong bién phd hop (Corrected Item-Total

Correlation) > 0,3 va Hé sb Cronbach’s Alpha dat 0,695 nén thoa diéu kién dua vao

phan tich nhan t5.

Bing 4.10: Két qua phan tich h¢ s6 Cronbach’s Alpha nhén t6 NTCB

Reliability Statistics

Cronbach's Alpha N of Items
,695 3
Item-Total Statistics
Scale Mean Scale Corrected
if Item Variance if | Item-Total | Cronbach's Alpha
Deleted |ltem Deleted| Correlation | if Item Deleted
Nhan vién nha truong
san sang ho tro, dap
(tng Hoe sinh mot 1,22 1,992,481 ,642
cach kip thoi.
Nhan vién nha truong
niém nd, 4n can khi
gico tidp véi Hoe 6,99 2,002,545 ,562
sinh.
Nhan vién nha truong
hét minh véi cong 7,03 1,972|,508 ,607

Viéc.

Ngudn: Tac gia xir 1y so liéu SPSS 16.0
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V& nhan t6 Quan tam va cam két ciia nha trwong (QTCK), 6 bién quan
sat (Bang 4.11) déu c6 Hé sb twong quan tong bién phu hop (Corrected Item-Total
Correlation) > 0,3 va Hé s6 Cronbach’s Alpha dat 0,713 nén thoa diéu kién dua vao
phan tich nhan to.

Bing 4.11: Két qua phan tich hé s6 Cronbach’s Alpha nhén t6 QTCK
Reliability Statistics

Cronbach's Alpha N of Items

713 7
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Item-Total Statistics

quyét moi van dé khi

Hoc sinh ¢4 nhu cau.

Scale Mean Scale Corrected Cronbach's
if ltem Variance if | Item-Total | Alphaif Item
Deleted |ltem Deleted| Correlation Deleted
Nha truong thong bao
chuan dau ra dén Hoc 20,41 10,964,414 682
sinh dau khoéa hoc.
Nha truong thong bao
muc hoc phi toan khoa
. 20,45 10,903|,445 ,674
hoc cho Hoc sinh dau
khéa hoc.
Nha truong thuc hién
dung 16i htra Vé co s6 19,51 13,141|,346 ,695
vat chat.
Nha truong thuc hién
. 20,33 11,985|,320 ,703
dung diéu kién hoc tap.
Nha truong thuc hién
, 20,65 9,995(,535 ,648
dang tién do hoc tap.
Giao vién chu nhiém
lubn theo ddi va giai
20,62 10,932|,509 ,660

Ngudn: Tac gia xir 1y s liéu SPSS 16.0

V& nhan t6 Cac khoan phi nha truwong (HPHI), 3 bién quan sat (Bang

4.12) déu c6 Hé sb tuong quan tong bién phU hop (Corrected Item-Total
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Correlation) > 0,3 va Hé sb Cronbach’s Alpha dat 0,654 nén thoa diéu kién dua vao
phan tich nhan t5.
Béng 4.11: Két qua phan tich hé s6 Cronbach’s Alpha nhén t6 QTCK
Reliability Statistics

Cronbach's Alpha N of Items

,654 2

Item-Total Statistics

Scale Mean Scale Corrected
if ltem Variance if | Item-Total [Cronbach's Alpha

Deleted |ltem Deleted| Correlation | if Item Deleted

Hoc phi nha truong
phu hop véi da s6 4,14|,658 467 A
Hoc sinh.

Hoc phi nha truong

phu hop véi co so vat

. 4,04(,622 ,487 A
chat nha truong.
Ngoai hoc phi nha
trueong khong thu
8 8 4,08|,635 474 A

thém nhiing khoan

khac khong hop 1y.

Ngudn: Tac gia xir 1y s6 liéu SPSS 16.0
Nhu vdy, qua phan tinh hé s tin cdy, 24 bién quan sat ciia 6 nhén t thi két
qua phén tich cho thay tat ca 24 bién cua 6 nhan t6 nay déu thoa man va tiép tuc

dugc dwa vao phan tich nhan t6 ¢ budc tiép theo.
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4.2.2. Phan tich nhan té (EFA)

Phan tich nhan t6 EFA (Exploratory Factor Analysis) 1a mot ky thudt phan
tich nham thu nho va tém tit cac dir lidu rit c6 ich cho viée xac dinh cac tap hop
bién can thiét cho vin dé nghién ctiru. Quan hé giira cac nhom bién c6 lién hé qua lai
|An nhau duoc xem xét dudi dang mot s6 cac nhan té co ban. Mdi mot bién quan sat
s& duoc tinh mot ty sd goi 12 Hé s6 tai nhan té (factor loading). Hé s6 nay cho nguoi
nghién ctru biét duoc mdi bién do luong s& thudc vé nhirg nhan té nao.

Trong phan tich nhan t4, yéu cau can thiét 14 hé sé6 KMO (Kaiser-Meyer —
Olkin (KMO) phai c¢é gi tri 16n (0,5<KMO<1) thé hién phan tich nhan t4 1a thich
hop, con néu hé s6 KMO<0,5 thi phan tich nhan t6 c6 kha ning khong thich hop véi
cac dit liéu (Hoang Trong va Chu Nguyén Mong Ngoc, 2008). Thém vao do, hé sb
tai nhan t6 cua ting bién quan st phai c6 gia tri [6n hon hoic bing 0,5 thi méi cé
y nghia thwe tién (Theo Hair & ctg,1998): Dan theo tai liéu giang day kinh té
Fulbright Nguyén Khanh Duy,2007-2008), diém dung khi Eigenvalue (dai dién cho
phan bién thién duogc giai thich boi mdi nhan t6) Ién hon 1 (mic dinh cua chuong
trinh SPSS), va tong phuong sai ding dé giai thich boi timg nhan té 1é6n hon 50%
mé6i théa yéu cau cta phan tich nhan t6 (Gerbing va Anderson, 1988; Dan theo
Nguyén Khanh Duy, 2007). Khi tién hanh phan tich nhan t6, tac gia d st dung
phwong phap trich (Extraction method) la Principal components vai phép xoay
(Rotation) Varimax va phwong phap tinh nhan t6 1 phuong phap Regression.

Qua trinh phan tich nhan té duwoc tién hanh théng qua cdc bude sau:

Budre 1.

Tap hop cac bién quan sat d4 qua kiém tra vé& d6 tin cdy dua vao phén tich
nhan t6 (24 bién nghién ctru cac nhan t6 tac dong dén su hai long Hoc sinh). Qua
trinh nay dugc goi 1a phan tich nhan té 1an 1 véi két qua nhu sau:
> Vé cdc nhan t6 tic dpng dén sw hai 1ong ciia Hoc sinh (PHU LUC 2 ): KMO

dat 0,786, Eigenvalue > 1, téng phuong sai dung dé giai thich nhan tb
(52,968%) > 50% va c6 3 bién QTCKO04- Nha truong thuc hién dung diéu kién
hoc tap, QTCKO02 — Nha truong thong bao mirc hoc phi dén Hoc sinh dau khoa
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hoc, QTCKO1- Nha trudng thong bao chuin dau ra dau khéa hoc déu c6 Hé sb
tai nhan td < 0,5 nhung bién QTCKO4 c6 Hé sb tai nhan t6 (0,357) thap nhat s&
bi loai trudc tién va tap hop cac bién quan sat con lai s& duoc dua vao phén tich
nhan t6 1an 2.
Buore 2:
Nhitng bién quan sat ctia cAc nhan té tac dong dén sw hai 10ng cia Hoc
sinh trai qua phan tich nhan té 1an 1 con lai 23 bién dwa vao phén tich nhan t6 1an 2
(PHU LUC 3) cho két qua KMO (0,777) va tong phuong sai (54,493%) déu dat va
c6 1 bién QTCKO2 c6 Hé sb tai nhan t6 bang 0,419 < 0,5 s& bi loai tiép theo va tap
hop céc bién quan sat con lai s& duoc dua vao phn tich nhan t6 1an 3.
Buore 3:
Nhitng bién quan sat ctia cdc nhan té tac dong dén sw hai 10ng cia Hoc
sinh trai qua phan tich nhan t6 1an 2 ¢on lai 22 bién dua vao phan tich nhan t6 1an 3
(PHU LUC 4) cho két qua KMO (0,766) va tong phuong sai (55,371%) déu dat va
c6 1 bién QTCKO1 c6 Hé sb tai nhan t6 bang 0,464 < 0,5 s& bi loai tiép theo va tap
hop céc bién quan sat con lai s& duogc dua vao phén tich nhan t4 1an 4.
Buorc 4:
Phan tich nhan t6 lan 4 (PHU LUC 5) tap hop 21 bién quan sat con lai va
dem dén két qua nhu sau:
» KMO: 0,755
Eigenvalue: 1,188
Tong phuong sai: 56,657%
S6 nhan tb: 6 nhan t6
CSVC: gém 5 bién ciia nhan t6 CSVC.
CSVCO1 - Nha truong dap tmg du phong thuc hanh.
CSVCO02 - Nha truong dap tng du phong thi nghié¢m.

= VvV VvV V¥V

- CSVCO3 - Nha trudng dap tng du phong hoc ly thuyét.
- CSVCO04 - Trang thiét bi nha truong phl hop véi bén ngoai cac
Doanh nghiép.
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CSVCO05 - Trang thiét bi day hoc hién dai va dap tmg du.

. VCHT: gdm 3 bién ctia nhan t6 VCHT.

VCHTO1 — Thu vién nha truong dap tng du tai liéu hoc tap cho Hoc
sinh.

VCHTOZ2 - Nha truong c6 san choi thoang mat cho Hoc sinh.
VCHTO3 - Nha trudong dap tng du chd ndi tri cho Hoc sinh.

. DNGV: gém 4 bién ctia nhan t6 DNGV.

DNGVO01 - Gi4o vién c6 kién thirc chuy@n mén sau va thuc té.
DNGVO02 - Gido vién co kinh nghiém va phuong phap giang day.
DNGVO03 - Giéo vién co trach nhi¢m khi dung 16p.

DNGV04 - Gido vién thyc hién ding chuong trinh va gid gidc nha
truong.

. NTCB: gom 3 bién cta nhan t6 NTCB.

NTCBO1 - Nhan vién nha truong san sang hd trg, dap tmg Hoc sinh
mot cach kip thoi.

NTCBO02 - Nhan vién nha trudng niém nd, an can khi giao tiép vdi
Hoc sinh.

NTCBO03 - Nhan vién nha truong hét minh véi cong viée.

. QTCK: gém 3 bién cua nhan t6 QTCK.

QTCKO1 - Nha truong thuc hién ding tién do hoc tap.

QTCKO2 — Nha truong thuc hién ding 101 hira vé co s vat chat.
QTCKO3 - Giao vién chii nhiém ludn theo ddi va giai quyét moi van
d& khi Hoc sinh c6 nhu cau.

. HPHI: gom 3 bién cua nhan t6 HPHI.

HPHIO1 - Hoc phi nha trudng phi hop véi da sé Hoc sinh.

HPHIO2 - Hoc phi nha trudng twong tng véi diéu kién cta nha
truong.

HPHIO3 - Ngoai hoc phi nha truong khong thu thém nhitng khoan
khac khong hop 1y.
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Bang 4.12: Phan tinh nhan t6 1an 4

Rotated Component Matrix®

Component

213|415

Trang thiét bj nha trudng phd hop véi bén ngoai cac Doanh nghiép.
Nha trueong dap tmg du phong thuc hanh.

Nha truong dap (g da phong thi ghiém.

Trang thiét bi day hoc hién dai va dap tmg du.

Nha trueong dap tmg du phong hoc.

Nha truong thue hién dung tién do hoc tap.

Nha truong thyc hién dung 161 hira vé co s vat chét.

Gido vién chii nhiém ludn theo ddi va giai quyét moi van dé khi Hoc sinh c6
nhu cau.

Gi&o vién co kinh nghiém va phuong phéap giang day.

Gi&o vién c6 trach nhiém khi dung 16p.

Gido vién c6 kién thtrc chuyén mon sau va thuc té.

Gi4o vién thyc hién dung churong trinh va gio gidc nha truong.
Nhan vién nha truong niém nd, an can khi giao tiép voi Hoc sinh.
Nhan vién nha truong hét minh véi cong vic.

Nhan vién nha truong sin sang hd trg, dap tmg Hoc sinh mét cach kip thoi.
Nha truong dap Gmg du chd noi tri cho Hoc sinh.

Nha truong c6 san choi thoang mat cho Hoc sinh.

Thu vién nha truong dap tng du tai liéu hoc tap ctia Hoc sinh.

Hoc phi nha truong pht hop véi da sé Hoc sinh.

Hoc phi nha truong twong tmg v6i didu kién ciia nha truong.

Ngoai hoc phi nha truong khéng thu thém nhiing khoan khac khong hop 1y.

,698
,657
,640
,625
,549

,850
,839

,7120

124
,710
,663
,569
,812
779
,763
7145
731
,695

,830
,781
,525

Ngudn: Tac gia xir 1y s6 liéu SPSS 16.0
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4.3. M6 hinh nghién cizu tong qudt
4.3.1. M6 hinh nghién ctru

Sau khi tién hanh phan tich di liéu thu thap dugc thong qua cac bude phan
tich thong k& md ta, phan tich do tin cdy Cronbach’s Alpha va phan tich nhan té,
mé hinh nghién ctru duoc diéu chinh gom 6 bién doc 1ap: Co sd vat chat, Khudn
vién vui choi va hoc tap cua Hoc sinh, D6i ngii Giao vién, Su nhiét tinh cta can bo
nhan vién nha truong, Su quan tim va cam két ciia nha truong va Cac khoan phi cta
nha trudng dé do ludng bién phu thudc 12 Su hai 10ng cua Hoc sinh. Ca 6 bién nay
déu tac dong va 1am ting hodc giam sy hai long cta Hoc sinh Véi cac thang do nhu
d4 trinh bay ¢ Bang 4.12 phia trén va md hinh nghién ctu tong quat s& duoc hiéu

chinh lai nhu sau:

==
H

Nguon: tac gia diéu chinh lai mé hinh ban diu sau khi phin tich nhén tb

Hinh 4.1: M6 hinh nghién ctru tong quat
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4.3.2. Céac gia thuyét
> Ho: Co s vat chat cang ddy du, hién dai thi sy hai long cang cao.
» Hj: Khuon vién vui choi hoc tap dap ung dua, thoang mat thi su hai long cang
cao.
> H,: Doi ngii Gi4o vién cang chuén thi sy hai long cang cao.
» Hs: Su nhiét tinh can bo nhan vién cang cao thi su hai long cang cao.
> H,: Su quan tdm va cam két caa nha trudng cang nhiéu thi sy hai long cang
cao.
» Hs: Cac khoan phi cua nha truong cang hop 1y thi sy hai long cang cao.
4.4.  Kiém dinh mé hinh nghién citu
4.4.1. Phan tich twong quan hé s6 Pearson

Ngudi ta str dung mot sb thong ké c6 tén 13 Hé sé twong quan Pearson dé
luong hoa mirc d chit ché cua méi lién hé tuyén tinh giita cac bién dinh luong.
Kiém tra bién phu thudc va bién doc 14p xem c6 tuong quan véi nhau khong, néu
hai bién twong quan v6i nhau thi ¢6 hé sb twong quan Pearson [r| > 0,1. Kiém tra
gitta 2 bién doc 1ap, ¢ su twong quan chat thi phai luu ¥ VAn dé da cong tuyén khi
phan tich hoi quy.

Pa cong tuyén 13 trang thai trong d6 cac bién doc 1ap c6 twong quan chit
ché v6i nhau. Van dé cua hién tuong cong tuyén 1a ching cung cap cho mé hinh
nhitng thong tin rat giéng nhau va rat kho tach roi anh hudng cua timg bién mot dén
bién phu thudc. Hiéu tmg khac cua su tuong quan khé chit gitta cac bién doc 1ap 1a
n6 1am ting dé léch chudn cua cac hé sé hdi quy va lam giam tri thong ké t cia
kiém dinh ¥ nghia ctia chung nén cac hé sé c6 khuynh huéng kém ¥ nghia hon khi
khong c6 da cong tuyén trong khi hé sé xdc dinh R square vin kha cao. Trong qué
trinh phan tich hdi quy boi, da cong tuyén duoc SPSS chuin doan bang lwa chon
Collinearity Diagnostic.

Ma tran bén dudi (Bang 4.13) cho thiy mdi twong quan giita bién phu

thudc Sur hdi 10ng ciia Hoc sinh vé6i timg bién doc 1p déu 16n hon 0.1, ngoai trir 2
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bién VCHT - khuén vién vui choi va hoc tap cua Hoc sinh; NTCB — Nhiét tinh cén
bo nhan vién c6 hé sb tuong quan |r<0,1. Piéu ndy chimg té rang 2 nhan t6 VCHT
va NTCB khéng c6 mdi twong quan rat yéu véi bién phu thuéc SHLONG — Sy hai
long ctia Hoc sinh. Nhu vay, ta ¢ thé két luan 4 bién doc lap gom: CSVC - Co sé
vat chat nha truong, QTCK — Quan tdm va cam két ctia nha truong, PNGV — DPoi
ngii Gido vién, HPHI — Cac khoan phi nha trudng c6 thé dua vao mé hinh dé giai
thich cho bién phu thuéc SHLONG - S hdi 10ng cita Hoc sinh. Ngoai ra, hé sb
trong quan giita cac bién doc lap déu c6 r = 0, nén mbi quan hé giira cac bién nay
khéng can phai xem xét ki trong phan phan tich hdi quy tuyén tinh bdi va hién

turong cong tuyén cua cac bién ndy s& khong xay ra trong phan tich hdi quy boi.
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Bang 4.13: Két qua phan tich Pearson vé cac nhan t6 tac dong dén SHLONG

Correlations

Khuén
Quantam, | Daéi Nhiét vién Khoan | Su hai
camkét | ngii |tinhcan | wui | phicua | long
Co sOo vat| cuanha | Gidao | bonhan [choiva| nha [cua Hoc
chat truong | vién viéen |hoc tap| truong | sinh
Cosovat  Pearson Correlation 1/,000 ,000  [,000 ,000  {,000 264"
chat Sig. (2-tailed) 1,000 1,000 1,000[ 1,000  1,000{,000
N 450 450 450 450 450 450 450|
Quan tam,  Pearson Correlation  |,000 1[,000 {,000 ,000  {,000 402"
cam ket ciia Sig. (2-tailed) 1,000 1,000 1,000 1,000,  1,000{,000
nha truong 450 as0| as0| 40| 450 450  450|
Doi ngii Pearson Correlation  |,000 ,000 1/,000 ,000  {,000 ,184”
Giaovien  gjg_ (2-tailed) 1,000 1,000 1,000 1,000  1,000/,000
N 450 450 450 450 450 450 450|
Nhiét tinh  Pearson Correlation ,000 ,000 ,000 1{,000 ,000 -,054
can bo nhan - gjg (2-tailed) 1,000 1,000 1,000 1,000]  1,000|,250
vien N 450 450 450 450 450 450 450|
Khuén vién Pearson Correlation ,000 ,000 ,000 ,000 1{,000 -,018
vui choiva  gig (2 ajled) 1,000 1,000[ 1,000 1,000 1,000,702
hoctip 450 as0| as0|  4s0| 450 450  450|
Khoan phi ~ Pearson Correlation  |,000 ,000 ,000  [,000 ,000 1/,161™
cua nha Sig. (2-tailed) 1,000 1,000 1,000  1,000[ 1,000 ,001
ruong N 450 450 450 450 450 450 450|
Sy hailong  Pearson Correlation  |,264~  |,402” 184 -,054 -,018|,161" 1
cia Hoc sinh gjg (2-tailed) 000  |000 000 |250  |702 001
N 450 450 450 450 450 450 450

**_Correlation is significant at the 0.01 level (2-

tailed).

Ngudn: Tac gia xir 1y so liéu SPSS 16.0
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Phan tich hoi quy s& xac dinh mdi quan hé nhan qua gitta bién phy thudc Sw

hai 1ong ciia Hoc sinh va céc bién doc lap Co sé vit chit, Péi ngii Giao vién,

Quan tam cam Két ciia nha truwong, Cac khodn phi ciia nha trwong, dong thoi

cling xem xét tinh da cong tuyén giira cac bién doc lap. M6 hinh phan tich hdi quy

s& mo ta hinh thirc cia méi lién hé va qua d6 gitp ta du doan duoc mirc do cua bién

phu thudc khi biét trudc gia tri ciia bién doc 1ap. Phuong phap phén tich dwgc chon

lya 12 phuong phap chen tirng budée (Stepwise) véi tiéu chuan vao PIN 1a 0,05 va

tiéu chuan ra POUT 14 0,1. Két qua phan tich & Bang 4.14 duoc thé hién nhu sau:

Béng 4.14: Két qua Phén tich hdi quy

Variables Entered/Removed?

Variables
Model| Variables Entered | Removed Method
1 i , Stepwise (Criteria: Probability-of-F-to-
Quan tam, cam ket N
.lenter <=,050, Probability-of-F-to-remove
Cua nha truong.
>=,100).
2 Stepwise (Criteria: Probability-of-F-to-
Co sO vt chét. .lenter <= ,050, Probability-of-F-to-remove
>=,100).
3 Stepwise (Criteria: Probability-of-F-to-
Doi ngii Giao vién. .lenter <=,050, Probability-of-F-to-remove
>=,100).
4 Stepwise (Criteria: Probability-of-F-to-
Khoan phi cua nha N
.lenter <=,050, Probability-of-F-to-remove
truong.
>=,100).

a. Dependent Variable: Sy hai long cia Hoc sinh




67

Model Summary®

Adjusted R | Std. Error of the Durbin-
Model R R Square Square Estimate Watson
1 4022 161 ,159 , 758
2 480° 231 227 726
3 514° ,265 ,260 711
4 539¢ 290 284 ,699 1,981

a. Predictors: (Constant), Quan tdm, cam két cuia nha trudng.

b. Predictors: (Constant), Quan tam, cam két ctia nha trudng, Co s& vat chét.

c. Predictors: (Constant), Quan tdm, cam két ctia nha truong, Co s& vat chat, Doi

ngii Giao vién,

d. Predictors: (Constant), Quan tam, cam két ctia nha truong, Co s vat chat, Doi

ngti Gido vién, Khoan phi cua nha truong.

e. Dependent Variable: Sy hai long cia Hoc sinh.
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ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 49,472 1 49,472 86,186(,000°
Residual 257,159| 448|574
Total 306,631| 449
2 Regression 70,774 2 35,387| 67,066/,000
Residual 235,857| 447|,528
Total 306,631| 449
3 Regression 81,110 3 27,037| 53,469(,000°
Residual 225,521| 446|,506
Total 306,631| 449
4 Regression 89,055 4 22,264| 45,535,000
Residual 217,576| 445,489
Total 306,631| 449

a. Predictors: (Constant), Quan tdm, cam két cia nha trudng.

b. Predictors: (Constant), Quan tam, cam két ctia nha trudng, Co s& vat chét.

c. Predictors: (Constant), Quan tdm, cam két ctia nha truong, Co s& vat chat, Doi

ngii Giao vién,

d. Predictors: (Constant), Quan tdm, cam két ctia nha truong, Co s vat chat, Doi

ngti Gido vién, Khoan phi cua nha truong.

e. Dependent Variable: Sy hai long cia Hoc sinh.
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Coefficients®

Unstandardized Standardized Collinearity
Coefficients Coefficients Statistics
Model B Std. Error Beta t |Sig.| Tolerance | VIF
1 (Constant) 3,324(,036 93,082|,000
Quan tam, cam két
,332 ,036 ,402 9,284(,000 1,000( 1,000
Cta nha truong.
2 (Constant) 3,324(,034 97,086|,000
Quan tam, cam két
,332 ,034 ,402 9,683,000 1,000( 1,000
Cua nha truong
Co sé vat chat. ,218 ,034 ,264 6,354(,000 1,000( 1,000
3 (Constant) 3,324,034 99,174{,000
Quan tam, cam két
,332 ,034 ,402 9,891,000 1,000( 1,000
Cta nha truong.
Co sé vat chat. ,218 ,034 ,264 6,491(,000 1,000( 1,000
boi ng Giao vién.  |,152 ,034 ,184 4,521],000 1,000( 1,000
4 (Constant) 3,324(,033 100,856(,000
Quan tam, cam két
,332 ,033 ,402 10,059,000 1,000( 1,000
Cta nha truong.
Co sé vat chat. ,218 ,033 ,264 6,601(,000 1,000( 1,000
boi ngi Giao vién.  |,152 ,033 ,184 4,598|,000 1,000( 1,000
Khoan phi ctia nha
,133 ,033 ,161 4,031/,000 1,000( 1,000
truong.

a. Dependent Variable: Sy hai 1ong ctia Hoc sinh
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Excluded Variables®

Collinearity Statistics
Beta Partial Minimum
Model In t |Sig Correlation | Tolerance | VIF Tolerance
1 Co s6 vat chit ,264° | 6,354,000 |,288 1,000( 1,000 1,000
Doi ngti Gido vién. ,184* | 4,327{,000 |,200 1,000( 1,000 1,000
Nhiét tinh can bd nhan
. -,054% -1,258(,209 -,059 1,000( 1,000 1,000
vién.
Khuén vién vui choi
. -,018% -,418|,676 -,020 1,000( 1,000 1,000
va hoc tap.
Khoan phi ctia nha
,161* | 3,775/,000 |,176 1,000( 1,000 1,000
truong.
2 Doi ngii Giao vién. 184" | 4,521/,000 |,209 1,000( 1,000 1,000
Nhiét tinh can bd nhan b
n -,054°-1,312(,190 -,062 1,000( 1,000 1,000
vién.
Khuén vién vui choi
. -,018°| -,436/,663 -,021 1,000( 1,000 1,000
va hoc tap.
Khoan phi cta nha b
,161 3,943/,000 |,184 1,000( 1,000 1,000
truong.
3 Nhiét tinh can b6 nhan
n -,054° -1,340|,181 -,063 1,000( 1,000 1,000
vién.
Khuén vién vui choi
. -,018°| -,445|,656 -,021 1,000( 1,000 1,000
va hoc tap.
Khoan phi ctia nha
,161° | 4,031,000 |,188 1,000( 1,000 1,000
truong.
4 Nhiét tinh can bd nhan
n -,054° -1,363|,173 -,065 1,000( 1,000 1,000
vién.
Khuén vién vui choi
. -,018° -,453|,651 -,021 1,000( 1,000 1,000
va hoc tap.
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a. Predictors in the Model: (Constant), Quan tdm, cam két cua
nha truong
b. Predictors in the Model: (Constant), Quan tdm, cam két ctia nha trudng,
Co s6 vat chit
c. Predictors in the Model: (Constant), Quan tdm, cam két ctia nha truong, Co sé
vat chit, Doi ngii Gi4o vién
d. Predictors in the Model: (Constant), Quan tam, cam két cua nha trudng, Co s& vat chit, Doi ngii
Giao vién, Khoan phi cua nha truong
e. Dependent Variable: Sy hai 1ong ctia Hoc sinh
Ngudn: Tac gia xir 1y s liéu SPSS 16.0

4.4.2.1. Danh gia sy phl hop ciia md hinh hdi quy tuyén tinh bdi

Xem Bang 4.14 (Model Summary) cho thdy Hé sb xac dinh R Square da
dugc chimg minh 1a ham khéng giam theo s6 bién doc 1ap dugc dua vao mé hinh.
Tuy nhién, md hinh thuong khong pht hop véi dit lidu thuc té nhu gia trj R Square
(0,290) thé hién. Trong tinh hudng ndy, R Square diéu chinh (Adjuster R Square)
(0,284) tir R Square dugc st dung dé phan anh sat hon mic d6 phd hop ctua mé
hinh hdi quy tuyén tinh da bién vi n6 khdng phu thudc vao do 1éch phong dai cia R
Square. So sanh 2 gid tri R Square va R Square diéu chinh ¢ Bang 4.18, chung ta
s& thdy R Square diéu chinh nho hon va dung n6 danh gia d6 phd hop cia mé hinh
s& an toan hon vi nd khong thoi phong mirc do phl hop ctia mé hinh. Nhu vay, voi
R Square diéu chinh cho thiy su tuong thich ciia moé hinh véi bién quan sat va
bién phu thudc Sw hai 10ng ciia Hoc sinh duoc giai thich boi 4 bién doc 1ap trong
mo hinh.

4.4.2.2. Kiém dinh @9 phU hop ciia md hinh

Kiém dinh F sir dung trong phan tich phuong sai 1a mot phép kiém dinh gia

thuyét vé& do phl hop ctia mé hinh héi quy tuyén tinh tong thé dé xem xét bién phu
thudc c6 1ién hé tuyén tinh véi toan b tap hop cua cac bién doc lap. Nhin vao Bang
4.18 ta thiy rang tri thong ké F duoc tinh tir gia tri R Square day du khac 0, gid tri
sig. rat nho cho thiy moé hinh sir dung 1a phd hop va céc bién déu dat duogc tiéu

chuan chip nhéan (Tolerance > 0,0001).
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Thém vao dé, tidu chi Collinearity diagnostics (chuan doan hién twong da
cong tuyén) v6i hé sd phong dai phuong sai VIF (Variance inflation factor) cua cac
bién doc lap trong mo hinh déu bang 1 nhé hon 10 thé hién tinh da cong tuyén cua
cac bién doc 1ap 1a khong dang ké va cac bién trong mé hinh dugc chap nhan. Diéu
nay phl hop voi phén tich hé sé Pearson & trén.

Sau cung, hé s6 Durbin Watson dung dé kiém dinh twong quan chudi bac nhét cho
thdy mé hinh khéng vi pham khi str dung phuong phap hdi quy boi vi gi trj d dat
dugc 1a 1,981 gan tién dén 2 nén chip nhan gia thuyét khong c6 sy tuong quan
chudi bac nhat trong mo hinh. Nhu vdy, mo6 hinh hdi quy bdi thoa cac diéu kién
danh gia va kiém dinh d6 ph hop cho viéc rut ra cac két qua nghién ctu.

4.4.2.3. Giai thich phwong trinh

Tir phan tich hoi quy (Bang 4.14), ta thiy mbi quan hé giita bién phu thudc
Sw hai 16ng cia khach hang va 4 bién doc 1ap duoc thé hién trong phuong trinh
Sau.

SHLONG = 3,324 + 0,332QTCK + 0,218CSVC+0,152DNGYV + 0,133HPHI (4.1)
Véi: SHLONG: Sy hai long.

QTCK: Quan tdm, cam két cuia nha truong .

CSVC: Co s& vat chat.

DNGV: Doi ngii Giao vién.

HPHI: Cac khoan phi cua nha truong.

Theo phuong trinh hdi quy & trén cho thay Sy hai 10ng ciia Hoc sinh ¢6 quan
hé tuyén tinh véi cac nhan t6: Quan tdm, cam két ctia nha truong (0,332), Co sé vt
chat (0,218), Déi ngii Gi4o vién (0,152), Cac khoan phi cua nha trudng (0,133).

Két qua cho thiy 4 nhan té c6 Hé s Beta chuan hoa >0 nén co tac dong
thuan chiéu voi Sy hai 1ong khach hang khang dinh cac gia thuyét néu ra trong md
hinh nghién ciu (HO,H2,H3,H5) duoc chdp nhin va dugc kiém dinh phi hop. Nhu
vay, nha trudng phai nd luc cai tién nhitng nhéan té nay dé nang cao sy hai 1ong cua
Hoc sinh, nhit 1a hai nhan t6 (QTCK va CSVC) c6 Hé sé Beta cao d4 dem su hai

long Hoc sinh cao hon va déy ciing 1 yéu t6 canh tranh cua timg trudng.
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4.4.3. Phan tich ANOVA (Analysis of variance)

O nhitng phén trude, chiung ta da kiém dinh cic nhan t6 tac dong dén su hai
long Hoc sinh ciing nhu xac dinh muc d6 hai 10ng cua Hoc sinh d6i véi dich vu dao
tao cac truong TCCN ngodi cdng lap trén dia ban Tp. H6 Chi Minh. Trong phan
nay, khi tién hanh phan tich ANOVA dé xem xét mdi quan hé giita thoi gian hoc tai
truong va khdi ngdnh hoc c6 tac dong nhu thé nao d6i véi Sy hai 16ng cua Hoc sinh:
> Gia thuyét Hy: Khong c6 su khac biét vé Sy hai 10ng cua Hoc sinh gitra cac

nhém Hoc sinh ¢ thoi gian hoc tai truong khac nhau.
> Gia thuyét Hy: Khong c6 su khac biét vé Sy hai 10ng cia Hoc sinh gitra cac
nhom Hoc sinh hoc cac khdi nganh khac nhau.
Bang 4.15: Phan tich ANOVA

Descriptives

Su hai long cua Hoc sinh

95% Confidence
Interval for Mean
Std. Std. | Lower Upper
N |Mean| Deviation | Error | Bound Bound [Minimum|Maximum
Nam thu
, 179| 3,18(,856 ,064 3,05 3,30 1 5
nhat
Nam thu
5 271| 3,42|,794 ,048 3,33 3,52 1 5
Total 450| 3,32(,826 ,039 3,25 3,40 1 5

Test of Homogeneity of Variances

Su hai long cua Hoc sinh

Levene Statistic dfl df2 Sig.

,280 1 448(,597




74

ANOVA
Su hai long cua Hoc sinh
Sum of Squares df Mean Square F Sig.
Between
6,308 1 6,308 9,409(,002
Groups
Within
300,324 448|,670
Groups
Total 306,631 449

Ngudn: Tac gia xir 1y so6 liéu SPSS 16.0

Ta xét xem nén bac bo hay chap nhan gia thuyét Ho.

Két qua phan tich ANOVA (Bang 4.15) cho thay két qua kiém dinh phuong
sai c6 mic y nghia 0,597. Nhu vay khong khac nhau mot cach c6 ¥ nghia théng ké

vé 2 nhém Hoc sinh, diéu ndy két qua phan tich ANOVA sir dung tot.

Két qua phan tich chinh thitc ANOVA. Véi mic y nghia quan sat Sig. =
0,002 nhé hon so v6i miic § nghia 0,05 nén bac bo gia thuyét Hy. Nhu vy c6 su
khéc biét su hai 1ong giira 2 nhém Hoc sinh nim nhat va ndm tha hai. Nhin vao
Bang 4.15 (Descriptives) c6 gia tri trung binh (Mean) cua Hoc sinh ndm thir nhat
(3,18) nho hon giéa tri trung binh (Mean) cua Hoc sinh nam thir hai (3,42). Nhu vy

Hoc sinh ndm hai hai 10ng hon so véi Hoc sinh nim nhét.
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3,45

3,47

hoc sinh

- 3,35

3,37

3,259

Mean Sw hailong cla

3,27

3,154

T T
MEm thik nhét MEm thir 2

Nam hoc cua hoc sinh

Nguén: Tac gia xir Iy s6 liéu bing SPSS 16.0
Hinh 4.2: Phan tich ANOVA theo nganh hec
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Bang 4.16: Phan tich ANOVA

Descriptives

sinh
95% Confidence
Interval for Mean
Std. Std. | Lower | Upper
N |Mean| Deviation | Error | Bound | Bound |Minimum|Maximum
Khéi
nganh 180| 3,16(,813 ,061 3,04 3,28 1 5
kinh té
Khéi
nganh ky |210| 3,44{(,812 ,056 3,33 3,55 1 5
thuat
Khéi
nganh 60| 3,42(,850 ,110 3,20 3,64 1 5
dich vu
Total 450| 3,32|,826 ,039 3,25 3,40 1 5
Test of Homogeneity of Variances
Su hai long cua Hoc sinh
Levene Statistic dfl df2 Sig.

,856

447

425
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ANOVA
Su hai long cua Hoc sinh
Sum of Squares | df Mean Square F Sig.
Between Groups 8,025 2 4,012(6,006(,003
Within Groups 298,606 447|,668
Total 306,631 449

Multiple Comparisons

Su hai long ctua Hoc sinh

Dunnett C
Mean 95% Confidence Interval

() Nganh hoc cia (J) Nganh hoc | Difference (I-| Std.
Hoc sinh cua Hoc sinh J) Error | Lower Bound |Upper Bound
Kh(:l nganh ky K;hOI nganh kinh _277 083 47 _08
thuat te

Khoi nganh dich - 256|125 _56|.04

vu
Khoi nganh Kinh té Kh(:l nganh k¥ 277 083 08 47

thuat

Khoi nganh dich 021 123 _27l 32

vu
Khoi nganh dich Kh(:l nganh k¥ 256 125 _ 04| 56
Vu thuat

Eéhm nganh kinh _021] 123 _32| 27

*. The mean difference is significant at the 0.05

level.

Ngudn: Tac gia xir 1y so liéu SPSS 16.0
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Ta tiép tuc xét xem nén bac bo hay chip nhan gia thuyét H;.

Két qua phan tich ANOVA Bang 4.16 cho thiy két qua kiém dinh phuong
sai c6 mic y nghia 0,425. Nhu vay khong khac nhau mot cach c¢6 y nghia théng ké
vé 3 nhdm nganh hoc ctia Hoc sinh, diéu ndy két qua phan tich ANOVA sir dung
tot.

Két qua phén tich chinh thtc ANOVA. Vi mirc y nghia quan sat Sig. =
0,003 nhé hon so v6i mic y nghia 0,05 nén bac bo gia thuyét Hy. Nhu vy c6 su
khac biét sy hai long gitta 3 nhom nganh hoc ctia Hoc sinh. Nhin vao Bang 4.16
(Multiple Comparisons) c6 gi4 tri trung binh (Mean) khéi nganh kinh té 16n nht,

dich vu tiép theo va cubi cing 1a nhém nganh ki thuat nhé nhat.

3,45+

345

hoc sinh

- 3,35+

3,3

3,25

Mean Sw hai long cla

3,2

3,15+

T I [
Khai nganh ki thuét Khai nganh kinh t& Khai nganh dich vu

Nganh hoc cua hoe sinh

Nguén: Tac gia xir Iy s6 liéu bing SPSS 16.0
Hinh 4.3: Phan tich ANOVA theo nganh hoc
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45. Két qua nghién citu
4.5.1. Céc nhan té tac dong dén sw hai I0ng ciia Hoc sinh

Tir 6 nhan té voi 24 bién xac dinh trong nghién ctru dinh tinh thong qua phan
tich d6 tin cdy coOn nguyén 6 nhan té véi 24 bién, qua phan tich nhan té van git
nguyén 6 nhan té véi 21 bién quan sat, qua phan tich trong quan con lai 4 nhan té
tiép tuc dugc nghién ciru trong budc phan tich hdi quy. Budc phén tich hoi quy 4
nhan t6 va md hinh cac nhan té tac dong dén sy hai 10ng Hoc sinh theo thu ty Beta
khéng chudn héa duoc kiém dinh trong phan tich hdi quy duoc thé hién nhu trong
hinh 4.4 bén duoi:

0,152 0,332

0,133 0,218

Nguén: tac gia diéu chinh lai mé hinh sau khi phan tich hdi quy
Hinh 4.4: M6 hinh cac nhan té tac dong dén sw hai 10ng khach hang
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Nhin vao Hinh 4.4, ching ta c6 thé thiy 4 nhan té tac dong dén sy hai long
Hoc sinh Vi cac mitc @6 khac nhau va c6 thé giai thich nhu sau:

Mgt 13, Sy quan tAm va cam két ctia nha trudng (0,332) ¢6 gié tri Beta khdng
chuan héa cao nhat nén dua vao md hinh hdi quy thi diy 13 nhan t6 tac dong nhiéu
nhat dén sy hai long Hoc sinh. Didu nay c6 thé 1y giai 1a trong moi trudong canh
tranh ngay nay véi viéc xuat hién rat nhiéu truong TCCN ca cong lap va ngoai cong
lap trén dia ban Tp. H6 Chi Minh néi riéng va ca nude néi chung, Hoc sinh ¢6 nhiéu
su chon lyra vao hoc tai cac trudng TCCN khéc nhau nén ho rit quan tim va nhay
cam voi cach quan tdm cua nha trudng dén Hoc sinh va su thuc hién cam két cua
nha truong. Néu nha truong khéng quan tdm téi Hoc sinh va khong thuc hién nhing
gi da haa thi Hoc sinh sin sang quay dau v6i nha truong bang cach chon mot truong
khac dé hoc hodc khong giéi thiéu tét vé& truong. Hién nay, Tp. HO Chi Minh rét
nhiéu truong TCCN ngoai cong lap, nén dé hit Hoc sinh vé trudng minh thi nha
truong phai quan tdm hon dén Hoc sinh trudng minh, tir d6 c¢6 thé tao hiéu tmg kéo
theo vé6i Hoc sinh tir truong khéac hodc nhitng dbi twong tir bén ngodi. Bén canh do,
tir Bang 4.5 ta thdy gia tri trung binh (Mean) cua yéu t6 ndy chi dat tir 3,11-3,44
nén sy hai long cua Hoc sinh V& sy quan tdm, cam két ciia cac trudng ngoai cong
lap trén dia ban Tp. HO6 Chi Minh chua thuce sy cao, chi dat trén mirc trung binh mot
it. Diéu nay noi 1én cac truong TCCN ngoai cong lap trén dia ban Tp. H6 Chi Minh
chua c6 sy quan tAm nhiéu dén Hoc sinh trudng minh va chwa thuc hién 101 hira caa
minh mét cach triét dé.

Hai 13, Co s¢ vdt chat (0,218) ¢6 Hé sé Beta khdng chuan hoa cao thir hai
chung t6 rang day ciing 14 yéu té tic dong manh dén su hai 10ng cua Hoc sinh. Néu
truong TCCN ngodi ¢ong lap co co sé vat chat hién dai, phU hop voi méi trudng
ngoai Doanh nghiép thi s& giup Hoc sinh sau khi tot nghiép ¢ thé 1am quen ngay
V61 moi trudng bén ngodi va co sd vat chat day du s& gitp Giéo vién truyén tai kién
thirc d& dang hon, tir @6 Hoc sinh d& ndm bai hon, bén canh d6 co so vat chit du thi
Hoc sinh ciing thiy thoai mai hon khi hoc tai day. Boi vy, day ciing 12 mot yéu tb

canh tranh manh cua nhitng trudng TCCN véi nhau. Trudng nao khong dap tmg tot
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diéu kién nay thi nguoi hoc s& khong thuc sy hai long va s& chuyén sang ngdi
truong c6 co sé vat chat tot hon. Véi yéu tb co so vat chat nhin vao Bang 4.1 gié tri
trung binh (Mean) thap nhat 13 3,14 va gia tri trung binh (Mean) cao nhat 1a 3,7, véi
gid tri ndy thi co so vat chit cua cac truong TCCN ngoai c¢ong lap tai Tp. HO Chi
Minh ciing dugc Hoc sinh danh gia chua cao, Hoc sinh ciing chwa hai 10ng méy voi
co s vat chét ciia cac trudng TCCN ngodi cong lap trén dia ban.

Ba la, Boi ngii Gido vién (0,152) luén dong vai tro quan trong trong linh vuc
gido duc. Ngudi hoc s& hoc duoc kién thire tir nguoi thdy, nén ngudi thay cé kién
thirc chuy@n mén gioi va c6 phuong phéap giang day tot thi s& truyén tai dugc nhiéu
kién thitrc dén Hoc sinh ctia minh. Chinh vi 1y do ndy ngudi thiy thuc sy rat quan
trong trong truong hoc. Pac biét vdi Hoc sinh truong TCCN la ddi tugng hoan toan
khéc xa so vai Sinh vién Cao dang va Pai hoc, nén nhimng nguoi thay dung 16p phai
c6 kién thirc thuc hanh tét va phuong phéap su pham viing vang méi mong truyén tai
kién thic dén Hoc sinh mot cach c6 hiéu qua. Qua quan sat Bang 4.2 thiy rang, gia
tri trung binh (Mean) cta nhan t6 Poi ngii Gido vién kha cao tir 3,57 — 3,92, ching
t6 rang Gi&o vién cac trudng TCCN ngoai cdng lap trén dia ban Tp. H6 Chi Minh
dap tmg da s6 mong mudn cta Hoc sinh va ngudi hoc hai 10ng rat cao ¢ nhan tb
nay.

Bén 13, cac khoan phi nha trudng (0,133) c6 Hé sd Beta chuan héa thap nhat
thé hién nhan té ndy ciing tic dong rat nhiéu dén sy hai 10ng Hoc sinh. Pugc 1y giai
nhu sau: hién trén Tp. H6 Chi Minh c6 trén 27 truong TCCN ngodi cdng lap, voi
lwong truong TCCN nhu thé ndy thi qua 16n nén nguoi hoc co quyén lya chon cho
minh mot ngdi truong cé mirc hoc phi va cac khoan ngoai hoc phi phu hop véi ban
than va voi diéu kién nha trudong. V6i bac TCCN Hoc sinh khong thi tuyén dau vao
ma chi qua xét hd so, hién céc trudng dang rat can Hoc sinh vao trudng minh. Vi
vay Hoc sinh nao ciing c¢6 quyén lwa chon muc phi ma minh cam thay hai long. Vé
gi4 tri trung binh (Mean) cia yéu t6 ndy > 4 nén ta thiy Hoc sinh hai 10ng rat cao
V6i cac khoan phi & cac truong TCCN ngodi c¢ong lap trén dia ban Tp. HO Chi
Minh.
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sinh trong moé hinh nghién ctru dugc miéu ta trong bang sau:

Béng 4.17: Bang ma hoa nhirng nhén té tac dong dén sy hai 10ng Hoc sinh

TT | Mahoa Dién giai
Co s6 vat chat nha truong
1 | CSVCO1 | Nha truong dap trng du phong thuc hanh.
2 | CSVCO02 | Nha truong dap tmg du phong thi nghié¢m.
3 | CSVCO03 | Nha truong dap tmg du phong hoc.
4 | CSVCO04 | Trang thiét bi thuc hanh phu hop véi bén ngoai Doanh
nghiép.
5 | CSVCO5 | Trang thiét bi nha truong hién dai va dap tmg du.
Pgi ngii Giao vién nha trwong
6 | DPNGVO! | Gi4o vién co kién thtrc chuy@n mén sau va thuc té.
7 | BPNGVO02 | Gido vién c0 kinh nghiém va phuong phap giang day.
8 | bBNGVO03 | Gido vién co trach nhi¢m khi dung 16p.
9 | DNGV04 | Gi4o vién thyc hién dung chuong trinh va gio gidc nha
truong.
Quan tam va cam két cia 1anh dao nha truong
10 | QTCKO1 | Nha truong thuc hi¢n ding tién do hoc tap.
11 | QTCKO2 | Nha trudng thuc hién dung 1oi htra vé co so vat chat.
12 | QTCKO3 | Gi4o vién chii nhiém luén theo ddi va giai quyét moi van dé
khi Hoc sinh ¢6 nhu cau.
Cac khoan phi ciia nha trwong
13 | HPHIO1 | Hoc phi nha trudng phl hop véi da s6 Hoc sinh.
14 | HPHIO2 | Hoc phi nha trudng twong tmg véi diéu kién cua nha trudng.
15 | HPHIO3 | Ngoai hoc phi nha truong khong thu thém nhirng khoan khac

khong hop ly.

Ngudn: Tac gia xAy dung sau khi phan tich hdi quy
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4.5.2. MObi quan hé giira thoi gian hoc va khéi nganh hoc véi swr hai 1ong ciia
Hoc sinh

Cu thé ¢ day két qua kiém dinh (Hinh 4.2) cho thiy, nhiing Hoc sinh hoc
cang lau thi Sy hai long cang cao. Bdi voi (Hinh 4.2) cho thiy Hoc sinh hoc khéi
nganh kinh té c6 Sy hai 10ng cao nhat, tiép theo 1a Su hai 1ong caa Hoc sinh hoc
khdi nganh dich vu va cudi cling 1a Hoc sinh hoc khéi nganh ki thuat c6 Sy hai
long thap nhat. Pidu ndy cho ching ta thiy khi Hoc sinh méi vao truong thi moi
truong dao0 tao & truong TCCN khong bang duoc ¢ trudng Trung hoc phd thong
nhung cang vé sau Hoc sinh cang nhan ra rang ¢ trudng TCCN 13 mdi trudng khéc
Xa so v&i Trung hoc phd théng, tir d6 Sy hai long cua Hoc sinh cang V& sau cang
tang 1én. B4i véi nganh hoc duoc giai thich nhw sau: V&i nganh kinh té Hoc sinh &
¢6 Sy hai long cao hon. Bai vi, Tp. H6 Chi Minh 12 mot trong nhiing trung tim kinh
té 16n nhat nude nén doi ngii Gido vién nganh nay day da va chat luong hon. Co sé
vat chit ctiia nganh nay ciing dé trang bi dé dap tmg cho viéc hoc tip so v6i hai
nganh con lai. Tir hai trudong hop trén nén hoc phi ciia nganh nay ciing thip hon so
Vi hai nganh kia. Chinh vi thé ma Hoc sinh hai long hon voi nganh kinh té. Tiép
dén 12 Hoc sinh hai 1dng v&i nganh dich vu hon va cudi cting 1a Hoc sinh nganh ky
thuat hai 10ng thip nhat. Nganh ky thut thudng thi trang thiét bi thuc hanh, trang
thiét bi giang day con chua duogc trang bi d va hién dai, v6i 1y do kinh phi mua cac
thiét bi cao. Doi ngii Gido vién chwa that sy dap tng du nhu cau. Vi hai 1y do trén
nén Hoc sinh cac nganh ki thuat thudng khong hai 10ng lim vé dich vu dao tao cua
nha truong.
4.6. Nhdgn xét chung

Tir két qua nghién ciru cho thiy Sy quan tim va cam két cua 1anh dao nha

truong tac dong manh nhat dén sy hai 10ng cua Hoc sinh. Nhu vay, Hoc sinh rat
nhay cam vdi sy quan tam va loi hira cua 18nh dao nha truong. Thuc trang 1anh dao
cac truong TCCN ngodi cong lap thudong mic phai, ho hira rit nhiéu dau nam hoc
hay qua quang cdo nhung khi thuc thi thi rat it nhitng diéu khoan duoc thuc hién.

Nhiéu trudng dd hira co s& vat chit khang trang, tién nghi, rit t6t cho viéc hoc,
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chuong trinh va tién do hoc tap phtl hop véi viée thuc hanh dam bao 50% - 70% gid
hoc nhung thuc day chu yéu 1a Iy thuyét.

Co sO vat chét tac dong manh thir hai dén sy hai 10ng ciia Hoc sinh. Nhan t6
ndy Hoc sinh ciing rat quan tdm, Hoc sinh s& hai 1ong voi nha trudng néu trudng
dam bao du phong hoc 1y thuyét, thuc hanh va thi nghiém. Diéu nay s& gitp Hoc
sinh ¢c6 mot lich hoc cb dinh va khong phai hoc vao nhimg ngay nghi. Nhung trén
thue té da sé cac truong TCCN ngodi cong lap phai di thué, mudn nhiéu noi, phong
hoc khong du chuan va luong phong ciing thiéu dang ké. Bén canh d6 trang thiét bi
thuc hanh lac hau so véi thuc té cac Doanh nghiép, mét sé trudng van chua lap dat
100% may chiéu ¢ cac phong hoc.

Nghién ctu ciing cho thiy Poi ngii Gi4o vién co tac dong manh thar 3 dén
sy hai 1ong cua Hoc sinh. Gido vién mét nhan t6 cuc ky quan trong trong moi
truong dao tao, Gido vién 1a ngudi hudng dan, cung cép kién thic, dinh hudng cho
Hoc sinh. Hoc sinh s& rat hai 10ng véi nha trudong néu truong c6 di luong gido vién
c6 pham chit, chuy&n mén, va nghiép vu su pham. Thuc té cho thdy, Gido vién
thinh giang cac truong con chiém gan 50%, va gido vién chwa qua cac 16p nghiép
vu su pham 1a 23,19% (Nguyén Kim Luyén, 2011), Gido vién chwa dat chuin
chuyén mén 7% (D6 Manh Cudng, 2010). Gido vién hién nay da phan khong chi
day mot trudng ma cing ldc nhiéu trudng. Diéu ndy din dén Gido vién it du tu cho
bai giang 1am anh hudng nhiéu dén ngudi hoc.

Céc khoan phi ctia nha truong 12 nhan té canh tranh vé gia trong mo hinh
chat luong dich vu. Nhung trong nghién ctru ciing cho thiy nhén té ndy co tac dong
dén su hai 10ng cia Hoc sinh, mic di tic dong yéu nhat trong 4 nhan té tac dong
dén sy hai l1ong ciia Hoc sinh. Qua diéu tra hoc phi cic truong TCCN ngoai cong
lap thidy murc hoc phi cac trudng khoang 4 triéu/ naim. O muc hoc phi thi phd hop
v6i Hoc sinh cac trudng TCCN ngoai cdng l1ap va diéu kién cac truong hién nay.
Cac khoan khac thi nha truong hau nhu khéng thu thém hoic thu nhitng khoan rat

hop 1y.
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Két luan chwong:

Qua nhiéu budc phén tich dit liéu thyc té, tir phan tich mo ta, phan tich d6 tin
cdy, phén tich pearson, phan tich hdi quy, va kiém dinh mé hinh da xac dinh duoc
mé hinh thuc té, su hai 10ng caa Hoc sinh bi anh hudng boi 4 nhan té chinh: Co s&
vat chat, Poi ngii Gido vién, Quan tam va cam két nha trudng va Cac khoan phi nha
truong. Tl phan tich hdi quy ciing dua ra duogc phuong trinh hdi quy nhu phuong
trinh 4.1.
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CHUONG V: KET LUAN VA KIEN NGHI

Chuong IV d3 cho két qua phan tich, chuong ndy s& néu lén két luan chung
va dua ra mot sb giai phap nham ting thém sy hai long cua Hoc sinh. Bén canh do
cling néu ra nhimg diém han ché coa dé tai dé nhilmg dé tai nghién ctru sau Vvé linh
vuc nay hoan thién hon.

5.1.  Kétlugn

Sy hai 1ong cua Hoc sinh 13 vAn dé hét stc quan trong véi cac truong TCCN
ngoai cong lap trong ca nudc nodi chung va Tp. HS Chi Minh néi riéng. Trong bdi
canh hién nay, sy canh tranh gay git giita cac truong thi Su hai long caa Hoc sinh
lai duoc cac trudng quan tdm 1én hang dau. Pung trude béi canh iy, dé tai ra doi
nham xem xét nhitng nhdn t6 nao tac dong dén Sy hai long cua Hoc sinh, dé tim
cach nang cao su hai long cua Hoc sinh.

Co s 1y thuyét duoc ap dung cho dé tai 1a ly thuyét vé chét luong dich vu va
str dung mo hinh chat lugng dich vu SERVQUAL, tir d6 tac gia da diéu chinh md
hinh cho pht hop voi thuc té cua dé tai. Phuong phap nghién ctu, tic gia da sir
dung ca hai phuong phap dinh tinh va dinh lugng. Phuong phap dinh tinh d& dua ra
dugc bang cau hoi ding dé khao sat trong nghién ctu dinh luong. Phuong phéap
dinh luong thong qua bang nhiéu budc phan tich: Phan tich d6 tin cdy, phan tich
nhan t6, phan tich mdi twong quan, phéan tich hdi quy dé cho ra phuong trinh hoi
quy cua dé tai va cudi cung 13 kiém dinh lai mé hinh.

Két qua ctia dé tai d4 cho thdy Sy hai 10ng cua Hoc sinh dugc tac dong boi 4
nhan to:

Thi nhét, Su quan tam va cam két cta 14nh dao nha trudng tic dong manh
nhat. Diéu nay cho thiy, nha truong s& tao duoc niém tin tir phia Hoc sinh néu 14nh
dao nha truong quan tdm hon dén Hoc sinh va ludn thyc hién ding nhiing 10i hira.
Trong nhan té nay, 1anh dao nha trudng can quan tim dén tién d6 hoc tap cua Hoc
sinh, phai thuc hién ding tién do hoc tip, khong duoc kéo dai hay rat ngan tién do

hoc tap.
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Ther hai, Co s& vat chat nha truong, nhan td tac dong manh tha hai dén su
hai 10ng cia Hoc sinh. Phong hoc 1y thuyét, phong hoc thue hanh, phong thi nghiém
& hau hét cac trudng TCCN ngoai cong lap chua thuc sy dap tmg du, co truong chu
yéu chi thué muén, chua xay dung tip trung. Bén canh do, thiét bi thuc hanh va hoc
tap cling chua dap tng dugc nhu cdu. Mudn Hoc sinh hai 10ng hon thi céc trudong
phai tap trung xay dung phong hoc cho that ddy du, trang bj hé théng may chiéu, &m
thanh va dic biét thiét bi thuc hanh phai phl hop véi bén ngoai cac Doanh nghiép.

Thi# ba, Sy hai 10ng cua Hoc sinh ciing chiu su tac dong ctia nhan t6 doi ngi
Gi4o vién. Véi nhan t6 nay, cac truong TCCN ngoai cong lap chua thyc sy dap tng
chuan. Kién thac chuyén mon cua Gido vién giang day vin chua dat trinh d6 dai
hoc trd 1én. Nghiép vu su pham cling chua dat 100% Giao vién qua cac I6p su
pham. Céac truong nén nang chuan Gido vién 100% dat trinh d6 chuyén mén va qua
cac 16p su pham. Diéu ndy sé& gitip chat luong day hoc ting cao va Hoc sinh sé& hai
long hon véi cac truong.

Thir i, céc khoan phi ctia nha trudng ciing tic dong dén su hai long cia Hoc
sinh, nhung tac dong yéu hon so véi ba nhan t6 trén. Diéu nay cho thiy, hoc phi cta
nha trudng ciing phai can diéu chinh phl hop véi d6i twong Hoc sinh va diéu kién ¢
timg trudng TCCN nhat dinh, néu hoc phi khéng hop 1y s& bi Hoc sinh phan tng.
Hoc phi 1a nhan t6 khong chi tic dong dén sy hai 10ng ctia Hoc sinh ma con tac
dong dén nhiing nhan t trén,

5.2.  Kién nghi

Muc tiéu cua dé tai “Nghién ciru sw hai 10ng ciia Hoc sinh Trwong TCCN
ngoai cong ldp trén dia ban Tp. Hé Chi Minh” 13 dé tim ra nhimg nguyén nhan tac
dong dén su hai 10ng Hoc sinh cua nhimg truong ndy. Tir d6 khic phuc nhitng nhan
t6 1am giam sy hai long cua Hoc sinh va phat huy nhimg nhan té tac dong tich cuc
dén sy hai 1ong cua Hoc sinh dé tao thé canh tranh vé dich vu gido duc cua cic
truong va ciing canh tranh vé tuyén sinh dau vao gitra cac trudng ngoai cong lap,
nhiing truong TCCN cong lap.

Theo két qua nghién ciu cho thiy sy hai 1ong cua Hoc sinh trudng TCCN
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ngoai cong lap trén dia ban Tp. H6 Chi Minh phu thudc vao 4 nhan té theo tha tu
wu tién: Sy quan tAm va cam két ctia nha truong, Co s vat chat, Poi ngii Gido vién,
Cac khoan phi nha truong.

Pung trudce tinh hinh thuc t& nhu nhan xét ¢ trén, tac gia dua ra mot sb giai
phap tang su hai long ctia Hoc sinh truong TCCN ngoai cong lap trén dia ban nhu
sau.

> Sw quan tdm va cam két 1anh dao nha truwong.

- Tang cudng quan tim dén hoc sinh bang nhing viéc 1am cy thé nhu toa dam,
hop mit Hoc sinh dé thdu hiéu tim tu nguyén vong cua Hoc sinh, tir d6 chi dao
dung hon vé chinh sach cua nha truong.

- Phai thuc hién dung chuong trinh, tién d6 hoc tap so véi cam két ban dau
dua ra. Ddi twong 1a Hoc sinh TCCN nén céc trudng nén xay dung tién do hop 1y,
gio hoc thuc hanh nhiéu hon 1y thuyét.

> Co sé vat chit nha truong.

- Cac trudng phai xdy dung du phong hoc cho Hoc sinh chi hoc tbi da 2 ca,
khong hoc ban dém hay ngay chu nhat ddi v6i Hoc sinh hoc ca ngdy. Khdng thué
mudn qua nhiéu co sé xa nhau, ma nén tap trung dé ngudi hoc dé hon khi di chuyén
tir co s& nay dén co sé khac.

- Nén dau tu thiét bi day hoc va thuc hanh dap tGng duoc cho ngudi hoc sau
khi ra truong d& dang tiép xtic may moc, cong nghé & bén ngoai.

> Doi ngii Giao vién.

- Nha truong nén chi tim hon dén chét luong gido vién ca vé chuyén mon va
nghiép vu su pham. Tao diéu kién cho Gido vién gian bé hon véi truong dé ho dau
tur bai giang t6t hon.

- Tao diéu kién cho nhitng Gido vién chua dat chuan b sung kién thirc bé“mg
nhitng 16p da0 tao ngan hay dai han.

- Cho gido vién tham gia thuc té dé truyén dat kién thtc thyc té tot hon. Vi
Hoc sinh TCCN phai dam bao thoi luwgng thuc hanh 50% - 70% ca chuong trinh.
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» Cac khoan phi nha truwong.

Nén duy tri mic hoc phi nhu thé ndy s& tao diéu kién tét cho ngudi hoc, va
diéu kién dé nha trudng tuyén sinh nhidu hon. Bén canh luong hoc phi nha truong
cling quan tim dén thoi gian dong phi sao cho phil hop.

5.3.  Han ché ciia dé tai va nghién citu tiép theo

Mic du nghién ciru dong gop tich cuc trong viée tim hiéu su hai long cua
Hoc sinh trudng TCCN ngoai cong lap trén dia ban Tp. H5 Chi Minh. Pay la
nghién ctru dau tién vé& sy hai 10ng cua Hoc sinh trudng TCCN ngoai ¢dng lap nén
phan nao gilp cac nha nghién ciru sau ndy tham khao dé tiép tuc nghién ciu siu
hon. Tuy nhién, bai viét ciing c6 nhirng han ché nhat dinh vé d6i twong nghién ctiu
va pham vi nghién ctru:

Péi tuong nghién ctu: chi xem xét dén Hoc sinh hé chinh quy ma chua
xem Xxét Hoc sinh hoc hé vira hoc vira lam, chi xét Hoc sinh hoc hé 2 nam ma chua
xem xét cac truong hgp Hoc sinh hoc ¢6 thoi gian dai hon (3 nam, 3,5 ndm, 4 nam,
4,5 ndm).

Pham vi nghién ctru: Chi xem xét trong pham vi 3 truong TCCN ngoai
cong lap ma chua nghién ciu tat ca Hoc sinh cua cac truong (27 truong TCCN
ngoai cong lap trén dia ban Tp. H6 Chi Minh) nén két qua nghién ciru ¢ thé chua
thuyét phuc tuyét doi.

V& kich thu6c miu ciing han ché, nghién ctru chi khao sat v&i mau 450
quan sét trong khi d6 sb Hoc sinh cua 27 trudng ngodi cdng lap hon 57.975 (Thong
ké S5 GDDT Tp. Hd Chi Minh, 2010 — 2011), I6n rat nhiéu 1an ¢& mau khao sat.

Trén co s& nhitng han ché cia dé tai, tic gia dé nghi v6i nhitng dé tai sau
nén nghién ctru ddi twong Hoc sinh rong hon, mau 16n hon, chon Hoc sinh & nhiéu
hé, chon nhiéu truong dé nghién ciru v6i muc dich cho két qua tot hon. Bén canh d6

cling phai xem xét dén nhitng nhan t khac c6 tac dong dén sy hai 10ng.
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Két luan chwong:

Sy hai 16ng caa Hoc sinh 1a mot van d& ma cac trudng TCCN ngoai cong lap
quan tdm hang dau, bai 18 TCCN ngoai cong lap ton tai chi dya chii yéu vao ngudn
hoc phi caa Hoc sinh. Vi vay, viéc dua ra mot sd giai phap nang cao Sy hai 10ng cua
Hoc sinh lai 1a mot diéu can thiét. Két qua ciia nghién ciru cho thay rang Su hai long
ciia Hoc sinh truong TCCN ngoai cdng lap trén dja ba Tp. H6 Chi Minh chiju tic
dong boi 4 nhan t6 chinh: Su quan tim va cam két cua 14nh dao nha truong, Co s
vat chét, Poi ngii Gido vién va Cac khoan phi cta nha trudng. Tir két qua cua dé tai,
tac gia dd dé xuat mot sd giai phap nham nang cao Sy hai 10ng cua Hoc sinh va dua

chi ra dugc nhitng han ché cua dé tai.
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PHU LUC
PHU LUC 1: BANG CAU HOI
Nghién ciru vé sy hai long cia Hoc sinh Ttruong Trung Cap Chuy@n Nghiép
ngoai cong lap trén dai ban Tp. HO Chi Minh.

Ban dang theo NOC NAM MAY: ........cevevveieerieieeeiee et ensee s
Chuy@n nganh Dan hoc: ......ooviiiiii

TEN DAN LA 1% et

Chao cac ban!
T6i 1a Hoc vién Cao hoc cua Trudng Pai hoc K§ thuat Cong nghé Tp. HO
Chi Minh. T6i dang tién hanh mét nghién ciru khoa hoc vé sy hai 10ng caa Hoc sinh
truong Trung Cép Chuyén Nghiép ngodi céng lap trén dja ban Tp. HO Chi
Minh.Mong céc ban danh it thoi gian gitip t6i tra 1oi mot s6 cau hoi sau.
Xin luu y: Khéng c6 cau tra 1oi ndo 1a dung hodc sai. Tt ca cac cau déu cé gia tri
dbi véi nghién ciru cta t6i. T6i cam két khong sir dung thong tin ¢4 nhan cua cic
ban trong nghién ctru nay.
Cau 1: Ban hdly danh gia 5 tiéu chi ma ban cho 1a mang dén sy hai 10ng cho ban
nhét?
L Co so vat chét
L Khuon vién vui choi va hoc tap cua Hoc sinh
U Doi ngii Gido vién
O Sy nhiét tinh cta can bo nhéan vién nha trudng
[ Quan tdm va cam két cia nha truong

0 Céac khoan phi nha trudong
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Cau 2. Xin ban cho biét mirc 46 déng y ciia ban vé nhing phat biéu sau, bang cach

chon vao mirc d6 déng y bén dudi.

=) >
5 2
- £
STT | M héa Chi tiéu = €ls |5
=L 2l 2n =
sEle|3 |2
LS | X |- &K [T
1 CSVCO01 | Nha truong dap tmg du phong thuc 1 2 |3 |45
hanh.
2 CSVCO02 | Nha truong dap tng du phong thi 1 2 |3 |45
nghiém.
3 CSVCO03 | Nha truong dap tmg phong hoc. 1 2 |3 |45
4 CSVCO04 | Trang thiét bi thuc hanh phd hop véi 1 2 |3 |45
bén ngoai cac doanh nghiép.
5 CSVCO05 | Trang thiét bi day hoc hién dai va dap |1 2 |3 |4 |5
ung du.
6 VCHTO1 | Thu vién nha truong dap tng du tai liéu | 1 2 |3 |45
hoc tap cua Hoc sinh.
7 VCHTO02 | Nha truong cé san choi thoang mat cho | 1 2 |3 |4 |5
Hoc sinh.
8 VCHTO3 | Nha truong dap tng du chd noi tra cho | 1 2 |3 |4 |5
Hoc sinh.
9 DNGVO! | Gido vién cd kién thirc chuyén méon sau | 1 2 |3 |45
va thue té.
10 | BNGVO02 | Gido vién c0 kinh nghiém va phuong 1 2 |3 |45
phap giang day.
11 | BNGVO03 | Giao vién co trach nhiém khi dimg 16p | 1
12 | bPNGVO04 | Chuong trinh dao tao phu hop véi trinh | 1 2 |3 5
do Hoc sinh.
13 | NTCBO1 | Nhan vién nha truong san sang ho tro, |1 2 |3 |45
giai dap Hoc sinh mot cach kip thoi.
14 | NTCBO02 | Nhén vién nha trudng niém nd, 4n can | 1 2 |3 |45
khi tiép xtc v6i Hoc sinh.
15 | NTCBO03 | Nhan vién nha trudng hét minh vai 1 2 |3 |45
cong viéc.
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16 | QTCKO1 | Nha truong thong bao dén Hoc sinh
chuan dau ra dau khéa hoc.

17 | QTCKO2 | Nha truong thong bao mirc hoc phi toan
khoa hoc cho Hoc sinh dau khoa hoc.

18 | QTCKO3 | Nha truong thuc hién ding diéu kién
hoc tap.

19 QTCKO4 | Nha truong thuc hién dung tién do hoc
tap.

20 | QTCKO5 | Nha truong thuc hién dung 101 hira vé
co s& vat chat.

21 | QTCKO06 | Giéo vién chu nhiém luon theo dbi va
giai quyét moi van dé khi Hoc sinh ¢
nhu cau.

22 | HPHIO1 | Hoc phi nha truong phu hop .

23 HPHIO2 | Hoc phi nha truong twong img voi
CSVC nha truong.

24 | HPHIO3 | Ngoai hoc phi nha truong khong thu
thém nhiing khoan khac khong hop 1y.

Céau 3: Muc d6 hai long cua ban véi Truong ban dang hoc ra sao?
O Rat hai long
0 Kha hai long
O Hai long
[ Khong hai long
O Rat khong hai long

Cau 4: Theo ban nha trudng nén 1am gi dé nang cao sy hai 10ng cia ban?
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PHU LUC 2: PHAN TICH NHAN TO LAN 1
KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy.

Bartlett's Test of Approx. Chi-Square
Sphericity df

Sig.

, 786

,000

2351,861
276
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Total Variance Explained

Extraction Sums of Squared

Rotation Sums of Squared

Initial Eigenvalues Loadings Loadings

% of | Cumulative % of Cumulative % of | Cumulative
Component|Total| Variance % Total | Variance % Total| Variance %
1 4,499 18,744 18,744]4,499 18,744 18,744(2,496 10,398 10,398
2 2,091 8,713 27,45712,091 8,713 27,457|2,317 9,655 20,053
3 1,909 7,955 35,412|1,909 7,955 35,412(2,068 8,617 28,670
4 1,560 6,499 41,911|1,560 6,499 41,911(2,039 8,498 37,168
5 1,432 5,968 47,880|1,432 5,968 47,880(1,896 7,900 45,068
6 1,221 5,088 52,968|1,221 5,088 52,968(1,896 7,900 52,968
7 1,023 4,261 57,229
8 ,872 3,635 60,864
9 ,847 3,528 64,392
10 ,814 3,390 67,783
11 779 3,245 71,028
12 , 766 3,193 74,221
13 ,752 3,133 77,354
14 ,629 2,620 79,974
15 ,616 2,567 82,540
16 ,574 2,390 84,930
17 ,543 2,260 87,190
18 ,505 2,103 89,294
19 ,489 2,035 91,329
20 ,465 1,939 93,268
21 ,450 1,876 95,144
22 ,439 1,828 96,972
23 414 1,724 98,696
24 ,313 1,304 100,000
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Rotated Component Matrix®

Component

213|415

Nha truong thuc hién dung 101 hita vé co so vt chat.

Nha truong thue hién dung tién do hoc tap.

Gido vién chii nhiém ludn theo ddi va giai quyét moi van dé khi Hoc sinh c6
nhu cau.

Nha truong thue hién dung diéu kién hoc tap.

Trang thiét bj nha trudng phd hop véi bén ngoai cac Doanh nghiép.

Nha trueong dap tmg du phong thuc hanh.

Nha truong dap ung du phong thi nghiém.

Trang thiét bi day hoc hién dai va dap tmg du..

Nha trueong dap tmg dua phong hoc.

Hoc phi nha truong phd hop véi da s6 Hoc sinh.

Hoc phi nha truong twong tmg v6i didu kién ciia nha truong.

Ngoai hoc phi nha truong khéng thu thém nhiing khoan khac khong hop 1y.

Nha truong thong bao chuén diu ra dén Hoc sinh d4u khoa hoc.

Nha truong théng bao mire hoc phi toan khéa hoc cho Hoc sinh dau khéa hoc.

Gi&o vién co kinh nghiém va phuong phéap giang day.

Gi&o vién c6 trach nhiém khi dung 16p.

Gido vién c6 kién thtrc chuyén mén sau va thuc té.

Gi4o vién thyc hién dung churong trinh va gio gidc nha truong.

Nhan vién nha truong niém nd, an can khi giao tiép voi Hoc sinh.

Nhan vién nha truong hét minh véi cong vic.

Nhan vién nha truong sin sang hd trg, dap tmg Hoc sinh mét cach kip thoi.
Nha truong dap Gmg du chd noi tri cho Hoc sinh.

Nha truong c6 san choi thoang mat cho Hoc sinh.

Thu vién nha truong dap tng du tai liéu hoc tap ctia Hoc sinh.

,848
827

,694

,357

,410
,332

697
655
630
625
543
774
748
529
493
/413,304
724
687
669
546
812
779
761

,363

, 749
,719
,676
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PHU LUC 3: PHAN TICH NHAN TO LAN 2

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

Bartlett's Test of Approx. Chi-Square
Sphericity df

Sig.

AT7

,000

2269,803
253
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Total Variance Explained

Extraction Sums of Squared

Rotation Sums of Squared

Initial Eigenvalues Loadings Loadings

% of | Cumulative % of Cumulative % of | Cumulative
Component] Total| Variance % Total| Variance % Total| Variance %
1 4,342 18,877 18,877)4,342 18,877 18,877(2,331 10,136 10,136
2 2,074 9,019 27,896(2,074 9,019 27,896)2,317 10,074 20,210
3 1,907 8,291 36,187|1,907 8,291 36,187|2,067 8,989 29,199
4 1,558 6,776 42,963(1,558 6,776 42,963(2,026 8,810 38,009
5 1,431 6,222 49,185(1,431 6,222 49,185|1,896 8,243 46,252
6 1,221 5,309 54,493|1,221 5,309 54,493|1,896 8,241 54,493
7 ,983 4,273 58,767
8 ,859 3,736 62,503
9 ,817 3,550 66,053
10 ,793 3,450 69,503
11 71 3,354 72,857
12 ,765 3,325 76,182
13 ,629 2,735 78,917
14 ,626 2,720 81,638
15 ,576 2,504 84,142
16 ,562 2,444 86,586
17 ,511 2,220 88,806
18 ,489 2,126 90,932
19 ,466 2,024 92,956
20 ,451 1,961 94,917
21 ,439 1,910 96,827
22 416 1,809 98,637
23 ,314 1,363 100,000
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Rotated Component Matrix®

Component

213|415

Nha truong thuc hién dung 101 hita vé co so vat chat.

Nha truong thue hién dung tién do hoc tap.

Gido vién chii nhiém ludn theo ddi va giai quyét moi van dé khi Hoc sinh c6
nhu cau.

Trang thiét bj nha trudng phd hop véi bén ngoai cac Doanh nghiép.

Nha trueong dap tmg du phong thuc hanh.

Nha truong dap ung du phong thi nghiém.

Trang thiét bi day hoc hién dai va dap tmg du.

Nha treong dap tmg dua phong hoc.

Hoc phi nha truong pht hop véi da s6 Hoc sinh.

Hoc phi nha truong twong tmg v6i didu kién ciia nha truong.

Ngoai hoc phi nha truong khéng thu thém nhiing khoan khac khong hop 1y.
Nha truong théng bao chuan dau ra dén Hoc sinh dau khéa hoc.

Nha truong théng bao mire hoc phi toan khéa hoc cho Hoc sinh dau khéa hoc.
Gi&o vién co kinh nghiém va phuong phéap giang day.

Gi&o vién c6 trach nhiém khi dung 16p.

Gido vién c6 kién thtrc chuyén mén sau va thuc té.

Gi4o vién thyc hién dung churong trinh va gio gidc nha truong.

Nhan vién nha truong niém nd, an can khi giao tiép voi Hoc sinh.

Nhan vién nha truong hét minh véi cong vic.

Nhan vién nha truong san sang hd tro, dap ing Hoc sinh mot cach kip thoi.
Nha truong dap Gmg du chd noi tri cho Hoc sinh.

Nha truong c6 san choi thoang mat cho Hoc sinh.

Thu vién nha truong dap tng du tai liéu hoc tap ctia Hoc sinh.

,847
,831

,690

,699
,655
,631
,628
,545
075
, 749
,530
,501
,419(,311
124
,692
,671
,553
,812
779
,761

,751
717
,675
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PHU LUC 4: PHAN TiCH NHAN TO LAN 3

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.
Bartlett's Test of Sphericity

Approx. Chi-Square
df
Sig.

,766

,000

2086,621
231
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Total Variance Explained

Extraction Sums of Squared

Rotation Sums of Squared

Initial Eigenvalues Loadings Loadings

% of | Cumulative % of Cumulative % of | Cumulative
Component] Total| Variance % Total| Variance % Total| Variance %
1 4,068 18,490 18,490|4,068 18,490 18,490|2,286 10,390 10,390
2 2,061 9,369 27,859|2,061 9,369 27,859|2,254 10,244 20,633
3 1,904 8,654 36,512|1,904 8,654 36,512|1,955 8,888 29,522
4 1,508 6,856 43,368(1,508 6,856 43,368(1,924 8,744 38,266
5 1,422 6,464 49,832(1,422 6,464 49,832(1,893 8,604 46,870
6 1,219 5,539 55,371|1,219 5,539 55,371|1,870 8,501 55,371
7 ,947 4,305 59,676
8 ,859 3,905 63,581
9 ,807 3,670 67,251
10 776 3,526 70,778
11 71 3,505 74,282
12 ,663 3,012 77,295
13 ,629 2,859 80,154
14 ,617 2,803 82,957
15 ,570 2,593 85,549
16 ,558 2,535 88,084
17 ,496 2,256 90,340
18 479 2,176 92,516
19 ,457 2,078 94,594
20 447 2,032 96,626
21 422 1,919 98,544
22 ,320 1,456 100,000
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a

Rotated Component Matrix

Component

213

4

Trang thiét bj nha trudng phd hop véi bén ngoai cac Doanh nghiép.

Nha trueong dap tmg du phong thuc hanh.

Nha truong dap ung du phong thi nghiém.

Trang thiét bi day hoc hién dai va dap tmg du.

Nha trueong dap tmg dua phong hoc.

Nha truong thyc hién dung 161 hira vé co s vat chét.

Nha truong thue hién dung tién do hoc tap.

Gido vién chii nhiém ludn theo ddi va giai quyét moi van dé khi Hoc sinh c6
nhu cau.

Gi&o vién co kinh nghiém va phuong phéap giang day.

Gi&o vién c6 trach nhiém khi dung 16p.

Gido vién c6 kién thtrc chuyén mén sau va thuc té.

Gi4o vién thyc hién dung churong trinh va gio gidc nha truong.

Hoc phi nha truong pht hop véi da sé Hoc sinh.

Hoc phi nha truong twong tmg v6i didu kién ciia nha truong.

Ngoai hoc phi nha truong khéng thu thém nhiing khoan khac khong hop 1y.
Nha truong thong bao chuén diu ra dén Hoc sinh d4u khoa hoc.

Nhan vién nha truong niém nd, an can khi giao tiép voi Hoc sinh.

Nhan vién nha truong hét minh véi cong vic.

Nhan vién nha truong sin sang hd trg, dap tmg Hoc sinh mét cach kip thoi.
Nha truong dap tng di chd ndi trii cho Hoc sinh.

Nha truong c6 san choi thoang mat cho Hoc sinh.

Thu vién nha truong dap tng du tai liéu hoc tap ctia Hoc sinh.

,700
,657
,633
,628
,548

,845
,834

,695

731
,699
,679
547

794
771
532
464

,813
,780
,761

, 146
127
,696
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PHU LUC 5 : PHAN TiCH NHAN TO LAN 4

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

Bartlett's Test of

Sphericity

Approx. Chi-Square

df

Sig.

,755

,000

1968,575
210

Total Variance Explained

Rotation Sums of Squared

Initial Eigenvalues Extraction Sums of Squared Loadings Loadings

% of |Cumulative % of [Cumulative % of |Cumulative
Component]Total [\VVariance % Total Variance % Total | Variance %
1 3,880| 18,478 18,478 3,880 18,478 18,478)2,273 10,822 10,822
2 2,054] 9,780 28,259 2,054 9,780 28,259(2,106( 10,029 20,851
3 1,903 9,060 37,318 1,903 9,060 37,318]1,971 9,384 30,235
4 1,466 6,979 44,297 1,466 6,979 44,297]1,886 8,983 39,217
5 1,407 6,701 50,998 1,407 6,701 50,998(1,879 8,946 48,163
6 1,188 5,659 56,657 1,188 5,659 56,657|1,784 8,494 56,657
7 ,915 4,356 61,013
3 ,848 4,039 65,052
9 ,800 3,812 68,864
10 J71 3,672 72,535
11 ,708 3,372 75,908
12 ,629 2,996 78,904
13 ,628 2,989 81,894
14 ,581 2,766 84,660
15 ,561 2,670 87,330
16 ,530 2,522 89,852
17 ,481 2,289 92,140
18 ,458 2,180 94,321
19 A47 2,128 96,449
20 422 2,011 98,460
21 ,323 1,540 100,000

Rotated Component Matrix®
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Component

2

3

4

Trang thiét bj nha trudng phd hop véi bén ngoai cac Doanh nghiép.
Nha trueong dap tmg du phong thuc hanh.

Nha truong dap ung du phong thi nghiém.

Trang thiét bi day hoc hién dai va dap tmg du.

Nha trueong dap tmg du phong hoc.

Nha truong thue hién dung tién do hoc tap.

Nha truong thyc hién dung 161 hira vé co s vat chét.

Gido vién chii nhiém ludn theo d6i va giai quyét moi vin dé khi Hoc
sinh c6 nhu cau.

Gi&o vién co kinh nghiém va phuong phéap giang day.

Gi&o vién c6 trach nhiém khi dung 16p.

Gido vién c6 kién thtrc chuyén mén sau va thuc té.

Gi4o vién thyc hién dung churong trinh va gio gidc nha truong.
Nhan vién nha truong niém nd, an can khi giao tiép voi Hoc sinh.
Nhan vién nha truong hét minh véi cong viéc.

Nhan vién nha truong sin sang hd trg, dp tmg Hoc sinh mét cach kip
thoi.

Nha truong dap Gmg du chd noi tri cho Hoc sinh.

Nha truong c6 san choi thoang mat cho Hoc sinh.

Thu vién nha truong dap tng du tai liéu hoc tap ctia Hoc sinh.

Hoc phi nha truong pht hop véi da s6 Hoc sinh.

Hoc phi nha truong twong tmg v6i didu kién ciia nha truong.

Ngoai hoc phi nha treong khong thu thém nhitng khoan khac khéng
hop 1y.

,698
,657
,640
,625
,549

,850
,839

,7120

724
710
663
569

,812
779

,763

745
731
695

,830
,781

,525




Su hai long

cua Hoc sinh
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PHU LUC 6: PHAN TICH ANOVA

Descriptives

95% Confidence
Interval for Mean
Std. Std. | Lower Upper
Mean| Deviation | Error | Bound Bound |Minimum|Maximum
Nam thu
. 3,18(,856 ,064 3,05 3,30 1 5
nhat
Nam thu
5 271| 3,42|,794 ,048 3,33 3,52 1 5
Total 450| 3,32(,826 ,039 3,25 3,40 1 5

Test of Homogeneity of Variances

Su hai long cua Hoc sinh

Levene
Statistic dfl df2 Sig.
,280 1 448|,597
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ANOVA
Su hai long cua Hoc sinh
Sum of Mean
Squares df Square F Sig.
Between
6,308 1 6,308 9,409(,002
Groups
Within Groups 300,324 448(,670
Total 306,631 449
Descriptives
Su hai long cua Hoc sinh
95% Confidence
Interval for Mean
Std. Std. | Lower Upper
N |Mean| Deviation | Error | Bound Bound |Minimum|Maximum
Khéi
nganh 180 3,16/,813 ,061 3,04 3,28 1 5
kinh té
Khéi
nganh ky [210| 3,44/,812 ,056 3,33 3,55 1 5
thuat
Khéi
nganh 60| 3,42/,850 110 3,20 3,64 1 5
dich vu
Total 450| 3,32(,826 ,039 3,25 3,40 1 5
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Test of Homogeneity of Variances

Su hai long ctua Hoc sinh

Levene
Statistic dfl df2 Sig.
,856 2 4471,425
ANOVA
Su hai long ctua Hoc sinh
Sum of
Squares df Mean Square F Sig.
Between Groups 8,025 4,012 6,006|,003
Within Groups 298,606 447),668
Total 306,631 449
Multiple Comparisons
Su hai long cua Hoc sinh
Dunnett C
95% Confidence
Interval
(I) Nganh hoc cua (J) Nganh hoc cua Mean Difference (I-| Std. Lower Upper
Hoc sinh. Hoc sinh J) Error | Bound Bound
Khéi nganh kinh té.  Khdi nganh k¥ thuat. -,2777,083 - 47 -,08
Khéi nganh dich vu. -,256(,125 -,56/,04
Khéi nganh ky thuat. Khbi nganh kinh té.  |,277" ,083 |,08 A7
Khéi nganh dich vy.  |,021 123 -,27(,32
Khéi nganh dich vu. Khbi nganh kinh té. [,256 ,125 -,04(,56
Khéi nganh k¥
-,021|,123 -,32|,27
thuat.

*. The mean difference is significant at the 0.05 level.




