Nguyén Thi Thanh Quy va Ptg

Tap chi KHOA HQC & CONG NGHE

163(03/2): 237 - 242

MOT SO GIAI PHAP NANG CAO SU HAI LONG CUA SINH VIEN
POI VOI DICH VU KTX TAI TRUONG PAI HQC KINH TE VA

QUAN TRI KINH DOANH

Nguyén Thi Thanh Quy’, Hoang Chi Thanh, Doan Huyén Trang
Truong Dai hoc Kinh tée & Quan tri kinh doanh — DH Thdi Nguyén

TOM TAT

Dich vu ky tic xa 1a dich vu khong thé thiéu tai cac treong dai hoc va c6 tac dong gian tiép toi
hiéu qua dao tao. Dich vu ky tic xa t6t s& gitp ngudi hoc ¢o tam 1y thoai mai va moi trudng hoc
tap t6t, gian tiép nang cao ket qua hoc tap cho ngudi hoc. Nhén thire 16 duoc tam quan trong cua
van dé nghién ctru, dé tai tién hanh phong van 289 sinh vién noi trii v& sy hai 1ong ddi véi dich vu
ky tac xa tai truong Dai hoc Kinh té va Quan tri kinh doanh, trén co s d6 nhém tac gia de Xudt
mot sb giai phdp nang cao chat lugng dich vu ky tic x4 nham dap ung duoc tot nhat nhu cau cua
sinh vién khi song va hoc tép tai ky tuc xa cua truong.

Tir khéa: Mikc d¢ hai long, dich vu ky tiic xd, sinh vién, SERQUAL, héi quy tuyén tinh da bién

DAT VAN BE

Toan cau hoéa va hoi nhap kinh té qubc té
dang thiic ddy su phat trién manh mé céc loai
hinh dich vu. Cling theo d6, cac nganh dich
vu ngay cang ching té vai trd quan trong
trong su phat trién cta nén kinh t& quic gia.
Song song v6i tbe do phat trién kinh té, thi
doi séng cua nguoi dan duge nang cao rd rét.
Vi vay, nhu cAu vé& hoc tap, vé giao duc la
mot nhu cau rat 16n va gido duc 1a mot trong
nhing linh vuc duoc wu tién hang dau trong
cong cude xdy dung va doi mai dit nude. Xét
vé mit quan 1y thi hoat dong gido duc ciing
nhu nhiéu loai hinh hoat dong tuong tu khac,
la hoat dong cung uing dich vu cho con nguoi
va khach hang truc tiép cta dich vu nay chinh
1a hoc sinh, sinh vién.

Hién nay, céc truong dai hoc da va dang cung
cép rt nhiéu dich vu cho sinh vién. Ngoai cac
dich vu ¢ anh huéng truc tiép dén cong tac
dao tao thi khong thé khong nhic dén cic
dich vu hd trg hoc tap nham gilp cong tac
dao tao dat hiéu qua cao. Mot trong nhiing
dich vu khong thé thiéu tai cac truong dai hoc
va c6 tac dong gian tiép téi hiéu qua dao tao
1a dich vu ky tiic xa. Dich vu ky tuc xa tot s&
giup nguoi hoc cod tdm ly thodi mai va moi
truong hoc tap tot, gian tiép nang cao két qua
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hoc tap cho ngudi hoc.

Truong Pai hoc Kinh té va Quan tri Kinh
doanh 14 mét trong céc truong thanh vién cla
Dai hoc Thai Nguyén, c6 nhiém vu dao tao
nguén nhéan lyc phuc vu cho sy phat trién &
nhiéu linh vuc kinh té khac nhau, ddc biét 1a
d6i ngli can by quan tri kinh doanh, kinh té,
ké toan cho cac tinh trung du, mién nui phia
Béc. Truong c6 07 khoa (Khoa Kinh té, Khoa
Ké toan, Khoa Ngan hang - Tai chinh, Khoa
Quan tri Kinh doanh, khoa Quan ly — Luét
kinh té, Khoa Marketing thuong mai va Du
lich va Khoa Khoa hoc Co ban) voi 28
chuyén nganh dao tao & bac dai hoc; 04
chuyén nganh dao tao ¢ bac thac sy va 03
chuyén nganh diao tao & bac tién sy. Hang
nam, Nha truong nhan dao tao thém 1.500
sinh vién hé dai hoc chinh quy. Do c6 nhiéu
sinh vién ¢ xa truong nén sb lugng sinh vién
¢6 nhu ciu & trong ky tic x4 ngdy cang ting,
nhung chét luong dich vu ky tic xa lai dang
¢6 xu hudng giam. Piéu nay anh huong 16n
dén cudc sdng sinh hoat va hoc tap hang ngay
cua sinh vién, tir d6 c6 nhiing anh hudng gian
tiép dén két qua hoc tap.

Chinh vi nhing ly do d6, nhém tac gia mong
muén thong qua dé tai cia minh danh gia chit
lwong dich vu ky tuc xa cua truong Pai hoc
Kinh té va Quan tri kinh doanh, tir 46 dé xuét
mot s6 giai phap nang cao cht lugng dich vu
ky tic x4 nhdm dap tmg duoc tdt nhat nhu ciu
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cuda sinh vién khi séng va hoc tép tai ky tic xa
cua trudng.

PHUONG PHAP NGHIEN CUU

Phwong phap thu thdp thong tin

+ Thu thap thong tin thir cap: thu thap tir cac
xuit ban pham, béo céo téng hop cta Phong
Cong tac HSSV vé thuc trang chd & sinh vién
trong ky tic x4 truong.

+ Thu thap sb lidu so cép: Bang bang hoi,
phong van sau va quan sat. C& mau duogc lya
chon theo cong thirc Slovin:

N = N/(1+N.e?) =1040 /(1+ 1040 x 0,05%) =
288,889

Nhu vay ¢& mau la 289 sinh vién.

Phirong phdp xit Iy 56 liéu

+ Téng hop va xur Iy sb liéu: sit dung may
tinh va phan mém Excel, SPSS.

+ Phuong phap phan tich s liéu: Phuong
phap thong ké mo ta, phuong phap phén to,
phuong phép so sanh, tong hop [5], phuong
phap phan tich nhan t6 kham pha EFA va hé
s0 tin cdy Cronbach’s Alpha, hoi quy tuyén
tinh da bién [6].

Xady dung thang do

Thang do dung trong nghién ctu 1a thang do
Likert 5 diém, céac tap bién quan sat thay doi
tr 1= hoan toan khong dong y dén 5= hoan
toan dong y.

Gia thuyét nghién ciru:

Qua nghién ctru 1y thuyét va sy théa man voi
chat luong dich vu, ciing nhu thyc tién cac
moé hinh nghién ctru lién quan [1], [2], [3],
[4]. Nhom tac gia dua ra mo hinh nghién ciu
dé xuat nhu sau:

Gia thuyét H1: Thanh phan gia ca va su hai
long cua sinh vién ddi véi KTX ¢6 méi quan
hé cuing chiéu.

Gia thuyét H2: Thanh phéan co sé vat chat va
su hai long cua sinh vién ddi voi KTX ¢ mbi
quan hé cuing chiéu.

Gia thuyét H3: C6 mdi quan hé cung chiéu
gitta kha nang dap tng va su hai long cua
sinh vién dbi véi ky tdc xa.
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Gia thuyét H4: Thanh phan ning lyc phuc vu
va sy hai 10ng cua sinh vién d6i véi KTX ¢6
méi quan hé cung chiéu.

Gia thuyét H5: C6 mdi quan hé cung chiéu
gitra sy cam thong va su hai long cua sinh
vién ddi voi ky tlc xa.

Gia thuyét H6: Thanh phan mic do tin cay va
su hai 10ng cua sinh vién d6i voi KTX c¢6 mdi
quan hé cuing chiéu.

KET QUA VA THAO LUAN

Mot sé hoat dpng nham néing cao sw hai
long ciia sinh vién voi dich vu KTX

Nhiam phat dong phong trao tham gia tap
luyén thé duc thé thao d6i v6i sinh vién nha
truong, dac biét la sinh vién dang ¢ trong khu
ky tac xa, dong thoi thiic diy tinh doan két,
giao luu hoc héi 1an nhau cua sinh vién nha
truong, hang ndm tai san tap thé thao khu Ky
tac x4, Phong Cong tac HSSV phdi hop véi
Hoi sinh vién nha truong da td chirc khai mac
Giai bong da Ky tuc x4 mé rong. Pén nay
hoat dong nay da thuc hién dugc 4 nidm va
dem lai nhidu y nghia déc biét trong cong tac
tang cuong thé luc cho sinh vién nha truong.
Ngoai ra dé ning cao thanh tich hoc tap cho
sinh vién trong KTX va dép ung nhu ciu
thong tin, diu nam 2016, KTX trién khai cap
user st dung hé théng phat séng Internet
khong day tai KTX sinh vién. Hién nay hé
thong phat song Internet khong day da di vao
hoat dong, dap ung nhu ciu hoa mang cua
sinh vién trong KTX.

Trong linh vyc vin hoa tinh than Nha truong
da chi dao Ky tic x4 phdi hop chat ché véi
cac don vi chirc nang dy manh cac hoat dong
van hoa trong hoc sinh, sinh vién. Trong linh
vuc nay KTX da cé nhing ndi dung hoat
dong rit da dang mot s6 hoat dong van hoa rat
dic sic. Piac biét, viée td chire don mung nam
méi 0 Ky tic x4 da tro thanh mot sinh hoat
van hoa khong thé thiéu ddi véi hoc sinh, sinh
vién. Mdi nam hoat dong nay c6 thém nhiing
nét madi, ngay cang thu hut dong dao hoc sinh,
sinh vién trong va ngoai truong dén tham dy.
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Ngoai ra, hang nim Nha trudng to chirc “Hgi
nghi cong tac quan ly sinh vién ngogi tru va
ngi trii” nham tong két, danh gia cong tac
quan 1y sinh vién noi ngoai trd, ling nghe tim
tu, nguyén vong, giai dap mot cach thoa dang
nhitng thic mic cta cac em sinh vién, gilp cac
em yén tdm hoc tip, gop phan nang cao doi
song tinh than; dong thoi nang cao chat luong
cudc séng tai KTX cho sinh vién n0i tru.

Cic yéu td tac dong dén mirc dd hai long
ciia sinh vién d6i véi dich vu KTX

Phan tich nhén té khdam phd EFA

Nhu vy qua trinh kiém dinh chat luong thang
do- kiém dinh Cronbach’s alpha va thyuc hién
phan tich nhan t6 s& gom cac nhan t4 lai thanh
4 nhém nhan tb va dat tén nhu sau:

(1) Co sé vit chat (gom: CS1- Dién tich
phong ¢ du dam bao khéng gian, churc nang
téi thiéu; CS2- Trang thiét bi trong phong
dugc cung cap day du; CS3- Thiét ké phong
dam bao vé thong gi6 va chiéu sang; CS4- Vi
tri va dién tich phoi do thuan tién va rong rai;
CS5- KTX dugc xay dung dat tiéu chuan ;
CS6- Cac dich vu cung cap dién, nuéc 6n
dinh; CS7- Hé thong thoat nudc cua KTX kha
t6t; CS9- Ngudn nudc trong KTX dam bao vé
sinh; CS10- San béi cho tap luyén thé duc thé
thao dap tng nhu cau cua sinh vién; TC1-
Khi co sé vat chat bi hu hong KTX luén gitr
dung han stra chita; KN1- Dich vu y té chim
soc stre khoe cua sinh vién duge dap tmg day
da; KN3- Noi gilr xe an toan, rong rai); (2)
Ning luc phuc vu (gdm: NL1- Ban quan ly

KTX rét nhiét tinh v6i cong viéc; NL2- Nhan
vién cdng tin vui vé, than thién; NL3- Bao v¢
thuong xuyén di kiém tra tinh hinh trong
KTX; NL4- Quan ly KTX lam viéc chuyén
nghiép, giai dap tan tinh thac mic; NL5- Ban
quan Iy KTX thuong xuyén phun thudc phong
chéng dich trong cac dot cao diém; TC2- Khi
ban khiéu nai, phan nan thi KTX giai quyét
rit nhanh chéng va linh hoat); (3) Khd ning
ddp ing (gom: KN2- Dich vu in udng, giai
khat phu hop nhu cau SV; KN5- Tinh hinh an
ninh dugc gidi quyét rat tét; KN6- Dich vu
internet duong truyén nhanh, dap img nhu cau
hoa mang cua sinh vién; KN7- Dich vu cong
cong dugc dam bao); (4) Sw cim thong
(gdm: CT1- Ban quan ly KTX thudng xuyén
t6 chirc nhirg budi néi chuyén, ling nghe dé
biét nhu ciu cua sinh vién; CT2- Thoi gian
dong, mo ctra cia KTX 1a hop ly; CT3- Sinh
vién cam thiy thoai mai khi trao d6i v6i Ban
quan ly KTX; CT4- Ban quan ly KTX t6 chirc
nhiéu chuong trinh cho sinh vién trong KTX;
KN4- Cac sy cb clp dién, nudc duge xir ly
nhanh chéng; TC3- Thoi gian khic phuc su
¢6 nhanh; TC4- Ban tin tudng vao 101 cam két
cua nhan vién KTX).

Qué trinh phan tich trong quan cho thay bién
doc 1ap va bién phu thudc co twong quan voi
nhau (Sig <0,05). Giira cac bién doc 1ap co
tuong quan véi nhau, nén can kiém tra da
cong tuyén.

Phan tich hoi quy

Unstandardized

Standardized

Coefficients Coefficients Sig.  Collinearity Statistics
Model B Beta Tolerance VIF
1 (Constant) -1,621 ,000
Cs ,294 ,227  ,000 ,348 2,873
NL ,368 ,257  ,000 ,653 1,532
KN ,245 ,222  ,000 ,526 1,903
CT 479 ,332 ,000 ,347 2,879

a. Dependent Variable: HL

R?= 75,8 % >50%, c6 thé noi 75,8% su bién d6i sy hai long cua sinh vién ddi v6i dich vu KTX
hang nam c6 thé dugc giai thich br:ing su bién ddi v& co s& vat chat, nang luc phuc vu, kha nang

dap ung, sy cam thong.
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Sig=,000 <0,05 nén mo hinh 1a pht hop (ton
tai). Hé s6 VIF cua cac nhan t déu bé hon 10
, vi vdy mé hinh khong c6 van dé vé da cong
tuyén (Hoang Trong va Chu Nguyén Méng
Ngoc, phdn tich dir liéu nghién curu voi SPSS,
NXB Hong Pirc, 2008).

Hé s6 Sig kiém dinh t ciia cic nhan t6 déu
nho hon 0.05 nén gitr lai ca 4 nhan t6.

Cac nhan t6 déu anh huong dwong va do
manh mbi quan h€ nhu sau: Sy cam thong >
Nang luc phuc vu > Co s vét chit > Kha ning
dap u‘ng (he s beta cang 16n thi c6 thé nhan xét
rang yeu t6 d6 co6 mirc d6 anh huong cao hon
cac yéu t6 khac trong mé hinh nghién ctru).

Tir déy, ta c6 phuong trinh hdi quy twong tng:
HL= -1,621+ 0,294*CS + 0,368*NL +
0,245* KN + 0,479*CT

GIAI PHAP NHAM NANG CAO SU HAI
LONG CUA SINH VIEN DPOI VOI DICH
VU KTX

Gidi phdp nham tgo co sé vit chit tot hon
cho viéc hoc tdp va sinh hoat cia sinh vién
Thyc trang co s vat chét va thiét bi cua Ky
tic x4 cho thay can c6 nhiing thay d6i dé
nang cao chét lugng nha & va khu vuc hoc tap
cho sinh vién trong Ky tac xa. Pau tu sira
chira va nang cp cac khu ky tic xa K7, K8,
K9, K10... Tiép tuc dau tu xdy dung san bai
cho sinh vién tap luyén thé duc thé thao ting
cuong stc khoe.

Nguon nude trong KTX duoc sinh Vién danh
gla la dam bao vé smh tuy nhién ngudn cung
cap nudc con chua 6n dinh, tinh trang mat
nudc van con xdy ra, gdy anh huong 16n téi
sinh hoat ctia sinh vién ndi trd. Do vdy, Ban
Quén Iy KTX can tiép tuc dinh ky kiém tra
chat luong nguf)n nudc, du:ong 4ng dan nuéc,
klp thoi thay thé du:(mg ong nuorc hu hong
nhdm dam bao ngudn cung cip nudc on dinh va
dam bao an toan vé€ sinh cho sinh vién trong
KTX, dong thoi co nhitng bién phip manh mé
hon trong xir Iy hé thdng thoat nudc sinh hoat
trong KTX, tranh hién tugng tic cong.

Thiét ké cac phong sinh hoat chung, phong tu
hoc cho sinh vién tai mdi nha, nham tao cho
sinh vién khong gian ty hoc sau nhiing gio 1én
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16p. Mbi phong tu hoc duoc trang bi day du
nhitng co s& vit chit co ban phuc vu hoc tap
nhu ban, ghé, quat, bang... va dam bao khong
gian yén tinh cho sinh vién hoc tip. Phong tu
hoc s& 1a mot dong luc dé sinh vién noi tra
tang tu giac hoc tap nang cao kién thic cho
ban than, tir d6 gop phan tao nén phong trio
hoc tap trong KTX va nang cao két qua hoc
tap cua sinh vién.

Gidi phdp nham ting cwong khd ning ddp
wng cua KTX

KTX can tiép tuc xay dung, hoan thién hé
théng camera an ninh trong khuén vién KTX:
b6 tri cdc man hinh ¢6 thé theo ddi moi hoat
dong & cac khu vuc cong cong, trong do cod
camera ghi hinh c6 nut bam bao chay. nhim
gitup hd trg cong tac quan ly viée ra vao cua
sinh vién, dam bdo an ninh va dam bao an
toan cho cong tac phong chay chira chdy cua
KTX. Pic biét hé théng nay cho phép truy
xuit hinh anh thoi gian thuc 24/24 gio tai
KTX bt ctr noi ddu trén thé gi6i, néu c6 may
tinh va Internet.

Liap dat thém cac tram phat wifi nhim dam
bao dudng truyén internet 6n dinh, dap tng
nhu cau hoa mang cua sinh vién trong KTX.
Phat dong phong trao “Ngay chd nhat xanh”,
td chirc cac cudc thi binh chon phong ¢ kiéu
mau trong KTX nham khuyén khich sinh vién
ndi trd tham gia don dep v€ sinh phong & va
khu vuc xung quanh, tao canh quan moi
truong thoang mat, hgp vé€ sinh, nang cao tinh
than trach nhiém cua sinh vién ndi tra trong
viéc gilr gin v€ sinh chung cho ca KTX.

Gidi phdp nham ting cwong ning lwc phuc
vu tai KTX

D6i méi nhan thirc ctia doi ngii nhan vién va
doi ngii quan ly KTX, tu quan ly sinh vién
chuyén sang phuc vu sinh vién, coi sinh vién
1a khach hang. C6 thai do than thién, san sang
phuc vu, rat ngén khoang cach gitra sinh vién
va can b quan 1y. Tim cach thic quan 1y dé
sinh vién xem KTX nhu ng6i nha thur hai cta
minh. Dé sinh vién 1a ngudi chdm diém doi
ngil nhan vién va quan ly KTX sau mdi hoc
ky, mdi nim ciing 1a mdt phuong phap giup
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tim hiéu muc d6 hai 1ong cua sinh vién, giup
ban quan 1y KTX biét dugc nhimng can bd nao
can diéu chinh c4ch thirc 1am viéc, can b nao
nén dugc tuyén duong, khen thudng... tao
dong lyc manh mé ddi véi d6i méi nhan thic
cua d6i ngili can bd nhan vién KTX.

Linh hoat trong bé tri phong & cho SV, ¢6 cac
loai phong ¢ binh thuong va phong ¢ theo yéu
ciu ciia SV dé vira dap tmg nhu cau da dang
cua SV, vura tin dung co s¢ vat cht hién co
dé tang thu cho truong.

Gidi phdp nham ting cwong sw cim thong
KTX sinh vién cin xay dyung trang web danh
riéng cho KTX cac website dién dan 1a noi
trao ddi, chia sé, gop ¥ gitra cac sinh vién voi
nhau va véi can by, nha truong vé moi van dé
lién quan dén sinh hoat va hoc tap, giai quyét
ngay nhitng thic méc cta sinh vién, hudng t6i
viéc xay dung mot KTX van minh, an toan,
sach dep.

Thanh 13p cac CLB trong KTX nhim tao moi
truong bd ich cho sinh vién tham gia hoat
dong sau nhitng gio hoc tap cing thing. Pic
biét thanh lap CLB phat thanh trong KTX,
hang tudn c6 bai phat thanh chia sé tin tirc
thoi su nong hdi v6i nhitng binh luan kinh té
gitip ting thém kién thirc cho sinh vién, dong
thoi dua dén nhitng ban tin 4m nhac, nhing 14
thu tdm su gitp sinh vién trong KTX thu gian
va cép nhat tin tic cho ban than.

Tiép tuc duy tri va nang cao hiéu qua hoat
dong ctia doi sinh vién quan 1y cac toa nha
nham hd tro cho Ban quan 1y Ky tic xa trong
trién khai cac hoat dong, tuyén truyén va nhéc
nh¢ sinh vién ndi trii tic phong, 16i sdng lanh
manh, né nép, gop phan xay dyng KTX hién
dai, van minh. Ngoai ra, doi sinh vién nay

cling 14 cau ndi giita Ban quan 1y KTX va
sinh vién ndi tra, giup Ban quan ly KTX dé
tiép can dugc thong tin phan hoi tir phia sinh
vién vé co s& vat chat, dich vu tai KTX, dé c6
nhimng bién phap diéu chinh, khic phuc kip
thoi, tao tdm 1y thoai mai cho sinh vién sdng
tai KTX.

Gidi phdp nham ting cwong mire dj tin cdy
Ban Quan 1y KTX can dinh ky to chic cac
dot kiém tra trang thiét bi, co s& vat chat
trong timg phong 0, timg toa nha nham dam
bao kip thoi phat hién, khic phuc sy cd, thay
moi cac thiét bj hu hong, dap Gng nhu cau
sinh hoat va hoc tap cua sinh vién ndi tra,
tdng long tin cda sinh vién vao sy nhi¢t tinh
va trach nhiém cta doi ngli quan ly KTX.
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SUMMARY

SOLUTIONS TO IMPROVE STUDENT'S SATISFACTION

WITH SERVICE IN DORMITORY AT THAINGUYEN UNIVERSITY
OF ECONOMICS AND BUSINESS ADMINISTRATION

Nguyen Thi Thanh Quy", Hoang Chi Thanh, Doan Huyen Trang
University of Economics and Business Administration - TNU

Dormitory service which is indispensable services at universities,has indirect impact on the
effectiveness of training. Good dormitory services will help students to have psychological
comfort, good learning environment, and indirectly improve learning outcomes. Recognizing the
importance of research issues, this study interviewed about 289 boarding students' satisfaction with
services in dormitories of Thainguyen University of Economics and Business Administration. Then,
based on the results, authors suggest a number of solutions to improve the quality of dormitory services
to meet the needs of students the best when they live and study in the school dormitory.

Keywords: Satisfaction, dormitoryservice, students, SERQUAL, multivariate linear regression
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