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MQT SO GIAI PHAP NANG CAO SV" HAI LONG CUA SINH VIEN 
BOI V 6 l DJCH v y KTX TAI TRlTdNG D^I HQC KINH TE VA 
QUAN TRI KINH DOANH ' 

Nguyen Thi Thanh Quy*, Hoang Chi Thanh, Doan Huy^n Trang 
Tru&ng Dgi hpc Kinh le & Qudn tri kmh doanh - DH Thdi Nguyen 

TOM TAT 
Dich vy V.-^ tiic xa la dich vu khOng the thieu tai cdc trudng dgi hoc va co tac dong gian tilp toi 
hieu qua dao tao, Djch vy ky tiic xa tot se giup ngudi hpc co tam ly thoai mai va moi tniong hgc 
tap tot, gian tilp nin^ cao ket qua hgc tap cho ngudi hgc, Nhgn thiic ro dugc tam quan trgng cua 
van de nghien ciru, de tai tien hanh phong van 289 sinh vien npi tni vl su hai long doi vdi dich vy 
ky tuc xa tai trudng Dai hgc Kinh te va Quan tri kinh doanh, tren co sd do nhom tac gia dl xuit 
mgt so giai phap nang cao chat lugng dich vu ky tiic xa nhim dap img dugc tot nhat nhu cau ciia 
sinh vien khi song va hgc tap tai ky tiic xa cua truong. 
Tir khoa: Muc dp hdi long, dich -vu ky tuc xd, sinh viin. SERQUAL, hoi quy tuyin tinh da biin 

DAT VAN DE 

Toan cau hda va hpi nhap kinh te quoc te 

dang thuc diy sy phit trien manh me cac loai 
hinh dich vu. Ciing theo dd, cac nganh dich 
vy ngay cang chiing td vai trd quan trpng 
tiong su phat trign cua nen kinh tfi quoc gia. 
Song song vdi tdc dp phat trien kinh te, thi 
ddi song cua ngudi din dupc nang cao ro ret. 
Vi vay, nhu ciu vg hpc tap, ve giao dye la 
mpt nhu cau rat ldn va giao dye la mdt ttong 
nhirng Bnh vuc dugc uu tien hang dau ttong 
cfing cudc xiy dyng va dfii mdi dat nude. Xet 
ve mat quan ly thi boat dpng giao due ciing 
nhu nhieu loai hinh hoat dgng tuang tu khic, 
la hoat dpng cung ung dich vu cho con ngudi 
va khach hing tryc ti^p ciia dich vu nay chinh 
la hgc sinh, sinh vign. 

Hien nay, cac trudng dai hgc da va dang cung 
cap rit nhigu dich vy cho sinh vien. Ngoai cac 
dich vu c6 inh hudng tryc tiep den cflng tic 
dao tao thi khdng the khflng nhac den cic 
dich vy hfl trp bpc tap nhim giiip cdng tac 
dao tao dat hieu qua cao. Mpt ttong nhirng 
dich vy khdng thg thieu tai cic trudng dai hgc 
va CO tic dpng gian tiep tdi hieu qua dao tao 
la dich vu ky tiic xa. Djch vy ky tuc xa tdt se 
giiip ngudi hpc co tam ly thoai mai va moi 
tirrdng hpc tap tfit, gian tigp nang cao ket qua 
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hpc t ip cho ngudi hgc. 

Trudng Dai hpc Kinh te va Quan tti Kinh 
doanh la mpt trong cac trudng thanh vign ciia 
Dai hpc Thai Nguyen, co nhiem vy dao tao 
ngudn nhin luc phuc vy cho sy phat triSn d 
nhilu Iinh vuc kinh tg khac nhau, die biet la 
dpi ngu cin bO quan tri kinb doanh, kinh te, 
kg toan cho cic tinh trung du, mien mii phia 
Bic. Tnrdng co 07 khoa (Khoa Kinh te, Khoa 
Ke toin, Khoa Ngan bang - Tai chinh, Khoa 
Quin tri Kinh doanh, khoa Quan ly - Luat 
kinh tg, Khoa Marketing thuong mai va Du 
lich va Khoa Khoa hgc Co bin) vdi 28 
chuyen nganh dao tao d bac dai hpc; 04 
chuyen nganh dio tao d bic thac sy vi 03 
chuyen nganh dao tao d bic tifin sy. Hang 
nam, Nha trudng nhan dio tao them 1,500 
sinh vien hg dai hgc chinh quy. Do co nhieu 
sinh vign d xa ttudng nen so lugng sinh vien 
cd nhu ciu d trong ky tiic xi ngay cing tang, 
nhung chit Iupng dich vy ky tiic xa Iai dang 
cd xu hudng giam. Difiu nay anh hudng ldn 
dgn cupc sfing sinh boat va hgc tip hang ngay 
ciia sinh vign, tir do cd nhiing anh hudng gian 
tiep den ket qua hpc tap. 
Chinh vi nhQng ly do do, nhdm tac gii mong 
mufin thong qua de tai cua minh danh gia chit 
lu'png dich vu ky tiic xa ciia trudng D î hpc 
Kinh tfl va Quan trj kinh doanh, tir dd d6 xuat 
mpt sd giai phap nang cao chat lugng djch vu 
ky tiic xa nhim dap ung dugc tdt nhat nhu cau 
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ciia sinh viSn khi sfing va hgc tap tai Iĉ  tiic xi 
cua tnrdng. 

PHU'ONG PHAP NGHIEN CUtT 

Phucmg phdp thu thgp thdng tin 

+ Thu thip thfing tin thii cap: thu thip tir cac 
xuat ban pham, bao cao tdng hgtp ciia Phdng 
Cflng tic HSSV vg thuc trang chd d sinh vien 
trong ky tiic xa tnidng. 
+ Thu thip sd lifiu so cip: Bang bang hdi, 
phong vin siu va quan sit. Cd mau duac lua 
chpn theo cdng tbiic Slovin: 

N = N/(H-N.e^) =1040 /(1+ 1040 x 0,05^) 
288,889 

Nhu vay c5 mlu la 289 sinh vien. 

Phuarngphdp xie ly sd lieu 

+ Tong hpp va xii ly sd lieu: sii dyng miy 
tinh va phin mem Excel, SPSS. 
+ Phuang phap phin tich sfl lipu: Phuong 
phap thdng ke mfi ta, phuong phap phan td, 
phuang phap so sanh, tdng hcrp [5], phuong 
phap phan tich nhin td kham phi EFA va he 
so tin cay Cronbach's Alpha, hfii quy tuyfin 
tinh da bien [6]. 

Xdy dung thang do 

Thang do dung trong nghien ciiu li thang do 
Likert 5 diem, cic tap bign quan sit thay doi 
tir 1= hoan toan khong dfing y den 5= hoin 
toan ddng y. 

Gia thuyet nghien ciru: 

Qua nghign ciiu ly thuyet va su thda rain vdi 
chit Iupng djch vu, cung nhu thuc tiin cac 
mfi hinh nghien ciiu lien quan [1], [2], [3], 
[4]. Nhom tac gii dua ra md hinh nghign ciiu 
dg xuat nhu sau: 

Gia thuygt HI: Thanh phin gia ca va sy hai 
Idng cila sinh vien ddi vdi KTX cd mfli quan 
he ciing chigu. 

Gia thuygt H2: Thanh phin co sd vat chat vi 
sy hai Idng cua sinh vien dfli vdi KTX co mfii 
quan he ciing chieu. 

Gia thuygt H3: Cd mfii quan h? cimg chigu 
giira kha nSng dap img va sy hai long ciia 
sinh vign doi vdi ky tiic xi. 
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Gii thuygt H4: Thanh phin nang luc phuc vy 
va sy bai ldng ciia sinh vien doi vdi KTX co 
mdi quan he cung chigu. 
Gia thuygt H5: Cd mfii quan he ciing chifiu 
giiia su cam thdng va sy hai long ciia sinh 
vign ddi vdi ky tiic xa. 

Gia thuygt H6: Thinh phin miic dp tin ciy va 
su hai long cua sinh vign dfii vdi KTX cd moi 
quan he ciing chigu. 
KET QUA VA THAO LUAN 
Mgt sd hogt dgng nhdm ndng cao sfr hdi 
long cda sinh viin v&i dich vu KTX 
NhSm phit dOng phong ttao tham gia tap 
luyen thg due thg thao dfli vdi sinh vien nha 
tnrdng, die bigt la sinh vign dang d ttong khu 
ky tiic xa, dflng thdi thiic day tinh doan ket, 
giao luu hgc hdi lan nhau ciia sinh vien nha 
tnidng, hang nam tai san tap the thao khu Ky 
tiic xa, Phong Cdng tic HSSV phfli hgp vdi 
HOi sinh vien nha tnrdng da tfi chirc khai mac 
Giai bong da Ky tiic xa md rpng. Den nay 
hoat dpng nay da thyc hien dugc 4 nam va 
dem lai nhieu y nghTa dac biet ttong cflng tic 
tang cudng thfi lyc cho sinh vien nha trudng, 
Ngoii ra de ning cao thinh tich hpc tap cho 
sinh vign ttong KTX va dap ung nhu cau 
thflng tin, diu nam 2016, KTX trien khai cip 
user sii dung hf thong phit sdng Internet 
khdng day t^i KTX sinh vien. Hien nay he 
thfing phat song Internet khfing diy da di vao 
ho^t dgng, dap img nhu cau hoa mang ciia 
sinh vign tiong KTX. 

Trong linh v̂ rc van hoa tinh than Nhi trudng 
da chi dao Ky tiic xa phfii hgp chat che vdi 
cic don Vj chiic nang diy manh cac hoat dpng 
van hoa trong hgc sinh, sinh vign. Trong linh 
vuc nay KTX da cd nhimg npi dung hoat 
ddng rat da dang mgt sfl hgat dgng van hda rit 
dac sac. Dac biet, viec td chiic ddn mirng nam 
mdi d Ky tiic xa da trd thanh mpt sinh hoat 
van hoi khflng the thieu ddi vdi hpc sinh, sinh 
vien. Mdi nam hoat dgng nay cd them nhiing 
net mdi, ngay cang thu hiit dflng dao hpc sinh, 
sinh vien ttong va ngoai trudng dgn tham d̂ r. 
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Ngoai ra, hang nam Nha tnidng td chiic "Hpi 
nghi cdng tac qudn ly sinh viin ngogi tru vd 
ndi rnl "nhim tdng kgt, danh gia cflng tie 
quin l^ sinh vien npi ngo^i tni, ling nghe tim 
tu, nguy^ vgng, giii dap mot each thda dang 
nhirng thac mac ciia cac em sinh vien, giiip cac 
em yen tam hgc tap, gdp phin nang cao ddi 
sflng tinh than; ddng thdi ning cao chit lugng 
cugc song tai KTX cho sinh vien ngi tni. 
Cac yeu to tac d$ng din mii-c dp hai long 
ciia sinh vien doi vdi dich vu KTX 
Phan tich nhdn td khdm phd EFA 
Nhu vay qui trinh kigm dinh chat lugng thang 
do- kigm dinh Cronbach's alpha va thyc hi$n 
phan tich nhin td se gom cac nhan td Iai thanh 
4 nhom nhin td vi dat ten nhu sau: 
(/; Ctf s& vgt chat (gfim: CSl- Dien tich 
phong d dit dam bao khdng gian, chiic nang 
toi thieu; CS2- Trang thiet bi ttong phdng 
dugc cung cap diy du; CS3- Thigt kg phdng 
dam bao ve thfing gid va chieu sing; CS4- Vj 
tri va dien tich phai dfl thuan tien va rgng rai; 
CS5- KTX dugc xay dung dat tieu chuan ; 
CS6- Cac dich vu cung cap dien, nude fln 
dinh; CS7- He tiiong tiioat nude cua KTX kha 
tot; CS9- Nguon nude ttong KTX dam bio ve 
sinh; CSIO- Sin bai cbo tip luy^n thg due thg 
thao dap ling nhu ciu cua sinh vien; TCl-
Khi CO sd vat chat bi hu hdng KTX lufin giii 
diing ban siia chiia; KNI- Dich vy y tg cham 
soc sire khoe ciia sinh vign dupc dap iing day 
du; KN3- Nai giii xe an toan, rdng rai), (2) 

KTX rat nhiet tinh vdi cdng viec; NL2- Nhan 
vien cing tin vui ve, than thien; NL3- Bio ve 
thudng xuygn di kifira tra tinh hinh ttong 
KTX; NL4- Quin ly KTX Iam viec chuyen 
nghiep, giai dap tan tinh thie mic; NL5- Ban 
quin Iy KTX thudng xuygn phun thudc phdng 
chdng dich ttong cac dgt cao digm; TC2- Khi 
ban khifiu nai, pban nan thi KTX giii quygl 
rit nhanh chdng va linh boat); (3) Khd ndng 
ddp ieng (gflm: KN2- Dich vu an ufing, giii 
khat phli hop nbu ciu SV; KN5- Tinh hinh an 
ninh dugc giii quygt rit tflt; KN6- Dich vu 
internet dudng truygn nhanh, dip iing nhu ciu 
hda mang ciia sinh vign; KN7- Dich vu cfing 
cgng dugc dim bao); (4) Sir cdm thdng 
(gflm: CTl- Ban quan Iy KTX thudng xuyen 
tfl chiic nhiing budi noi chuyen, lang nghe dg 
bigt nhu cau ciia sinh vien; CT2- Thdi gian 
dong, md ciia ciia KTX la hgp Iy; CT3- Sinh 
vien cim thay thoii mai khi ttao ddi vdi Ban 
quan Iy KTX; CT4- Ban quin ly KTX tfi chiic 
nhieu chuong ttinh cho sinh vien ttong KTX; 
KN4- Cac su co ciip dign, nude dugc xii ly 
nhanh chdng; TC3- Thdi gian khac phuc su 
cfl nhanh; TC4- Ban tin tuong vao ldi cam ket 
ciia nhin vien KTX). 

Qua trinh phan tich tuang quan cho thiy biln 
dpc lip vi bien phu thudc cd tuong quan vdi 
nhau (Sig <0,05). Giiia cic bien dflc lip co 
tuong quan vdi nhau, ngn cin kigm tra da 
cpng tuygn. 

Ndng life phuc vu 

Model 

1 (Constant) 

CS 

NL 

KN 

CT 

(gom: N L I - Ba: tl quan b 

Unstandardized 
Coefficients 

B 

-1,621 

,294 

,368 

,245 

,479 

Standardized 
Coefficients 

Beta 

,227 

,257 

,222 

,332 

Sis-

,000 

,000 

,000 

,000 

,000 

Collinearity Statistics 

Tolera nee 

,348 

,653 

,526 

,347 

VIF 

2,873 

1,532 

1,903 

2,879 

a. Dependent Variable: HL 

R'= 75,8 % >50%, CO thg noi 75,8% sy bign dfli sy hii long ciia sinh vien doi vdi djch vu KTX 
hang nam cd thg dugc giai thich bang sy bign ddi vg co sd vit chit, nang Iuc phuc vu, kha ning 
dap ling, sy cim thfing. 
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Sig= ,000 <0,05 nen mfi hinh la phu hgp (ton 

tai). He sd VTF ciia cac nhan tfl dgu be hon 10 
, vi vay md hinh khdng cd vin dg vg da cpng 
tuyen (Hodng Trong vd Chu Nguyin Mgng 
Nggc, phdn tich dU lieu nghien ciru v&i SPSS. 
NXB Hdng Dice. 2008). 

He sd Sig kiem djnh t ciia cac nhan tfl dgu 
nhd hon 0.05 ngn giii lai ci 4 nhan td. 
Cac nhan tfl dgu inh hudng duong va dp 
manh mdi quan be nhu sau: Su cam thdng > 
Nang luc phuc vu > Co sd vat chat > Khi ning 
dap img (hp s8 beta cang Idn thi co the nhan xet 
ring ygu td dd cd miic do anh hudng cao hon 
cac ygu td khic trong mfl hmh nghign ciiu). 
Til diy, ta cd phuang trinh hfli quy tuong iing: 
HL= -1,621+ 0.294*CS + 0,368*NL + 
0,245* KN+0,479*CT 
GIAI PHAP N H A M NANG CAO Sl/ HAI 
LONG CUA SINH VIEN DOI vQl DICH 
VUKTX 

Gidi phdp nhdm tgo ca s& vgt chdt tot hffn 
cho viec hgc tap vd sinh hogt cUa sinh viin 
Thyc ttang co sd vat chit vi thiet bi cua Ky 
tiic xa cho thiy can co nhirng thay dfli dg 
nang cao chit lugng nha d va khu vyc hpc tip 
cho sinh vien ttong Ky tiic xa. Dau tu sua 
chiia va nang cap cac khu ky tiic xa K7, K8, 
K9, KIO... Tiep tuc dau tu xiy dung sin bai 
cho sinh vign tip luyfin the due thg thao tang 
cudng siic khoe. 

Ngufin nude trong KTX dugc sinh vien dinh 
gia la dam bio ve sinh, tuy nhien ngudn cung 
cip nude cdn chua dn djnh, tinh trang mit 
nude van cdn xay ra, giy inh hudng Idn tdi 
sinh hoat ciia sinh vien npi tni. Do vay. Ban 
Quin ly KTX can tigp tyc dinh ky kiem tta 
chit Iupng ngudn nude, dudng fing din nude, 
kip thdi thay the dudng flng nude hu hong 
nhim dim bao ngudn cung cip nude fln dinh va 
dam bao an toan ve sinh cho sinh vien trong 
KTX, ddng thdi cd nhiing bien phip manh mS 
hon tiong xir Iy he thdng thoat nude sinh hoat 
ttong KTX, tranh hien tirpng tic cflng. 
Thigt kg cic phdng sinh boat chung, phdng ty 
hgc cho sinh vien tai mdi nha, nham tao cho 
sinh vien khong gian tu hpc sau nhiJng gid len 
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ldp. Mdi phdng ty hpc dupc trang bi day dii 
nhimg co sd vat chit co ban phyc vu hpc tap 
nhu bin, ghg, quat, bang... va dim bao khong 
gian ygn tmh cho sinh vien hpc tap. Phdng ty 
hpc sg li mdt ddng lyc dl sinh vifin npi tni 
tang ty giac hpc tip ning cao kign thiic cho 
bin thin, tir do gdp phin tao nen phong trio 
bgc tip trgng KTX va ning cao kgt qui hpc 
tap cua sinh vien. 

Gidi phdp nhdm tdng cu&ng khd ndng ddp 
irng cua KTX 

KTX cin tiep tyc xay dung, hoan thien he 
thflng camera an ninh ttong khudn vien KTX: 
bfi tri cac man hinh cd thg theo doi mpi hoat 
dpng d cic khu vuc cdng cpng, trong dd cd 
camera ghi hinh cd niit bam bao chiy. nham 
giiip ho trg cdng tic quin Iy viec ra vio ciia 
sinh vien, dam bao an ninh va dam bao an 
toan cho cdng tic phdng chay chua chiy ciia 
KTX. Dac bigt he thdng nay cho phep truy 
xuit hinh inh thdi gian thuc 24/24 gid tai 
KTX bit cii noi diu tten the gidi, ngu cd may 
tinh va Internet. 

Lap dat them cac tram phat wifi nham dam 
bao dudng truyen internet fln dinh, dap ling 
nhu cau hda mang ciia sinh vign ttong KTX. 
Phat dflng phong trio "Ngay chii nhat xanh", 
to chuc cac cupc thi binh chpn phdng d kieu 
miu ttong KTX nham khuyen khich sinh vien 
nfli tni tham gia dpn dep ve sinh phong d va 
khu vuc xung quanh, tao cinh quan mdi 
trudng thoang mat, hop ve sinh, ning cao tinh 
thin trich nhiem ciia sinh vign ngi tni ttong 
viec giii gin v^ sinh chung cho ca KTX. 
Gidi phdp nhdm tdng cuong ndng I^ phuc 
vu tgi KTX 

Dfli mdi nhan thiic ciia dgi ngCi nhan vien va 
dpi ngu quan ly KTX, tu quan ly sinh vien 
chuyin sang phuc vu sinh vien, coi sinh vifin 
la khach hing. Cd thai dp thin thien, sin sang 
phuc vu, nit ngan khoang each gi&a sinh vien 
va can bp quan Iy. Tim each thirc quin Iy dl 
sinh vien xem KTX nhu ngfli nha thu hai ciia 
minh. Dg sinh vien la ngudi chim dilm dpi 
ngQ nhin vien va quan Iy KTX sau mfii hoc 
ky, mfli nam cung la mdt phuang phap giiip 
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tim hifiu mirc do hii long ciia sinh vifin, giiip 
ban quin Iy KTX bilt dugc nhung can bg nao 
cin dilu chinh each thiic lam viec, can bg nao 
nSn dugc tuyen duong, khen thudng... tao 
d0ng Iuc manh me ddi vdi ddi mdi nhin thiic ' 
ciia dOi nga can bp nhin vifin KTX. 
Linh hoat ttong bd tri phdng d cho SV, cd cic 
loai phdng d binh thudng va phdng d theo yeu 
ciu ciia SV dg vira dap iing nhu cau da dang 
ciia SV, viia tan dyng co sd vat chat hipn cd 
dg ting tbu cho ttudng. 
Gidi phdp nham tang cirdng su cdm thdng 
KTX sinh vign cin xay dung trang web danh 
rieng cho KTX cac website dien dan la nai 
trao dfli, chia se, gop y giiia cac sinh vign vdi 
nhau vi vdi can bp, nha trudng vfi mpi van dg 
lien quan dgn sinh boat va hpc tap, giii quyet 
ngay nhirng thie mic ciia sinh vign, hudng tdi 
viec xiy dung mpt KTX van minh, an toan, 
sach dep. 

Thanh lap cac CLB ttong KTX nhim tap mdi 
trucmg bfl ich cho sinh vien tham gia boat 
dpng sau nhung gid hpc tip cang thing. Die 
bipt thanh lip CLB phit thanh ttong KTX, 
hang tuin cd bai phat thanh chia se tin tiic 
thdi su ndng hfii vdi nhirng bmh lugn kinh te 
giiip ting them kign thuc cho sinh vign, dong 
thdi dua din nhung ban tin im nhac, nhung la 
thu tim su gjiip sinh vign trong KTX thu gian 
va cap nhat tin tiic cho ban than. 
Tilp tyc duy tri va ning cao hieu qua hogt 
d^ng cua dpi sinh vien quan Iy cac tda nha 
nhim ho trp cho Ban quin Iy Ky tiic xa trong 
trign khai cac hogt d^ng, tuyen tmyln va nhac 
nhd sinh vien npi tni tic phong, ldi sfing Ianh 
manh, ne nep, gop phan xay dung KTX hien 
dai, vin minh. Ngoai ra, dpi sinh vign nay 

Cling la ciu noi gifla Ban quin ly KTX va 
sinh vign npi tni, giiip Ban quan ly KTX dg 
tiep can dugc thong tin phin hfii tir phia sinh 
vien vg co sd vgt chat, dich vy tai KTX, de cd 
nhflng bien phap dieu chinh, khic phuc kip 
thdi, tao tam ly thoai mai cho sinh vien sfing 
tai KTX. 

Gidi phdp nham tdng cu&ng muc dg tin cgy 
Ban Quan ly KTX can dinh ky tfi chiic cac 
dot kigm tta ttang thiet bi, co sd vit chit 
ttong tiing phdng d, tung tda nha nham dim 
bao kip thdi phat hien, khac phyc sy cd, thay 
mdi cac thiet bj hu hdng, dip img nhu cau 
sinh boat va hpc tap ciia sinh vign npi tni, 
tang long tin ciia sinh vien vao sy nhiet tinh 
vi ttach nhipm cua dfii ngii 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 Adminislration - TNU 

Dormitory service which is indispensable services at universities,has indirect impact on the 
effectiveness of ttaining. 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 sttidents' 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, dormitory.iervice, students, SERQUAL. multivariate linear regression 
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