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Triedmg Dai hoc Kinh té & Quén try dank doanh — DH Thai Nguyén

TOM TAT

Dich vu ky tic x4 1a dich vu khéng Lhé thidu tai cde trucmg dai hoo va c6 tic ddng gian tidp 16t
hiéu qua dao tao, Dich v ky tic xi 6t s& giip ngucn hoc ¢6 tim 1y thod1 mdi va méi tnrdmg hoc
(ap B, gin tiép néng cao ket qua hoc tép cho ngudi hoc. Nhin thire 16 dwge thm quan trong cia
vin dé nghién ciry, dé tas tién hanh phong vin 289 sinh vién ndi tril vé su ki long dé1 vén dich vi
kytuc ¥4 tai trrdng Dai hoe Kinh € va Quan trj kinh doanh, trén co s& d6 nhnm tic gia de xudt
mét 56 glm phép nang cao chit lirgng dich vu ky tic x4 nhim dap (mg duge tét nhit nhu chu cia
sinh vién khi song va hoc tip tai ky tic xa cia truing.

Tic khéa: Miic dg hai fong, dich vi kp tic xd, sink vién, SERQUAL, hés quy tuyén tink da bién

DAT VAN BE

Toin ciu héa vi hoi nhip kinh 3 quéc té
dang thiic diy sy phat trién manh mé cdc loai
hinh dich vu. Ciing theo d6, cic ngénh dich
v ngdy cing ch\mg o val tro quan trong
trong sy phat tridn cia nén kinh € quoc gia.
Song song véi téc d phat trién kinh té, thi
déi sbng cia ngudi din duge nang cao 15 rét.
Vi vy, nhu cdu v hoc tip, v& gido duc 1a
mdt nhu chu rit 1én v gido duc 13 mét trong
nhitmg linh vic duge wu tién hing diu trong
cong cudc xay dimg va déi méi dit nuede. Xét
v& mit quin 1y thi hoat dong gido duc ciing
nhw nhiéu loai hinh hoat ddng twong ty khic,
1d hoat @6ng cung img dich vu cho con ngwdi
va khdch hang tryc tiép ciia dich vu ndy chinh
13 hoc sinh, sinh vién.

Hlen nay, céc trudng dai hoc da va dang cung
cdp tét nhidu dich vy cho sinh vién. Ngodi cac
dich vu c6 4nh huéng tryc tiép dén cong tac
dio tao thi khong thé khéng nhic dén cac
dich vu h§ trg hoc t3p nhidm gitp céng the
dio tao dat hidu qui cao. Mt trong nhimg
dich vu khéng thé thidu tai cac tredmg dai hoe
vi ¢6 tac dong gidn tidp i hidu qui 3o tao
14 dich vy ky tic x4, Dich vy ky tac xa tét s&
gilip ngudi hoc co tdm 1y thodi ma va mé
trudmg hoc tap tét, gidn 1iép ning cao két qua

* Tel: 0917 558382, Emall: thanhquytn 91@gmarl.com

hoe tdp cho ngudi hoc.

Trudmg Pai hoc Kinh t§ vi Quén tri Kinh
doanh 14 mjt trong céc trudng thinh vién cia
Pai hoc Thai Nguyén, cé nhiém vi déo tao
nguén nhén lxc phue vu cho sy phit tidn &
nhiéu linh viec kinh té khdc nhau, dac biét 13
d06i ngi cin bd quan trj kinh doanh kinh te
ké todn cho c4c tinh frung du, midn ndi phia
Bic. Truémg c6 07 khoa (Khoa Kinh té, Khoa
K& toan, Khoa Ngén hing - Tai chinh, Khoa
Quén tri Kinh doanh, khoa Quian ly — Luat
Kinh té, Khoa Marketing thuong mai v Du
lich vi Khoa Khoa hoc Co ban) véi 28
chuyén nginh ddo tao ¢ bic dai hoc; 04
chuyén nganh dio tao & bac thac s§ va 03
chuyén nganh déo tao & bic tién sy Himg
nim, Nha treding nhan dio tao thém 1. 590
sinh vién hé dai hoc chinh quy. Do ¢6 nhicu
sinh vién & xa trudng nén s6 luong sinh vién
¢ nhu ¢du & trong ky tic x4 ngly cing ting,
nhung chit lugng dich vu ky tie x4 lai dang
6 xu hudng gidm. Didu nay anh hudng l6n
@én cudc séng sinh hoat va hoc tip hang ngay
cuia sinh vién, tir 46 ¢6 nhimg énh huéng gidn
tiép dén két qua hoc tip.

Chmh vi nhitng ly do d6, nhém tic gid mong
mubn théng qua dé tai cia minh danh gid chit
lugng d;ch vu ky thc x4 cia trudng Pai hqc
Kinh te va Quan tri kinh doanh, tir 46 a8 xult
mdt 6 giai phap nang cao chit l\mng dich vu
Ky tiic x4 nhim dép {ng duoc tét nhét nhu ciu
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cta sinh vién khi sdng vA hoc t3p tai kY tic x4
ca truémg.

PHUONG PHAP NGHIEN CUU

Phyong phdp thu thip thong tin

+ Thu thap thang tin thit cnp thu thip tr cic
xudt ban phim, bao céo téng hop cGa Phong
Céng tac HSSV vé thyc trang ¢h & sinh vién
trong ky tic x4 trudng.

+ Thu thap 56 lidu so cfip: B?mg bang hoi,
phong vAn siu vi quan sit. C& miu duge lva
chon theo cong thize Slovin:

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

Nhur vy ¢& mfu 1& 289 sinh vién.

Phwong phdp xit by 58 lidu

+ Téng hop va xit 1y sb liéu: si dyng méy
tink v phin mém Excel, SPSS.

+ Phuong phép phan tich 6 ligw Phwong
phép thong ké mé 4, p})uang phap phian t5,
phuong phap so sénh, tong hop [5], phuong
phap phan tich nhin t5 khim phd EFA va he
sé tin cdy Cronbach’s Alpha, hdi quy tuyén
tinh da bién [6].

Xdy ding thang do

Thang do dung trong nghlen ciru 1a thang do
Likert 5 diém, cac tip bién quan sit thay dbi
tr 1= }man todn khéng ddng ¥ dén 5= hon
toan dong .

Gié thuyét nghign ctru:

Qua nghién ci 1 thuyét va s théa man véi
chit luong dich vu, ciing nhv thye tifn cic
mo hinh pghién e liéon quan (1], [2], [3],
[4). Nhém téc gid dwa ra mé hinh nghién ctru
dé xuat nhu sau:

Gia thuyet H1: Thanh phan gid cd va sur hai
1éng cta sinh vién ddi véi KTX c6 méi quan
hé cimg chiu.

Gia thuyét H2: Thanh phéq co s& vt chit va
it hai 1ong cia sinh vién ddi véi KTX ¢6 mébi
quan hé ciing chiéu.

Gia thuyét H3: C6 mdi quan h# clng chidu
gifra kha ning dap Gng va sy hai long cia
sinh vién 461 véi k¥ tiic xd.
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Gid thuyét H4: Thanh phin ning Tue phuc vu
va sy hii long cia sinh vién ddi voi KTX cd
méi quan hé cling chiéu.

Gia thuyét HS: C6 mdi quan hé cling chidu
gilta sy cam théng va sy hai ldng cta sinh
vién 461 véi ky tic x4,

Gia thuyét H6: Thanh phin mic 43 tin ciy va
s hai long cia sinh vién 481 vai KTX 6 mbs
quan hé cing chiu.

KET QUA VA THAO LUAN

Mpt 56 Rogt ding nhdm ning cao sw héi
{ong ciia sinh vién véi dich ve KTX

Nhim phat dong phong tréo tham gia tap
luyén thé duc thé thac ddi véi sinh vién nha
trudmng, dic biét 12 sinh vién dang & trong khu
ky tic x4, déng thoi thilc diy tinh doan két,
giao hru hoc héi 13n nhau cua sinh vién nha
trudmg, hing ndm tai sin tip thé thao khu Ky
tic x4, Phong Cong tdc HSSV phéi hop véi
Hoi sinh vién nha trudmg da 1 chirc khai mac
Gidi bong 4 Ky tic x4 mé rong. Pén nay
hoat dong nay di thwc hién dugc 4 nim va
dem lai nhiéu ¥ nghia dic biét trong cong tac
ting cudng thé lwc cho sinh vién nhi trudmg,
Ngosi ra ¢é ning cao thanh tich hoc tip cho
sinh vién trong KTX vi dip Gng nhu chu
thong tin, dau rim 2016, KTX trién khai cip
user sic dung hé théng phit séng Internet
khong diy tai KTX sinh vién. Hién nay hé
théng phat séng Internet khing diy ¢z di vio
hoat &8ng, d4p tmg nhu ciu hoa mang cia
sinh vién trong KTX.

Trong linh vire van hoa tinh thin Nha trubmg
da chi dao Ky tic xa phéi hop chit ché véi
céc don vi chirc nang ddy manh cac hoat ddng
van hoé trong hoc sinh, sinh vién. Trong {inh
vuc niy KTX da cb nhing ndi dung hoat
dong rht da dang mot sb hoat ddng van héa rat
dic shc. Dac biét, vige t5 chic don miing nam
moi ¢ Ky o xé& da trd thinh mét sinh hoat
viin hoi khong thé thifu ddi véi hoe sinh, sinh
vién. M&i nam hoat déng ndy cé thém nhiing
nét méi, ngdy cng thu hit déng dao hoc sinh,
sinh vién frong v ngodi truéng dén tham dy.
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Ngodi ra, hang nam Nha trudmg 4 chirc “Haf
nghi céng tde qudn Iy sink vién ngoai tri va
adi trik” nhim tong két, dinh gla cdng tac
quén ly sinh vién ngi ngoai tr, lang nghe tdm
. 1, nguyén vong, gidi dap mét cich thoa ding
nhiing thic méc ciiz cdc em sink vién, gilp céc
em yén tam hoc tip, gép phin ning cao i
séng tinh than; ddng thir ning cao chit luong
cuc séng tai KTX cho sink vién noi tri.
Cic yéu t6 tic agng dén mire dp hai Iong
ciia sinh vién d8i véi dich v KTX
Phan tich nhén 16 khdim phd EFA
Nhur vy qué trinh kiém dinh chit Iuong thang
do- kiém dinh Cronbach’s alpha va thyc hién
phén tich nhan t 58 gom cac nhan t6 lai thanh
4 nhém nhin € va 3t tén nhyr sau:
() Co s¢ vit chdr (gdm: CS1- Dién tich
phong & dit ddm bao khéng gian, chire nang
thi thidu; C$2- Trang thiét bi trong phong
duge cung cdp diy di; CS3- Thiét ké phong
dém bao vé thdng gi6 va chiéu séng; CS4- Vi
tri va dién tich phoi 45 thugn tién va rong réi;
CS5- KTX duge xdy dyng dat tiéu chudn ;
CS6- Cic dich vu cung cip dién, nuéc én
dink; CS7- Hé théng thodt nwde ciia KTX kba
t6t; CS9- Ngudn nwdc trong KTX dam bao vé
stnh; CS10- San bii cho tdp luyén thé duc thé
thao dép (mg nhu céu cta sinh vién; TCI-
Khi co s¢r vat chét bi h hong KTX luén gitr
ding han sta chira; KN1- Dich vu v té cham
s6c strc khée ciia sinh vién duge dép img déy
d0; KN3- Noi git xe an toan, rfng rii), (2)
Niing lirc phuc vy (gbm: NLI- Ban quin 1y

KTX rét nhigt tinh v6i cdng vige; NL2- Nhan
vién cing tin vui vé, thén thién; NL3- Bao vé
thudng xuyén di kiém tra tinh hioh trong
KTX; NL4- Quan ly KTX 1am viéc chuyén
nghiép, giii d4p tan tinh thic mic; NL5- Ban
quan 1y KTX thudmg xuyén phun thude phong
chéng dich trong cac dot cao didm; TC2- K
ban khiéu nai, phan nan thi KTX gidi quyét
rit nhanh chéng va linh hoat); (3) Khd ning
ddp dgmg (gdm: KN2- Dich vu an udng, giai
khit phit hgp nhu cdu SV; KNS- Tinh hinh an
ninh duge giai quyét rét tdt; KN6- Dich vu
internet duémg truyn nhanh, dap ing nhu ciu
hoda mang cla sinh vién; KN7- Dich vu cong
cong dwge dam béo); (4 S cdm thong
(gom CT1- Ban quan Iy KTX thuing xuyén
t6 chitc nhu-ng budi né chuyén, lang nghe aé
biét nhu chu ciia sinh vién; CT2- Thai gian
dong, m¢ cira ciia KTX 13 hop 1y; CT3- Sinh
vién cam thiy thodi mdi khi trao ddi véi Ban
que'm 1y KTX; CT4- Ban quin ly KTX 8 chirc
nhidu chuong tnnh cho sinh vién trong KTX;
KNé4- Céc sy ¢ cup dién, nude duge xir 1y
nhanh chong; TC3- Théi gian khic phuc suw
cb nhanh; TC4- Ban tin twdng vao 16i cam két
cla nhén vién KTX).

Qué trinh phan tich twong quan cho thy bién
ddc lap va bién phu thudc c6 twong quan véi
nhau (Sig <0,05). Gidta cic bién doc lap co
twong quan vGi nhau, nén cin kigm tra da
cdng myén.

Phin tick ki quy

Unstandardized Standardized
Coefficients Coefficients Sig.  Collinearity Statistics
Mode) B Beta Tolerance  VIF
1 (Constant) -1,621 000
C8 ,294 227 000 ,348 2,873
NL 368 ,257 000 ,653 1,532
KN 245 ,222 000 526 1,963
CcT 479 332,000 347 2,879

a, Dependent Variable: HL

R'= 75,8 % >50%, cé thé ndi 75,8% su bién déi sy hai long cia sinh vién dbi véi dich vu KTX
hang nim cé thé duwe giai thich bang sy bién dbi vé co 5o vat chit, ning luc phuc v, kha nng

ddp Gng, su cam théng.
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Sig= ,000 <0,05 nén mé hinh [4 phi: hgp (tn
t31). H s6 VIF ctia cdc nhan t6 deu bé hon 10
, vi vay mé hinh khéng cé vn d& vé da cong
tuyén (Hoang Trong v Chu Nguyén Mong
Ngoc, phdn tich dit iéu nghién ctew voi SPSS,
NXB Héng Piec, 2008).

Hé sé Sig kiém dinh t cita cde nhin 15 déu
nho hon 0.05 nén giit lai ¢a 4 nhan té.

Cic nhan t§ ddu anh hudmg dvong va 49
manh mdi quan hé nbw sau: Sy ¢im thong >
Nang Iy phuc vu > Co 50 vét chit > Kha ning
dap img (he 56 beta cang 16n thi cé thé nhan xét
rang yeu t6 d6 c6 mirc df anh huong cao hon
cée yéu t§ khéc trong md hinh nghién ct).

Tix dfy, ta c6 phuong trinh hdi quy twong img:
HL= -162I+ 0294%CS + 0368*NL +
0,245% KN + 0.479*CT

GIAI PHAP NHAM NANG CAO SU HAI
LONG CUA SINH VIEN PO1 VOI DICH
VUKTX

Gigi phdp nhém tao co s vie chdt (it hom
cho viéc hoc tdp va sinh hogt ciia sinh vién
Thyc trang co s vat chit va thiét bi coa Ky
tic xd cho thay cin ed nhu'ng thay d8i aé
néng cao chét lweong nhd & va khu vire hoc tap
cho sinh vién trong Ky tic x4. Diu tw sira
chita va ning cip cic khu ky the x4 K7, K8,
K9, K10... Tiép tuc diu ar xdy dung sin b
cho sinh vién tap luyén thé duc thé thao tang
cudmg sitc khoe.

Ngubn nuée trong KTX duge sinh vién danh
gid la dam bio vé sinh, tuy nhién ngudn cung
cap nuoc cdn chua én dinh, tinh trang miét
mrée vin con xdy ra, gdy anh huong l6n t6i
sinh hoat caa smh v1en néi trli. Do vay, Ban
Quar iy KTX can tidp tuc dinh ky kiém tra
chit lugng nguon nudce, dudng 6 dng din nuoe,
klp thiri thay thé dutmg ong nude hu hong
nhim dim bio ngudn cung cip nuéc én tinh va
d5m bio an todn v& sinh cho sinh vién trong
KTX, déng thdi ¢6 nhiing bién phép manh m&
hon trong xir 1y hé théng thoit nuGe sinh hoat
trong KTX, tranh hién twong tic céng.

Thiét ké cic phong sinh hoat chung, phong nr
hec che sinh vién tai mdi nha, nhiim tao cho
sinh vién khéng gian tir hoc sau nhiing git lén
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16p. M3i phong ty hoe duge trang bi day du
nhifng co s& vét chit co ban phuc vy hoc tap
nhu ban, ghé, quat, bang... va dam bao khong
gian yén tinh cho sinh vién hoc tép. Phong v
hoc s& 13 mét ddng lwuc 4¢ sinh vién ngi i
ting tw gidc hoc tip ning cao kién thic cho
ban thin, tir 46 gp phin tao nén phong trae
hoc tip trong KTX va nang cao két qua hoc
tap cda sinh vién,

Gidi phip nidm ting cuong khd ming dap
ieng cia KTX

KTX cén tifp tuc xdy dumg, hoan thién hé
théng camera an ninh trong khuén vién KTX:
bé tri cdc man hinh ¢é thé theo d8i mei hoat
déng & cac khn vue cdng cfng, trong dé cé
camera ghi hinh cé nit bam bio chay. nhim
&ilp b3 tro cong tac quan 1y viéc ra vao cla
sinh vién, ddm bdo an ninh vd dam bao an
toan cho céng tic phong chdy chita chdy cuia
KTX. Pic bidt hé théng nay cho phép truy
xudt hinh dnh thoi gian thuc 24/24 gid ti
KTX bét cit noi din wén thé gisi, néu c6 méy
tinh va Internet.

Lip 44t thém cac tram phdt wifi nhim dim
bée dudmg truyén internet én dinh, ddp ting
nhu ciu hba mang cua sinh vién trong KTX.
Phdt déng phong trio “Ngay chi nhét xanh”,
1 chirc cic cude thi binh chon phong & kién
mAu trong KTX nhim khuyén khich sinh vién
ndi tni tham gia don dep vé sinh phong & va
khu vuc xung quanh, tao canh quan mdi
truong thodng mit, hgp vé sinh, ndng cao tinh
thin trich nhiém cia sinh vién néi trii trong
vi€c git gin v§ sinh chung cho ¢a KTX.

Gidi phip nkim ting cuéng néng lye phuc
vt tai KTX

Dbi méi nhan thirc cia doi ngil nhan vién vi
46i ngli quin ly KTX, tir quan 1y sinh vién
chuyén sang phuc vu sinh vién, coi sinh vién
1a khdch hang. Co thi 46 than thign, sin sang
phuc vy, rit ngan khoang cich giira sinh vién
Vi cén b$ quan 1y. Tim cdch thirec quan Iy dé
sinh vién xem KTX nhu ngdi nha thi hai ciia
minh. D& sinh vién 1a ngudi chdm diém d5i
ngfi nhin vién va quan 1y KTX sau méi hoe
k¥, méi nim ciing [3 mdt phuong phap giap
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tim hiu mirc 46 hai long cda sinh vién, gilp
ban quin Iy KTX biét duge nhimg can bd nao
can diCu chinh cich thirc 1am viée, ¢4n bd ndo
nén duge tuyén duong, khen thudng... tao

dng luc manh mé déi véi ddi mdi nhin thirc *

clia d6i ngfi c4n bo nhan vien K1X.

Linh hoat trong bé tri phong & cho SV, ¢6 céc
Iom phong & binh thudmg va phong & theo yéu
chu ciia SV dé vira dép tng nhu ciu da dang
cla SV, vira tin dung co s& vét chét hién cé
dé tiing thu cho truong.

Gidi phdp nkdm ting cuémg sie cdm thing
KTX sinh vién cn x4y dung trang web danh
riéng cho KTX cidc website dién dan I3 noi
trao ddi, chia s&, gop ¥ gilta cdc sinh vién véi
nhau va vSi cén b3, nha truong vé moi vin dé
lién quan dén sinh hoat va hoc tap, giai quyét
ngay nhimg thic méc cua sinh vién, hudng téi
viée xdy dung mdt KTX vin minh, an toan,
sach dep.

Thanh 1ap cac CLB trong KTX nhim 130 méi
tratmg bd ich cho sinh vién tham gia hoat
ddng sau nhimg g0 hoc tip cang thang. Dic
biét thanh ldp CLB phét thanh trong KTX,
hing tuln c6 bai phat thanh chia s¢ tin tic
théxi su néng hdi vai nhimg binh ludn kinh té
pitip tang thém kién thitc cho sinh vién, déng
thoi dwa dén nhitng ban tin 4m nhac, nhimg 13
thyr tim su giip sinh vién trong KTX thr gizn
v c@p nhit tin tlc ¢ho ban than.

Tiép tyc doy tri va nang cao higu qué hoat
dong clha d6i sinh vién quan ly céc tda nhd
nhiim h3 try cho Ban quén 1y Ky U.lc xd trang
trién Xhai cc hoat ddng, tuyén truy én va nhéic
nhd sinh vién ndi trd tic phong, 161 song lanh
manh, 0é nép, gép phin xay dwng KTX hién
dai, van minh. Ngoai ra, d¢i sinh vién niy

ciing 14 ciu ndi gida Ban quan ly KTX va
sinh vién ndi tr, gitp Ban quin 1y KTX dé&
tiép cdn duge thong tin phin hdi tir phia sinh
vign v& co s vit chit, dich vu tai KTX, dé ¢6
chimg bign phip diéu chinh, khic phuc kip
thi, tao tam 1y thodi méi cho sinh vién séng
tai KTX.

Gidi phap nhim tdng ciedng murc d in cgy
Ban Quén ly KTX cin dinh ky td chirc chc
dot kiém tra trang thiét bi, co so vat chét
trong nmg phong &, ting tda nha nhém dam.
bio kip thoi phat hién, khic phuc sy ¢, lhay
mdi cdc thiét bi hu hong, dap img nhu ciu
sinh hoat va hoc tdp cua sinh vién ndi i,
ting 1ong tin cia sinh vién vao sy nhiét tinh
va trch nhiém ciia déi g quan Iy 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
Untversity of. ics and Business Admi; -TNU

Dormitory service which is indispensable services at universitisshas indirect impact on the
effectiveness of training. Good dormitory services will help students to have psychological
comfort, good learning environment, and indirectly improve leaming outcomes. Recognizing the
importance of research issues, this smdy interviewed ahout 289 boarding students’ satisfaction with
services in dormitories of Thaing University of E ics and Business Administration. Then,
based on the results, authors suggest a number of selutions to improve the quality of dormitory services
1o meet the needs of students the best when they live and study in the school dormitory.
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