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TOM TAT:

Nghién cifu nay nhim xéc dinh cdc nhan t& 4nh huéng d€n mic do hai long clia sinh vién doi
véi dich vu hd trg ngudi hoc tai Trudng Pai hoc Cong Thuong Thanh phd Hd Chi Minh. K&t qui
nghién cttu chi ra trong 5 nhan td tdc dong 1a C6 van hoc tip; Dich vu thu vién; Co s& vat chat;
Cong tac huéng nghiép va tu van viéc lam; Dich vu hd trd truc tuy€n, thi Cong tic huéng nghiép, tu
van viéc 1am Ia nhin t6 c6 4nh hudng manh nhat d&€n sy hai long clia sinh vién, trong khi Co s& vat
chat 1a nhén t& c6 tic dong thap nhit. Dya trén nhitng phat hién nay, nghién cttu dé xuat mot sd
ham ¥ quan tri d6i véi Trudng Pai hoc Cong Thuong Thanh phd HO Chi Minh.

T khéa: hai long ctia sinh vién, dich vu hd trg ngudi hoc, Trudng Pai hoc Cong Thuong Thanh

phd Hb Chi Minh.

1. Pit van dé

Trong boi cdnh cudc Cach mang Cong nghiép
4.0 va hoi nhip todn cdu, gido duc va dao tao
déng vai trd quan trong ddi v6i sy phat trién clia
mdi qudc gia, khong chi truyén dat tri thifc ma con
gitp phat trién toan dién con ngudi va gidi quyét
cdc van dé toan ciu. P& gido duc phat huy hiéu
qud, cin dau tu hop 1y, tao nén ting vitng chic
cho sy phét trién bén vitng. Hién nay, canh tranh
gilta cdc trudng dai hoc ngay cang gia ting, dic
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biét tai Viét Nam, ndi cdc trudng chi trong ning
cao sy hailong ciia sinh vién. C4i thién chi't lugng
dich vu va sy hai 10ng cda sinh vién giip cdc
trudng dat tiéu chuin ki€m dinh va thu hit sinh
vién, ddm bdo sy phat trién 1au dai.

Trudng Pai hoc Cong Thuong Thanh phd Hb
Chi Minh (HUIT), v6i hon 40 nim phét trié€n, da
dit myc tiéu trg thanh trudng dai hoc dinh hudng
tng dung hang diu tai Viét Nam vao nim 2035.
Trudng chu trong vao mdi trudng hoc tip thin
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thién, co s& vat chit hién dai, doi ngii gidng vién
chd't lugng va cdc dich vu hd trg sinh vién dudgc
trién khai tich cuc, tao diéu kién tSt nhit cho
ngudi hoc. Tuy nhién, nhu ciu cla ngudi hoc
ngdy cang cao, d€ xdc dinh dugc nhitng van dé
nio cin cdi thién, nhém tdc gid da thyc hién khio
sdt va phan tich dinh lugng dé dat muc tiéu
nghién ctu.

2. Téng quan nghién ciu

2.1. Co'sd ly thuyét

2.1.1. Cdc Iy thuyét lién quan

Cin ctt d€ xAy dyng mo hinh nghién citu vé sy
hai long vé dich vu dugc dua trén nén ting clia
mdt s6 md hinh nghién ctu lién quan. Theo
nghién cttu ctia Groncroos (1984) vé sy hai long
ctia khdch hang vé chat lugng dich vu s& dugc do
ludng bdi 3 tiéu chi: chat lugng k§ thuat (chat
lugng dao tao), chat lugng chifc ning (cdc dich vu
hd trg cho dao tao) va hinh 4nh (thuong hiéu cla
nha trudng). Bén canh d6, m6 hinh k¥ vong - cim
nhin cua Oliver R. L. - W. O. Bearden, (1985)
ddnh gid sy hai long cia khach hang thong qua hai
qud trinh chinh: k¥ vong vé 1gi ich va chat lugng
ctia sdn pham, dich vu trudc khi mua sim; khach
hang sé& c6 nhitng cdm nhin chin thuc vé sidn
phffm, dich vu sau khi trdi nghiém thyc t€. Trong
nghién cdu clia Parasuraman, A., Zeithaml, V.A.
and Berry, L.L, (1985) v6i mo6 hinh Servqual la
mdt cdng cu gitp do ludng chit luong dich vu
dugc st dung d€ do ludng 5 thanh phan la do tin
cdy, tinh ddm bdo, phuong tién hitu hinh va su
ddng cadm.

2.1.2. Gid thuyét va mé hinh nghién ciiu

+C6 van hoc tip (CVHT): sinh vién nhan thiy
cong tdc cd van hoc tp 12 nhin t& cin thiét, c6
thé hd trg, dap ng dudc nhitng thong tin ma ho
can, tao sy k&t ndi gitta khoa, nha trudng, gia dinh
va ban than ngudi hoc, tir d6 gitp ho céi thién
dugc két qua hoc tap va rén luyén. K&t qua trong
nghién cttu cia TrAn Thi Kim Chi (2019), Pham
Thi Lién (2016), Mai Anh Vi va cdng su (2021)
chi ra nhitng nhan td nay c6 tic dong tich cuc dén
su hailong caa sinh vién.

Gid thuyét (H1): C6 vdn hoc tdp cé dnh hudng
tich cuc dén su hai long ciia sinh vién doi vdi dich
vu hé tro nguoi hoc.

+ Dich vu cta thu vién: gitp ngudi hoc ¢6 co
hoi tim ki€m thong tin, kham ph4 tri thifc mot
cdch nhanh chdng, kip thdi; nhan vién than thién,
ddng thdi c6 khong gian nghién citu va trao ddi
hoc thuat 1a nhin t6 quan trong gidp sinh vién
mudn dugc dén trudng thudng xuyén hon. Nhitng
diéu nay gidp cho ngudi hoc hai long véi dich vu
thu vién d6 1a cdc thong tin dugc tim thdy trong
cdc nghién citu cda Kanduri, S. and Radha,
B, (2023)

Gid thuyét (H2): Dich vu ciia thi vién cé dnh
hudng tich cuc dén sw hai long ciia sinh vién doi
vdi dich vu hé trg nguoi hoc.

+ Co s vat chat: diéu kién cd sd vat chit ludn
12 nhan t6 dugc quan tim khi hoc sinh lya chon
trudng dai hoc, do d6 né da dugc dé cip trong
nhiéu nghién cttu nhu trong cdc nghién ciu clia
Nguyén Thi Ngoc Xuin (2018), Nguyén Thanh
Vi va Bui Quang Tam (2020), Lu Pham Thién
Duy va cdng su (2023). Mot modi trudng thodng
mit, tién nghi diy di s& 1am cho ngudi hoc thodi
madi, kich thich sy tu do sdng tao s& giip cho ngudi
hoc c¢6 hirng thud hon.

Gid thuyét (H3): Co s& vdt chdt cé dnh hudng
tich cuc dén sy hai long ciia sinh vién doi vdi dich
vu hé tro nguoi hoc.

+ Cong tac huéng nghiép, tw van viéc lam: cdc
hoat dong tu van viéc lam gidp sinh vién hiéu 1o
hon vé nganh nghé va cong viéc clia minh sau khi
ra trudng, xay dung k& hoach phat trién nghé
nghiép trong tuong lai. Lam t6t cong tdc nay dong
vai trd quan trong giip sinh vién chi dong hon
trong viéc 1ap k& hoach hoc tip va cdc hoat dong
hd trg hoc tap, déng vai trd cin thiét gitp ting kha
ndng ¢6 viéc lam clia ngudi hoc, tir d6 tao dudc su
yéu thich va ting hd rat 16n tir ngudi hoc (Lé Thi
Thu Thuy va cong su, 2020).

Gid thuyét (H4): Cong tdc hudng nghiép, tu van
viéc lam c6 dnh hudng tich cuc dén su hai long clia
sinh vién doi véi dich vu hé tro nguoi ho.

S6 11/2025 245



TAP CHi CONG THUONG

+ Dich vu hd tr¢ truc tuyén: theo nghién ctu 4. K&t qua va thio luan
clia Nguyé&n Thanh Vi va Bui Quang Tam (2020) Kiém dinh dj tin cdy ciia thang do
dé ddm bio sy thong sudt va ning cao chit lugng Thong qua hé s6 Cronbach’s Alpha d€ kiém

thong tin, tudng tdc giita sinh vién va nha trudng  dinh dd tin cay cla thang do (Bang 1), k€t qua chi
thi hd tr¢ truc tuyén 13 cdch thitc d€ phd bi€n  ra 5 bi€n doc lap, 1 bi€n phuy thude véi 30 bién
thong tin d€n sinh vién mot cdch rong rdi, nhanh  quan sdt c6 hé s6 tir 0,7 tr§ 1én déu dat yéu ciu,
chéng, kip thdi. Sinh vién dudc hd trg kip thdi dt diéu kién dé€ ti€n hanh phan tich nhin t& khdm
trong qud trinh s dung s€ tao sy tin tudng, sy hai  phd (EFA). (Bdng 1)

long khi nhitng 1¢i ich cta sinh vién dugc nha Kiém dinh bdang phén tich EFA
trudng quan tAm, ddm bao. K&t qud EFA 1an 1 v6i 25 bi€n quan st chia

Gid thuyét (H5): Dich vu hé trg truc tuyén cé thanh 5 bi€n ddc l1ap véi hé s6 KMO =0,910> 0,5
dnh hudng tich cuc dén su hai long ciia sinh vién (thda diéu kién 0,5 < KMO < 1); Gid tri
doivdi dich vu hé trg ngudi hoc Eigenvalues > 1; K&t qua ki€m dinh Barlett’s véi

Trén co s& ly thuyé&t k&t hgp véi cdc nghién mtc ¥ nghia Sig. = 0,000 < 0,05 cho thdy cdc bi€n
ctu trude, nhom tic gid xay dung mo hinh nghién quan sdt trong phan tich nhan t& khdm phd EFA
cttu nhu Hinh 1. c6 tuong quan v&i nhau trong tdng thé. Tuy nhién,

Hinh 1: Mé hinh nghién ciu dé xudét

( C6 van hoc tap H1+ H2+ [ Dich vu thu vién ]
Su hai long clia sinh vién déi véi

H3+ dich vu hé trg ngudi hoc H5+

[ cCosovatchat | A

Has Dich vy hGtro truc tuyén |

[ Cong tac hudng nghiép, tu van viéc lam ]

Nguén: Nhém tdc gid dé xudt

3. Phuong phap nghién cifu ¢6 bi€n CSVC3, TV4 ¢6 gid tri < 0,5 cho thiy 2

Nghién cttu k&t hdgp phuong phdp dinh tinh vd  bi€n nay khdng c6 sy tuong quan vdi bi€n chinh
dinh lugng dudc ti€n hanh qua hai giai doan:  nénbiloai.
nghién ctfu s6 bo dugc thuc hién thong qua k§ K&t qua phan tich nhan t6 EFA 1an cudi cling
thuat phdng van siu va thdo ludn nhém véi ddi  cho thdy hé s6 KMO = 0,906 > 0,5; mic
ngii lanh dao cdc don vi hd tr¢ dé diéu chinh  Eigenvalue déu > 1 14 phit hp véi dit liéu nghién
thang do phtt hgp. Ti€p theo tdc gid st dung  cttu. K&t qui thong ké ctia Chi-Square cia ki€m
phuong phédp 14y mau thuin tién, ti€n hanh khdo  dinh Barlett’s c6 mifc ¥ nghia (Sig. = 0.000 < 0.05)
sat sinh vién HUIT v6i s6 lugng 500 phi€u duge  cho thdy cdc bi€n quan st ¢6 tuong quan v§i nhau
phat ra sau khi sang loc lIam sach thu dugc 404 xét trén pham vi tong thé, dat yéu cau. Phuong sai
mau phi€u hgp 1é. K&t hgp két qud khdo satcuing 13 70.262% > 50%, c6 nghia 12 k&t qua nghién ctu
sO liéu thit cap, bing cdc phuong phdp ki€ém dinh  da gidi thich dudc 70.262% céc y&u t& dnh hudng
dd tin cy cta thang do Cronbach’s alpha, phan  dén sy hai long cla sinh vién ddi vé6i dich vu hd
tich nhan t6 kham phd (EFA), phan tich hdi quy tr¢g nguGi hoc.

nhim xdc dinh cdc yé&u t§ cling nhu mic do tdc Két quad phén tich hoi quy bji
dong dén sy hai long clia sinh vién ddi véi cdc K&t qua phan tich hdi quy dé€ xdc dinh mitc do
dich vu hd tr¢ ngudi hoc. dnh hudng clia tirng y&u t6 trong md hinh véi bién
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Bdng 1. PAnh gid hé sé tin c@y cla céc thang do

STT Thang do M héa Hé ss:g:]’;bach’s
1 C6 van hoc tap CVHT1, CVHT2, CVHT3, CVHT4, CVHT5 0,895
2 Dich vu clia thu vién TV1,TV2, TV3, TV4,TV5 0,830
3 Co s6 vat chét CSVC1,CSVC2,CSVC3, CSVC4, CSVC5 0,776
4 Cong tac hudng nghiép, tu van viéc lam TVL1, TVL2, TVL3, TVL4, TVL5 0,907
5 Dich vu ha'trg truc tuyén TT1,TT2, TT3,TT4,TT5 0,915
6 Su hailong cla sinh vién HL1, HL2, HL3, HL4, HLS 0,835

phu thudc 12 sy hai long cda sinh vién ddi véi cdc
dich vu hd tr¢g ngudi hoc. Mic dd 4nh hudng nay
dudc x4c dinh thong qua hé s& hdi quy.

Phuong trinh hdi quy tuyé&n tinh boi thé hién anh
hudng clia 5 y&€u t6 d&n sy hai long cla sinh vién
ddi véi dich vu hd trg ngudi hoc tai HUIT nhu sau:

HL = 0,315*TVL +0,273*TV + 0,167*CVHT

+0,154*TT +0,143*CSVC

Theo két qua hdi quy, tit cd 5 nhan t& déu thé
hién dnh hudng tich cuwc d&€n sy hai 1ong cda sinh
vién vé dich vu hd tr¢ ngudi hoc clia nha trudng.
Gid tri hé s& phéng dai phuong sai (VIF) nim
trong khodng tir 1.332 - 2.027 c6 thé k&t luan cic
bi&€n doc 1ap khdng c6 hién tugng da cong tuyén.

K&t qua nghién cifu cho thdy Cong tidc huéng
nghiép, tv van viéc lam 1a nhin t6 c6 tdc dong
manh nhit, ddng nghia viéc sinh vién hai long véi
hoat dong nay clia nha trudng. K&t qud nay tuong
ddng véi nghién cttu clia Lé Thi Thu Thily va
cong sy (2020). Bén canh d6, Cd sé vat chat du ¢
tdc dong tich cuc dén sy hai long gidng nhu
nghién ctu cia Lu Pham Thién Duy va cong su
(2023) nhung dat & mic do thdp nhi't so vdi cic
nhin t6 con lai, diéu nay cé thé 1a do tdc do ting
clia co s& vat chi't chua ddp tng kip toc do ting vé
s6 lugng clia ngudi hoc, nén sinh vién vin con c6
yéu cau nhiéu hon nita cho co s& vat chat clia nha
trudng. Qua k€t qua nghién ctu sé& déng gép mot

Nguén: Két qud phdn tich dit liéu ciia tdc gid, 2024

phan cin ctt cho nha trudng trong viéc cdi thién
cdc hoat dong hd trg ngudi hoc, gidp ngudi hoc
tha'y hai 1ong khi hoc tap tai moi trudng tién nghi,
chuyén nghié€p, qua do6 s€ thu hit duge ngudi hoc
tdi trudng.

5. K&t luan va ham y quan tri

Nghién citu dugc thyc hién nhim x4c dinh va
phan tich cdc nhan 8 4nh hudng dén sy hai long
cla sinh vién d6i véi dich vu hd trg ngudi hoc tai
HUIT. Nhém téc gid sit dung phuong phdp nghién
cttu dinh tinh k&t hdp dinh lugng va st dung phan
mém SPSS 27.0 &€ phan tich. K&t qua nghién citu
da chira cd 5 nhan t6 déu tdc dong tich cuyc dén sy
hai long ddi vé6i cdc dich vu hd trd sinh vién theo
muc do khiac nhau: Cong tic hudng nghiép va tu
van viéc lam ¢6 mitc do dnh hudng manh nhat,
trong khi Cd s& vat chat lai ¢6 tdc dong y€u nhat
trong 5 nhan t6. Dya trén k€t qua nghién ctu, cdc
chinh sich dugc dua ra d€ diéu chinh cho tat ci
cdc nhan t8, dic biét nha trudng nén tap trung
phat huy th€ manh cda nhian t6 Cong tdc hudng
nghiép, tu van viéc lam, dong thdi cii thién diéu
kién Co s& vat chat nhim nang cao chat lugng cdc
dich vu hd trd sinh vién. Sau khi x4 c dinh dudc cic
nhin t6 4nh hudng dén sy hai long clia sinh vién,
nhém tdc gid dé xuit cic ham y qudn tri nhim
thic ddy hoat dong dich vu hd tr¢ ngudi hoc tai
HUIT nhu sau:
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boi v6i Cong tdc huéng nghiép, tw van viéc
lam, hi€n tai Trudng da c6 cdc hoat dong ngay hoi
viéc 1am, ¢6 su hop tac két ndi giita sinh vién véi
cdc doanh nghiép, c6 don vi phu trdch cho hoat
dong khdi nghiép sing tao.. qua d6 da gép phin
hd trg cho sinh vién trong hoat dong thuc t&. Tuy
nhién, cin ting cudng vé so lugng giao lyu vdi
cic doanh nghiép, tao ra cic chuong trinh trao ddi
chat lugng mang lai hiéu qué hon; thanh 1ap cic
ciu lac bd khdi nghiép, sang tao, cling nhu k&t ndi
v6i cdc cuu sinh vién tao dugc kénh dé sinh vién
c6 co hoi hoc héi kinh nghiém, tao nhiéu co hoi
tim ki€m viéc 1am sau khi t6t nghiép.

D6i véi Cd sd vat chat 1a nhan t6 c6 tic dong
tich cyc d&n sy hai 1dng nhung mic do 4nh hudng
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thap nhat trong c4c bién tdc dong. Pidu d6 c6 nghia
mic du Nha trudng d3 diu tu co s§ vat chit, tuy
nhién do nhu ciu ngay cang gia ting, s6 lugng sinh
vién phat trién nén diéu kién co sd vat chit chua
kip thay d8i ddp Gng dugc nhu cdu. Nha trudng nén
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ABSTRACT:

This study investigates the factors influencing student satisfaction with support services at Ho
Chi Minh City University of Industry and Trade. Five key dimensions were examined: academic
advising, library services, facilities, career guidance and employment counseling, and online
support services. The findings reveal that career guidance and employment counseling exert the
most significant influence on overall student satisfaction, whereas physical facilities have the
least impact. Based on these results, the study offers several managerial implications aimed at
enhancing the quality and effectiveness of student support services at the university.

Keywords: student satisfaction, student support services, Ho Chi Minh City University of
Industry and Trade.
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