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Toém tat:

Nghién civu vimg dung thang do HEAPERF (Higher Education Performance-only) dé danh gid chdt lrong
dich vu dao tgo tai Truong Pai hoc Kinh 16 - Ky thudt Binh Duong. Dir licu dwoc thu thap tir 400 sinh vién
dang theo hoc va phdn tich bang SPSS véi cdc ky thudt Cronbach's Alpha, phén tich nhan té kham phd EFA,
kiém dinh T-test va ANOVA. Két qua cho thdy, thang do HEAPERF vdi 5 thanh phan (hoc thudt, phi hoc
thudt, danh tiéng, tiép cdn, chwong trinh dao tao) dat dg tin cdy 1ot (o tir 0.781 dén 0.823) va cdu triic nhdn
16 ré rang (KMO = 0.853). Chat lwong dich vu dwoc sinh vién danh gid ¢ mirc trung binh (= 3.0/5.0), trong
d6 thanh phan phi hoc thudt cao nhat (3.014) va chirong trinh dao tao thdp nhdt (2.984). Khéng ghi nhén
sw khdc biét dang ké theo gidi tinh hay nam hoc. Nghién ciru dé xudt 3 ham y quan tri nham cdi thién chdt
lwong dao tao cua nha truong.

Tir khéa: HEJPERE, chat lwong dich vu, gido duc dai hoc, dao tao, giao duc, dich vu dao tao.

Application of the HEdPEREF scale to evaluate educational service quality at
Binh Duong University of Economics and Technology

Abstract:

This study applies the Higher Education Performance-only scale to evaluate educational service quality at
Binh Duong University of Economics and Technology. Data were collected from 400 students and analyzed
using Cronbach's Alpha, exploratory factor analysis, t-tests, and analysis of variance. The five HEAPERF
dimensions.: academic aspects, non-academic aspects, reputation, access, and academic programs,
demonstrate good reliability, with Cronbach’s Alpha values ranging from 0.781 to 0.823 and a KMO
value of 0.853. Students rated overall service quality at a moderate level of approximately 3.0 out of 5.
Non-academic aspects received the highest score, whereas academic programs received the lowest. No
significant differences were found by gender or year of study. The study proposes managerial implications
for improving training programs, academic support, and student services.
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1. it van dé

Trong bdi canh co s¢ dao tao bac cao gia tang nhanh, déc biét tai phia Nam, viéc gilt viing vi thé 1a bai
toan chién lugc véi cac truong dai hoc, nht 1a truong ngoai cong lap nhu Truong Pai hoc Kinh té - K§
thuat Binh Duong. Sinh vién ngay nay khong chi chon truong dua trén uy tin hay hoc phi ma con dua vao
trai nghiém thyc té trong qua trinh hoc tap, budc nha quan 1y phai c6 cong cu do ludng phi hop dé nhan
dién diém yéu trong cung cap dich vu.

Trude day, nhiéu nghién ctru dung thang do SERVQUAL dé danh gia chat lugng dich vu trong ngan
hang, du lich, y té. Khi 4p dung vao dai hoc, SERVQUAL bdc 16 nhugc diém: phai do ca ky vong 1an cam
nhan, din dén bang hoi dai, gy mét moi cho ngudi tham gia. Hon nita, cac tiéu chi cia SERVQUAL vén
tir linh vuc thuong mai, chua bao quat duoc dic thu giang day va hd tro sinh vién trong truong dai hoc.

Xuat phat tir bat cap do, thang do HEdPERF do Firdaus (2006) d& xuat 1a giai phép thay thé dang tin
ciy. Piém khac biét cot 16i: HEAPERF chi ghi nhan mirc d6 dap tmg thuc té tir ngudi hoc, khong yéu cau
danh gia ky vong ban dau, nhd d6 rat ngin thoi gian khao sat. Ngoai ra, cau trac 5 nhan t6 cia HEdPERF
g6m hoc thuat, phi hoc thuat, danh tiéng, tiép can va chuong trinh dao tao - dugc thiét ké riéng cho gido
duc bac cao, phan anh déy du cac diém cham quan trong trong trai nghiém sinh vién.

Maic du HEdPERF da dugc thir nghiém tai nhiéu quéc gia va mot vai co s trong nudc, nhung dén thoi
diém nghién ctru, chwa cé cong trinh nao chinh thirc 4p dung bd cong cu nay dé danh gia cht lugng dich
vu dao tao tai Truong Pai hoc Kinh té - Ky thuat Binh Duong. Viéc thiéu bire tranh toan dién dua trén
s liéu thyc té khién nha truong kho xac dinh chinh xac diém yéu can cai thién. Do dé, khao sat hé thong
dua trén HEdPERF khong chi lap day khoang trong hoc thuat ma con cung cip thong tin, goi y diéu chinh
thiét thuc cho cong tac quan ly.

2. Co s& ly thuyét

2.1. HEdPERF - M¢t thang do chuyén biét cho linh vuc dai hoc

Trén thé gioi, nhiéu cong cu do luong chét lugng dich vu da dugc phat trién, ndi bat la SERVQUAL
cua Parasuraman va cong su (1988) dua trén sy so sanh gitta ky vong va cam nhan. Du cé anh hudng 16n,
SERVQUAL vén duge thiét ké cho linh vuc thuong mai nén khi ap dung vao dai hoc thuong boc 16 han
ché. Cac phién ban cai tién nhu SERVPERF (chi do cam nhén, bo qua ky vong) ciing chua thuc sy bam
sat dac thu giao duc bac cao.

Trudc bdi canh d6, Firdaus Abdullah (2006) phat trién thang do HEdPERF (Higher Education
PERFormance). Nhom tac gia nhan xét phan 16n nghién ctru trude d6 thién qua nhiéu vé khia canh hoc
thuat ma bo qua tam quan trong cua dich vu hd tro bén ngoai 16p hoc. HEAPERF ra doi nham khic phuc
16 hong d6, phan nh toan bg trai nghiém sinh vién tir nhap hoc dén khi tét nghiép.

HEdJPERF khéac biét & 2 diém: (1) chi do cam nhan thuc té, khong do ky vong; (2) xay dung tu dir licu
gido duc dai hoc, khong vay muon tur linh vyc khac. Nho d6, thang do nay dugc dung phé bién tai nhiéu
quéc gia va dang din thay thé SERVQUAL tai Viét Nam.

2.2. Cdu tricc 5 thanh phén ciia thang do HEAPERF

Trong phién ban dugc diéu chinh va kiém dinh lai nim 2006, Firdaus dé xuat mot cau tric gém 5 nhan
td (thay vi 6 nhu trong ban gdc ban dau), duoc chimg minh 13 phu hop va 6n dinh qua nhiéu bdi canh
nghién ctru khiac nhau. Dué6i ddy 13 ndi dung cua ting thanh phan, dugc dién giai lai theo cach hiéu cua
riéng nghién ctru nay.

2.2.1. Céc yéu t6 hoc thudt

Céc yéu t6 hoc thuat tap trung vao nhiing gi dién ra tryc tiép trong qua trinh day va hoc: ning luyc
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chuyén mon cua giang vién, phuong phap truyén dat, sy nhiét tinh va sin sang hd trg sinh vién cua ho,
cling nhu tinh cap nhét cta tai lidu va gido trinh. Mot giang vién c6 chuyén mén sau nhung khong biét
cach truyén dat hodc thiéu su quan tam dén nguoi hoc thi kho co thé tao ra trai nghiém tdt. Nguoc lai, su
két hop giita kién thirc vitng vang va phong thai su pham phu hop s& 1a nén tang quan trong cho chat luong
dich vu néi chung.

2.2.2. Cdc yéu t6 phi hoc thudt

Néu thanh phan thir nhat thudc vé giang vién thi thanh phan nay thugc vé bo phan hanh chinh, hd tro va
co s& vat chat cia nha trudong. Cu thé, dé cap dén sy nhanh chong, chinh xac trong giai quyét cac thi tuc
(nhap hoc, x4c nhan sinh vién, cip gidy to), thai d6 lam viéc ciia nhan vién cic phong ban, su sin sang hd
trg khi sinh vién gap van dé hanh chinh, va chat luwong cia cac dich vu tién ich nhu thu vién, phong thuc
hanh, can tin, ky tic xa... Nhiéu nghién ctru thyc té cho théy, du chuong trinh dao tao c6 hay dén dau, néu
sinh vién phai cho doi qua lau dé 1am mot tha tuc don gian hodc gap thai do phuc vu kém tir nhan vién, an
tugng tong thé vé nha truong s& bi anh huong dang ké.

2.2.3. Danh tiéng

Danh tiéng & day duoc hiéu 14 hinh anh va vi thé clia nha trudng trong mat xa hoi néi chung va thi
truong lao dong noi riéng. Danh tiéng duoc hinh thanh tir nhiéu yéu t tich lily qua thoi gian: chit luong
dau ra cta sinh vién, sy cong nhan ciia giéi chuyén mon va doanh nghiép d6i véi tim bang, cac thanh tich
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nghién ctru hoac dao tao ma truong dat duoc, cling nhu muc do

uy tin" khi nhic dén tén trudng trong cac
bang xép hang hoic trong cong dong tuyén dung. D4i v6i sinh vién va phu huynh, danh tiéng dong vai tro
nhu mot tin hiéu tin cdy trude khi ho quyét dinh dau tu hoc phi trong nhidu nam.

2.2.4. Khd nang tiép cdn

Thanh phan nay n6i vé muc d6 thuan tién, dé dang khi sinh vién mudn st dung cac dich vu cia Nha
trudng, bao gdm ca khong gian vat chat 1in méi truong s6. Mot vai biéu hién cu thé: thoi gian mo cua
clia cac phong ban c6 phu hop véi lich hoc cua sinh vién hay khong; hé thong dang ky mén hoc truc
tuyén c6 dé su dung va hoat dong on dinh khong; viéc lién h¢ véi gido vu khoa hodc phong dao tao cé
gip tré ngai gi vé thu tuc hay thoi gian; co s¢ vat chat nhu phong hoc, thang may, chd dé xe c6 dap tng
duoc nhu cau hay khong. Diéu tha vi 1a trong mot sé nghién ctru thuc nghiém, "kha ning tiép can" bat
ngo lai la nhan td co tac dong manh nhéat dén cam nhén téng thé cua sinh vién, thim chi vuot qua cd
yéu t6 hoc thuat.

2.2.5. Chuong trinh dao tao

Thanh phan cudi cung nay lién quan dén nodi dung, ciu trac va sy linh hoat cua toan bd chuong trinh
hoc. Khong chi ding lai ¢ ting mén hoc riéng 1¢, nd danh gia tinh logic va lién thong giita cac hoc phan,
su can bang giita 1y thuyét va thuc hanh, mtc d6 cip nhat ciia chuong trinh so v6i nhu cau thuc té cua thi
truong lao dong, cling nhu kha nang cho phép sinh vién lya chon cac mon tu chon phu hop véi dinh hudng
nghé nghiép ca nhan. Mot chuong trinh dao tao duoc thiét ké tot s& giup nguoi hoc nhin thiy dugc "1o
trinh" rd rang tir khi nhap hoc dén khi ra truong va di lam.

3. Phuwong phap nghién ciru

3.1. Piéu chinh thang do

Thang do HEdPERF phién ban hiéu chinh (5 thanh phan, 41 bién quan sat) duoc dich sang tiéng Viét
va diéu chinh qua 2 budc. Pau tién, 5 sinh vién dugc moi doc, gach dudi nhiing tir ngit kho hiéu. Tiép
theo, nhom thao luan gém 10 sinh vién di gép y chinh sira cach dién dat cho phu hop véi bdi canh thyc
té tai truong. Cac bién duoc giit nguyén sb lugng nhung thay d6i mot sb cum tir mang tinh dia phuong.
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3.2. Khdo sdt va mdu

Phiéu hoi chinh thirc gdm 41 cau, sir dung thang Likert 5 bac (1 - hoan toan khong dong y dén 5 - hoan
toan dong y). Pbi twong 1a sinh vién chinh quy tir ndm thtr nhat dén nam thi tu ciia Truong Pai hoc Kinh
té - K§ thuat Binh Duong. Mau dugc chon theo phwong phéap thuan tién két hop theo cum 16p hoc, véi ky
vong thu vé it nhat 300 phiéu hop 1&. Dit liéu sau khi thu vé dugc lam sach va xir Iy trén SPSS thong qua
céc kiém dinh Cronbach's Alpha, phan tich nhan t6 kham pha EFA, thong ké mb ta va so sanh trung binh.

4. Két qua va thao luin

4.1. Thong ké mé ti mdu khdo sdt

Nghién ctru thu dugc 435 phiéu tra 16i sau khi sang loc thi ¢6 mau khao sat c6 400 sinh vién (trong dé:
56,8% nit), chu yéu tap trung & nim ba (28,7%) va nganh Quan tri kinh doanh (24.8%) dap ung yéu cau
vé ¢& mau cho phan tich nhan t6 kham pha (Hair & cong su, 2010).

4.2. Kiém dinh dp tin cdy ciia thang do

Sau khi loai cac bién c6 hé sb twong quan bién - tong nho hon 0.3 (gdm NAC9, NAC11, AC9, NAC10,
NAC12), thang do chinh thirc con 36 bién quan sat. Két qua Cac hé sb Cronbach's Alpha dao dong tir 0.781
(NAC) dén 0.823 (PRO), tat ca déu vuot ngudng 0.7. TAt ca 5 thanh phan déu c6 hé sé Cronbach's Alpha
16n hon ngudng 0.7 (Nunnally & Bernstein, 1994), khing dinh thang do HEdPERF sau hiéu chinh dat do
tin cay nhét quan noi tai tot.

4.3. Phén tich nhan té khdm phd (EFA)

Phén tich EFA dugc thuc hién véi 36 bién quan sat, phwong phép trich Principal Component va phép
xoay Varimax. Két qua cac kiém dinh duoc trinh bay trong Bang 1.

Bang 1. Kiém dinh KMO va Bartlett

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 853
Bartlett's Test of Sphericity Approx. Chi-Square 4128.106

df 630

Sig. .000

Nguon: Két qua xir Iy SPSS ciia nhém tdc gid
Két qua cho thiy, 5 nhan t6 dugc rat trich v6i gia tri riéng (Eigenvalue) > 1, giai thich dwoc 47,393%
tong phuong sai. Mirc nay dugc chip nhan trong nghién ctru khoa hoc xi hoi (Hair & cong su, 2010).
Bang 2. Ma trin xoay nhan t6 sau khi loai bién

Bién Hoc thuat Phi hoc thuat Chwong trinh Danh tiéng Tiép can
(AC) (NAC) (PRO) (RE) (ACC)

AC2 722

AC6 .706

AC8 .690

AC4 .680

AC7 .679
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AC5

.675

AC1

.649

AC3

.623

NAC2

7122

NACS8

.694

NAC5

.653

NACG6

632

NAC4

.615

NAC7

.601

NACA1

.600

PRO3

737

PRO4

.701

PRO7

.686

PRO2

.683

PRO5

.682

PRO1

.674

PROG6

.658

RE6

.720

RE1

.705

RE2

.696

RE3

.658

RE4

.634

ACC4

.719

ACC2

.708

ACC6

.683

ACC5

.671

ACCA1

.658

ACC3

.655
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Céc bién quan sat hau hét déu co hé s6 tai 16n hon 0.5 va tai tap trung rd rang vao dung cac thanh phan
ly thuyét. Cu trac 5 nhan t§ cua thang do HEdPERF duogc khing dinh 1a phu hop vé6i bdi canh Truong
Pai hoc Kinh té - K¥ thuat Binh Duong.

4.4. So sanh theo gidi tinh (T-test) va so sanh theo nam hoc (Anova)

Dé kiém tra sy khac biét trong danh gia chét lugng dich vu gilia sinh vién nam va nit, nghién ctru thuc
hién kiém dinh T-test mau doc lap.

Dé kiém tra su khac biét giita sinh vién cac ndm (nim 1, 2, 3, 4), nghién ctru sit dung phan tich phuong
sai mot yéu té (One-way ANOVA). Kiém dinh Levene cho thay, phuong sai gita cic nhom 1a dong nhét
(p > 0.05), dap tng diéu kién cia ANOVA. Két qua duoc trinh bay trong Bang 3.

Bang 3. Tém tat két qua kiém dinh su khac biét

Gidi tinh (T-test) Nam hoc (ANOVA)
Thanh phéan F p-value
t p-value
NAC -0.701 0.484 2.033 0.109
AC 0.552 0.581 2.025 0.110
RE -0.282 0.778 1.331 0.264
ACC -0.495 0.621 1.501 0.214
PRO -0.913 0.362 2.308 0.076

Nguon: Két qua xir 1y SPSS ciia nhém tdc gia
Két qua kiém dinh Independent Samples T-test cho thdy, khong c6 su khac biét c6 ¥ nghia thong ké vé
danh gia chit lugng dich vu gitra sinh vién nam va nit trén ca 5 thanh phﬁn (tét cap>0.05). Tuong tu, két
qua phan tich phuong sai mot yéu t6 (One-way ANOVA) ciing chi ra khong c¢6 su khac biét dang ké giira
sinh vién cdc ndm hoc tir ndm thir nhat dén nam thir tu trén tit ca cac khia canh (F lan luot tir 1.331 dén
2.308, tat ca p > 0.05). Piéu nay cho théy, cam nhén cua sinh vién vé chét lugng dich vu dao tao la tuong
dbi ddng nhat, khong bi chi phdi bai gidi tinh hay thoi gian hoc tap.
5. Ban luan

Két qua nghién ciru cho thay, thang do HEdPERF véi 5 thanh phan (hoc thuat, phi hoc thuat, danh
tiéng, tiép can, chuong trinh dio tao) hoan toan c6 thé ing dung thanh cong tai Truong Pai hoc Kinh té -
K§ thuat Binh Duong.

Sau hiéu chinh (loai 5 bién), hé sé Cronbach's Alpha ctia cac thanh phan dao dong 0,781-0,823, dat do
tin cdy tir chap nhan duoc dén tét, twong dong voi nghién ctiru gbe cua Firdaus (2006) va cac nghién ciru
tai Malaysia, Indonesia, Tho Nhi Ky. Diéu nay khing dinh tinh 6n dinh cia HEdPERF khi chuyén sang
céc bdi canh vin hoa khac nhau.

Phan tich nhan t6 kham pha EFA cho chi s6 KMO = 0,853; 5 nhén t6 duoc rat trich giai thich 47,393%
tong phuong sai - mirc dudi 50% nhung van chip nhan dugc trong khoa hoc xa hoi (Hair va cong su,
2010). Ma tran xoay cho thiy hau hét bién tai rd rang vao ding thanh phan Iy thuyét, khong co tai chéo
dang ké, ching to ciu trac 5 khia canh phu hop vdi cam nhan cta sinh vién.

210| $6 20/2026



QUAN TRI - QUAN LY

6. Két ludn

Nghién ctu ing dung thang do HEdPERF dé danh gia chit lugng dich vu dao tao tai Truong Pai hoc
Kinh té - K§ thuat Binh Duong, dya trén phan tich tir 400 sinh vién, rit ra 4 két luan chinh:

Thir nhdt, thang do HEAPERF 5 thanh phan duoc kiém dinh thanh cong trong bdi canh dai hoc ngoai
cong lap Viét Nam. Sau khi loai 5 bién, thang do con 36 bién, dat do tin cay tbt (Cronbach's Alpha > 0,78)
va ciu tric nhan t6 rd rang (KMO=0,853; 5 nhan t6 giai thich 47,393% phuong sai). HEdPERF la cong cu
phu hop dé do luong chét lugng dich vu dao tao.

Thir hai, chat luwong dich vu dugc sinh vién danh gid & muc trung binh kha (=3,0/5,0). Thanh phén phi
hoc thuat c6 diém cao nhat (3,014), chuong trinh dao tao thap nhit (2,984) - 13 tin hiéu dé nha trudng xem
xét vu tién cai thién.

Thir ba, khong c6 sy khac biét c6 ¥ nghia thong ké trong dénh gia theo gi6i tinh va nam hoc, cho thiy
cam nhan cta sinh vién trong d6i dong nhat.

Thir tir, 3 ham y quan trj dugc dé xuit: (1) wu tién cai thién chuong trinh ddo tao, (2) nang cao kha ning
tiép céan dich vy hanh chinh, (3) duy tri caic mat manh vé phi hoc thuat va danh tiéng.
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