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TOMTAT:

Bai viét nghién cttu mdi quan hé giita thdi do ciia sinh vién (TPSV) ddi véi viéc chap nhan khai
niém sinh vién 1 khach hang (SVLKH) tai Trudng Pai hoc An Giang, ki€ém dinh mé&i quan hé ctia
nhan t6 huéng t6i sy hai long clia sinh vién (SHL) tdc dong dén cdi thién chat lugng dich vu va dé
dang dat dugc thanh tich, ki€ém dinh cdc nhan t6 tic dong dé€n y dinh hoc tip clia sinh vién (YDHT),
ki€m dinh sy khac biét vé YPHT theo dic diém c4 nhin ctia sinh vién. K&t qua cho thdy muc tiéu
clia trudng dai hoc huéng t6i SHL c6 mdi quan hé cting chiéu dén dé dang dat dugc thanh tich;
chuong trinh gidng day va 4nh hudng xa hoi déu c6 mdi quan hé cling chiéu; 4nh huéng xa hoi va
TDSV d6i véi viéc chdp nhan khdi niém SVLKH ciing déu c6 mdi quan hé ciing chiéu d&€n YDHT.

Tu khéa: y dinh hoc tap, sinh vién, chudng trinh gidng day, sinh vién 12 khach hang, Truong Pai

hoc An Giang.

1. Diit van dé

X4 hoi hién nay dang trong qué trinh toan ciu
héa va hudng t6i mot xa hoi phat trién nhim dao
tao dugc ngudn nhin luc ¢6 chat lugng cao ddp ting
cho nhu cau ctia xa hoi. P& thuc hién dugc muc tiéu
ndy can c6 rit nhiéu yéu to, trong d6, quan di€ém
clia gido duc 1a phai thay ddi theo thuc ti&én va xu
thé tuong lai. Cdc trudng dai hoc s& phai d6i mit
vGi viéc gia ting sd lugng sinh vién nhim gidi
quyét cdc van dé tai chinh. Vi vdy, viéc cAn phdi
lam la dap Gng SHL véi tu cich la khach hang
(Schwartzman, 1995).

Chen (2017) cho ring gido duc dai hoc dang
trd thinh mot nganh cdng nghiép buing nd trong
mot thi trudng canh tranh va can phai lién tuc thay
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d6i. Trén thuc t&, ¢6 nhiéu cdch ma céc truong dai
hoc c6 thé€ dp dung dé giit chan sinh vién va thu
hiit sinh vién méi (Hasan & cs., 2009). Nhiéu
nghién ctfu nhadn manh vé khdi niém “SVLKH”
(Watjatrakul, 2014; Muncy, 2008; Bunce va cs,
2017; Budd, 2017; Obermiller va cs, 2005). Trong
nhitng nim gin diy, ngudi ta di quan sdt thiy
ring s& lugng cdc trudng dai hoc tu dang ngdy
cang ting l1én thu hiit nhiéu sinh vién tham gia
nhap hoc. Gin day, cdc t8 chitc gido duc dang c6
nhitng hoat dong ti€p thi dé quing bé cic trudng
dai hoc ctia ho dén ngudi hoc thong qua cdc
phuong tién khdc nhau. Ngoai ra, can phai giif lai
va thu hit nhiéu sinh vién hon vi hién tai sinh vién
¢6 nhiéu lua chon thay thé sin c6. Vi vy, tdc gid
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lua chon dé tai nghién cttu “TPSV d6i vdi viéc
chap nhan khdi niém SVLKH: Nghién ctu trudng
hgp Trudng Pai hoc An Giang”. Nghién cttu nay
déng gép vao tai liéu vé mit 1y thuyét ciing nhu
thuc tién.

2. Gia thuy€&t nghién ciu

2.1. Cdc truong dai hoc huéng toi su hai long
ctia sinh vién, cai thi¢gn Chdt luong Dich vu va
thanh tich Khéa hoc Dé dang

Guilbault (2018) khing dinh: viéc giif chin sinh
vién va tuyén sinh 1a mdi quan tAm hang diu cla
cic truong dai hoc tu thuc. Theo Koris &
Nokelainen (2015) va Bailey (2005), c4c trudng dai
hoc ngay nay hi€u rat rd quan diém ti€p thi, riing
viéc giit dudc khach hang sé it tdn kém hon 1a tim
mdt khiach hang méi. Vi vay, cdc trudng dai hoc
nén cai thién chat luong dich vu, cu thé 1a chat
lugng dich vu quan 1y va dich vu sinh vién.

Watjatrakul (2014) ciing cho thdy c6 su tdc dong
tich cuc clia y&u to6 huéng t6i SHL v6i viéc cdi thién
chat lugng dich vu va dé dang dat dudc thanh tich
khéa hoc. Do d6, nghién citu dua ra hai gid thuyét
nhu sau:

HI: Muc tiéu ciia truong dai hoc hudng t6i SHL
c6 moi quan hé ciing chiéu véi viéc cdi thién chdt
luong phuc vu.

H2: Muc tiéu ciia truong dai hoc hudng t6i SHL
c6 moi quan hé ciing chiéu véiviéc dé dang dat duoc
thanh tich trong khéa hoc.

2.2. Cdi thi¢n chét luong dich vu

Theo Watjatrakul (2014), viéc nang cao chit
lugng dich vu 4nh hudng tich cuc dén thdi do chip
nhén cla sinh vién d6i v6i khai niém SVLKH. Két
qué nghién ctu ctia Raza va cs. (2021) khing dinh
céi thién chat lugng dich vu ¢c6 mdi quan hé tich cuc
va déng mot vai trd kha quan trong dén TPSV ddi
véi viéc chip nhan khdi niém SVLKH. Do dé, néu
céc trudng dai hoc cung cap dich vu c6 chat lugng
t6t nhat diéu nay sé& gitp sinh vién thich khai niém
SVLKH va thé hién thdi do tich cuc ddi vdi khai
niém nay; theo d6, nghién citu dua ra gid thuyét
nhu sau:

H3: Cdai thién chat luong dich vu ciia truong cé
mdi quan hé ciing chiéu dén TPSV doi vdi viéc chap
nhan khdi niém SVLKH.

2.3. Dé dang dat duoc trong khéa hoc

K&t qud nghién cdu cda Raza va cs. (2021)

khong tim thdy sy &nh hudng clia d& dang dat dugc
thanh tich khéa hoc 1én TPSV ddi véi viéc chip
nhin khai niém SVLKH. Theo dd, sinh vién khong
thich khdi niém SVLKH, vi ho khdng mudn dat
diém cao mot cach d&é dang hodc khong c6 bat ky
nd luc ndo. Watjatrakul (2014) ciing cho thay su dé
dang dat dugc thanh tich ctia khéa hoc ¢6 anh
hudng tiéu cuc dén thdi do d6i v6i chap nhan khdi
niém SVLKH. Do d6, gi4 thuy&t nghién citu dugc
dé xuatla:

H4: Dé dang dat duogc thanh tich c6 méi quan hé
ciing chiéu dén TPSV dbi vdi viéc chdp nhdn khdi
niem SVLKH.

2.4. Su thudn tiégn va dé dang ciia viéc hoc
trén lop

Mansori va cs. (2014), Ali va cs. (2016) cho thdy
bd cuc khong gian va céch bo tri moi trudng xung
quanh déu rat can thi€t. Bén canh d6, Malliari va
¢s. (2011) chi ra viéc sinh vién dai hoc tranh céc
ngudn kién thifc phiic tap va thich nhitng ki€n thitc
thudn tién va dé ti€p can. Vi vay, nghién citu dé
xuét gid thuy&t nhu sau:

HS5: Su thudn tién va dé dang clia viéc trén 16p co
méi quan hé ciing chiéu dén TPSV vdi viéc chdp
nhdn khdai niém SVLKH.

2.5. Su gdn giii va than thién giita sinh vién -
giang vién

Koris va Nokelainen (2015) di chi ra mdi quan
hé giira gidng vién - sinh vién khong dugc ky vong
v6i khdi niém SVLKH. Raza va cs. (2021) cho thdy
c6 moi quan hé tich cuc va ¥ nghia clia sy gin gili,
than thién gifta gidng vién - sinh vién va TDSV ddi
v6i viéc chdp nhan khai niém SVLKH. Theo d6,
nghién cttu dé xuat gia thuyét nhu sau:

H6: Su gdn giii, than thién gifta sinh vién - gidng
vién c6 méi quan hé cing chiéu dén TDSV doi voi
viéc chdp nhdn khdi niém SVLKH.

2.6. Chuong trinh giang day

Theo Muncy (2008), sinh vién mong dgi mot
chuong trinh gidng day thyc t&€ va dugc bién soan
dya trén chuyén mon clia mot s6 bén lién quan.
Raza va cs. (2021) cho thi'y chuong trinh gidng day
khong c6 tic dong dén thdi do va ¥ dinh clia sinh
vién. Thém vao d6, nghién cdu cta Koris va
Nokelainen (2015) chi ra sinh vién mong dgi mot
chuong trinh gidng day thiét thuc va dugc thi€t k&
dya trén chuyén moén cta gidng vién va nhiing
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ngudi lién quan khic. Theo d6, nghién cttu dé xuit
gia thuyé&t nhu sau:

H7: Chuong trinh gidng day c6 méi quan hé ciing
chiéu dén TSV déi véi viéc chdp nhan khdi niém
SVLKH.

HS8: Chutong trinh gidng day c6 méi quan hé ciing
chiéu dén YPHT tai truong dai hoc.

2.7. Anh hudng xd hoi

Anh hudng x4 hdi x4y ra khi hanh vi, tinh cim,
cdm xtc va ¥ ki€n clia mot ngudi bi nhitng ngudi
khic anh hudng (Tedeschi, 2017). Nghién citu ctiia
Raza va cs. (2021) ciing chi ra ring 4nh hudng xa
hdi c6 mdi quan hé tich cuc va dang ké vdi thai do
va y dinh cda sinh vién. Do d6, nghién citu dé xuat
gia thuy€t nhu sau:

HY: Anh hudng xa héi c6 méi quan hé cing chiéu
dén TPSV doi vdi viec chdp nhan khdi nigm SVLKH.

HI0: Anh hudng ciia xa hdi cé moi quan hé cing
chiéu dén YPHT tai truong dai hoc.

2.8. Thdi dp ciia sinh vién doi véi viec chdp
nhdn khdi niém sinh vién la khdch hang va y dinh
hoc tdp tai truong dai hoc ctia sinh vién

Chow va cs. (2012), Chen va cs. (2018) khzelng
dinh ¢6 sy tac dong tich cyc cla thdi d6 cia moi
ngudi doi v6i hanh vi va ¥ dinh cla ho. K&t qua
nghién citu cia Raza va cs (2021) xédc dinh thai do
c6 tac dong tich cuc d&€n YPHT tai cdc trudng 4p
dung kh4i niém SVLKH. Theo d6, nghién citu dé
xut gi4 thuy&t nhu sau:

HI11: TPSV doéi vdi viéc chdp nhan khdi niém
SVLKH c6 mdi quan hé cung chiéu dén YDHT tai
truong dai hoc.

3. Phuong phap nghién citu

Nghién ctu dudc thuc hién theo hai budc: (1)
nghi€n cttu dinh tinh va (2) nghién cttu dinh lugng.
Nghién cttu dinh lugng chinh thitc dugc thyc hién
thong qua ky thuiat phéng van tryc ti€p. Véi
phuong phdp 14y mau thuan tién, d6i tugng phdng
van 1a sinh vién khéa 19, 20 va 21 cta Trudng Pai
hoc An Giang. S6 bang hdi dugc phat di 1a 400
phi€u va thu vé dugc 350 phi€u. Sau d6 xi 1y con
1a n = 311. Dit liéu dudc x{ Iy bing phan mém
SPSS. Céc thang do clia nghién cifu nay dugc k&
thira va c6 diéu chinh tir nhitng nghién ctu tru6c
day. Thang do Muc ti€u cta trudng dai hoc hudng
t6i SHL (ATSS) dugc do bing 2 bién quan sit dudc
phét trién bdi Watjatrakul (2014). Thang do su
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thuan tién vad dé dang clia viéc hoc trén 16p
(CECS) dya theo thang do cta Koris va
Nokelainen (2015) bao gébm 5 bi€n quan sit.
Thang do D& dang dat dugc thanh tich cla khéa
hoc (EOCA) ¢6 3 bi€n quan sat dugc phat trién bdi
Watjatrakul (2014). Thang do C4i thién chat lugng
dich vu (IOSQ) dua theo thang do ciia Watjatrakul
(2014) gém 2 bi€n quan sit. Thang do Anh hudng
xa hoi (SI) dva theo thang do cia Watjatrakul
(2014), v6i 2 bi€n quan sit. Thang do Sy gin giii
va than thién gitta gidng vién - sinh vién (STCF)
nay dudc do bing 3 bi€n quan st dugc phat trién
bdi Koris va Nokelainen (2015). Thang do Chudng
trinh gidng day (CR) ¢6 3 bi€n quan sdt dudc phdt
trién bdi Raza va cs. (2021) va 2 bién con lai ¢6 ki
hiéu la CR4 va CRS tir Koris, R., & Nokelainen, P.
(2015). Thang do TPSV d6i véi viéc chdp nhin
khdi niém SVLKH (ATC) dudc phat tri€n bdi
Watjatrakul (2014), gdm 3 bi€n quan sit. Thang do
YPHT (INTS) dugc phat trién bdi (Raza va cs.
2021), bao gdm 3 bi€n quan sit.

4. Phan tich dit liéu va ham § cho nha quén tri

4.1. Kiém dinh thang do

Véi 22 bi€n quan sit dudc dua vao phin tich
Cronbachs Alpha va phin tich nhan t& khdm pha
EFA. Sau d6 st dung phép trich nhan t6 1a PAF
(Principal Axis Factoring) v6i phép quay khong
vudng géc Promax con lai dudce 18 bién quan sit.
K&t qua cho thiy cdc nhin t& déu dat yéu cau gid tri
hoi tu va phan biét (Bang 1).

Céc nhan t6 s& dudc dem vao phan tich nhan t&
khing dinh CFA. P€ khing dinh d0 tin cay va do
gid tri ciia thang do, phuong phdp CFA dugc dp
dung k&t hgp véi phuong phip u6c lugng ML
(Maximum Likelihood). K&t qua CFA ctia md hinh
t6i han cho thA'y mo hinh nay c6 chi binh phucng 12
201.872 (p-value < 0.05) v6i 117 bac ty do, do d6
chi binh phuong/df = 1.725 (< 2) dat yéu cau. Cic
chi tiéu khac nhu CFI =0.963 (> 0.90), GFI1 =0.933
(>0.90), TLI = 0.951 (> 0.90), RMSEA = 0.048 (<
0.08) déu dat yéu cau. K&t luAn md hinh phi hgp
v6i dit liéu va c6 tinh don huéng. K&t qua CFA cla
md hinh t6i han khing dinh tinh don huéng va gia
tri hoi tu clia cdc thang do vi céc trong s6 (A_i)
chuin héa déu dat mic tiéu chuin cho phép (thap
nhat 12 CECS1 = 0.597) va c¢6 y nghia thdng ké
(céc gid tri p < 0.05). Nhu vay, cdc bi€n quan sdt
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dung dé do ludng cho cdc khai niém déu dat dugc
gid tri hoi tu. K&t qud cho thiy cic thang do cic
khdi niém nghién cttu déu dat yéu ciu do tin cay
t6ng hgp déu 16n hon > 0,7 va phuong sai trich déu
16n hon 0,5, riéng p,,, ctia bi€n sy thuén tién va dé
dang cla viéc hoc trén 16p c6 gid tri hdi thiap
(0,402 < 0,5), nhung phuong sai trich vin c6 thé
chap nhan gia tri tr 0,4 trd 1én khi ddm bdo dd tin
cdy tdng hdp phdi 16n hon 0,6 (dd tin cdy cda su
thuan tién va dé dang cia viéc hoc trén 16p 1a
0,573 0,6 van c6 thé chdp nhan dugc) (Fornell &
Larcker, 1981). Diéu nay, cho thdy cdc khdi niém
dat gid tri phan biét (Bang 1).

4.2. Kiém dinh mé hinh nghién ctiu va gid thuyét

Mb hinh 1y thuyét c6 124 bac tu do. K&t qua
SEM cho thdy md hinh nay dat d tuong thich véi
dir liéu thi truong: x*[124] = 287,106; Chi-square/df
=2,315 <3 véi gia tri p = 0,000; GFI1 =0,911 > 0,8;

TLI=0,912 > 0,9; CFI = 0,928 va RMSEA = 0,065
< 0,08 déu dat yéu cau nén mo hinh pht hgp véi dir
liéu thi trudng. Tir két qua SEM udc lugng md hinh
chuén héa cho thdy céc gia thuyét H1, H4, H6, H7
va H8 déu c6 gid tri p-value <0.05 va déu dudc
chdp nhian (Bang 2). K&t qua ki€m dinh cic gia
thuy€t cho thdy muc tiéu cla trudng dai hoc huéng
t6i SHL c6 tdc dong dinh cuc dén dé dang dat dudc
thanh tich khéa hoc, tién t6 chuong trinh gidng day
va 4nh hudng x3 hoi tdc dong tich cuc dé€n TDSV
ddi v6i viée chap nhan khdi niém SVLKH; 4anh
huéng x4 hoi va thdi do d6i véi viec chap nhan khai
niém SVLKH tic dong tich cyc dén YDPHT tai
trudng dai hoc cta sinh vién. Nghién cifu nay con
ki€m dinh sy khac biét theo gi6i tinh cia YPHT tai
trudng dai hoc clia sinh vién. K&t qud cho thay
khdng c6 su khdc biét trong mdi quan hé ndy.
(Bang 1,Bang 2)

Bdng 1. Kiém dinh thang do

Khéi niém BQS Cmnb:::tm il - sa'::lf'c‘:‘"gb ) | G
YDHT tai trudng dai hoc clia sinh vién 3 0,832 0,836 0,631
Anh hudng xa hoi 2 0,872 0,873 0,774
Su thuén tién va d&€ dang cuia viéc hoc trén 16p 2 0,574 0,573 0,402 Pat
TDSV d6i véi viec chap nhan khai niém SVLKH 3 0,804 0,807 0.582 yéu
D& dang dat duoc thanh tich 3 0,812 0,819 0.602 cau
Chuong trinh gidng day 3 0,680 0,726 0,476
Muc tiéu clia trudng dai hoc hudng téi SHL 2 0,707 0,706 0,546
BAng 2. K&t qud ki€m dinh céc gid thuyét clia nghién cliu
Gia thuyaét Méi quan hé ? chudn héa P Két qua kiém dinh
H1 F_EOCA <-- F_ATSS 0,350 0.000 Chap nhan
H2 F_ATC <-- F_EOCA 0,069 0,224 Bac bd
H3 F_ATC < F CECS 0,103 0,200 Bac bo
H4 F ATC < F CR 0,278 0,000 Chép nhan
H5 F_INTS <-- F CR 0,123 0,067 Bac bd
H6 F_ATC < F S| 0,520 0,000 Chap nhan
H7 F_INTS < F S 0,366 0,000 Chép nhan
H8 F_INTS <-- F_ATC 0,39 0,000 Chap nhan
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5.Ham y quan tri

Thit nhdt, trong céc yéu td tac dong dén TDSV
ddi véi viec chap nhan khdi niém SVLKH thi 4nh
hudng xa hoi c6 dnh hudng 16n nhat, ti€p dén la
chuong trinh giang day. Pay 1a cd sé cho nha
trudng xdc dinh thd ty vu tién khi nha trudng
mudn sinh vién chdp nhian khdi niém SVLKH.
D6&i véi thanh phan ¢ dnh hudng 16n nhi't 1a 4nh
huéng xa hoi, nha trudng nén tdc dong d€n nhitng
ngudi xung quanh nhu gia dinh, ban bé cta sinh
vién vé nhitng diéu tot va nhiéu 1gi ich khi hoc tai
trudng 4p dung khdi niém SVLKH thi TDSV d6i
v6i viéc chdp nhan khdi niém SVLKH va YDHT
tai trudng dai hoc c6 dp dung khdi niém SVLKH
cang cao. Vi th€, dnh hudng x4 hoi sé tic dong
mdt phan ndo dén thdi dd chdp nhin khdi niém
SVLKH va YPHT tai trudng dai hoc khi 4p dung
khdiniém SVLKH.

Thit hai, chuong trinh gidng day c6 mdi quan hé
cling chiéu d&n TPSV d6i vé6i viéc chdp nhan khai
niém SVLKH. K&t qud nay khong dugc ting hd bsi
k&t quéd nghién cu cia Raza va cs. (2021). K&t qud

TAILIEU THAM KHAO:

sau khi kh3o sit, sinh vién ddnh gid vé chuong trinh
giang day dat dugc Mean = 4,3824, sinh vién hoan
toan dong y vé chuong trinh gidng day clia trudng
hoc. Chuong trinh gidng day cin thay ddi, thém
hodc bét nhitng moén hoc dé sinh vién c6 thé hoc
dugc nhidu ki€n thitc méi va c6 thé dip tng dugc
nhu ciu ciia xa hoi.

Thit ba, k&t quéa cho thdy TDSV d6i vdi viec
chap nhan khdi niém SVLKH c6 mdi quan hé cling
chiéu d&n YPHT. K&t qua nghién citu nay phii hgp
v6i k&t qud nghién cdu clia Watjatrakul (2014);
Raza va cs. (2021). Trong dd, sinh vién danh gia
nhan t6 TPSV d6i vdi viéc chap nhan khii niém
SVLKH 1a déng y (Mean = 4,1951). Nhan t&
YPHT c6 két qua danh gia 1a dong y (Mean =
4,0161). Nha trudng can cai thién co s& vat chit va
chat lugng dich vu hanh chinh, khi d4p tng dudc
nhu cAu hoc tdp va lam hai 1ong dudc sinh vién vé
céc thua tuc va chinh sdch trong trudng dai hoc khi
4p dung khai niém SVLKH thi thdi do doi véi viec
chap nhan kh4i niém sé& dugc ning cao va YDHT
cling s€ bitdc dong m
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ABSTRACT:

The study was carried out with the aim of determining and testing the relationship of factors
affecting students' attitudes towards accepting the concept of students as customers at An Giang
University when applying the concept of students as customers. students are customers. In
addition, testing the relationship of factors towards student satisfaction affects service quality
improvement and easy achievement. At the same time, identify and test the factors affecting
students' learning intention. In addition, the study also tested the difference in students' intention
to study according to individual characteristics of students (gender, course, faculty of study). The
linear structural model (SEM) was used to test the above relationship through 311 students in
courses 19, 20 and 21 of An Giang University. The results show that the university's goal towards
student satisfaction has a positive relationship with ease of achievement; curriculum and social
influence are positively related; Social influence and students' attitudes towards accepting the
concept of students as customers are positively related to students' learning intention.

Keywords: Student's intention to study, social influence, curriculum, students' attitude
towards accepting the concept of students as customers, An Giang University.
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