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LOI CAM TA

Trudc tién toi xin guri 101 cam on siu sic dén PGS. TS Nguyén Tri Khiém d3 tan tim
huéng din, chia sé tai liéu va hudng dan t6i trong sudt qud trinh lam luén vin. Téi cling xin
chan thanh biét on Quy Thay, C6 truong Pai hoc Nam Can Tho di truyén dat nhing kién
thirc quy bau cho t6i thong qua cac mon hoc. Pdng thoi cling xin chin thanh cam on Quy
Anh/Chi ddng nghiép di nhiét tinh gitp dd, tao diéu kién va hd tro toi trong qua trinh thu
thap tai liéu, tra 1oi cau hoi phong van.

Xin tran thanh cdm on!

Nguyén Thi Minh TAm



TOM TAT

Pé tai dugc thuc hién nham muc dich phan tich céc yéu td anh huong dén murc d6 hai
1ong cua sinh vién trudng Pai hoc Nam Céan Tho vé cac dich vu hd trg viée hoc tap va sinh
hoat ngoai khoa. Sb liéu trong nghién ctru duoc thu thap tir 600 sinh vién cua truong di sir
dung qua hau hét cac dich vu cta truong. Trong nghién ciru nay st dung phuong phap phin
tich Cronbach’s Alpha, phan tich nhan t6 EFA va phan tich mé hinh hdi qui da bién dé xac
dinh cac yéu td anh huong dén sy hai long cua sinh vién vé cac dich vu hd trg hoc tap va
sinh hoat ngoai khéa. Két qua nghién ctru cho thdy murc d6 hai long cua sinh vién lan luot 1a:
Nhan t6 co s& vat chat, quy trinh thu tuc thuc hién dich vy, nhan t& nhan vién, nhan t6 hoat
dong ngoai khoa va cudi cung 13 giang vién — c6 van hoc tap. Ngoai ra, tic gia kiém nghiém
su khac biét vé mirc d6 hai 1ong cta sinh vién theo gi6i tinh, bac hoc, nganh hoc va khoa

hoc. Két qua phan tich cho thiy khong c6 sy khac biét nao vé muc d6 hai 1ong cta sinh vién.



ABSTRACT

This study was conducted to investigate the factors influencing students’ satisfaction of
student services and extraculicular activities at Nam Can Tho University. Data of the study
was collected using questionnaires delivered to 600 students who have used the services and
activities. In this study used Cronbach's Alpha index to test the consistency of satisfaction
measures, exploratory factor analysis and multiple linear regression model. The study results
showed the level of student satisfaction from the most to the least are: physical facilities,
service procedures, staff factor, extra activities factor and teachers - academic advisors. In
addition, the researchers used the one-way ANOVA to analyse differences in satisfaction
levels of students in terms of genders, educational levels, and courses of study. The
analytical results showed no difference in the level of student satisfaction in relation to the

three aspects.



LOI CAM DOAN
Luan vin “Céc yéu t6 anh hwong dén su hai long vé chat lwong dich vu hd tro sinh
vién tai trudomg Pai Hoc Nam Can Tho” do hoc vién Nguyén Thi Minh Tam — Lép Thac si
Quan Tri Kinh Doanh khéa 1 truong Pai hoc Nam Can Tho thue hién. T6i xin cam doan day
la cong trinh nghién clru cua riéng t61. Cac s6 lidu, két qua néu trong luan van la trung thuc

va chua ting duoc ai cong bé trong bat ky cong trinh nao khac.
Xin tran thanh cam on!

Nguyén Thi Minh TAm



MUC LUC

| 010) 007N\ (3 - OO iv
TOM TAT ...ttt ettt s et s st en st er et en e e en et en s e eeneees v
LOT CAM DOAN ...ttt ettt ettt n et Vii
1Y L L@ 01 6 OO viii
DANH MUC CAC TU VIET TAT ..ottt ses e Xi
DANH MUC CAC BANG ...t eeee ettt Xii
(03 3 1070, (5 IO 1
G101 THIEU VA TONG QUAN NGHIEN CUU........coiiiiieeeeeeeeeeseeseee e, 1
1.1 LY DO CHON DE TAT ..ot ee e ee e s s e e s s seseeeenesenens 1
1.2 MUC TIEU VA CAU HOI NGHIEN CUU.....oovvrvirrirrireseiseeesesessesessessessesesesenes 2
1.2.1 MIUC HHEU CHUNE ..ottt ettt ettt et e et st e st e st e e sane e e 2
1.2.2 MIUC HHEU CU the... ettt e eeeee e s e eeeeeteseeeeseeessaeeeenees 2
1.2.3 Cau hO1 NEHIEN CUU ...eeiiiiiiiiieeciee ettt ettt e st e et e e e s aneeeens 2
1.3 DOI TUONG, PHAM VI NGHIEN CUU ..ottt 3
1.4 Y NGHIA NGHIEN CUU ..ottt 3
1.4.1 Y NEITA VE 1§ thUYEE ...t 3
1.4.2 Y NEITA V& thre tIBN ..ot 3
1.5 CAU TRUC LUAN VAN ..ot eeses s eene s 4
TOM TAT CHUONG T ..ottt ettt s en et n s 4
CHUONG 2 ..ottt ettt ettt e et e et e e s eee e en et en e 5
CO SO LY THUYET VA PHUONG PHAP NGHIEN CUU......c.co.ooooieieeeeeeee 5
2.1 COSOLY THUYET ...t 5
2.1.1 CAC KAl NIEM CO DAN.....uvviiiiiiiiiiiiiiieiiieeeeteeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeseeseeesseeseseeessseseneeeees 5
2.1.2 Sy hai 1ong ctia KhACh hANg .........oooiiiiiiiiieeeeee e 9
2.1.3 Quan hé giira chat lugng dich vu va su hai 10ng ctia khach hang ............ocoeuveeeneeee. 9
2.2 CAC NGHIEN CUU CO LIEN QUAN ...t eeeee e eeeenene 11
2.2.1 Cac md hinh do Iudng chat Iuong dich VU......o.ovovveveeeieeeeeeeeeeeeeeeee e 11
2.3 TONG QUAN CAC NGHIEN CUU TRUOC ....oveeeeeeeeeeeeeeeeeeeeeeeeeeee e eeee e 15
2.3.1 NGhIEN CTUU trONE NUGC ...eecvveeiieeiieeiieeiiesieeseesteeseesieesteesteeseeseesseeseeseessesssesssessnesseas 15
2.3.2 NGhIEN CUU NQOAT NUGC ..ottt ettt ettt ae e aeeae e eraeeaaeseaeeenas 17

2.4 MO HINH VA THIET KE NGHIEN CUU ..o, 19



2.4.1 D& xuat MO hinh NGRIEN CUU ......cv.veeeeeeeeeeeeeeeeeee e 19

TOM TAT CHUONG 2 ..ottt eeer et s et en s 22
03 5 L0 )1 [ C K PO 23
PHUONG PHAP NGHIEN CU'U......c.oooiooieoeeeeeeeeeeeeeeeeeeeeeee et 23
3.1 Quy trinh NZHIEN CTU ..eevueiiiiiiiiiiiie et e et e e s e s 23
3.2 Phurong phap thu thap SO LU ........veeeeeee et ees e 25
3.2.1 Phuong phdp dinh tinh..........ccoooiiiiiiinie e 25
3.2.2 Phuong phap dinh TEQNE.......coooiiiiiiiiiieeee ettt 28
TOM TAT CHUONG 3 ....cooooviiiiseeiceieeeeeeeee st es s sses sttt esnssses st 33
(03 5 1 0 )7 [ C . ST 34
KET QUA NGHIEN CUU VA THAO LUAN .......cocooiiiiieeeees e 34
4.1 GIOI THIEU KHAI QUAT VE TRUONG DAI HOC NAM CAN THO................... 34
4.1.1 GiG1 thi€U CHUNG....cceiiiiiiiiiiee et et ettt e eees 34
4.1.2 St mang, tim nhin, muc tiéu va chién lugc phét trién trudng ........ccceveveveveeeeeeneee. 34
£.1.3 BO MAY 10 CHIC ...t ee e 35
4.2 CHUGONG TRINH DAO TAO ..ottt s e eeseeeeeseeeeeenenns 36
43.2.1 NNTNG GIEM MANN. ..ot 36
4.2.2 NRTNG GBI YU ...t en s 36
4.3 DPOINGU GIANG VIEN, NHAN VIEN ......oooimiiiiiieeeeeeeeeeeeeeeeee e, 37
4.3.1 NDENE GHEM MANN. ...t 37
4.3.2 NRTENE QLM YEU.....veeeeeeeeeeeee ettt ree et e eeee e ees s eeeneeeeeaeeas 37
44 CO SO VAT CHAT .ot 38
4.4.1 NRUNE GIEM MANN.........oeeeeeeeeeeeeeee et s et ee e eeseeeeee e 38
4.4.2 NIENZ FEM YEU.... ettt eee ettt ees e s e ees e eeenas 39
4.5 HOAT DONG NGOAT KHOA ..ot 39
4.5.1 NRTINE GIEM MANN.........oeeeeeeeeeeeeeeeeee et s et s e eeseeeeee e 39
4.4.2. NRTNE GIEM YUt eee e eeean. 44
4.6 DAC DIEM MAU NGHIEN CUU ....coooiieeeeeeeeeeeeeeeeeee e 47
4.7 KET QUA NGHIEN CUTU ....ooouieieieeceeeeeeeeeee e sesses s sassassassansans 48
4.7.1 Panh gia ctia SV d6i voi dich v hd trg Sinh VIBN .........ceveeeeeeeeeeeeeeee e, 48
4.7.2 Phan tich hé s8 Cronbach’s AIPNa ...........ooeveeueeeeeeeeeeeeeeeee e ee e, 51

4.7.3 Phan tich nhan t& Kham pha EFA .......oouoieeeeeeeeeeeeeeeeee e, 56



4.7.4 MO NINN NOT QUY oot e e eeeeen e eeeans 63

4.7.5 Kiém dinh sy khéc biét trung binh.......cccooiiiiiii 66
TOM TAT CHUONG 4 ......ooooeieeeceeeeeeee ettt ne sttt 66
(03 5 L0 ) [ C PO 67
KET LUAN VA HAM Y QUAN TRI ....cc.oooiiiiiiiieeeeeeeeeeeeee et 67
Bl IKET LUAN ..ottt 67
52 HAM Y QUAN TRI ..ot 68
5,21 CAC IEUYEI TAC ... s ees s ee s een e 68
5.3 Thuan loi, han ché va hudng nghién clru tip theo........vuweeeeeeeeeeeeeeeeeeeeee e 75
TOM TAT CHUONG 5 ....ooooviieseteeeeeeeeeee s en s ses sttt esnsases s 76
TAT LIEU THAM KHAO ..........oooiiisieeeeeeeseeese e ensssesasnan s s s 77
oJ 5 1615 51T 78
BANG CAU HOI KHAO SAT ..ottt st 78
1. KIEM DINH CRONBACH S ALPHA .....ocviviieieeeeeeeeeeee e 81
2. PHAN TiCH NHAN TO KHAM PHA (EFA) ......coiiiiieeeeeeeeeeeeeeeeeeee s 88
3. PHUGNG TRINH HOI QUY ...ooomieiiieieeeeeeeeeeeee e ses s sessesnes s 95

4, KIEM PINH SU KHAC BIET T-TEST VA ONE — WAY ANOVA ..o 926



