TAP CHI'Y DUQIC DAIHOCY KHOA VINH
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Nghién ctru nham danh gia thuc trang chéat lwong dich vu dao tao tai Trwong Pai hoc Y khoa Vinh nam 2024
theo moé hinh SERVPERF. Két qua nghién cru khdng chi cung cép co sé& khoa hoc cho viéc nhin nhan khach
quan chét lwong dich vu dao tao tai nha trwéng, ma con lam nén tang dé xuét cac giai phap phu hop, kha thi
nham nang cao chét lwgng dao tao trong thoi gian téi. Nghién clru dwoc tién hanh tir thang 10 ndm 2024 dén
thang 3 nam 2025 trén 298 sinh vién hé dai hoc dw kién tot nghiép nam hoc 2024-2025 tai Trwong DPai hoc Y
khoa Vinh. Két qua thu dwoc cho thdy, chat lwong dich vu dao tao tai trwéng duoc sinh vién danh gia & muc
kha tbt. Trong d6, nhém nang luc phuc vu va do tin cay dwoc danh gia cao nhat (4.07/5). Tiép theo la nhém s
ddng cam (3.99/5) va mirc do dap tng (3.98/5). Nhém phwong tién hiru hinh c6 mirc diém trung binh thdp hon
cac nhém con lai (3.63/5). V& mirc dd hai ldng chung (3.82/5), sinh vién bay té s tw hao khi theo hoc tai trwéong.
Diém trung binh chung 5 nhém yéu t 3.90/5.

T khéa: SERVPERF, chat lwong dich vu dao tao.

I. DAT VAN DE

Chét lwvgng dich vy dao tao déng vai trd then
chét trong viéc nang cao hiéu qua gido duc va
dap &ng nhu cau ngay cang da dang ctia ngudi
hoc. Trong nhi*rng ndm qua, nhiéu nghién ctu
trong va ngoai nwéc da quan tam dén viéc danh
gia chéat lwong dich vu dao tao dai hoc. Nghién
clru cta Pham Thi Thanh Loan (2020) tai
Truong Pai hoc Kinh t& TP.HCM str dung mo
hinh SERVQUAL dé& do ludng khodng céach
gitra ky vong va cadm nhan cda sinh vién (SV),
cho thdy sw khac biét rd rét gitra cac nhom
nganh [1]. Trong khi d6, Lé Van Hung va céng
s (2021) da ap dung mé hinh SERVPEREF tai
Trwong Pai hoc Sw pham Ky thuat TP.HCM va
nh&n manh vai trod cta yéu té “dap rng” va “tin
cay” trong sw hai long tdng thé cia SV [2].
Nguyé&n Thi Héng Nguyét (2023) tai trwong dai
hoc Tai Nguyén va Méi trwdng TP.HCM nghién
clru sau hon khi dinh lwgng mirc do tac déng
cla cac nhan td dén sy hai long ctia SV, theo
thir tw tr cao dén thap Ian lwot 1a mic d6 dong
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cam, cam thong (30.5%), phwong tién hiru hinh
(28.8%), tinh tin cay (20.6%) va nang lwc phuc
vu (16.4%) [3]. Tuy nhién, nhixng nghién ctru
nay chd yéu dirng lai & viéc mé td mirc do hai
ldng, chwa di sau vao phan tich mbi quan hé tac
dong gitra cac yéu td; cling nhw chwa dua ra
dwoc cac gidi phap cu thé, kha thi cho tirng
nhém yéu t6. Bi véi cac trudng khdi nganh sire
khée, mot sé nghién clru dién hinh nhw cla
Tran Thi Thanh Huyén (2019) tai Trwong Dai
hoc Y Ha Néi va Nguyén Van Phuc (2022) tai
Truwéng Pai hoc Y Dwoc Can Tho da budc dau
phan tich méi lién hé gitra cac yéu tb trong moé
hinh SERVPERF va sy hai long SV [4], [5].
Trwdng Pai hoc Y khoa Vinh (Truwdng PHYK
Vinh), mét co' s& ddo tao nhan lwc y t& cé uy tin
khu vwc Bac Trung Bo, hién chwa cé nhiéu
nghién ctu chinh th&c st dung md hinh
SERVPERF dé danh gia chéat lwong dich vu dao
tao mot cach toan dién va cé hé thdng. Trong khi
do, viec ddm bao va nang cao chat lwong dao
tao tai trwérng khoéng chi phuc vu @i ich treéc mat
cla nguoi hoc, ma con anh hwéng sau réng dén
chét lwong ngudn nhan lwc y té trong twong lai,
tr d6 tac déng trwe tiép dén cong tac chdm soc
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va b&o vé strc khde nhan dan. Xuét phat tir thuc
tién do, nhom nghién cru thye hién dé tai “Thuc
trang chét lwong dich vu dao tao tai Trirong Pai
hoc Y khoa Vinh nam 2024 theo mé hinh
SERVPERF”.

1. DOI TUQNG VA PHW'ONG PHAP NGHIEN CU'U
1. Péi twong nghién ciru

Péi tuong nghién cutru: Chét lwong dich vu
dao tao tai Trwong dai hoc Y khoa Vinh.

Déi tuong khdo sét: Sinh vién hé dai hoc dw
kién tbt nghiép nam hoc 2024-2025 tai trwdng
Pai hoc Y khoa Vinh.

Tiéu chuén lwa chon: Sinh vién déng y tham
gia nghién ctru.

Tiéu chudn loai trtr: Sinh vién vang mét tai
thei diém nghién cou.

2. Phwong phap nghién ctru

Thiét ké nghién ctru: mo ta cét ngang.

Thoi gian nghién ctu: Tl thang 10/2024 dén
thang 3/2025.

Dja diém nghién ctru: Trwdng DHYK Vinh.

C& méu va chon méu:

N
T Ne
Trong doé:
n: sb lwong mau can xac dinh.

lll. KET QUA NGHIEN cU’U

1. Nhém yéu té phwong tién hivu hinh

N: S6 lwong téng thé (N = 1019).

e: sai sb cho phép, e = 0.05

Thay vao cong thirc, n = 288.

Thuc t&, nhém nghién ciru thu thap dwoc 298
mau, do khdo sat toan bd I&p YHDP (si s6 nhd,
15 SV) theo phwong phap ngau nhién phan tang.

Céng cu thu thap théng tin: Thang do
SERVPERF gém 31 bién quan sat.

Phuwong phép thu thap théng tin: Phat van.

Phwong phép xt ly sé liéu: Thuc hién bang
phan mém SPSS 20.0.

3. Xtr ly va phan tich sé liéu

Két qua duoc trinh bay theo gia tri trung binh
va dd léch chuan hodc dwoc phan nhom va trinh
bay theo ty 1& phan tram. Kiém dinh Chi binh
phwong dé so sanh ty 1& gitra cac nhém khac
nhau. Kiém dinh t-test hai mau doéc lap va
ANOVA dé xac dinh sy khac biét gilra cac gia tri
trung binh. Cac phép kiém dinh déu dwoc st
dung vé&i doé tin cay 95% va dwoc két luan cé y
nghia théng ké véi p < 0,05.

4. Pao dirc nghién ciru

Nghién cru dwoc thwe hién trén nguyén tac
tén trong quyén va loi ich cla nguoi tham gia,
tuan tha quy trinh xét duyét ctia Hoi déng Khoa
hoc Truwdng Pai hoc Y khoa Vinh.

Bang 1. Biém trung binh nhém yéu té phuong tién hiru hinh

STT NGi dung danh gia dél\:g’ ;ié Tbr‘:Jang 2?1:12?
PTHH 3.63 0.045
PTHH1 [Phong hoc dwoc trang bi dd anh sang, thoang mat 1 5 | 3.97 0.049
PTHH2 |Trang thiét bi day, hoc day du 1 5 | 3.89 0.052
PTHH3 |Thuw vién cé cung cap tai liéu phong phu, cap nhat, d& mwon 1 5 | 3.84 | 0.055
PTHH4 |Hé théng Wifi phl séng réng, dwdng truyén tét 1 5 | 263 | 0.072
PTHH5 |San bai, céng tin, WC dat yéu cau 1 5 | 3.41 0.066
PTHH6 [Noi dé xe cla Trwdng phuc vu tt 1 5 3.53 0.061
PTHH7 |Tac phong giang vién luén chinh té 1 5 | 4.16 0.047

Yéu tb diém trung binh cao nhét la Tac phong giéng vién (4.16) va Phong hoc trang bi tt (3.97).
Yéu tb can cai thién nhat 13 Co s& vat chat san bai, cang tin, WC (3.41) va Noi dé xe (3.53).
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2. Nhém yéu tb do tin cay

Bang 2. Biém trung binh nhém yéu tb do tin cay

TC 3.94 0.045
TC1 | Thwe dung ké hoach gidng day nhw da théng bao 1 5 | 3.99 0.053
TC2 | Panh gia két qua hoc tap cong bang va dang tin cay 1 5 | 3.87 0.056
TC3 | Quan ly chat ché, chinh xac cac thong tin ca nhan SV 1 5| 4.15 0.049
TC4 | Giai quyét cac khiéu nai, thdc mac cta SV thda dang 115 ]| 375 | 0.056
TC5 '(I;ggrggvtin day dud, nhanh choéng, kip th&i cac hoat dong gidng day 1151 304 0.051

Yéu t6 c6 diém sb cao nhat 1a Quan ly théng tin (4.15). Yéu t6 can cai thién nhéat 1a Gidi quyét
khiéu nai (3.75).

3. Nhém yéu té6 mirc dé dap rng

Bang 3. Biém trung binh nhém yéu té6 mirc d6 dap (g

1510 3.98 0.043
PU1 | Can bd nhan vién ludn thwe hién nhiém vu tét vai SV 1 5 4.02 0.050
PU2 | Chuwong trinh dao tao dap ng nhu cau thwc té ctia nganh hoc 115 | 3.9 0.048
BPU3 | Ngi dung giao trinh, bai giang phu hgp v&i muc tiéu mén hoc 1 5 | 3.96 0.048
PU4 | SV dwoc cung cip day du kién thirc ttrng mén hoc 115 | 4.01 0.050
PU5 | SV dé dang tiép can v&i cac quy dinh théng béo ctia Nha trudng 1 5| 3.96 0.050

Yéu t6 diém trung binh cao nhét 1a Can bd nhan vién hé tro tot SV (4.02). Ba yéu té ¢ diém thap nhat
(BU2, U3, bU5) déu dat 3.96 diém, lién quan dén chuong trinh dao tao va kha nang tiép can théng tin.

4. Nhém yéu t6 nang lwc phuc vu

Bang 4. Biém trung binh nhém yéu tbé néng luc phuc vu

NLPV 4.07 0.043
NLPV1 | Giang vién co kién thirc chuyén mén virng chéc 115 | 419 0.046
NLPV2 | Giang vién nhiét tinh trong giang day 115 | 412 0.048
NLPV3 | Nhan vién c6 trinh d chuyén mdn nghiép vu cao dé tw van cho SV 1 5 4.07 0.046
NLPV4 | Nhan vién sén sang lang nghe va huéng dan tan tinh cho SV 115 | 4.02 0.050
NLPV5 | Nhan vién cé thai dd an can, vui vé khi lam viéc vdi SV 1|15 | 4.00 0.051
NLPV6 | Nhan vién ludn giai quyét kip thdi cac thdc méc ctia SV 115 | 4.00 0.054

Yéu t6 diém trung binh cao nhat la Giang vién cé kién thirc chuyén mén virng chac (4.19). Yéu tb
diém trung binh thAp nh4t la Nhan vién cé thai dd an can, vui vé va giai quyét thac méc kip thoi (4.00).
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5. Nhém yéu té sw dong cam

Bang 5. Biém trung binh nhém yéu té sw déng cam

. . iy Mdrc Trung |Do léch
STT NOi dung danh gia danh gia | binh | chu3n
bC 3.99 0.044
PCA KhoaA, Tru:o’ng quan tam, giai quyét nhirng van dé tré ngai trong ’ 5 | 387 0.055

hoc tap cua SV

DC2 | Giang vién ludn hd trg SV trong pham vi trdch nhiém cla minh 1 5 | 4.02 0.050
pC3 g\é/n bd, nhan vién ludn c6 sy quan tdm, ho tro can thiét doi voi 1 5 397 0.049
DC4 | SV dwoc hoan thién dan vé kj nang, dao dirc, y thirc xa hoi 1 5 | 4.05 0.050
DC5 | Trudng cé hinh thire khen thuwdng, hoc bdng khich & tinh than SV 1 5 | 4.05 | 0.050

Yéu t6 c6 diém trung binh cao nhét (4.05 diém): SV dwoc hoan thién dan vé ky nang, dao dirc, y
thirc xa hoi va BC5-Trwéong cé hinh thirc khen thwdng, hoc bdng khich 1& tinh than SV. Yéu té c6
diém trung binh thdp nhét (3.87 diém): Khoa, Trwdng quan tam, gidi quyét nhirtng van dé tré ngai
trong hoc tap cta SV.

6. Nhém yéu t6 sw hai long

Bang 6. bBiém trung binh nhém yéu t6 sw hai long

HL 3.82 0.056
HLA \Blﬁqulq hai long véi chat lweng dich vu dao tao tai Trudng DPHYK 1 5 383 0.051
HL2 | Ban tw hao la SV Trwong BHYK Vinh 1 5 | 3.92 0.052
HL3 | Néu dwoc chon lai ban van chon nganh ban dang theo hoc 1 5 3.72 0.066

Yéu t6 cé diém cao nhat 1a Ty hao 1a SV Trwong DPHYK Vinh (3.92). Yéu t6 diém thap nhét 1a
Chon lai nganh hoc (3.72).

7. Banh gia chung

Sy dong cam 3.9
Nang Ivc phuc vu |y 4,07
Mdre a6 dap vng . 3.98
bo tin cay I 3.94
Phwong tién hiru hinh - [ 363
3.40 3.50 3.60 3.70 3.80 3.90 4.00 410

B Trung binh

Biéu db 1: Piém trung binh cac nhém yéu tb
Yéu td c6 diém cao nhét Ia ndng lwc phuc vu (4.07). Yéu tb c6 diém thap nhat la phwong tién hivu
hinh (3.63).
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IV. BAN LUAN
1. Nhém yéu té6 phwong tién hiru hinh

Két qua nghién ciru cho thdy, nhém yéu té co
diém trung binh cao (trén 3.8) tap trung vao tac
phong cua gidng vién, phdng hoc sang sua, du
anh sang, trang thiét bj gidng day dworc trang bi
twong déi day du va thw vién dap ng dwoc nhu
cau hoc tap, tra ctru tai liéu. Nhém yéu té c6 diém
trung binh kha (tr 3.5 dén dwai 3.8) chi yéu thudc
vé cac tién ich hd trg nhw wifi va chd dé xe. Nhém
yéu t6 c6 diém thap nhét (dwéi 3.5) gdm cac hang
muc nhw san bai, cang tin va nha vé sinh.

SV danh gia tich cuc vé cac yéu té nhu phong
hoc, trang thiét bj gidng day va thw vién. Tuy
nhién, cac tién ich nhw wifi, nha vé sinh, cang tin
van con han ché. Két qua nay twong dong vai
nghién ctu cta TrAn Van Ding (2021) tai
Trwdng Pai hoc Y Dwoc TP H6 Chi Minh, yéu té
co s& vat chét tai trwdong DHYK Vinh ¢cé muc
diém thap hon, cho thay sw can thiét phai dau tw
ddng bod hon vé ha tang [6].

2. Nhém yéu tb dé tin cay

Yéu tb “Quan ly chinh xac théng tin SV” ¢6
diém trung binh cao nhét (4.15). Day la mét chi
bao tich cwc, thé hién rang quy trinh lwu tri,
X ly va bdo mat théng tin dang dwoc thwe hién
mot cach chat ché va hiéu qua. Tiép theo,
“Thwc hién dung ké hoach gidng day’ va
“Théng tin day da, kip thoi” c6 diém trung binh
lan lwot 1a 3.99 va 3.94, thé hién mc dd hai
ldbng twong dbi cao cha SV dbi véi viec Nha
trwdng tuan tha lich trinh dao tao va cung cép
théng tin hoc vu. Yéu tb “Giai quyét khiéu nai,
thdc méac cla SV’ cé diém trung binh thap nhét
(3.75), cho thdy day la khia canh SV it tin
twdng hon so véi cac yéu tdé khac. “Danh gia
két qua hoc tap céng bang, dang tin cay” cé
diém trung binh 3.87, nhin chung SV cé niém
tin vao quy trinh danh gia, nhwng van ton tai
sw nghi ngai nhéat dinh vé tinh khach quan va
minh bach.

3. Nhém yéu t6 mirc dd dap rng

Yéu t6 “Can bd, nhan vién hé tro SV khi can
thiét” ¢ diém trung binh cao nhéat (4.02). Pay la
diém manh can dwoc duy tri va phat huy nham
nang cao trai nghiém hoc tap ctia SV. Nguwoc lai,
ba yéu t6 c6 diém trung binh thdp hon, gém:
“Chuwong trinh dao tao dwoc xay dwng hop Iy’
(3.96). “N6i dung giang day dap (rng nhu cau
thuc té” (3.96). “Kha nang tiép can théng tin hoc
vy’ (3.96).

Yéu t6 vé hé trg SV dwoc danh gia cao, diéu
nay phu hop v&i nghién clru cia Nguyén Minh
Chau (2021) tai Dai hoc Ngoai ng - Dai hoc Québc
gia Ha Ndi, trong d6 “Sy nhiét tinh va hd tro tir
nhan vién” la mét trong cac yéu té quan trong anh
hwéng dén sy hai long [7]. Tuy nhién, diém sé cho
cac yéu t6 lién quan dén ndi dung chwong trinh
dao tao va kha nang tiép can théng tin hoc vu lai
thdp hon cac nghién ciru trwde, goi y rang hé
théng théng tin va chwong trinh tai treong DPHYK
Vinh can dwoc cap nhat manh mé hon.

4. Nhém yéu t6 nang lwc phuc vu

SV c6 mirc d6 hai long cao ddi véi gidng vién,
dac biét vé nang lwc chuyén mén va sy nhiét
huyét trong gidng day, véi diém trung binh dat
4.16 - cao nhét trong nhém yéu td nay. Biéu nay
phan anh niém tin manh mé cta SV vao trinh do
chuyén mén va tinh than trach nhiém cta do6i ngi
gidng vién, vén la mét trong nhirng tru cot quan
trong dam bao chét lwong dao tao. Nguoc lai,
nhém cac yéu t6 lién quan dén nhan vién hé tro
SV c6 diém trung binh th4p hon (4.02), trong do
yéu td “Thai d6 phuc vu” va “Giai quyét thdc méac
cta SV’ dwoc danh gia thap hon so véi cac yéu
t6 chuyén mén.

S hai long ctia SV véi gidng vién vé chuyén
mon va thai d6 gidng day twong ddng véi nhiéu
nghién ctru, dién hinh la nghién ciru cta Dang
Van Hai (2023) tai Hoc vién Y Dwoc Co truyén
Viét Nam [8]. Tuy nhién, sw khéng déng déu
trong thai d6 phuc vu clGa nhan vién hé tro la
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diém khac biét dang chu y, cho thay can cé bién
phap nang cao tinh chuyén nghiép cua ddi ngi
nhan s ngoai giang day.

5. Nhém yéu té sw dong cam

Hai yéu t6 c6 diém trung binh cao nhét (4.05)
la “M6i trwdng hoc tap giup phat trién toan dién”
va “SV hai long v&i chinh sach déng vién, khen
thwdng’. Day la diém manh ndi bat va can duoc
duy tri nham tao doéng lwc hoc tap |au dai cho SV.
Tuy nhién, yéu td “Khoa/trwérng quan tam, giai
quyét cac van dé hoc tap cia SV’ lai co diém
trung binh th4p nhét (3.87) va d6 1éch chuan cao
nhét (0.055). Két qua cho thdy SV danh gia cao
cac chinh sach khuyén khich hoc tap va moi
trwdng phat trién toan dién - diéu nay phu hop
v6i két qua nghién ctu ctia Pham Thi Hanh
(2022) tai Trwong Dai hoc Y Thai Binh [9]. Tuy
nhién, mc do quan tdm ca nhan tr khoa va
trwdng van chwa dap ¢ng dwoc ky vong cla tat
ca SV, phan anh nhu cau céa thé héa dich vu gido
duc ngay cang cao.

6. Nhém yéu t6 sw hai long

Yéu té “Mirc dd tw hao khi la SV Trwong
DHYK Vinh” ¢6 diém trung binh cao nhat (3.92).
Diéu nay khang dinh rang da s6 SV c6 sy gan
két tich cwc, long tw hao va niém tin vao gia tri
cla nha trwdong, day la moét lgi thé quan trong
trong viéc xay dwng hinh anh va thwong hiéu
gido duc. Ngoai ra, yéu té “Chwong trinh dao tao
phu hop véi nhu cau hoc tap” dat mirc trung binh
kha cao (3.83), phan anh rang chwong trinh hoc
hién tai nhin chung dap &ng dwgc mong dgi cla
SV, nhwng van can tiép tuc cai tién dé bat kip voi
xu thé thwc tién va nhu ciu phat trién nghé
nghiép sau tét nghiép.

Murc dd tw hao cta SV vé truéng hoc twong
déi cao, phu hop véi cac nghién clru tai cac
trwng y khac nhu Dai hoc Y Dwoc Hué (Nguyén
Trwong An, 2023) [10].

7. banh gia chung

"N&ng Iwc phuc vu" 1a nhém yéu t co diém trung
binh chung cao nhat (4.07), cho thdy SV danh gia t6t
vé trinh d6 chuyén mén, thai do phuc vu va kha nang
hé tro' clia Nha trwéng. Tuy nhién "Phwong tién hiru
hinh" c6 diém trung binh chung thap nhét (3.63).
Diéu nay cho thay day la linh v can dwoc wu tién
céi thién trong thoi gian t&i dé nang cao trai nghiém
hoc tap va sy hai long ctia SV.

V. KET LUAN

Nhin chung, SV ¢6 mirc d hai long twong dbi
cao dbi véi cac nhom yéu td cau thanh chét lvong
dich vy dao tao. Trong dé: Nhém nang lwc phuc
vu va do tin cay dwoc danh gia cao nhét (4.07/5).
Tiép theo la nhédm sy ddng cam (3.99/5) va mirc
dd dap tng (3.98/5). Nhém phwong tién hiru hinh
c6 mirc diém trung binh thdp hon cac nhém con
lai (3.63/5). V& mirc dd hai long chung (3.82/5),
SV bay té sy tw hao khi theo hoc tai trwong.
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SUMMARY

ASSESSMENT OF THE QUALITY OF EDUCATIONAL SERVICES
AT VINH MEDICAL UNIVERSITY IN 2024 USING THE SERVPERF MODEL

Research to evaluate the quality of educational services at Vinh Medical University in 2024 using the

SERVPERF model. The findings not only provide a scientific basis for an objective assessment of the university’s
educational service quality but also serve as a foundation for proposing appropriate and feasible solutions to
enhance training quality in the future. The research was conducted from October 2024 to March 2025, involving
298 undergraduate students expected to graduate in the 2024—-2025 academic year at Vinh Medical University.
The results indicate that students exhibit a relatively high level of satisfaction with the key components of
educational service quality. Among these dimensions, assurance and reliability received the highest ratings
(4.07/5), followed by empathy (3.99/5) and responsiveness (3.98/5). The tangibles dimension had the lowest
average score (3.63/5) compared to the other factors. Regarding overall satisfaction (3.82/5), students expressed

a sense of pride in studying at the university.

Keywords: SERVPEREF, the quality of educational services.
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