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MO HINH PANH GIA SU TRUNG THANH CUA SINH VIEN
DUA VAO PHAN TiCH NHAN TO

EVALUATION MODEL OF STUDENTS’ LOYALTY BASED
ON FACTOR ANALYSES

Lé Din, Nguyén Thi Trang
Truong Dai hoc Kinh té, Pai hoc Pa chng

TOM TAT

T nhitng ddc diém vé dich vu dao tao dai hoc va nhitng md hinh nghién ctu vé chét
lweng dich vy, chét lweng dao tao dai hoc trong va ngoai nwéc, bai viét xay dwng mo hinh danh
gia mirc do hai long cla sinh vién voi chét lwveng dao tao dai hoc. V&i két qua nghién ctru thuwe
nghiém tai trwdng Dai hoc Kinh té - Dai hoc Ba Nang, bai viét cling thwc hién kiém dinh va hiéu
chinh md hinh théng qua: Hé sé tin cay Cronbach’s Alpha, Phan tich nhan t6 kham pha, Phan
tich nhan t6 khang dinh, va Mé hinh cAu trac tuyén tinh. Qua dé, dua ra nhirng gidi phap nhadm
nang cao mirc do hai long cla sinh vién cling nhw chét lwong dao tao tai trwérng Dai hoc Kinh
té - Dai hoc Ba Néng.

ABSTRACT

With special features about university education service and research models on
service quality, university education quality in and out of the country, this article will focus on
constructing a model for assessing students’ levels of satisfaction with university education
quality. Based on some practical results at the College of Economics — Da Nang University, this
study also deals with some verifications and adjustments of the model depending on some
factors such as Reliability Analysis Cronbach’s Alpha, Exploratory Factor Analysis, Confirmatory
Factor Analysis, and Structural Equation Modeling. Subsequently, some measures for the
enhancement of students’ levels of satisfaction and the College of Economics’ training quality
can be taken.

1. Co s6 1y thuyét va mé hinh nghién ciru

Mo hinh nghién ctru duoc xay dung dua trén nhiing co so 1y thuyét nén tang vé
dich vu, chit lugng dich vu va mot s mo hinh chét lugong dich vu cua Gronroos,
Parasuraman va dic biét 1a md hinh chét luong dich vu cua Gi-Du Kang & Jeffrey
James. O Viét Nam, cling da c6 nhiing dé tai nghién curu vé chét lugng dao tao va su
hai 1ong cla sinh vién ciia cic tac gia Nguyén Thanh Long (Truong Pai hoc An
Giang) va Vi Tri Toan (Truong Pai hoc Bach khoa Ha Noi). Muc ti€u cua bai viét
nay la gioi thiéu mo hinh danh gia mirc d6 hai long cta sinh vién dya vao phan tich
nhan t6 nhdm tim ra nhirg nhan t6 anh hudng dén sy hai 1ong cta sinh vién va dé ra
nhitng giai phap nham ning cao chat luong dao tao tai truong Pai hoc Kinh té - Pai
hoc Pa Ning.
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Hinh 1. Mé hinh dé xudt danh gid mikc @6 hai long ciia sinh vién véi chdt rong dao tao

2. Két qua nghién ciru

Panh gia thang do bing hé sb tin ciy Cronbach’s Alpha: M6 hinh quan tim
mdi quan hé giita 5 nhan t6: Nhan t5 Chét lugng chirc ning duoc do ludng boi 5 thanh
phén va 32 bién quan sat; cac nhan t& Chét luong k¥ thuat, Hinh 4nh, Mtc dd hai long
déu duoc do ludng boi 4 bién quan sat va nhan td Long trung thanh duoc do ludong bai 2
bién quan sat. Két qua phan tich d6 tin cay Cronbach’s Alpha da loai 5 bién quan sat vi
c¢6 tuong quan bién tong nhoé hon 0.3 con lai 41 bién quan sat dugc dua vao phan tich
nhan t6 EFA, cac thanh phan thang do sau khi loai bién déu c6 hé s Cronbach’s Alpha
> 0.6 dat yéu cau.

Phéan tich nhan t6 kham pha (EFA): Thyc hién phan tich lan luot 5 nhan t6 ¢6
trong mé hinh nghién ctru, két qua thu duoc nhu sau:

- Nhan t6 Chét lugng chtrc ning: c6 11 bién quan sat co hé s6 tai nhan t6 (Factor
Loading) nhé hon 0.5 nén 1an luot bi loai ra khoi mé hinh. Két qua EFA 1an cubi cing
c6 KMO = 0.934 (cho thay phan tich nhan t5 EFA 1a thich hop), Sig = 0.000 (chtng to
cac bién quan sat co tuong quan v6i nhau trong tong thé), tong phuong sai trich dugc
69.538% (> 50%, cho biét cac nhan t6 rut trich ra giai thich dugc 69.538% bién thién
ctia dir liéu). Sau khi phan tich nhan t6 EFA, nhan t6 Chit lugng chirc ning khong co sur
x40 tron bién quan st giita cac thanh phan, do d6 tén goi cac thanh phan ban dau van
dugc gitr nguyén.

- Bén nhan t6 con lai déu 1a thang do don hudng, khi tién hanh EFA thi ¢ s6
luong bién quan sat khong thay doi, cac tri s6 KMO, sig, va tong phuong sai trich duoc
déu dat yéu cau, sin sang dé tién hanh phan tich nhan t6 khing dinh CFA.
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Phén tich nhén t6 khing dinh (CFA): Tir két qua phan tich nhan t6 EFA, sir
dung phan mém AMOS 16.0 d¢ tién hanh phan tich cac thanh phan, két qua thu dugc
nhu sau:

- Nhan té chét lugng chirc ning duoc do luong boi 5 thanh phan, két qua phan
tich CFA cuiia “md hinh con” nay dugc thé hién trong Hinh 2. M6 hinh nay c6 Chi-
square/df = 1.894 < 2 véi gia tri p = 0.000. Tuy nhién, cac chi tiéu khac cho thdy mé hinh
nay phu hop véi dir liu nghién ctru (CFI = 0.973, TLI = 0.966, RMSEA = 0.050). Cac
thanh phan Tin cdy, Pap tmg, Pam bao, Cam thong, Hiru hinh déu khéng co mbi tuong
quan gitra cac sai s6 ctia bién quan sat nén déu dat duoc tinh don hudng.

- Hé sb twong quan gitta cac thanh phan nho hon 1 kém theo sai 1éch chuén (P-
value) nho hon 0.05, vi vay cic thanh phan Tin cdy, Dap tmg, Pam bao, Cam thong va
Hitu hinh déu dat duoc gia tri phan biét. Céc trong s6 chuan hoa déu dat tiéu chuén cho
phép (>0.50) va c6 y nghia thong ké (P déu bang 0.000). Vi vdy, c6 thé két luan cac
bién quan sat dung dé do ludng ndm thanh phan cta thang do Chat luong chirc ning dat
duoc gia tri hoi tu. Ngoai ra, hé sd tin cdy tong hop va tong phuong sai trich duoc cia 5
thanh phan déu >0.5 nén cac thanh phan nay déu dat do tin cdy.

o e e - equareret — 1.894:
T2l @ GFI= .937 ; TLI= .966 ; CFl= .973;

RMSEA= .050;
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Hinh 2. Két qua CFA cuia cdc thanh phan Chat lwong chire ning

- Cac thang do nhan td Chat luong ky thuat, Hinh anh, Muc d6 hai long, va
Long trung thanh 1a cac thang do don hudng nén cac thang do nay co thé dugce danh gia
thong qua mé hinh t&i han (Xem Hinh 3) dé c6 thé danh gia gia tri phan biét giita cac
nhan to.
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Hinh 2. Két qua CFA ciia mé hinh téi han

- Mo hinh t6i han c6 48 bac tu do, két qua phan tich SEM cho thdy mé hinh
nay phu hop véi dit liéu nghién cuou (Chi-square = 83.358, TLI = 0.977, CFI =
0.983; RMSEA = 0.046). Cac nhan t6 Chat luong chirc nang, Hinh anh, Chét luong
k¥ thuat déu khong c6é mdi twong quan giira cac sai s6 cta bién quan sat nén déu dat
dugc tinh don hudng.

- Cac trong sd cua bdn thang do nay déu dat tiéu chuan cho phép (> 0.654) va co
v nghia thong ké (P déu bang 0.000) nén cac nhan té Chat luong k¥ thuat, Hinh anh,
Mirc d6 hai 1ong va Long trung thanh déu dat gia tri hoi tu. Két qua SEM ciing cho thiy
mbi quan hé giita 4 nhan t6 Hinh anh, Chit luong k¥ thuat, Mirc do hai long va Long
trung thanh déu khéc biét véi 1 va c6 y nghia thong ké hay noi cach khac, ca 4 nhan t6
nay déu dat gia tri phan bigt.

- D6 tin cdy tong hop va tong phuong sai trich duoc cia 4 nhan t6 nay déu >0.5
(ngoai trir nhan t& Mtrc d6 hai 10ng c6 phuong sai trich hoi thap = 0.447), dat yéu cau vé
do tin cay.

Panh gia sy phu hep ciia mé hinh biang mé hinh ciu tric tuyén tinh
SEM

Két qua udc lugng cia mod hinh dé xudt duoc thé hién trén Hinh 4. M6 hinh nay
c6 370 bac tu do, tuy gia tri Chi-square c6 P = 0.000 (Chi-square = 691.877) nhung cac
chi tiéu TLI = 0.925; CFI = 0.934 va RMSEA = 0.55 (<0.08) déu dat yéu cau, cho thiy
mo hinh xay dung phu hop voéi dit li¢u nghién cuu.
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Chi-square= 691.877 ; df= 370 ; P="000;
Chi-square/df = 1.870;

TLI=.940 ; CFI= .945;

RMSEA=.050;
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Hinh 3. Két qua SEM dd chudn héa

Mo hinh nghién ctru c6 3 nhan tb phu thudc 1a Hinh anh, Muc dd hai long va
Long trung thanh, két qua SEM cho thdy: Hai nhan t6 Chat luong ky thudt va Chat
luong chirc ning giai thich dwoc 27.8% bién thién cua Hinh anh. Ba nhan t6: Chét
luong chirc nang, Chat luong k¥ thuat va Hinh anh giai thich duoc 65.7% bién thién cua
Mirc d6 hai long. Va Mirc d6 hai long da giai thich duoc 66.4% bién thién cia Long
trung thanh.

Kiém dinh wéc lwong mé hinh 1y thuyét bing Boostrap

Nghién ctru nay st dung sb lwong mau lip lai N=700. Mau duoc tinh trung binh
keém theo dd 1éch duogc trinh bay trong Bang 1.

Nhan thdy d6 1éch tuy xut hién nhung tri tuyét d6i luén < 1.5, ching ta c6 thé
n6i 1a d6 chéch 1a rat nho, khong c6 y nghia thong ké. Va nhu vay, ching ta co thé két
ludn 13 cac udc luong trong mo hinh (xem Hinh 3) ¢6 thé tin ciy dugc.
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Bang 1. Két qud woc lirong bang Bootstrap véi N=700

M&éi quan hé SE-SE | Mean Bias CR

Hinh anh o~ Chat lwong kY0000l 0.406| 0.002| 0.667
thuat

Hinh anh . Chat luong. chire 0.002| 0.336] -0.002| -0.667
nang

Mitc d6 hailong <« Hinh anh 0.002|  0.18] -0.002| -0.667
hat 1 ho

Mirc do hai long < Cpat luong chuc 0.002| 0.433] -0.001| -0.333
nang

Mite do hai long < et wong kYo 6001 0551|0003 1.500
thuat

Long trung thanh «— Murc d6 hai long 0.001| 0.816| 0.001 0.500

Moi quan hé nhan qua giira cic nhan t6 trong md hinh nghién ciru

Két qua udc lugng bang ML va Bootstrap trong phan tich md hinh cau trac
tuyén tinh cho thdy tat ca cic mbi quan hé trong mé hinh nghién ctru déu c6 y nghia
thong ké (P < 0.05) (xem Béng 2).

Bing 2. Két qua kiém dinh moi quan hé nhdn qua giita cac khdi niém nghién ciru

Estimate S.E. C.R. |
Hinh anh < Chét luong k¥ thuat 0.404 | 0.049 | 12.189] 0.001
Hinh anh o~ Chat luong  chirc 0339 | 0.050 | 13.145| 0.000
nang
Mirc d6 hai long < Hinh anh 0.183 | 0.053| 15.547] 0.000
Mitc do hai long @n(éﬁzt lugng - chic| g 435 | 0.048 | 11.739| 0.001
Mirc d6 hai long < Chét luong k¥ thuat 0.548 | 0.045| 10.109] 0.002
Long trung thanh « Muc d hai long 0.815 0.031 5973 0.015
Tin cdy o~ Chat lugng - chirc 0.525| 0.045| 10.441| 0.001
nang
Pap tmg o~ Chat luong  chirc 0.613| 0.042] 9.164| 0.003
nang
Pam béo o~ Chat lugng - chirc 0.700 | 0.038 |  7.859| 0.005
nang
Cam thong o~ Chat lugng - chirc 0.447 | 0.048| 11.565| 0.001
nang
Hiru hinh anélﬂzt lugng - chic| o514 | 0.046| 10.600| 0.001
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Hai nhan t6 Chat luong chtrc ning va Chat luong k¥ thuat tic dong thuan chiéu
dén nhan t6 Hinh anh. Nhan tb Chat lugng k¥ thuat tdc dong manh hon véi trong s6 da
chuin hoa bang 0.404, con nhan té Chat luong chirc ning tac dong yéu hon véi trong sd
da chuan hoa la 0.339.

Céc nhan t6 Chét luong chirc ning, Chét luong k¥ thuat va Hinh anh ciing c6
quan hé dwong v&i Mirc d6 hai 1ong. Chét lugng k¥ thuat tic dong manh nhat dén Mirc
d6 hai long (trong sb hdi quy di chuan hoa bang 0.548), tiép dén 1a nhan t6 Chét luong
chire ning véi trong s6 hdi quy di chuan hoa bang 0.435, va cudi cing 1a nhan t§ Hinh
anh c6 trong s6 hdi quy da chudn hoa bang 0.183.

V4, nhan t6 Muc d6 hai long tac dong thuin chiéu dén Long trung thanh véi
trong s6 hdi quy chuan hoa dat t6i 0.815.

Phan tich ciu tric da nhém

Khong chi phan tich chung, can phai phan tich cu trac da nhom véi hai nhom
gidi tinh, hai nhém Khoéa dao tao va 3 nhom Hoc lyec. Két qua phan tich cho théy nhom
Khoa ddo tao va nhém Hoc lyc khong 1am thay ddi mbi quan hé giira cac nhan t trong
mo hinh nghién ctru, trong khi d6 giita hai nhom giGi tinh, thi cic méi quan hé nay co
su thay d6i dang cht . DPbi v6i nhom Nam mé hinh nghién ciru khong cé su thay doi,
tuy nhién & nhom N lai khong c6 sy tic dong ctia nhan td Hinh anh t&i Muc do hai
long.

3. Két luan

Long trung thanh ctia sinh vién chinh la tai san ctia nha truong. Trong moi
truong canh tranh, 1ong trung thanh cang tré nén quan trong. Thuong hi€u cua truong
phu thudc kha nhiéu vao 10ng trung thanh. Chinh vi vdy, nha trudng can tim ra nhitng
nhan t6 gop phan ning cao muirc d6 hai long cta sinh vién nhdm nang cao long trung
thanh cua ho. Qua nghién ctru thuc nghiém tai truong Pai hoc Kinh té - Pai Hoc ba
nang, két qua thu duoc cho thdy mirc d6 hai 1ong chiu d4nh hudng boi nhiéu nhan t6. Cu
thé, bao gdm nhan t5 Chat lugng chirc ning, nhan t5 Chat luong k¥ thuat va nhén td
Hinh anh. Trong d6, nhan t5 Chat lugng k¥ thuat, Chat luong chirc ning khong chi anh
huéng truc tiép ma con anh hudng gian tiép dén qua nhan td Hinh anh dén hai long cia
sinh vién. Hai nhan t anh huéng kha 16n dén hai long nhung nhan té Chat luong k¥
thuat anh huéng nhidu hon. Nhan t6 Chét luong chirc ning dugc d6 ludng boi nhiéu
thang do, nhu Tin cdy, Pam bao, Cam thong, Hiru hinh. Trong do, thang do BPam bao
va Pap tmg c6 muc d6 quan trong hon. Trong mdi nhan té phai quan tdm dén timg yéu
t6 dé tim ra nhing giai phap cu thé. Nhu vy, dé nang cao long trung thanh cua sinh
vién qua viéc nang cao sy hai 1ong can c6 hé thong cac giai phap. Hé thong giai phap
nay dugc xay dung qua hé thong cac thang do da dugc nghién ciu.
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