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TOM TAT

Bai viét bdo cdo két qua nghién ciru sy hai long cia nguoi dan doi voi viée tiép
can dich vu gidao duc cong ldp trén dia ban mot tinh. Nghién cuu da danh gia muc do
hai long ciia nguoi déan trong timg van dé lién quan dén viéc tiép cdn dich vu gido
duc cong ldp bao gom: (1) Sw thudn loi trong tiép cdn thong tin ¢ nha trieong, (2) Sw
da dang vé hinh thirc théng tin, (3) Viéc huéng dan cdc ho so, thi tuc ciia nha
trieong, (4) Viéc thwe hién hé so, thi tuc ¢ nha treong, (5) Vi tri giao thong cua nha
truong, (6) Viéc thu phi cua nha trwcmg va (7) Viéc mién giam hoc phi cua nha
tnrong Két qud nghién ciru cho thdy: nhin chung, ngwoi dan hai long véi tong thé
van dé tiép can dich vu gzao duc cong. Trong d6, nhin dwoc sy hai long cao nhdt
cua nguoi dan la viéc mién giam hoc phi cua nha truong.

Tir khoa: Gido duc cong ldp, su hai long, tié'p can dich vu

1. Pat van dé

Tap trung nang cao chét luong gido
duc & cac cép hoc va trinh d0 dao tao
luén 1a muc tiéu hang dau duogc bang
va Nha nudc ta quan tdm. Trong bdi
canh mot s6 nghién ctru cho thay “da co
thi truong gido duc trong xa hoi Viét
Nam” [1] va gido duc dugc xac dinh
nhu 14 mot dich vu thi viéc tim hiéu va
dap Gmg nhu cadu, nguyén vong cia
nguoi hoc, cha me hoc sinh tr¢ thanh
mot van dé ma céac co sd gido duc phai
dic biét chu trong. Diéu nay dong nghia
véi viée cac co s¢ gido duc trg thanh
mot don vi cung irng dich vu cho khach
hang ma truc tiép 14 ngudi hoc va cha
me hoc sinh. Noi cach khac, viéc danh
gi4 chét luong giao duc (dich vu) thong
qua y kién ngudi dan (khach hang) dang
tr& nén hét sirc can thiét dbi voi cac co
sO gido duc. Day ciing chinh 1a muc tiéu
ciia Pé an “Xay dung phuong phap do
ludng su hai long ciia ngudi dan dbi voi
dich vu gido duc cong” dugc Bo Gido
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duc va Pao tao phé duyét vao nam
2013. Trong ndi dung do luong su hai
1ong ctia nguoi dan dbi voi dich vu gido
duc cong, van dé tiép can dich vu tré
thanh mot trong nhirng thanh phan then
chét. Bai viét bao cao két qua nghién
ctru sy hai 1ong cua nguoi dan ddi voi
viéc tiép can dich vu gido duc cong lap
trén dia ban tinh S6c Tring. Két qua do
luong 1a co so dé cac co quan quan ly
V'c‘l cac co s& giéo duc nidm bét duoc nhu
cau, mong mudn cia nguol dan dé c6
nhitng bién phép cai tién, ning cao chat
lugng phuc vu dap ung sy hai long cua
ngudi dan trong van dé tiép can dich vu
gido duc.

2. N¢i dung nghién ciru

2.1. Sw hai long va méi lién hé véi
chit lwong dich vu

Trong linh vuc thuong mai, dich vy,
su hai long cua khach hang (customer
satisfaction) la mot muc tiéu ma céac
doanh nghiép, cong ty luén hudng dén.
Theo d6, su hai long cua khach hang phu
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thudc vao hiéu qua san pham nhan duoc
S0 Vi ky vong cta ngudi mua. Néu higu
qua san pham thap hon ky vong, nguoi
mua s& that vong; néu hiéu qua san pham
giéng nhu ky vong, ngudi mua s& hai
long; con néu hiéu qua san pham vuot
cao hon ky vong, nguoi mua sé thay rat
hai long [2]. Trong gi4o duc, nhiéu
nghién ctu cho thiy giita chat luong
dich vu gido duc va su hai long cua
ngudi hoc that su c6 méi quan hé chat
ché. Bo 1a mot mdi quan hé cung chiéu
c6 ¥ nghia thdng k& [3], [4]; cho nén
viéc cai tién chat luong gido duc sé& giup
tang cuong sy hai long cua nguoi hoc.
Trong bai viét nay, khéi niém vé su hai
Iong cua nguoi dan duge xem xét va do
ludng trong mdi quan hé véi chét luong
dich vu 1a chit luong trong van dé tiép
can dich vu gido duc ctia nguoi dan.

Pé an “Xay dung phuong phap do
ludng sy hai 10ng cua ngudi dan dbi véi
dich vu giao duc cdng” da xac dinh cac
tiéu chi lién quan dén van dé tiép can
dich vy gido duc bao gém [5]:

- Tiép can thong tin.

- Céc tha tyc khi nhap hoc, chuyén
Cap va ra truong.

- Tha tuc, quy trinh trong tiép can
dich vu.

- Tiép can dia diém céc co so gido duc.

- Chi phi va céac chinh sach ho tro
tai chinh.

2.2. Gigi thiéu mé hinh va phwong
phép nghién ciu

M®& hinh nghién ctru dugc xay dung
trén co s ly thuyét vé chat luong dich
vu va Bé an “Xay dung phuong phap
do luong su hai 10ng cua nguoi dan doi
voi dich vu gido duc cbng”. Sau khi
khao sat thir nghiém thanh céng, mé
hinh duoc xac dinh gdm cac bién thanh
phan: (1) Su thuan loi trong tiép can
théng tin & nha truong, (2) Su da dang
vé hinh thie thong tin, (3) Viéc huéng
dan cac hd so, thu tuc cia nha truong,
(4) Viéc thuc hién hd so, thu tuc ¢ nha
truong, (5) Vi tri giao théng cua nha
truong, (6) Viéc thu phi cta nha truong
va (7) Viéc mién giam hoc phi cua nha
truong. Cac bién thanh phan duoc do
luong bang thang Likert 5 mac do: (1)
Rat khong hai 1ong, (2) Khong hai long,
(3) Binh thuong, (4) Hai long, (5) Rat
hai long.

Vi tri giao thong

Sy thuén lgi trong
tiép can thong tin

Su da dang v& hinh
thirc thong tin

Huéng dan cdc hd
so, thu tuc

Sw hai
long cua
ngwii dan

Viéc thu phi cia
nha trirdmg

'l

Viéc midn giam
hoc phi

Thye hién hé so,
tha tue

Hinh 1: M6 hinh nghién ciru
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Bang 1: CAc bién trong md hinh

NOI DUNG

1

2

3 4 5

Anh/chi tiép can cac thong tin ctia nha truong mot

TCDVL " ich thuan tién, d& dang.
TCDV? Cac thong tin vé hoat dong cua truong dugc thong
bao bang nhicu hinh thuec.
Nha trudng huéng dan rd cac cac thu tuc khi hoc
TCDV3 . ~ I \
sinh nhap hoc, chuyén cap, ra truong.
TCDV4 Cac thu tuc (nhap hoc, chuyén trudng...) 1o rang,
de thuc hién (khong rudom ra, phuec tap).
TCDV5 Vi tri cia truong thuén tién vé giao thong.
Truong thu hoc phi va cac khoan phi khéac hop 1y,
TCDVG6 . , N
theo quy dinh ctia nha nudc.
Truong co6 mién giam hoc phi cho hoc sinh cé
TCDV7 hoan canh kho khan.
TCDVS Muc d6 hai long cta anh/chi vé viée ti€p can dich

vu cua nha truong noi chung.

Mau nghién ctu géom 1.106 nguoi
dan trén dia ban tinh S6c Trang (ndm
2016). Bdi tugng diéu tra 1a dai dién gia
dinh hoc sinh ¢ cac truong mam non,
tiéu hoc, trung hoc co so (THCS) va
trung hoc phé théng (THPT). Riéng cap
THPT, dbi tuong diéu tra con bao gébm
ca hoc sinh dang hoc tap tai truong.
Mau duogc lya chon bang phuong phap
phan tang thuan tién theo tung giai
doan. Pau tién 1a chon theo don vi hanh
chinh (11 huyén); tiép dén la theo cac
cap hoc (Mam non, Tiéu hoc, THCS,
THPT); cudi cing 1a chon trudng hoc
(44 truong). Nhin chung, mau duoc
phan chia kha déng déu giita cac ving
(550 nguoi ¢ ndng thon; 556 nguoi &
thanh thi), cac huyén (11 huyén, moi
huyén 100 nguoi; riéng thanh phd Soc
Tring 106 ngudi), cac cap hoc (Mam
non: 276 nguoi, Tiéu hoc: 276 nguoi,
THCS: 275 ngudi, THPT: 279 ngudi)
va cac truong (44 trudng, modi trudong
khoang 25 nguoi).
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Nghién ctu st dung cac phuong
phap: hdi ctu tai liéu, phuong phap
diéu tra x& hoi hoc va phuong phéap
théng ké toan hoc (phan tich dir liéu
bang phan mém SPSS). Thang do duoc
danh gia do tin cay théng qua hé sb tin
cay Cronbach Alpha. Qua do, cac bién
quan sat co tuong quan bién - tong nho
hon 0,3 s& bi loai va thang do dugc
chap nhan khi hé s6 tin cay Cronbach
Alpha dat yéu ciu (> 0,7).

2.3. Két qud nghién crru

2.3.1. Panh gia do tin cgy cua
thang do

Két qua phan tich hé sb tin cay
Cronbach Alpha cho thiy thang do
luong dat do tin cay cao (0,81) (bang
2). Cac bién quan sat déu cé tuong
quan bién - tong I6n hon 0,3 (bang 3).
Nhu vay, thang do thiét ké trong
nghién ctru c6 ¥ nghia va phu hop dé
tién hanh danh gia sy hai long cua
ngudi dan trong vin dé tiép can dich
vu gi&o duc cong.
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Bang 2: Danh gia do tin cay Cua thang do

SH luong Phan tram
Hop 1¢ 1.106 100,0
Mau D@ loai trir 0 0,0
Tong 1.106 100,0
Théng ké dg tin cay ,
Hé so S6 luong bién
Cronbach's Alpha
0,810 8
Bang 3: Thong ké tiong quan bién — tong
Trung binh  Phuong sai  Tuong quan Hé s6
thang do_ thangdo  bien - tong Cronbach's
néu loai bién néu loai bién Alpha néu loai
bién
Tiép can thong tin ciia
truong thuan tién, d& 29,36 12,353 0,578 0,780
dang
Truong c6 nhieu hinh 54 59 12,830 0,494 0,792
thirc thong tin
Truong hudng dan thu 5 15 12,509 0,570 0,781
tuc ro rang
Thu tue cua truomg d& 5q 5 12,623 0,513 0,790
thuc hién
Truong c6 vi i giao 5 55 12,562 0,388 0,815
thong thudn loi
Truong thu phi ding 5 o5 12,250 0,520 0,789
quy dinh
Truong mién gidm hoc 54 o 13,782 0,397 0,804
phi cho hoc sinh
Danh gia chung ve tiep 54 4 12,047 0,845 0,750

can dich vu cta truong

2.3.2. Murc do hai long cua nguoi
ddn déi Véi viéc tiép can dich vu gido
duc cong

Pé danh gia cu thé muc do6 hai
long cua nguoi dan d6i véi viéc tiép
can dich vu giao duc cong, nghién ctu
da tién hanh phan tich théng ké mé ta
cac bién co trong moé hinh. Py ciing
chinh 1a cac noi dung, tiéu chi v& van
dé tiép can dich vu nhu di néu. Két
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qua (bang 4) cho thay: Nhin chung,
van dé tiép can dich vu gido duc cong
dugc nguoi dan trén dia ban danh gia
kha cao voi mirc diém trung binh dat
4,18 (trén muc hai long 4,00). Piém
trung binh nay cling twong duong voi
diém cua bién chung cho ca thang do
(4,10). Tat ca 7 tiéu chi trong tiép can
dich vu déu nhan duoc sy hai long cua
nguoi dan (dat tur 4,02 - 4,56).
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Bang 4: Thong k& mo ta céc bién cua tiép can dich vu
Solwgng Giatri Giatri Trung D¢ léch Phwong

, nhoé nhat 16n nhat binh  chuén sai
Tiép cén thong tin cua
truong thuan tién, d& 1.106 1 5 404 0765 0585
dang
Truong c6 nhiu hinh ;4 1 5 402 0750 0563
thirc thong tin
Truong huéng dan thu ) 4.0 1 5 430 0741 0549
tuc ro rang
Thi tyc cta truong dé ) 40 1 5 417 0774 0,600
thuc hién
Truong ¢6 vi tri giao 4 14q 1 5 405 0943 0,889
thong thuan logi
dTir:If“g thu phi ding quy 4 146 1 5 415 0846 0,715
Truong micn gidm hoc  |4q 1 5 456 0633 0,400
phi cho hoc sinh
TRUNG BINH . 4,18
Ddnh gid chung v€ tiep 4 ;g 2 5 410 0617 0,380

can dich vu cua truong

Trong 7 tiéu chi thanh phan ¢ noi
dung tiép can dich vy, nguoi dan hai
long nhat 1a viéc cac trudng c6 mién
giam hoc phi cho hoc sinh c6 hoan canh
kho khin (dat 4,56); tiép dén 1a viéc
huéng dan 1d rang cac cac thu tuc khi
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hoc sinh nhdp hoc, chuyén cép, ra
truong (dat 4,30). Van d& truong c6
nhiéu hinh thirc thong tin c¢6 muc hai
long 4,02, thap hon so vdi cac tiéu chi
con lai trong thang do.

Hinh 2: Biéu do danh gid vé tiép cin dich vu gido duc cong
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Thong ké md ta theo ty 1& phan
tram (hinh 3) cung cip thém mot sb
thong tin dang luu y nhu: C6 dén 25%
ngudi dan duoc khao sat khong hai long
voi vi tri giao thdng cua nha truong;
23,9% nguoi dan chua hai long ¢ hinh
thicc thong bdo thong tin cua nha
truong; 22% nguoi dan chua hai long &
tiéu chi su thuan loi, d& dang trong tiép

long d6i voi viée thu hoc phi va cac
khoan phi khac. Khao sat dinh tinh vé
nguyén nhan chua hai long, nghién ctru
thu dugc mot sb ¥ kién phan hoi cua
nguoi dan 1a do vi tri cua trudong khong
thuan loi vé giao thong (c6 truong nam
trong hém sau, dudng vao truong nhd,
thuong bi ket xe lic tan hoc); cac théng
tin cua truong chua dugc thong bio

can thong tin; 21% nguoi dan chua hai bang nhiéu hinh thure.
93.2%
100% . 86 79 5 Y B7.3%
0% 75.0% 76.1% 80.1% 76 0% 78.8%
60%
40% .
22.0% 23.9% 19,99, 25.0% 21.2%
13.8% i .
20% § \ ’ § N 6.8%
0% N D
] m (3] s3] m (3] s3] m o (3] ] o {53 ] o (3]
j j { [ j { [ j - c j - { j - c
© ®©|© w©|2L © | 6 ©|© ©|8 ©| 0o © |0 o
® @ | ‘@ 4@ | m m | @ @ | @ @ | @ @ | B am | @ m
£ T | T|£ IT|£ T |£ T | T | T | £ T
] (3] o s3] o ] {53 o
= = = = = = = =
0 =) 0 =] WO 0 =) WO
i - - o - i - -
i ¥ i " % i W %
Tiép can Trwdng| Tredng| Thatuc| Trwéng| Trwdng| Tredng| Banhgia
théng tin | cé nhigu | hudng cia | covitri | thuphi |mién gidm| chung vé
cia _|hinh thirc | danthd |tredng dé giao théng| ding quy | hoc phi | ti€p can
trdng de| thdng tin tuc rd rang| thuc hién | thuan lgi dinh cho HS | dich vy
dang kha khan cla
tre&ng

Hinh 3: Biéu do danh gid vé tiép cdn dich vu gido duc céng theo ty Ié phan tram

Bén canh viéc xem xét két qua dat
duoc ¢ ting tiéu chi vé tiép can dich vu,
nghién ctru ciing tién hanh so sanh két
qua danh gia vé tiép can dich vu & timg
cdp hoc cu thé. Két qua phan tich
phuong sai ANOVA mét yéu t6 (bang 5)

khang dinh: C6 su khac biét co ¥ nghia
thong ké trong danh gia ctia nguoi dan
vé tiép can dich vu néi chung giira céac
cap hoc (ngoai trir gitta hai cap mam
non va tiéu hoc) voi muc ¥ nghia 0,05
(do tin cay 95%).

Bang 5: Két qud phdn tich phirong sai ANOVA

() Cap  (J) Cap hoc Sw khac biét Saiso Héso Khoang tin ciy
hoc trung binh  chudn Sig. (95%)
(1-J) Nguwong Nguwong

duoéi trén
Tiéu hoc 0,000 0,049 1,000 -0,13 0,13
Mamnon THCS 0,326 0,049 0,000 0,20 0,46
THPT 0,491° 0,049 0,000 0,36 0,62
Tidu hoc Mam non 0,009 0,049 1,000 -0,13 0,13
i THCS 0,326 0,049 0,000 0,20 0,46
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() Cap  (J) Cap hoc Sw khac biét Sais6 Hésé Khoang tin ciy

hoc trung binh  chudn Sig. (95%)
(1-J) Nguwong Nguwong
dudi trén
THPT 0,491° 0,049 0,000 0,36 0,62
MaAam non -0,326° 0,049 0,000 -0,46 -0,20
THCS Tiéu hoc -0,326° 0,049 0,000 -0,46 -0,20
THPT 0,165 0,049 0,005 0,03 0,29
Mam non -0,491° 0,049 0,000 -0,62 -0,36
THPT Tiéu hoc -0,491° 0,049 0,000 -0,62 -0,36
THCS -0,165 0,049 0,005  -0,29 -0,03

Piém danh gia trung binh cua can dich vu gitra céc cép hoc cu thé
nguoi dan doi véi cac tiéu chi cua tiép nhu sau:
Bang 6: Thong ké ket qua danh gid vé tiep can dich vu ¢ tirng cap hoc

Cip hoc
Mam — Tieu o rppr
non hoc

Piém trung binh

Tiép can thong tin clia trudng thuan tién, dé dang 424 424 391 3,78

Trudng c6 nhiéu hinh thirc thong tin 411 414 400 3,82
Trudng huéng dan thu tuc rd rang 442 445 438 397
Thi tuc cua trudong dé thuc hién 437 441 412 3,78
Trudng co vi tri giao thong thuan loi 4,23 429 3,88 381
Truong thu phi dung quy dinh 4,38 444 407 3,73
Truong mién giam hoc phi cho hoc sinh 451 457 463 454
TRUNG BINH 432 436 414 392
Danh gia chung vé tiép can dich vu clia truong 431 431 398 382
Két qua thong ké (bang 6) cho thay: chi 1an luot dat: 4,36 va 4,32 - trén mirc
Ngudi dan c6 con em dang hoc tiéu hoc “hai long” trong thang danh gia. Tiép

va mam non danh gia cao cic ndi dung theo 1a cip hoc THCS (dat 4,14), ciing
lién quan dén tiép can dich vu & cac dat dugc muc hai 10ng. Thap nhét 1a cap
truong; diém trung binh chung cac tiéu THPT, dat 3,92.

THPT = _ —I

THCS

Tigu hoc

MEm non

BPiégm trung binh

Hinh 4: Biéu do danh gid vé tiép cdn dich vu gido duc céng & ting cap hoc
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2.4. Giai phap nang cao sw hai
long ciia ngwoi ddn déi Véi tiép cgn
dich vu giao duc cong

Trén co so cac két qua nghién ctu,
bai viét & xuat mot sb giai phap cu thé
nhim nang cao sy hai 1ong cua ngudi
dan trong van dé tiép can dich vu gido
duc cong trén dia ban Tinh nhu sau:

- Uy ban nhan dan cac cap can uu
tién danh quy dat c6 vi tri thuan loi
trong quy hoach phét trién dia phuong,
quy hoach d6 thi cho cac truong hoc,
dic biét 1a cac truong mam non, tiéu
hoc, THCS, THPT theo hudng dat
chuan quéc gia.

- Cac co quan chuyén mon quan ly
nha nudc vé gido duc va dao tao can chi
dao cac co so gido duc cong lap thuc
hién tét viéc cung ung dich vu gido duc
tai don vi; déng thoi ting cuong cong
tac kiém tra qua d6 phat hién va chan
chinh kip thoi nhitng van dé con ton tai
& cac don vi.

- Cac co so giao duc cong lap noi
chung can huéng dan rd vé cac thu tuc
hanh chinh (thu tuc nhap hoc, chuyén
cap, ra truong...) dé nguoi dan thuc
hién dugc nhanh chong, thuan tién, dé
dang; da dang cac hinh thac théng bao,
thong tin dén nguoi dan (thdng bao truc
tiép; qua bang théng bao, so lién lac;
trang thong tin dién tG cua truong,
V.v..). Cac truong ciing can dam bao
viéc thu hoc phi va cac loai phi khac
theo ding quy dinh; tiép tuc thuc hién
viec mién giam hoc phi cho hoc sinh

24

theo quy dinh cua phép luat. Bén canh
d6, nha trudng can phdi hop véi chinh
quyén dia phuong dé dam bao an toan
giao théng tai khu vuc truong hoc;
thuong xuyén thuc hién cobng tac tu
kiém tra, ddnh gia viéc cung cip dich
vu giao duc ¢ don vi tir d6 xay dung
giai phap nang cao chat luong cung (ng
dich vu giao duc néi chung.

3. Két luan

Trén co s& ly thuyét do ludong vé su
hai 16ng va van dé tiép can dich vu gido
duc, nghién ctru da xay deng mo hinh ly
thuyét vé sy hai 10ng caa nguoi dan di
v6i van dé tiép can dich vu gido duc
cong lap. Dua trén dir lidu diéu tra khao
st trén 1.000 dan, nghién ciu tién hanh
phan tich, kiém dinh théng ké va xéc
dinh mtrc d6 hai long ciia nguoi dan doi
v6i van dé tiép can dich vu gido duc
cdng noéi chung va & ting cap hoc noi
riéng. Bén canh do, nghién ctru ciing chi
ra su khac biét co y nghia thong ké
trong danh gid cua nguoi dan vé tiép
can dich vu néi chung giita cac cép hoc.

Két qua nghién ciru 1a co s& viing
chéc, dang tin cay dé dé& xuat viéc diéu
chinh, cai tién van dé tiép can dich vu ¢
cac cap hoc trong hé thdng gido duc
cong. Tir d6, khong chi gop phan ting
cuong sy hai long, tin tuéng cua nguoi
dan dbi véi gido duc cong ma con gop
phan didy manh viéc cai céch hanh
chinh trong gi4o duc va nang cao chat
lugng giao duc noi chung.
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ASSESSING THE PEOPLE’S SATISFACTION IN THE APPROACHING
OF PUBLIC EDUCATIONAL SERVICE IN SOC TRANG PROVINCE

ABSTRACT

The purpose of this study is to identify the level of people’s satisfaction in the
approaching of public educational service in Soc Trang province. The study focused
on 7 aspects in the approaching that are estimated including: (1) The advantages of
approaching information at school, (2) The diversity of information forms, (3) The
guidance of procedures, (4) The performance of procedures, (5) School position, (6)
School fees and (7) The exemption of school fees. The result shows that people are
quite satisfied in approaching of public educational service, especially in the aspect
of the exemption of school fees.
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