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�EVWUDFW�� Physical� facilities� and� services� are� indispensable� in� universities� and�
indirectly�a�ect�training�e�ectiveness.�Good�physical�facilities�and�services�help�learners�feel�
comfortable,�enhance�their�motivation�to�learn�and�conduct�research,�thereby�improving�their�
academic� results.�Recognizing�the�importance�of�this�research�issue,�the�authors�surveyed�

433�students�on�their�satisfaction�with�the�physical�facilities�and�services�at�the�Faculty�of�
Tourism,�Hanoi�Open�University.�Based�on�these��ndings,�some�solutions�are�proposed�to�
enhance�student�satisfaction�with�the�Faculty’s�and�the�University’s�physical�facilities�and�
services�in�the�future.
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���DQRL�2SHQ�8QLYHUVLW����DQRL��9LHWQDP

,��,QWURG�FWLRQ

,Q� WKH� FRQWH�W� RI� KLJKHU� HGXFDWLRQ�

UHIRUP�� WKH� TXDOLW�� RI� SK�VLFDO� IDFLOLWLHV�

DQG�VHUYLFHV�DW�XQLYHUVLWLHV�SOD�V�D�FUXFLDO�

UROH� LQ� HQKDQFLQJ� WKH� VWXGHQW� OHDUQLQJ�

H�SHULHQFH��5HFRJQL�LQJ�WKLV��WKH�)DFXOW��

RI� 7RXULVP� �� �DQRL� 2SHQ� 8QLYHUVLW���

a� reputable� training� unit� in� the� �eld� of�

WRXULVP�� KDV� DOZD�V� FRQVLGHUHG� HQVXULQJ�
SK�VLFDO� IDFLOLWLHV� DQG� VHUYLFH� TXDOLW�� DV�

a� central� task.� Many� studies� a�rm� that�

student� satisfaction� not� only� re�ects� the�

TXDOLW�� RI� WUDLQLQJ� EXW� DOVR� VHUYHV� DV� DQ�

LQGLFDWRU�IRU�DVVHVVLQJ�WKH�VXLWDELOLW��RI�WKH�

OHDUQLQJ�HQYLURQPHQW��:KHQ�VWXGHQWV�IHHO�

satis�ed� with� the� physical� facilities� and�

VHUYLFHV�� WKH�� ZLOO� KDYH� KLJKHU� OHDUQLQJ�

PRWLYDWLRQ�� SDUWLFLSDWH� PRUH� DFWLYHO�� LQ�

WKH� 8QLYHUVLW��V� DFWLYLWLHV�� DQG� EXLOG� D�

ORQJ�WHUP�FRQQHFWLRQ�ZLWK�WKH�8QLYHUVLW���

Conversely,� when� dissatis�ed,� students�

DUH�SURQH�WR�GLVFRXUDJHPHQW��ORVV�RI�IRFXV��

DQG�PD��HYHQ�GURS�RXW��8SFUDIW���6FKXK��

������ 3KDP�� ������ 1JX�HQ�9�� 7�� HW� DO���

������� 7KHUHIRUH�� WKH� DXWKRUV� FRQGXFWHG�

this�research�to�identify�in�uencing�factors�

DQG�SURSRVH�VROXWLRQV�WR�HQKDQFH�VWXGHQW�

VDWLVIDFWLRQ� ZLWK� WKH� )DFXOW��V� SK�VLFDO�

IDFLOLWLHV�DQG�VHUYLFHV�

,,��7KHRUHWLFDO�%DVLV

�����6RPH�WKHRUHWLFDO�IR�QGDWLRQV

In� the� �eld� of� education,� student�

VDWLVIDFWLRQ� ZLWK� VHUYLFH� TXDOLW�� LV�

D� FRPSUHKHQVLYH� HYDOXDWLRQ� RI� WKH�

HGXFDWLRQDO� DFWLYLWLHV� SURYLGHG� E��
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RUJDQL�DWLRQV�WR�VWXGHQWV��/H�HW�DO����������

6WXGHQW� VDWLVIDFWLRQ� IRFXVHV� RQ� WKUHH�

aspects:�The�ful�lment�of�expectations�of�

WKH�VHUYLFH�SURGXFW�UHFLSLHQW��7KH�TXDOLW��

RI� VHUYLFHV�SURGXFWV� IURP� WKH� SURYLGHU��

7KH� SHUFHSWLRQ� RI� WKH� VHUYLFH�SURGXFW�

UHFLSLHQW� �1JR���1JR�� ������� %DVHG� RQ�

WKLV��WKH�DXWKRUV�XQGHUVWDQG�WKDW��6WXGHQW�

VDWLVIDFWLRQ� ZLWK� SK�VLFDO� IDFLOLWLHV� DQG�

VHUYLFHV� LV� XQGHUVWRRG� DV� WKH� GHJUHH� RI�

ful�llment� of� expectations� related� to�
OHDUQLQJ�VSDFHV��WHFKQRORJLFDO�HTXLSPHQW��

DQG� VXSSRUW� VHUYLFHV�� FRQWULEXWLQJ� WR�

HQKDQFLQJ�WKH�SURIHVVLRQDO�FRPSHWHQFH�RI�
OHDUQHUV��

�����5HVHDUFK��RGHO

7KH�UHVHDUFK�PRGHO�LV�EXLOW�EDVHG�RQ�

WKH� DGDSWDWLRQ� RI� WKH� 6(593(5)�PRGHO�

�&URQLQ� �� 7D�ORU�� ������� %HORZ� LV� WKH�
SURSRVHG�UHVHDUFK�PRGHO�

Figure�1.�Proposed�research�model

7KH� GHSHQGHQW� YDULDEOH� LQ� WKH�

UHVHDUFK�PRGHO�LV�VWXGHQW�VDWLVIDFWLRQ�ZLWK�

SK�VLFDO� IDFLOLWLHV� DQG� VHUYLFHV�� DQG� WKH�

LQGHSHQGHQW�YDULDEOHV�LQFOXGH�

-� School� facilities� and�equipment�

��)��� HQFRPSDVVHV� DOO� WKH� PHDQV�

VHUYLQJ� WHDFKLQJ� DQG� OHDUQLQJ� DFWLYLWLHV��

FRQWULEXWLQJ�WR�KHOSLQJ�OHFWXUHUV�LPSURYH�

WKH� TXDOLW�� RI� NQRZOHGJH� WUDQVPLVVLRQ��

DQG�DW� WKH� VDPH� WLPH�KHOSLQJ�VWXGHQWV� WR�

e�ectively�acquire�knowledge�and�develop�

SURIHVVLRQDO� VNLOOV�� 7KLV� LV� D� WDQJLEOH�

factor,� re�ected� in� the� infrastructure�

V�VWHP�� FODVVURRPV�� SUDFWLFH� URRPV��

library,� wi�,� and� projection� equipment�

WKDW�VWXGHQWV�FDQ�GLUHFWO��XVH��7KH�TXDOLW��

DQG� DGHTXDF�� RI� SK�VLFDO� IDFLOLWLHV�

directly� a�ect� students’� learning� and�

OLYLQJ�H�SHULHQFH����PRGHUQ��FRPIRUWDEOH�

OHDUQLQJ�HQYLURQPHQW�ZLOO�IRVWHU�D�VHQVH�RI�

FRPIRUW��LQVSLUH�PRWLYDWLRQ��DQG�LQFUHDVH�

OHDUQHUV��VDWLVIDFWLRQ�

����� 3K�VLFDO� IDFLOLWLHV� DQG�

HTXLSPHQW�KDYH�D�SRVLWLYH�FRUUHODWLRQ�ZLWK�

VWXGHQW� VDWLVIDFWLRQ� UHJDUGLQJ� SK�VLFDO�

IDFLOLWLHV�DQG�VHUYLFHV�

�� �HUYLFH� FDSDFLW�� ��&�:� re�ects�

the�professional�quali�cations,�skills,�and�

work� attitude� of� the� sta�� in� providing�

VWXGHQW�VXSSRUW�VHUYLFHV�LQ�D�SURIHVVLRQDO��

fast,� and� e�ective� manner.� Service-

competent� sta�� not� only� handle� work�

DFFXUDWHO��EXW�DOVR�GHPRQVWUDWH�D�IULHQGO���

GHGLFDWHG� DWWLWXGH�� 7KLV� FRQWULEXWHV�

SRVLWLYHO��WR�VWXGHQW�VDWLVIDFWLRQ�ZLWK�WKH�

VFKRRO�V�VHUYLFHV�

�����6HUYLFH�FDSDFLW�� LV�SRVLWLYHO��

FRUUHODWHG� ZLWK� VWXGHQW� VDWLVIDFWLRQ�

UHJDUGLQJ�SK�VLFDO�IDFLOLWLHV�DQG�VHUYLFHV�
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�� �W�GHQW� ��SSRUW� ������ 7KH�
FRQFHUQ� LV� VKRZQ� WKURXJK� WKH� VFKRRO�V�

OHYHO� RI� OLVWHQLQJ�� XQGHUVWDQGLQJ�� DQG�
UHVSHFW� IRU� WKH� QHHGV�� RSLQLRQV�� DQG�
IHHOLQJV� RI� VWXGHQWV��:KHQ� VWXGHQWV� IHHO�

FDUHG� IRU�� WKH�� WHQG� WR� WUXVW� WKH� OHDUQLQJ�
HQYLURQPHQW�� IHHO� DWWDFKHG� WR� WKH�VFKRRO��

DQG� KHOS� EXLOG� D� SRVLWLYH� UHODWLRQVKLS�
EHWZHHQ�VWXGHQWV�DQG�WKH�VFKRRO�

����� �WWHQWLYHQHVV� KDV� D� SRVLWLYH�

FRUUHODWLRQ� ZLWK� VWXGHQW� VDWLVIDFWLRQ�
UHJDUGLQJ�SK�VLFDO�IDFLOLWLHV�DQG�VHUYLFHV�

��5HVSRQVLYHQHVV��5(����7KH�DELOLW��
WR� UHVSRQG� UHIHUV� WR� WKH� VFKRRO�V� FDSDFLW��
to�quickly�and�e�ectively�handle�requests,�

TXHVWLRQV�� RU� SUREOHPV� DULVLQJ� IURP�
students.� A� �exible� and� timely� feedback�
V�VWHP� ZLOO� KHOS� VWXGHQWV� IHHO� VXSSRUWHG�

DQG�VHFXUH�LQ�WKHLU�OHDUQLQJ�SURFHVV��)URP�
WKHUH��WKH�OHYHO�RI�WUXVW�DQG�VDWLVIDFWLRQ�ZLWK�
WKH�VHUYLFH�ZLOO�DOVR�EH�HQKDQFHG�

�����5HVSRQVLYHQHVV�KDV�D�SRVLWLYH�
FRUUHODWLRQ� ZLWK� VWXGHQW� VDWLVIDFWLRQ�

UHJDUGLQJ�SK�VLFDO�IDFLOLWLHV�DQG�VHUYLFHV�

�� 5HOLDELOLW�� �5(��:� re�ects� the�

FRQVLVWHQF�� DQG� UHSXWDWLRQ� RI� WKH� VFKRRO�
in� providing� services� and� ful�lling� its�
FRPPLWPHQWV�WR�VWXGHQWV��:KHQ�WKH�VFKRRO�

HQVXUHV� WKH� ULJKW� VFKHGXOH�� SURFHVV�� DQG�
TXDOLW��RI�VHUYLFH�DV�DQQRXQFHG��VWXGHQWV�
ZLOO� IHHO� VHFXUH�� WKHUHE�� VWUHQJWKHQLQJ�
WKHLU�EHOLHI�LQ�WKH�TXDOLW��RI�WUDLQLQJ�DV�ZHOO�

DV�WKH�DFFRPSDQ�LQJ�VXSSRUW�DFWLYLWLHV�

����� 5HOLDELOLW�� KDV� D� SRVLWLYH�
FRUUHODWLRQ� ZLWK� VWXGHQW� VDWLVIDFWLRQ�
UHJDUGLQJ�SK�VLFDO�IDFLOLWLHV�DQG�VHUYLFHV�

,,,��5HVHDUFK�PHWKRGRORJ�

7KH� VWXG�� XVHG� D� VXUYH�� PHWKRG�
ZLWK� TXHVWLRQQDLUHV�� FROOHFWLQJ� RSLQLRQV�

from� 433� full-time� students� from� �rst�

WR� IRXUWK� �HDU� VWXG�LQJ� DW� WKH� )DFXOW��
RI� 7RXULVP�� �DQRL� 2SHQ� 8QLYHUVLW���
XVLQJ� D� FRQYHQLHQFH� VDPSOLQJ� PHWKRG�

YLD� *RRJOH� )RUPV�� ,Q�GHSWK� LQWHUYLHZV�

ZLWK� �� H�SHUWV� ZHUH� DOVR� FRQGXFWHG� WR�

DGMXVW� PHDVXUHPHQW� YDULDEOHV� DQG� EXLOG�

WKH� UHVHDUFK� PRGHO�� %XLOGLQJ� RQ� WKH�

6(593(5)� VFDOH� GHYHORSHG� E�� &URQLQ�

DQG�7D�ORU��������DQG�GUDZLQJ�RQ�WKH�VFDOH�

of�factors�in�uencing�student�satisfaction�

ZLWK�SK�VLFDO�IDFLOLWLHV�DQG�VHUYLFH�TXDOLW��

proposed�by�Nguyễn,�T.�X.�H.�et�al.�(2016),�

WKH�DXWKRU�FRQGXFWHG� LQ�GHSWK�LQWHUYLHZV�

with��ve�experts�to�re�ne�and�contextualize�

WKH�PHDVXUHPHQW� LQVWUXPHQW���V�D�UHVXOW��

the��nal�scale�comprised��ve�dimensions:�

����SK�VLFDO�IDFLOLWLHV�DQG�HTXLSPHQW������

VHUYLFH� FRPSHWHQFH�� ���� HPSDWK��� ����

UHVSRQVLYHQHVV��DQG�����UHOLDELOLW���ZLWK�D�

WRWDO�RI����REVHUYHG�YDULDEOHV��7KH�DXWKRUV�

XVHG�VWDWLVWLFDO�PHWKRGV��SURFHVVLQJ�GDWD�LQ�

6366�������WR�DVVHVV�WKH�VFDOH�V�UHOLDELOLW���

FRQGXFW� DQ� H�SORUDWRU�� IDFWRU� DQDO�VLV�

�()����DQG�SHUIRUP�UHJUHVVLRQ�DQDO�VHV�WR�

determine�the�in�uencing�factors�and�their�

OHYHOV� RI� LPSDFW� RQ� VWXGHQW� VDWLVIDFWLRQ�

ZLWK�SK�VLFDO�IDFLOLWLHV�DQG�VHUYLFHV�

,9��5HV�OWV�DQG�GLVF�VVLRQ

,Q� WKH� VWXG���ZH� FROOHFWHG� VDPSOHV�

IURP� ���� VWXGHQWV� RI� WKH� )DFXOW�� RI�

7RXULVP�� �DQRL� 2SHQ� 8QLYHUVLW��� �IWHU�

VFUHHQLQJ�� ZH� UHWDLQHG� ���� VDPSOHV� WKDW�

PHW� WKH� UHVHDUFK� UHTXLUHPHQWV�� �PRQJ�

WKHVH��WKH�IHPDOH�UDWLR�ZDV��������WKH�PDOH�

UDWLR�ZDV��������DQG�WKH�RWKHU�JHQGHU�UDWLR�

ZDV�������5HJDUGLQJ�GLVWULEXWLRQ�E���HDU�

of� study,�56.8%�were� �rst-year� students;�

������ VHFRQG��HDU� VWXGHQWV�� ������

WKLUG��HDU� VWXGHQWV�� DQG� ����� IRXUWK�

�HDU� VWXGHQWV�� 5HJDUGLQJ� GLVWULEXWLRQ� E��

PDMRU���RWHO�0DQDJHPHQW� DFFRXQWHG� IRU�

������� DQG� 7RXULVP� DQG� 7UDYHO� 6HUYLFH�

0DQDJHPHQW�DFFRXQWHG�IRU�������

�����6FDOH�UHOLDELOLW��WHVW

7KH� UHOLDELOLW�� WHVW� UHVXOWV� IRU� WKH�

VWXGHQW� VDWLVIDFWLRQ� VFDOH� UHJDUGLQJ�
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SK�VLFDO� IDFLOLWLHV� DQG� VHUYLFHV�� ZLWK�

��� REVHUYHG� YDULDEOHV� DFURVV� �� IDFWRUV��

showed� Cronbach’s� Alpha� coe�cients�

UDQJLQJ�IURP�������WR�������IRU�DOO�IDFWRUV��

LQGLFDWLQJ�WKDW�WKH�VFDOH�LV�ZHOO�XWLOL�HG��7KH�

&URQEDFK�V��OSKD�YDOXHV�IRU�WKHVH�IDFWRUV�

DUH�DOO�JUHDWHU�WKDQ������LQGLFDWLQJ�WKH��DUH�

HOLJLEOH�IRU�LQFOXVLRQ�LQ�DQ�()���9DULDEOHV�

with� item-total� correlation� coe�cients� all�

JUHDWHU� WKDQ�����ZHUH�QRW� HOLPLQDWHG��7KH�

���REVHUYHG�YDULDEOHV�ZHUH�WKHQ� LQFOXGHG�

LQ�WKH�()��LQ�WKH�QH�W�VWHS��7DEOH����

Table�1.�Cronbach’s�Alpha�test�results

1R� )DFWRU
,QLWLDO�REVHUYHG�

YDULDEOHV
2EVHUYHG�YDULDEOHV�DIWHU�

WHVWLQJ
&URQEDFK�V�

�OSKD
� 6FKRRO�)DFLOLWLHV��6)� � � �����
� 6HUYLFH�FDSDFLW���6&� � � �����
� 6WXGHQW�6XSSRUW��66� � � �����
� 5HVSRQVLYHQHVV��5(6� � � �����
� 5HOLDELOLW���5(/� � � �����
� 6DWLVIDFWLRQ��6�� � � �����

Source:�Research�results

�����)DFWRU��QDO�VLV�5HV�OWV

7KH� UHVXOWV� RI� WKH� (�SORUDWRU��

)DFWRU� �QDO�VLV� �()��� LQ� 7DEOH� �� VKRZ�

WKDW�WKH�UHVHDUFK�PRGHO�H�SODLQV���������

RI� WKH� YDULDQFH� LQ� VWXGHQW� VDWLVIDFWLRQ��

7KLV�PHDQV�WKDW�WKH�IDFWRUV�FRQVLGHUHG�LQ�

WKLV�VWXG���UHODWHG�WR�SK�VLFDO�IDFLOLWLHV�DQG�

VHUYLFHV�DW�WKH�)DFXOW��RI�7RXULVP����DQRL�
2SHQ�8QLYHUVLW���FDQ�H�SODLQ�XS�WR��������
RI� WKH� OHYHO� RI� VWXGHQW� VDWLVIDFWLRQ�� 7KH�
.02� LQGH�� ��������� ����� DQG�%DUWOHWW�V�
test� (Sig.� =� 0.000� <� 0.05)� results� also�
GHPRQVWUDWH�WKDW�WKH�IDFWRU�DQDO�VLV�PRGHO�
LV�DSSURSULDWH�DQG�WKH�REVHUYHG�YDULDEOHV�
DUH�FORVHO��FRUUHODWHG��

Table�2.�EFA�Results

&RPSRQHQW
,QLWLDO�(LJHQYDO�HV 7RWDO�9DULDQFH�(�SODLQHG

7RWDO ��RI�9DULDQFH &�P�ODWLYH�� 7RWDO ��RI�9DULDQFH &�P�ODWLYH��
� ������ ������ ������ ������ ������ ������
� ����� ����� ������ ����� ����� ������
� ����� ����� ������ ����� ����� ������
� ����� ����� ������ ����� ����� ������
� ����� ����� ������ ����� ����� ������
� � � � � � �
�� ����� ����� �������

7RWDO�9DULDQFH�(�SODLQHG�LV��������
.DLVHU�0H�HU�2ONLQ��.02���������DQG�6LJ��LV������

Source:�Research�results

7KXV�� WKURXJK� ()��� WKH� SURSRVHG�

UHVHDUFK� PRGHO�� LQFOXGLQJ� �� IDFWRUV�

in�uencing� student� satisfaction� (School�

)DFLOLWLHV�� 6HUYLFH� FDSDFLW��� 6WXGHQW�

6XSSRUW�� 5HVSRQVLYHQHVV�� 5HOLDELOLW����

VKRZV� WKDW� WKH� PRGHO� LV� YHU�� JRRG� DQG�

GRHV�QRW�UHTXLUH�DGMXVWPHQW�

������RUUHODWLRQ� WHVW� EHW�HHQ�

In�uencing� Factors� and� Student�

6DWLVIDFWLRQ

7KH� UHVHDUFK� UHVXOWV� VKRZ� WKDW� DOO�

considered� in�uencing� factors� have� a�

IDLUO�� VWURQJ� FRUUHODWLRQ� ZLWK� VWXGHQW�
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VDWLVIDFWLRQ� UHJDUGLQJ� SK�VLFDO� IDFLOLWLHV�

and�services.�The�correlation�coe�cient�

�U��YDULHV� IURP������� WR��������1RWDEO���

VHUYLFH� FDSDFLW�� KDV� WKH� VWURQJHVW�

FRUUHODWLRQ� ZLWK� VWXGHQW� VDWLVIDFWLRQ�

(r=0.835;�p<0.001)�(Table�3).�

Table�4.�Multiple�Linear�Regression�Model�with�dependent�variable�as�Student�Satisfaction�

with�Physical�Facilities�and�Services

,QGHSHQGHQW�9DULDEOH
8QVWDQGDUGL�HG�
Coe�cients

�WDQGDUGL�HG�
Coe�cients W S 9,)

% �( %HWD

Hằng�số ������ ����� ������ �����

6FKRRO�)DFLOLWLHV��6)� ���� ���� ���� ����� ���� �����

6HUYLFH�FDSDFLW���6&� ���� ���� ���� ����� ���� �����

6WXGHQW�6XSSRUW��66� ���� ���� ���� ����� ���� �����

5HVSRQVLYHQHVV��5(6� ���� ���� ���� ����� ���� �����

5HOLDELOLW���5(/� ���� ���� ���� ����� ���� �����

*�p<�0.05;�N�=�433;�R��=�0.711;�Adjusted�R��=�0.709;�Durbin�Watson�=�1.794.

Source:�Research�results

Table�3.�Correlation�between�In�uencing�Factors�and�Student�Satisfaction

)DFWRU �) �& �� 5(� 5(�

6WXGHQW�6DWLVIDFWLRQ��6�� ������� ������� ������� ������� �������

Note:�**�Correlation�is�statistically�signi�cant�at�the�p�<�0.01�level.�

Source:�Research�results

7KH� 3HDUVRQ� FRUUHODWLRQ� WHVW� UHVXOWV�

indicate� that� the� in�uencing� factors� are�

TXLWH�FORVHO��UHODWHG�WR�WKH�OHYHO�RI�VWXGHQW�

VDWLVIDFWLRQ�� 7KH� YDULDWLRQ� LQ� HDFK� IDFWRU�

a�ects�overall�satisfaction,�thereby�a�rming�

WKHLU�HVVHQWLDO�UROH�LQ�WKH�XQLYHUVLW��V�VWUDWHJ��

WR�LPSURYH�VHUYLFH�TXDOLW��

4.4.�Predictive�Level�of�In�uencing�

)DFWRUV� RQ� 6W�GHQW� 6DWLVIDFWLRQ� �LWK�

3K�VLFDO�)DFLOLWLHV�DQG�6HU�LFHV

7KH� PXOWLSOH� UHJUHVVLRQ� DQDO�VLV�

PRGHO�ZLWK�WKH�GHSHQGHQW�YDULDEOH�EHLQJ�
VWXGHQW�VDWLVIDFWLRQ�ZLWK�SK�VLFDO�IDFLOLWLHV�

DQG�VHUYLFHV��LHOGV�WKH�IROORZLQJ�UHVXOWV�

7KH� UHVXOWV� IURP� 7DEOH� �� DOVR�

VKRZ� WKDW� WKH�S�YDOXH�RI� WKH� W�WHVW� LQ� WKH�

UHJUHVVLRQ� DQDO�VLV� IRU� DOO� LQGHSHQGHQW�

YDULDEOHV�LV�OHVV�WKDQ�������LQGLFDWLQJ�WKDW�

LQGHSHQGHQW� YDULDEOHV� VXFK� DV�� 6FKRRO�

)DFLOLWLHV�� VHUYLFH� FDSDFLW��� 6WXGHQW�

6XSSRUW�� UHVSRQVLYHQHVV�� DQG� UHOLDELOLW��

all� signi�cantly� explain� the� dependent�

YDULDEOH� RI� VWXGHQW� VDWLVIDFWLRQ�� VR� QR�

YDULDEOHV� ZHUH� H�FOXGHG�� 7KH� 9DULDQFH�

In�ation�Factor�(VIF)�for�all�independent�

YDULDEOHV� LV� OHVV� WKDQ� ��� LQGLFDWLQJ�

QR� PXOWLFROOLQHDULW��� �OO� UHJUHVVLRQ�

coe�cients� are� greater� than� 0.� Thus,�

DOO� LQGHSHQGHQW� YDULDEOHV� LQFOXGHG� LQ�

WKH� UHJUHVVLRQ� DQDO�VLV� KDYH� D� SRVLWLYH�

LPSDFW�RQ� WKH�GHSHQGHQW�YDULDEOH��%DVHG�

RQ� WKH� PDJQLWXGH� RI� WKH� VWDQGDUGL�HG�

Beta� coe�cients,� the� in�uence� level� of�

WKH� IDFWRUV� LV�UDQNHG� LQ�GHVFHQGLQJ�RUGHU�

as�follows:�School�Facilities�(β�=�0.353);�

Responsiveness� (β� =� 0.257);� Service�

capacity�(β�=�0.192);�Student�Support�(β�=�

0.121);�Reliability�(β�=�0.120).

7KXV�� 6FKRRO� )DFLOLWLHV��

5HVSRQVLYHQHVV�� 6HUYLFH� &DSDFLW���
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6WXGHQW� 6XSSRUW�� DQG� 5HOLDELOLW�� DOO�

SRVLWLYHO�� LPSDFW� VWXGHQW� VDWLVIDFWLRQ�

ZLWK� WKH� )DFXOW�� RI� 7RXULVP�� �DQRL�

2SHQ�8QLYHUVLW��V�SK�VLFDO� IDFLOLWLHV�DQG�

VHUYLFHV���PRQJ� WKHVH�� 6FKRRO� )DFLOLWLHV�

KDYH�WKH�VWURQJHVW�LPSDFW�

������LVF�VVLRQ�RI�UHVHDUFK�UHV�OWV

�FFRUGLQJ� WR� WKH� PRGHO� WHVWLQJ�
results� on� factors� a�ecting� student�
VDWLVIDFWLRQ� ZLWK� SK�VLFDO� IDFLOLWLHV� DQG�
VHUYLFHV�DW�WKH�)DFXOW��RI�7RXULVP���DQRL�
2SHQ�8QLYHUVLW���DOO�LQFOXGHG�IDFWRUV�KDYH�
a�positive�in�uence�on�student�satisfaction.�
7KXV�� K�SRWKHVHV� ����� ����� ����� �����
and�H05�are�con�rmed.�This�also�means�
WKDW� 6FKRRO� )DFLOLWLHV�� UHVSRQVLYHQHVV��
VHUYLFH� FDSDFLW��� 6WXGHQW� 6XSSRUW�� DQG�
UHOLDELOLW�� DUH� SRVLWLYHO�� FRUUHODWHG� ZLWK�
VWXGHQW�VDWLVIDFWLRQ��,W�FDQ�EH�XQGHUVWRRG�
WKDW� WKH� KLJKHU� WKH� TXDOLW�� RI� SK�VLFDO�
IDFLOLWLHV� DQG� VHUYLFHV�� WKH� KLJKHU� WKH�
OHYHO�RI�VWXGHQW�VDWLVIDFWLRQ�ZLOO�EH��7KHVH�
UHVXOWV�DUH�VLPLODU�WR�WKRVH�RI�DXWKRUV�VXFK�
DV�&KHQ�DQG�6WRWODU���������1JX�HQ��7��;��
���HW�DO����������/H�HW�DO����������9X�HW�DO��
��������DQG�7KDQ�DQG�1JX�HQ���������

In� this� study,� the�authors� identi�ed�
5� factors� in�uencing� student� satisfaction�
ZLWK� SK�VLFDO� IDFLOLWLHV� DQG� VHUYLFHV�� WKH�
PRVW� LPSRUWDQW� EHLQJ� 6FKRRO� )DFLOLWLHV��
IROORZHG� E��� 5HVSRQVLYHQHVV�� VHUYLFH�
FDSDFLW���6WXGHQW�6XSSRUW��DQG�UHOLDELOLW���
7KH�VWURQJ�LPSDFW�RI�VFKRRO�IDFLOLWLHV�DQG�
HTXLSPHQW��DV�ZHOO�DV�UHVSRQVLYHQHVV��RQ�
VWXGHQW�VDWLVIDFWLRQ�VWHPV�IURP�WKH�GLVWLQFW�
QDWXUH� RI� WRXULVP� HGXFDWLRQ�� D� KLJKO��
DSSOLHG�� SUDFWLFH�RULHQWHG� GLVFLSOLQH�� �V�
opposed� to� theory-heavy� �elds,� tourism�
WUDLQLQJ� UHTXLUHV� VWXGHQWV� WR� OHDUQ� LQ� DQ�
HQYLURQPHQW� DVVRFLDWHG� ZLWK� YRFDWLRQDO�
VLPXODWLRQ�� SUDFWLFDO� H�SHULHQFHV�� DQG�
IUHTXHQW� LQWHUDFWLRQ� ZLWK� SK�VLFDO�
OHDUQLQJ� FRQGLWLRQV� VXFK� DV� VSHFLDOL�HG�
SUDFWLFH� URRPV�� SURMHFWLRQ� HTXLSPHQW��

VRXQG�V�VWHPV��OLEUDULHV��:L�)L��DQG�RWKHU�
DFDGHPLF� VXSSRUW� VSDFHV�� &RQVHTXHQWO���
WKH�TXDOLW��RI�SK�VLFDO� IDFLOLWLHV�QRW�RQO��
a�ects� learning� convenience� but� also�
GLUHFWO�� LPSDFWV� VWXGHQWV��DELOLW�� WR�KRQH�
WKHLU� SURIHVVLRQDO� VNLOOV�� WKHLU� OHYHO� RI�
HQJDJHPHQW� LQ� WKH� OHDUQLQJ� SURFHVV�� DQG�
WKHLU� SHUFHSWLRQ� RI� WKH� RYHUDOO� WUDLQLQJ�
TXDOLW��� )XUWKHUPRUH�� UHVSRQVLYHQHVV� LV�
KLJKO�� YDOXHG� EHFDXVH� WRXULVP� VWXGHQWV�
frequently�require�fast,�timely,�and��exible�
VXSSRUW� GXULQJ� WKHLU� DFDGHPLF� DFWLYLWLHV��
SUDFWLFDO� VHVVLRQV�� LQWHUQVKLSV�� DQG�
DGPLQLVWUDWLYH�SURFHGXUHV��,Q�WKLV�FRQWH�W��
prompt� feedback� and� e�ective� handling�
RI� VWXGHQW� UHTXHVWV� E�� WKH� )DFXOW�� DQG�
8QLYHUVLW��QRW�RQO��LPSURYH�WKH�OHDUQLQJ�
H�SHULHQFH�EXW�DOVR�IRVWHU�D�VHQVH�RI�EHLQJ�
UHVSHFWHG�� DFFRPSDQLHG�� DQG� VXSSRUWHG�
DPRQJ�OHDUQHUV�

7R� HQKDQFH� WKH� UHOLDELOLW�� RI�
WKH� UHVHDUFK� PRGHO�� WKH� DXWKRU� JURXS�
conducted� in-depth� interviews� with� �ve�
H�SHUWV� LQ� HGXFDWLRQ� PDQDJHPHQW� DQG�
WRXULVP�FXUUHQWO��ZRUNLQJ�DW�WKH�XQLYHUVLW���
7KH� H�SHUWV� DOO� DJUHHG� WKDW� PRGHUQ�
facilities,�appropriate�to�the�speci�c�nature�
RI� WKH� WRXULVP� LQGXVWU��� DUH� D� IDFWRU� WKDW�
directly� and� strongly� in�uences� student�
VDWLVIDFWLRQ�� HVSHFLDOO�� LQ� WKH� FRQWH�W� RI�
SUDFWLFH�RULHQWHG� WUDLQLQJ�� �FDGHPLF� DQG�
DGPLQLVWUDWLYH� VXSSRUW� VHUYLFHV� QHHG� WR�
EH� LPSURYHG� WR� VXSSRUW� GLJLWDOL�DWLRQ��
FRQYHQLHQFH�� DQG� IDVWHU� UHVSRQVHV� WR�
VWXGHQW�QHHGV��2QH�H�SHUW�HPSKDVL�HG�����
V�QFKURQL�HG� LQYHVWPHQW� LQ�ERWK�SUDFWLFDO�
HTXLSPHQW� DQG� KXPDQ� UHVRXUFHV� ZLOO�
signi�cantly� enhance� the� student� learning�
H�SHULHQFH�� 7KLV� GLUHFWO�� LPSDFWV� VWXGHQW�
HQJDJHPHQW� DQG� WKHLU� SRVLWLYH� HYDOXDWLRQ�
RI�WKH�XQLYHUVLW����7KH�DQDO�VLV�VKRZV�WKDW�
WKH�H�SHUWV��RSLQLRQV�DUH�FRQVLVWHQW�ZLWK�WKH�
TXDQWLWDWLYH� UHVXOWV�DQG��DW�WKH� VDPH� WLPH��
VWUHQJWKHQ�WKH�SUDFWLFDOLW��DQG�DSSOLFDELOLW��
RI�WKH�SURSRVHG�UHVHDUFK�PRGHO�
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,Q� DGGLWLRQ� WR� GDWD� FROOHFWHG� IURP�
H�SHUWV�� WKH� DXWKRU� JURXS� FRQGXFWHG� LQ�
GHSWK� LQWHUYLHZV� ZLWK� IRXU� IXOO�WLPH�
VWXGHQWV� IURP� WKH� )DFXOW�� RI� 7RXULVP� DW�
�DQRL� 2SHQ� 8QLYHUVLW��� 7KH� LQWHUYLHZ�
FRQWHQW� IRFXVHG� RQ� WKH� VWXGHQWV�� DFWXDO�
H�SHULHQFHV� ZLWK� WKH� IDFLOLWLHV�� VHUYLFH�
TXDOLW��� DQG� VXJJHVWLRQV� IRU� LPSURYHPHQW�
IURP� WKH� OHDUQHUV�� SHUVSHFWLYH���� VWXGHQW�
PDMRULQJ�LQ��RWHO�0DQDJHPHQW�H�SUHVVHG�
D� GHVLUH� IRU� DQ� XSJUDGH� LQ� WKH� TXDOLW�� RI�
WHDFKLQJ� HTXLSPHQW�� VXFK� DV� SURMHFWRUV��
PLFURSKRQHV�� DQG� WKH� :L�)L� V�VWHP��
WR� HQVXUH� EHWWHU� OHDUQLQJ� FRQGLWLRQV��
,Q� DGGLWLRQ�� DOO� VWXGHQWV� PHQWLRQHG� WKH�
QHHG� IRU� LPSURYHPHQWV� LQ� DGPLQLVWUDWLYH�
procedures� to� increase� speed,� e�ciency,�
DQG� FRQYHQLHQFH� IRU� OHDUQHUV�� 1RWDEO���
VWXGHQWV� KLJKO�� YDOXHG� WKH� KXPDQ� IDFWRU�
LQ�WKH�OHDUQLQJ�HQYLURQPHQW��0RVW�RI�WKHP�
DFNQRZOHGJHG� WKH� OHFWXUHUV�� DFDGHPLF�
advisors,� and� faculty� sta�� for� their�
IULHQGOLQHVV��GHGLFDWLRQ��DQG�XQGHUVWDQGLQJ��
7KH� WHDFKHUV� DUH� DOZD�V� UHDG�� WR� OLVWHQ��
DFFRPSDQ���DQG�SURYLGH�WLPHO��VXSSRUW�LQ�
solving� students’� di�culties,� not� only� in�
WKHLU�VWXGLHV�DQG�UHVHDUFK�EXW�DOVR�LQ�WKHLU�
FDUHHU�RULHQWDWLRQ�DQG�SHUVRQDO�OLYHV�

9���&RQFO�VLRQ�DQG�UHFRPPHQGDWLRQV

Based� on� the� level� of� in�uence� of�
IDFWRUV�RQ�VWXGHQW�VDWLVIDFWLRQ�ZLWK�SK�VLFDO�
IDFLOLWLHV� DQG� VHUYLFHV� DW� WKH� )DFXOW�� RI�
7RXULVP�� �DQRL� 2SHQ� 8QLYHUVLW��� WKH�
authors� propose� �ve� groups� of� speci�c,�
V�VWHPDWLF� VROXWLRQV� DLPHG� DW� LPSURYLQJ�
WUDLQLQJ�TXDOLW��DQG�VWXGHQW�VDWLVIDFWLRQ�DW�
WKH�)DFXOW��RI�7RXULVP�

6RO�WLRQ�����S�UDGH�DQG�PRGHUQL�H�
WKH�V�VWHP�RI�VFKRRO�IDFLOLWLHV

7R�HQKDQFH�WKH�TXDOLW��RI�WUDLQLQJ�LQ�
WKH�FRQWH�W�RI�PRGHUQ�HGXFDWLRQ��DQ�XUJHQW�
UHTXLUHPHQW�LV�D�V�QFKURQL�HG�LQYHVWPHQW�LQ�
WKH�SK�VLFDO�LQIUDVWUXFWXUH�V�VWHP��RULHQWHG�
WRZDUGV�PRGHUQL�DWLRQ�DQG�WKH�DSSOLFDWLRQ�

RI� WHFKQRORJ��� &ODVVURRPV� QHHG� WR� EH�
IXOO�� HTXLSSHG� ZLWK� WHDFKLQJ� HTXLSPHQW��
LQFOXGLQJ� SURMHFWRUV�� DLU� FRQGLWLRQHUV��
VWDQGDUG�FRPSOLDQW� VRXQG� V�VWHPV�� DQG�
KLJK�VSHHG� :L�)L�� WR� HQVXUH� FRPIRUWDEOH�
learning�conditions�and�e�ectively�support�
WHDFKLQJ�DQG�OHDUQLQJ�DFWLYLWLHV��6SHFLDOL�HG�
SUDFWLFH� URRPV� QHHG� WR� EH� XSJUDGHG�
ZLWK� DGYDQFHG� VLPXODWLRQ� VRIWZDUH� DQG�
equipment�tailored�to�the�speci�c�training�
�eld,� thereby� strengthening� students’�
SURIHVVLRQDO� VNLOOV�� 7KH� OLEUDU�� DQG� VHOI�
VWXG�� VSDFHV� DOVR� QHHG� WR� EH� UHQRYDWHG�
WR� EH� IULHQGO�� DQG� TXLHW�� HQFRXUDJLQJ�
independent�study�and�scienti�c� research.�
,Q�DGGLWLRQ�� WKH�DSSOLFDWLRQ�RI� WHFKQRORJ��
LQ� WKH� PDLQWHQDQFH� DQG� VXSHUYLVLRQ� RI�
IDFLOLWLHV� ZLOO� FRQWULEXWH� WR� EXLOGLQJ� D�
VDIH�� PRGHUQ�� DQG� VXVWDLQDEOH� OHDUQLQJ�
HQYLURQPHQW�� OD�LQJ� WKH� IRXQGDWLRQ� IRU�
LPSURYLQJ� OHDUQHUV�� VDWLVIDFWLRQ� DQG�
learning�e�ciency.

6RO�WLRQ����(QKDQFH�UHVSRQVL�HQHVV

,Q� DGGLWLRQ� WR� XSJUDGLQJ� SK�VLFDO�
IDFLOLWLHV�� LW� LV� QHFHVVDU�� WR� SURPRWH�
DGPLQLVWUDWLYH� UHIRUP� E�� VLPSOLI�LQJ� DQG�
GLJLWL�LQJ�SURFHVVHV�WR�RSWLPL�H�SURFHVVLQJ�
time,� enhance� service� e�ciency,�
DQG� LPSURYH� WKH� OHDUQHU� H�SHULHQFH��
Establishing�e�ective�channels�for�receiving�
IHHGEDFN��DORQJ�ZLWK�D�WUDQVSDUHQW��WLPHO��
KDQGOLQJ�SURFHVV��ZLOO�KHOS�EXLOG�D�IULHQGO���
WUXVWZRUWK�� OHDUQLQJ� HQYLURQPHQW�� �W�
WKH� VDPH� WLPH�� WUDLQLQJ� D� SURIHVVLRQDO��
VWXGHQW�FHQWHUHG�DGPLQLVWUDWLYH� WHDP�ZLWK�
D� SRVLWLYH�VHUYLFH�DWWLWXGH� LV�D�NH�� IDFWRU��
(QKDQFLQJ� LQWHUDFWLRQ� WKURXJK� SHULRGLF�
VXUYH�V�� GLDORJXHV�� DQG� GLUHFW� PHHWLQJV�
EHWZHHQ�WKH�XQLYHUVLW��DQG�VWXGHQWV�KHOSV�
WR� SURPSWO�� JUDVS� SUDFWLFDO� QHHGV� DQG�
DGMXVW�SROLFLHV�DFFRUGLQJO��

6RO�WLRQ�����PSUR�H�VHU�LFH�FDSDFLW�

Improving� sta�� capacity� plays� a�
SDUWLFXODUO�� LPSRUWDQW� UROH� LQ� HQKDQFLQJ�
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VHUYLFH� TXDOLW��� 7KH� XQLYHUVLW�� QHHGV�
WR� RUJDQL�H� UHJXODU� WUDLQLQJ� SURJUDPV�
WR� IRVWHU� SURIHVVLRQDO� H�SHUWLVH��
FRPPXQLFDWLRQ�� SUREOHP�VROYLQJ�� DQG�
soft�skills�among�sta�,�aiming�to�achieve�
D� SURIHVVLRQDO� VHUYLFH� VWDQGDUG�� 7KH�
ZRUN�HQYLURQPHQW�VKRXOG�EH�EXLOW�RQ�WKH�
SULQFLSOHV� RI� IULHQGOLQHVV�� WUDQVSDUHQF���
DQG� PXWXDO� UHVSHFW� WR� IRVWHU� D� VSLULW� RI�
UHVSRQVLELOLW��DQG�GHGLFDWLRQ���W�WKH�VDPH�
WLPH�� LPSOHPHQWLQJ� VWXGHQW� VDWLVIDFWLRQ�
VXUYH�V�� FRPELQHG� ZLWK� WKH� DSSOLFDWLRQ�
RI� GDWD� PDQDJHPHQW� WHFKQRORJ��� ZLOO�
KHOS� WKH� XQLYHUVLW�� LPSURYH� VHUYLFHV��
UHVSRQG� SURPSWO��� SURPRWH� VWXGHQWV��
DFWLYH�SDUWLFLSDWLRQ�LQ�WKH�OHDUQLQJ�SURFHVV�
DQG� VXSSRUW� DFWLYLWLHV�� DQG� VXSSRUW� WKH�
university’s�e�orts�to�improve�services.

6RO�WLRQ����6WUHQ�WKHQ�VW�GHQW�V�SSRUW

6WUHQJWKHQLQJ�WKH�FRQQHFWLRQ�EHWZHHQ�
students,�lecturers,�and�university�sta��is�an�
LPSRUWDQW�VROXWLRQ�IRU�HQKDQFLQJ�WKH�OHDUQLQJ�
H�SHULHQFH�� 7KH� XVH� RI� RQOLQH� SODWIRUPV��
VRFLDO� QHWZRUNV�� DQG� GLVFXVVLRQ� IRUXPV�
IDFLOLWDWHV� LQWHUDFWLRQ�� VKDULQJ�� DQG� PXWXDO�
VXSSRUW�� WKHUHE�� SURPRWLQJ� FRKHVLRQ� DQG�
XQGHUVWDQGLQJ�DPRQJ�DOO�SDUWLHV��,Q�DGGLWLRQ��
GHYHORSLQJ� DFDGHPLF� VXSSRUW� SURJUDPV��
FDUHHU� FRXQVHOLQJ�� DQG� PHQWDO� KHDOWK� FDUH�
SOD�V� DQ� HVVHQWLDO� UROH� LQ� DFFRPSDQ�LQJ�
VWXGHQWV�� 7UDLQLQJ� FRPPXQLFDWLRQ� DQG�
listening� skills� for� sta�� and� lecturers�
FRQWULEXWHV� WR� EXLOGLQJ� D� KXPDQH� DQG�
IULHQGO�� HGXFDWLRQDO� HQYLURQPHQW� WKDW�
HPSKDVL�HV�HPSDWK��DQG�FRRSHUDWLRQ�LQ�WKH�
FRPSUHKHQVLYH�HGXFDWLRQ�SURFHVV�

6RO�WLRQ����(QKDQFH�UHOLDELOLW�

(QKDQFLQJ� WKH� UHOLDELOLW�� RI�
HGXFDWLRQDO� VHUYLFHV� UHTXLUHV� WKH�
university�to�establish�clear,�speci�c�work�
SURFHVVHV� DQG� HQVXUH� WKHLU� FRQVLVWHQW��
VHULRXV� LPSOHPHQWDWLRQ� DFURVV� WKH� HQWLUH�
V�VWHP��,W�LV�QHFHVVDU��WR�FRQGXFW�UHJXODU�
LQVSHFWLRQV�� VXSHUYLVLRQ�� DQG� HYDOXDWLRQ�

RI� VHUYLFH� TXDOLW�� WR� SURPSWO�� GHWHFW�
HUURUV� DQG� PDNH� DGMXVWPHQWV� LQ� OLQH�
ZLWK� HVWDEOLVKHG� VWDQGDUGV�� ,Q� DGGLWLRQ��
WUDQVSDUHQF�� LQ� LQIRUPDWLRQ� DERXW�
VHUYLFHV��SURFHGXUHV��DQG�VWXGHQW�VXSSRUW�
SROLFLHV� VKRXOG� EH� SURPRWHG� WKURXJK�
GLJLWDO�FRPPXQLFDWLRQ�FKDQQHOV��%XLOGLQJ�
D�SURIHVVLRQDO��PRGHUQ��DQG�IULHQGO��LPDJH�
IRU�WKH�)DFXOW��RI�7RXULVP�ZLOO�VWUHQJWKHQ�
OHDUQHUV��DQG�VWDNHKROGHUV��WUXVW�

7KH� V�QFKURQRXV� LPSOHPHQWDWLRQ�
RI� WKH� DERYH� VROXWLRQV� UHTXLUHV� FORVH�
FRRUGLQDWLRQ� EHWZHHQ� WKH� )DFXOW��� WKH�
8QLYHUVLW���IXQFWLRQDO�XQLWV��DQG�VWXGHQWV��
�W� WKH� VDPH� WLPH�� WKHUH� QHHGV� WR� EH� D�
VWUDWHJ��IRU�UHDVRQDEOH�UHVRXUFH�DOORFDWLRQ�
DQG� IRU� UDLVLQJ� DZDUHQHVV� RI� WKH� UROH� RI�
SK�VLFDO�IDFLOLWLHV�DQG�VHUYLFHV��7KLV�LV�DQ�
LPSRUWDQW�IRXQGDWLRQ�IRU�EXLOGLQJ�D�KLJK�
TXDOLW��� PRGHUQ�� DQG� VWXGHQW�FHQWHUHG�
HGXFDWLRQDO�HQYLURQPHQW�

7KLV� VWXG�� LV� VXEMHFW� WR� FHUWDLQ�
OLPLWDWLRQV��SULPDULO��GXH�WR�WKH�XVH�RI�QRQ�
UDQGRP�VDPSOLQJ��ZKLFK�PD��FRQVWUDLQ�WKH�
generalizability� of� the� �ndings� to� broader�
VWXGHQW�SRSXODWLRQV��)XWXUH�UHVHDUFK�VKRXOG�
DLP� WR� LQFRUSRUDWH� PRUH� KHWHURJHQHRXV�
VDPSOHV� DQG� DFFRXQW� IRU� DGGLWLRQDO�
H�SODQDWRU��YDULDEOHV�� LQFOXGLQJ� LQGLYLGXDO�
EDFNJURXQG�FKDUDFWHULVWLFV�DQG�VRFLRFXOWXUDO�
FRQWH�W�� WR� HQKDQFH� WKH� UREXVWQHVV� DQG�
FRPSUHKHQVLYHQHVV�RI�WKH�DQDO�VLV�
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MỘT�SỐ�GIẢI�PHÁP�NÂNG�CAO�SỰ�HÀI�LÒNG�CỦA�

SINH�VIÊN�VỀ�ĐIỀU�KIỆN�CƠ�SỞ�VẬT�CHẤT�VÀ�PHỤC�VỤ�

CỦA�KHOA�DU�LỊCH,�TRƯỜNG�ĐẠI�HỌC�MỞ�HÀ�NỘI

Ngô�Thị�Hoàng�Giang�,�Ngô�Thị�Phương�Thu�,�Trịnh�Thị�Trang�

Tóm�tắt:�Điều�kiện�cơ�sở�vật�chất�và�phục�vụ�là�dịch�vụ�không�thể� thiếu� trong�các�

trường�đại�học�và�có�ảnh�hưởng�gián�tiếp�đến�hiệu�quả�đào�tạo.�Điều�kiện�cơ�sở�vật�chất�và�

phục�vụ�tốt�sẽ�giúp�cho�người�học�có�tâm�lý�thoải�mái,�tạo�động�lực�học�tập�và�nghiên�cứu,�

từ�đó�có�thể�nâng�cao�kết�quả�học�tập�cho�người�học.�Nhận�thức�rõ�được�tầm�quan�trọng�của�

vấn�đề�nghiên�cứu,�nhóm�tác�giả�đã�tiến�hành�khảo�sát�433�sinh�viên�về�sự�hài�lòng�đối�với�

điều�kiện�cơ�sở�vật�chất�và�phục�vụ�tại�Khoa�Du�lịch,�Trường�Đại�học�Mở�Hà�Nội.�Trên�cơ�

sở�đó�đề�xuất�một�số�giải�pháp�nâng�cao�sự�hài�lòng�của�sinh�viên�về�điều�kiện�cơ�sở�vật�chất�

và�phục�vụ�của�Khoa�và�Trường�trong�thời�gian�tới.

Từ�khóa:�điều�kiện�cơ�sở�vật�chất�và�phục�vụ,�Khoa�Du�lịch,�sự�hài�lòng�của�sinh�viên,�Trường�

Đại�học�Mở�Hà�Nội

��Trường�Đại�học�Mở�Hà�Nội,�Hà�Nội,�Việt�Nam


