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Tém tat:

Nghién ctru do lwéng sw hai long ctia VBV déi véi chat lwong dich vu Nha tap luyén Thé thao Phu
Tho dwoc tién hanh danh gia théng qua phéng van s hai long ctia 307 VBV theo 5 nhém yéu t6 voi
18 bién quan sat lién quan phan anh chét lwong dich vu la: (1) Biéu kién phuc vy, (2) Khoa hoc céng
nghé, (3) Ché dd chinh sach, (4) Quan ly, gido duc va (5) Huan luyén chuyén mén. Két qua nghién
ctru cho thay cac yéu té phan anh chét lwong dich vu ctia nha tap chwa duwoc VBV danh gia cao, gia
tri trung binh ctia 5 yéu t6 chi dat tir 2.7 dén 3.8/5 diém.

Twr khoa: Su hai long, chat lwong dich vy, Nha tap luyén Thé thao Pha Tho.

Athletes’ satisfaction with service quality
at Phu Tho Sports Gymnasium, Ho Chi Minh City

Summary:

Research on measuring athletes' satisfaction with service quality of Phu Tho Sports Gymnasium
was conducted to assess the satisfaction of 307 athletes according to 5 groups of factors with 18
related observations reflecting service quality, which are: (1) Service conditions, (2) Science and
technology, (3) Policy regimes, (4) Management, education and (5) Professional training. The
research results show that the factors reflecting the service quality of the gym are not highly

appreciated by athletes, the average value of the 5 factors is only from 2.7 to 3.8/5 points.
Keywords: satisfaction, service quality, Phu Tho Sports Gymnasium.

BAT VAN BE

Trong xu hudng hoi nhap va phat trién, dé
hoat dong TDTT phét trién bén viing, co s¢ dao
tao, huin luyén can phai dam bao chat lugng
dich vu cung cip cho ngudi st dung. Cac don
vi sy nghi¢p TDTT can ¢6 cach nhin nhan khach
quan vé chét luong dich vu minh cung cip, thay
vi chi quan tam dén cac yéu t6 s6 lugng, chi tiéu
ky thuat..., trude hét can phai ndm bit sy hai
long cta nguoi tap luyén ddi véi cac mit cua
chét lugng dich vy, tir d6 tim ra cac bi¢n phéap
c6 tinh chién luge cho qué trinh thyc hién muc
tidu phat trién bén vimng.

Sau nhiéu nam d6i méi, hoa nhip cung véi
xu hudng phat trién cta nén kinh té thi truong
trong linh vyc thé thao, Nha tap luyén Thé thao
Pha Tho da xac dinh chat lugng dich vu danh
cho VDV 1a yéu té quan trong hang dau quyét
dinh sy thanh cong cia Nha tap. Két qua danh
gia su hai long cua VDV ddi véi chat luong dich

(CN, Nha tap luyén thé thao Pha Tho

vu s€ 1a co s khoa hoc khach quan cho cong
tac cai tien, nang cao chat lugng hoat dong trong
tuong lai.

PHUGNG PHAP NGHIEN CUU

Céc phuong phap duoc su dung trong nghién
clru nay gom:

- Phuong phap dinh tinh: Pay la budc nghién
ctru so bo dugce thuc hién voi ki thuat thao luan
nhom va phong vén thir, muc dich nhim diéu
chinh va b6 sung thang do.

- Phuong phép dinh lugng: Pay la budc
nghién ctru chinh thuc dugc thuc hién voi ki
thudt phong van gian tiép théng qua phiéu khao
sat dé thu thap thong tin tir khach thé nghién
ctru. S6 liéu thu thap duogc s& xur li bang phan
mém SPSS 22.0.

Dt liéu nghién ctru

Déi tuong khao sat 1a 307 VDV tap luyén tai
Nha tap luyén Thé thao Phu Tho. Thoi gian
khao sat tir thang 03/2021 dén thang 05/2021.

@ PGS.TS, Khoa Quan ly TDTT, Treong BH TDTT TP.HCM
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Cong cu nghién ctru

Danh gia sy hai long cua van dong vién dua
trén két qua phong van theo 05 nhom yéu té véi
18 bién quan sat lién quan, cu thé:

+ Nhém Khoa hoc va cong nghé (KHCN):
04 bién quan sat.

+ Nhom Huéan luyén chuyén mén (HLCM):
04 bién quan sat.

+ Nhém Quan 1y, gido duc (QLGD): 04 bién
quan sat.

+ Nhém Diéu kién phuc vu (PKPV): 03 bién
quan sat.

+ Nhém Ché d6 chinh sach (CDCS): 03 bién
quan sat.

Hinh thuc tra 101 ctia cac bién sb trong thang
do Likert theo 5 muc d6 (1: Rat khong hai long;

2: Khong hai long; 3: Binh thuong; 4: Hai long
va 5: Rét hai long).

KET QUA NGHIEN CU VA BAN LUAN

Ttr thang do Likert v6i 5 mirc do da duoc dé
tai xay dung dua trén két qua danh gia do tin cay
hé sé Cronbach’s Alpha, két qua kiém dinh
KMO va kiém dinh Bartlett's Test of Sphericity,
két qua phan tich nhan t6 khdm pha EFA va két
qua phan tich phuong sai ANOVA cua céc bién
quan sat, nghién ctru tién hanh khao sat cac
VDV dang tap luyén tai Nha tap luyén Thé thao
Phu Tho dé dénh gid sy hai long ciia VDV vé
chét luong dich vu.

1. Théng tin chung vé mau khao sat

Két qua thong ké thong tin vé dic diém mau
khao sat dugc trinh bay cu thé trong bang 1.

Bang 1. Théng ké théng tin chung vé mau khao sat

Noi dung m; Ty 1€ %
e Nam 200 65.10
Gioi tinh NG 107 34.90
D6 tudi Duéi 18 tuoi ‘ 51 16.60
‘ Tu 18 — 35 tudi 256 83.40
. . . Ddc than 198 64.50
Tinh trang hon nhan Da két hon 109 35.50
Duéi THPT 51 16.60
Trinh d¢ hoc van THPT 234 76.20
Trung cap, cao dang, dai hoc 22 7.20
Tu 5 — dudi 10 tricu 83 27.00
Thu nhap hang thang Twr 10 — Duéi 15 trigu 104 33.90
Trén 15 triéu 120 39.10
Boxing 53 17.30
Cau long 53 17.30
Mon thé thao dang tap luyén Cir ta 42 13.70
cua VBV The hinh 51 16.60
Judo 42 13.70
Wushu 66 21.50
SO ngay tap luyén trong tuan TrgnHSg i}ééy ;gg 2:?8
Thoi gian tham gia tap luyén Tur 1 gio 30 phit — dudi 2 gio 204 66.40
trong mot ngay Trén 2 gio 103 33.60
boi tuyen 120 39.10
Tuyén tap luyén cia VBV Doi tré 104 33.90
Doi nang khiéu &3 27.00
Twr 2 ndm dén dudi 5 nam 84 27.40
S6 nam tap luyén Tur 5 nam dén dudi 10 ndm 203 66.10
Trén 10 nam 20 6.50
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2. Sw hai long cua VDV déi véi chat
Iwong dich vu tai Nha tap luyén Thé thao
Phua Tho

Tong s6 phiéu phat ra 1a 350 phiéu, thu vé
dwoc 1a 340 phiéu. Sau khi logi bo 33 phiéu bi
bo trong nhiéu myc hoac tra 101 ¢6 tinh chiéu 1,
téng sb phleu phong van dugc dua vao xir 1y 1a
307 phleu, dat ty 1€ 90.3%. Két qua thong kéva
phan tich phiéu khao sat dugc tién hanh theo cac
nhom yéu td phan anh chét lugng dich vu.

2.1. Panh gid chung ciia VDV déi véi cdc
nhém yéu té phan danh chit lwong dich vu

1B 49

3.0
2.0
1.0
0.0

Két qua danh gia ciia VDV tham gia phong
van cho théy cac yéu td chat lugng dich vu cta
Nha tap chua dugc danh gia cao, dat mirc Binh
thuong, gié tri trung binh (TB) ctia 5 nhom chi
dat tir 3.0 dén 3.6 diém. Trong d6: Nhom HLCM
dugc danh gia cao nhit (TB= 3.6), xép thir 2 1a
nhém QLGD (TB=3.4), tiép dén 1a nhém CDCS
(TB=3.3), tiép theo 1a nhom KHCN (TB=3.2)
va nhom DKPV dugc danh gid thap nhat
(TB=3.0).

Dé tim hiéu sau hon két qua danh gia cia
VDV vé chat lugng dich vu, nghién ctru tién

NhomKHCN NhomHLCM NhomQLGD NhomBKPV Nhom CBCS

Cicnhom yeéu to

Biéu do 1. Két qua thong keé gia tri TB céc bién quan sat
trong nhém yéu to Chat lwong dich vu

hanh phan tich gi4 tri TB ctia cac bién quan sat
thudc tung nhém.

2.2. Ddnh gid ciia VDV doi véi nhém nhém
yéu té Khoa hoc cong nghé

Qua két qua phan tich cho thiy cac bién quan
sat chi dugc danh gia & mare Binh thuong. Trong
d6 noi dung dugc cac VPV danh gia cao nhat 1a
“Cong tac kiém tra, tuyén chon VDV
(KHCN1)” (TB= 3.4). Cac vi tri tiép theo lan
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KHCNI1 KHCN2

luot 1a: Trang bi céc kién thuc khoa hoc trong
sinh hoat, cham séc sirc khoe, hoi phuc, st dung
thudc bd va thuc pham chirec ning cho VBV
(KHCN3) (TB=3.2); Hb tr¢ ctia khoa hoc va
cong nghé trong t6 chirc thuc hién ké hoach
huan luyén (KHCN4) (TB=3.2); Kiém tra y hoc,
khoa hoc danh gia trinh do tap luyén cua VBV
(KHCN2) duoc danh gia thap nhat (TB=3.0).

32 32

KHCN3 KHCN4

Cidcbién quan sit

Biéu d6 2. Két qua théng ké gia tri TB cac bién quan sat
trong nhém yéu t6 Khoa hoc céng nghé
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2.3. Ddnh gid ciia VDV doi véi nhém yéu té
Hudin luyén chuyén mén

Qua két qua phén tich cho thiy chi c¢6 03 bién
quan sat dugc cac VDV danh gia & mirc 46 Hai
long. Trong d6é ndi dung dugc cac VDV dénh
gia cao nhat 1a Cong tac huan luyén chuyén mén
tai nha tap luyén (HLCM4) dat TB= 3.8; Cac vi

3.7 36

HLCM1 HLCM2

TB
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tri tiép theo lan luot la Cong tac kiém tra, tuyén
chon VDV (KHCN1) dat TB=3.7; HLV giup
VDV hiéu va hoan thanh tbt gido 4n huén luyén
(HLCM2) dat TB=3.6; Thanh tich tap luyén va
thi d4u cua ban than (HLCM3) dugc danh gia
thap nhat, chi dat TB=3.3.

3.8
3-3 I

HLCM3 HLCM4
Ciacbién quan sat

Biéu do 3. Két qua thong ké gia trj TB cac bién quan sat
trong nhém yéu to Huan luyén chuyén moén

2.4. Pdnh gid ciia VDV doi véi nhém yéu to
Quan ly, gido duc

Qua két qua phan tich cho thdy cac bién quan
sat chi dugc danh gid & mirc d¢ Binh thuong.
Trong do6 2 ndi dung dugc cac VDV danh gia
cao nhat 13 Viéc quan triét chap hanh phap luat,
ndi quy, quy dinh & Nha tdp luyén va dia
phuong noi cu trd (QLGD3) dat TB=3.5; Su

B
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quan tam, giup d& giai quyét nhitng kho khin
trong qua trinh tap luyén vat va thi dau cia VDV
(QLGD4) dat TB= 3.5; Cac vi tri tiép theo lan
luot la Su phéi hop gitra Trung tdm voi dia
phuong va gia dinh trong quan ly, gido duc
chinh tri tu tuong ddi véi VBV (QLGDI) dat
TB=3.4; Cong tac td chirc hoc van hoa, ngoai
ngtt va tin hoc cho VBV (QLGD2) dat TB=3.4.

35 35

QLGD3 QLGD4
Cac bién quan sait

Biéu do 4. Két qua thong ké gia trj TB cac bién quan sat
trong nhém yéeu to Quan ly, gido duc
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2.5. Ddnh gid ciia VDV doi véi nhém yéu té
Diéu kién phuc vu

Qua két qua phan tich cho thiy cac bién quan
sat chua dugc VDV hai long. Trong do, ndi
dung duoc cac VDV danh gia cao nhat 1a Cong
tac cham soc stc khoe, phuc hoi chiic ning,
chita tri chan thuong va nhu cau vé thudc bo,
thuc pham chirc ning cho VBV (PKPV3) dat

TB

O = kW = Lh

DKPV1

TB=3.3; Xep thir hai 1a Viéc quan tam td churc
cac hoat dong sinh hoat van hoa tinh than, vui
choi thu gidan cho VDV tai Nha tap luyén
(PKPV2) dat TB=3; No1 dung cac VDV danh
gi4 thap nhat trong nhom nay 1a Cong tac phuc
vu CSVC, trang thiét bi, dung cu tap luyén,...
(PKPV1) dat TB=2.7.

3.0

DKPV2

DKPV3

Cicbién quan sit

Biéu do 5. Két qua thong keé gia tri TB cac bién quan sat
trong nhém yéu to Piéu kién phuc vu

2.6. Ddnh gid ciia VDV doi véi nhém yéu té
Ché dp chinh sdch

Qua két qua phén tich cho thiy chi ¢6 01 bién
quan sat dugc VDV danh g1a o mu:c Hai long la
Su quan tim dén ché do tién an, tién cong, tién
thuong va cac ché do wu dii trong qua trinh tap
luyén va thi dau cua VDV (CPCSI1) dat

TB

[ T = B VS R = W

CbCs1

TB=3.5; Céc bién quan sat con lai chi dugc danh
gia & mic do Binh thuong 1a Cong tac khen
thudng, ky luat & Nha tap luyén (CDCS2) dat
TB=3.3 va Viéc dam bao ché do chinh sach
minh bach, 1 rang va quyén loi chinh déng cua
VDV theo quy dinh (CDCS3) dat TB=3.2.

33

CbCs2

CbCs3

Cic bién quan st

Biéu do 6. Két qua thong ke gia tri TB céc bién quan sat
trong nhém Ché dé chinh sach

2.7. DPdnh gid chung vé sw hai long ciia
VDV tai Nha tip luyén Thé thao Phii Tho

Két qua cho thiy VDV chua hai long vé cac
hoat dong dich vu tai Nha tap luyén Thé thao
Phu Tho. Qua bang 2, bién quan sat dugc VDV
danh gia cao nhat 1a T6i mudn tiép tuc tap luyén
lau dai tai Nha tap luyén dat TB=3.27; xép thu
2 14 Nha tap luyén Thé thao Phu Tho dap tng

duoc su ky vong cua t6i dat TB=3.15; tiép theo
1a Toi hai 1ong vé chat lwong dich vu ciia Nha
tap luyén Thé thao Phu Tho dat TB=3.02; sau
cung, bién quan sat khong dwoc danh gia cao 1a
T6i cam thdy Nha tap luyén Thé thao Pha Tho
1a rét 1y tuong cho VDV tap luyén thé thao chi
dat TB=2.45.

4l
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Bang 2. Két qua théng ké gia tri TB cac bién quan sat
trong nhém phan anh chung sw hai long

TT Néi dung TB Do Iech
chuan
1 | T6i mudn tiép tuc tap luyén lau dai tai Nha tap luyén 3.27 1.034
, | Toicam thiy Nha tap luyén Thé thao Phti Tho 1a rat Iy 545 154
tuong cho VDV tép luyén thé thao ' '
3 Nha tal? lu}A/‘e_:n Thé thao Pht Tho dap ung duogc su ky 315 1.004
vong cua tol1
To61 hai long vé chit lugng dich vu cia Nha tap luyén
4 | Thé thao Phai Tho 3.02 1.002
KET LUAN Truong Pai hoc TDTT Tp. Hd Chi Minh.

Két qua nghién ciru cho thay chét luong dich
vu tai Nha tap luyén Thé thao Phti Tho chua dugc
danh gia cao. Chi c6 noi dung vé “Huén luyén
chuyén mon” dugc VDV danh gia & mic Hai
long. Céac ndi dung “Quan ly, gido duc”, “Ché 46
chinh sach”, “Khoa hoc cong nghé” va “Piéu
kién phuc vu” déu chua dugc VDV hai long.

Day la nhiing cén cu khoa hoc khach quan
giup cac nha quan ly, cac nha chuyén mon dua
ra nhiing thay d6i phu hop nham khic phuc
nhitng han ché, gop phan nang cao sy hai long
cta VDV tép luyén ta_l,i co sO trong thoi gian toi.
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