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Phu luc 1. Bang tong hop thang do

Ngay dang: 25/02/2025

Ky hiéu  Bién quan sat Ngudn
Nang luc phuc vu
NL1 Ban quan 1y KTX c6 chuyén mon dap tng yéu cau cong Cronin va Taylor
viéc (1992), Huynh Van
NL2 Ban quan Iy KTX nhiét tinh, vui vé c6 trach nhiém véi Tan (2016),
cong viéc Nguyén Thi Thanh
NL3 Ban quan Iy KTX c6 ning luyc xir Iy tinh hudng chuyén Quy va cong su
nghiép, lam viéc tich cuc va chu dong (2017), Ha Nam
NL4 Ban quan Iy KTX lu6n giai quyét moi thic mic, yéu cau Khanh Giao va
cta sinh vién nhanh chéng, chinh xac va thoa dang bang Thi My Hoe
(2018)
Gia cd cdm nhan
GC1 Gia phong hop 1y véi kha nang cua ban Huynh Véan Tan
GC2 Gi4 phong phu hop véi chét lugng dich vu KTX (2016), Tran Thi
GC3 Gia phong thap hon so v&i cic nha tro bén ngoai Kim Chi (2019),
GC4 Gia céc loai dich vu (dién, nudc, wifi, gitt xe) hop ly Nguyén Thi Thanh
GC5 Chi phi sinh hoat an udng trong KTX hop 1y Quy va cong su
(2017)
Kha nang dap ung
DUI Ban quan Iy KTX ludn sin dép Gmg cac nhu cau can thiét  Cronin va Taylor
DU2 KTX ludn c6 nguoi truc 24/24 dam bao an ninh (1992), Huynh Van
DU3 KTX déap ing nhu cau vin hoa, vin nghé, thé thao Tan (2016),
DU4 Dich vu dn udng (can tin) phi hop véi nhu cau sinh vién ~ Nguyén Thi Thanh
DU5 Dich vu y té, chdm séc sirc khoe cho sinh vién dugc dap Quy va cong su
g day dua (2017), Ha Nam
DU6 Noi giit xe an toan rong rai dap tmg nhu ciu ciia sinh vién Khanh Giao va
bang Thi My Hoe
(2018)
Su tin cay
TCl Nha truong ludn thyc hién dung tién d6 nhig cam két @@ Cronin va Taylor
déra (1992), Huynh Vin
TC2 KTX 1a noi luu tra déng tin cay va an toan cao Tan (2016),
TC3 Thong tin vé chd &, tién phong, tién dién, tién nude, cac Nguyén Thanh
khoan dich vu cta sinh vién duoc cong bd dung han Tong (2016)
TC4 Viéc giai quyét nhu cdu cho sinh vién trong KTX ludn chit

ché, chinh xac



Ky hiéu  Bién quan sat ' Nguon
TC5 Tinh hinh an ninh (mat trdm, danh nhau, ...) dugc kiém soat
chat ché.
Phuong ti¢én hiru hinh ,
HH1 Toan bd kién tric cia KTX tao cho ban an tugng, ti¢én nghi
va dep mat Cronin va Taylor
HH2 Dién tich phong dam bao du khong gian thyc hién cac hoat  (1992), Huynh Van
dong (cho ngu, cho hoc, an udng, v¢ sinh ca nhan, ...) cho Tan 3 (2016),
sinh vién Nguyén Thanh
HH3 Trang thiét bi trong phong (givong, ban, ghé, quat, ...) Tong (2016), Tran
dugc cung cap day du 7 Thi Kim Chi (2019)
HH4 KTX co6 khu vui chot gidi tri thé thao i
HHS KTX dam bao an toan v€ phong chong chay nd
HH6 Cac dich vu dién, nudc 6n dinh
Su cam thong
CTl1 Ban quéan ly KTX luon lang nghe, chia s€ va tim hiéu tdim Cronin va Taylor
tu, nguyén vong cua sinh vién & KTX 7 (1992), Huynh Van
CT2 Ban quan ly KTX thuong xuyén to chirc cac budi giao luu, Tan  (2016), Ha
tu van Nam Khanh Giao
CT3 Nha truong c6 nhitng chinh sach hd trg, giup dd nhitng sinh  va Ding Thi My
vién 6 KTX co hoén canh kho khan Hoe (2018)
CT4 Céac quy dinh vé thoi gian sinh hoat, vui choi 1a hop 1y
Sw hai long
HL1 To61 cam thay hai long voi phong céach va thai do phuc vu Parasuraman va
cia Ban quan ly KTX i cong su  (1994),
HL2 To61 cam thay hai long véi thu tuc va cach thuce to chirc phue Huynh  Van  Tén
vu ) ) ) (2016), Nguyén
HL3 T61 cam thay hai long vdi trang thiét bi, co s6 vat chat Thanh Tong (2016)
HL4 T6i cam thay hai long véi mirc gia cho viéc su dung dich
vu
HL5 T6i cam thay hai long vé sy an toan cua KTX
HL6 Nhin chung, t61 hai long vdi chat lugng dich vu KTX cua
truong
Phu luc 2. M6 td mau nghién ctru
Chi tiéu S6 quan sat %
G101 tinh Nam 58 27,62
Nir 152 72,38
Khoa Nam 1 va khac 45 21,43
Nam 2 52 24,76
Néam 3 43 20,48
Nam 4 62 29,52
Néam 5 8 3,81
Pon vi dio tao Trudng Kinh té 39 18,57



Chi tiéu S6 quan sat %
Truong Bach khoa 24 11,43
Khoa Su pham 19 9,05
Céac don vi khac 128 60,95

Thoi gian su dung 1- 3 hoc ky 63 30,00
4 — 6 hoc ky 56 26,67
7 -9 hoc ky 39 18,57
Tur 10 hoc ky 15 7,14

Tong 210 100

Phuc luc 3. Két qua phén tich nhan t6 kham pha EFA sau khi loai cac bién khong dat yéu cau

Bién
quan sat

Yéu to

1

NL3
NL2
NL1
NL4
CTl1

DUI
GCl1
GC2
GC3
GC4
GC5
DU3
DU5
CT4
DU4
CT3

HH4
TC3

TC4

TC2

TCl

0,824
0,820
0,775
0,765
0,669
0,650

0,822

0,779

0,741

0,672

0,587
0,786
0,646
0,629
0,609
0,570
0,556

0,750
0,689
0,660
0,629



Bién Yéu to

quan sat 1 2 4 5
TC5 0,573

HH6 0,705
HH1 0,703
HH3 0,670
Eigenvalue 1,102
Phuong sai trich (%) 66,42
Hé s6 KMO 0,928
Miic y nghia cuia kiém dinh Bartlett 0,000




