XAY DUNG BO TIEU CHi DANH GIA CHAT LUONG PHUC VU CUA CAC PHONG BAN TRONG CAC
TRUONG DAl HOC QUA Y KIEN CUA GIANG VIEN VA SINH VIEN

BUILDING FRAMEWORK AND SURVEY SAMPLES TO EVALUATE THE UNIVERSITY SERVICE QUALITY
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Tém tét bang tiéng Viét:

Chét Ivong dao tao cla trwong dai hoc phu thude vao nhiéu yéu té trong d6 c6 vai trd quan trong clia cac hoat
dong phuc vu dao tao nhw cong tac hanh chinh, tai chinh, thw vién... Bai viét nay trinh bay quy trinh xay dwng va
ndi dung cac tiéu chi danh gia chat lwgng phuc vu cia cac phong ban trong cac trwdng dai hoc qua y kién cua
gidng vién va sinh vién. Cac tiéu chi danh gia xay dwng trén 4 ndi dung la thai d6 lam viéc, nang lwc phuc vuy, sy
tin cay va sw hiru hinh. Cac tiéu chi déu cé tinh ddng hwéng va dadm bao do tin cay. Nhirng th(“)ng tin thu dwoc tw
cac tiéu chi danh gia dam bao tinh chinh xac phan anh dung thuwe trang chét lwong phuc vu clia cac phong ban
trong truo’ng dai hoc va sé la co s& dé cac nha quan Iy cla nha trwdng dwa ra dwoc nhwng gidi phap dung dan
nham nang cao chét lwong clia cac hoat dong hé tro gidng day va hoc tap cla gidng vién va sinh vién.
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Tém tat bang tiéng Anh:

Training quality of a university relies on various factors, among which is the quality of such services as
administrative affairs, finance service, political and student affairs, or library service. This article presents the
procedure of developing evaluation criteria and survey samples to collect the lecturers’ and students’ opinions of
the departments’ services at the university. The framework of criteria is built on the correlative elements of service
attitude, service competence, credibility, and tangibles. The surveys are qualified as the tool of high validity and
reliability and can be used to improve the efficiency of university management and the quality of educational
support services.
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