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TOM TAT
Léy v kién cac bén lién quan la mét trong nhirng nhiém vu trong tam va la mot
trong nhitng ndi dung khong thé thiéu cua ké hoach dam bao chat luong gido duc hang
nam cua Truong Pai hoc Cong nghiép Thuc pham TP. H6 Chi Minh (Truong). Bai viét
xac dinh thyc trang cua hoat dong liy ¥ kién cac bén lién quan tai Trudong, dong thoi dua
ra nhimg giai phap nham cai tién va nang cao chat lugng cua hoat dong nay nai riéng va
g6p phan nang cao chat lwong ddo tao cta Trudng ndi chung.

Tir khéa: 14y y kién, khao sat chat luong, sy hai 1ong, cac bén lién quan.
1. GIOI THIEU

Ngay nay, khi nguoi hoc la “khach hang” cua mot truong dai hoc thi gido duc
cling dugc coi 1a mot thi truong. Vi vay, viéc xac dinh cac yéu td quyét dinh chat luong
dich vy trén quan diém cta ngudi hoc 13 mot nhiém vu tat yéu (Huang, 2009). Hon nita,
dé co thé thiét ké duoc dich vu mot cach tot nhat thi co so gido duc phai hiéu vé su hai
1ong ctia ngudi hoc, danh gia duge murc chat luong cua dich vu va cac nhan t6 anh hudng
dén su hai long (Firdaus, 2006).

Theo TCVN 1SO 21001:2019, trong hé théng quan 1y cho t6 chirc gido duc
(EOMS), nguyén tic quan ly dau tién 1a “Hudng vdo nguoi hoc va cac bén hudng loi
khac”. EOMS trong khudon kho ISO 21001 néu rd bdi canh cta to chirc can phai: hiéu t6
chtrc va bdi canh cia t6 chirc; hiéu nhu cau va mong doi cua cac bén quan tdm, yéu cau
clia ngudi hoc va bén huong loi khac va két qua cia EMOS 1a sy théa man ciia ngudi hoc
va bén huong loi khac.

Trong Bo tiéu chuan danh gia chat luong co so gido duc (Thong tuw 12/2017/TT-
BGDDT ngay 19/5/2017) va Bo tiéu chuan danh gia chét luong chuong trinh dio tao
(Thong tu 04/2016/TT-BGDDT ngay 14/3/2016), cac bén lién quan dong vai tro quan
trong trong cdc hoat dong cua Truong. Theo do, cac bén lién quan dén co so gido duc bao
gom nguoi hoc, giang vién, nhan vién, doi ngi lanh dao va quan ly, nha s dung lao
dong, cac dbi tac, gia dinh nguoi hoc, nha dau tu, co quan quén ly tryc tiép, co quan quan
1y nha nuédc vé gido duc, to chirc, ca nhan c6 lién quan khac. Trong cac bd tiéu chuan
nay, hanh dong cai tién vé tit ca cac hoat dong cuia Trudng phai huéng dén dap tng su
hai long cta cac bén lién quan.

Trong mé hinh dam bao chat luong cap co so gido duc cua AUN (Hinh 1), su hai
16ng cua cac bén lién quan ciing 1a soi day lién két xuyén sudt trong tat ca cac hoat dong
ctia Truong (Phan Thi Yén, 2017).
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Hinh 1 - M0 hinh ctia AUN vé dam bao chit lugng cap co so gido duc

L4y ¥ kién céc bén lién quan can duoc cu thé hoa qua viée xac dinh mo hinh khao
sat chung, dong thoi xac dinh muc dich, yéu cau, doi twong, ndi dung va phuong phap
riéng cho tung dot khdo sat.

2. THUC TRANG CUA HOAT PONG LAY Y KIEN CAC BEN LIEN QUAN TAI
TRUONG PAI HOC CONG NGHIEP THUC PHAM THANH PHO HO CHIi
MINH

Theo Quy dinh vé cong tac 1iy y kién cac bén lién quan cta truong Pai hoc Cong
nghiép Thuc pham Thanh phd Ho Chi Minh dugc ban hanh theo Quyét dinh s6 2396/QD-
DCT ngay 23 thang 10 nim 2018 va duoc cap nhat theo Quyét dinh sé 2069/QD-DCT
ngay 01 thang 10 nam 2021, hang nam, Truong thyc hién nhiing dot khao sat: 1. Lay y
kién nguoi hoc Ve hoat dong giang day cua giang vién; 2. Lay y y kién ctia ngudi hoc trude
khi tét nghiép vé toan khoéa hoc; 3. Lay y kién cta nguoi hoc vé chat lugng co so vat chét
va dich vu ho tro; 4. Lay v kién can bd, vién chuc va nguoi lao dong vé moi truong lam
viéc cua Truong; 5. Khao sat tinh hinh viéc lam cua ngudi hoc da tdt nghi¢p (sau 3 thang,
6 thang va 12 thang); 6. Khdo sat ngudi hoc mai nhap hoc vé théng tin tuyén sinh va
nhimng ky vong vé Truong; 7. Léy ¥ kién nha tuyén dung vé nguoi lao dong 1a cyu nguoi
hoc cua Truong; 8. Lay y kién nguoi sir dung lao dong, chuyén gia, nguoi hoc da t6t
nghi€p vé cac hoat dong cua Truong va 9. Lay ¥ kién vé cac noi dung khac khi c6 yéu
cau.

Dé t6 chirc lay y kién, quy trinh gdm 9 budc dugc trién khai nhu sau:
Buée 1. Lap ké hoach 13y ¥ kién;
Buée 2. Trinh, phé duyét ké hoach lay y kién;

Buée 3. To chirc 1ay ¥ kién: phat, thu phiéu hodc tao, kich hoat va Iuu két qua phan
hoi cua dot khao sat online;

Buoc 4. Phan tich dir liéu;



Burée 5. Viét bao céo tong hop;

Burée 6. Duyét bao céo tong hop;

Buée 7. Cong bd bao céo tong hop va gui két qua;

Buée 8. Dé xut cac giai phap cai tién chét luong;

Buoc 9. Luu trir thong tin, dit li¢u va hd so cua qué trinh thyc hién.

béi vai tung dot khao sat léy y kién, mot ké hoach cu thé duogc soan thao va phé
duyét trudc khi thuc hién. Trong do, cdc ndi dung nhu muc dich; yéu cau; doi tuong va
cong cu danh gia/ bang hoi; tién trinh thu thap ¥ kién cac bén lién quan; don vi chu tri,
don vi phéi hop; cach thirc thyc hién... dugc xac dinh. Cong cu ldy ¥ kién cac bén lién
quan 1a Phiéu lay ¥ kién gdm nhiing cau hoi (bang hoi), trong d6 c¢6 céac chi sb, khia canh
cu thé cta ndi dung can lay ¥ kién, dong thoi mire d6 cac chi s cling duoc quy dinh qua
gia tri thang do. NO1 dung cua bang hoi dugc don vi chu tri diéu chinh, bd sung va dugc
Ban Giam hiéu phé duyét trude khi dua vao lay y kién. Tuy vao diéu kién ctia Nha
truong vao thoi diém trién khai hoat dong lay ¥ kién va tuong tng voi ting dbi tuong lay
¥ kién, Nha trudong sé c6 ké hoach cuy thé, trong do6, ¢& mau va hinh thire lay v kién cling
s& dugc lya chon. Céac hinh thuc ldy y kién bao gom Lay ¥ kién trén phan mém
Education; Lay ¥ kién trén Form (online); L4y y kién bang hinh thirc phat phiéu truc tlep,
phong van qua dién thoai, giri bang cau hoi qua email hodc moi du hoi thao chuyén dé...
duoc thé hién qua Bang 1. Tt 2017 dén nay, cac dot khao sat duogc thyc hi¢n tai Truong
thé hién qua Bang 2. Qua d9, cac buéce 1, 2, 3 va9 dugc thyc hién dung quy trinh t6 chtrc
lay y kién. Tuy nhién, trong Bao cao danh gia ngoai cap co sd gido duc chu ky 2, Poan
danh gid da dua ra cac dlem ton tai ciia Truong lién quan dén hoat dong ldy y kién céc
bén lién quan nhu sau: mau phiéu khao sat duoc thiét ké véi qua nhiéu noi dung lién quan
vé dao tao, trong khi nghién ctru khoa hoc, phuc vu cong dong va mot sd noi dung khac
con chung chung; viéc lay y kién cac bén lién quan vé mot sé ndi dung chua dy du cac
d6i tuong.

Déi v6i bude 4, khi két thuc dot khao sat, dit liéu duoc tap trung vé don vi chi tri
va dugc théng ké dé bao cao theo yéu cau cua cap trén va cac bén lién quan theo Bang 1.
Diém ton tai ¢ budc 4 1a dir liéu cua cac dot khao sat 1ay ¥ kién chi duoc théng ké mo ta
(vi du két qua bao cao duogc thong ké & Bang 3), trong khi do tin cdy cua thang do chua
dugc danh gia, cdc nhom bién dugc goi 1a nhan t tir bo dit liéu chua duoc xac dinh, murc
d6 tac dong ciia cac nhan t6 chua dugce danh gia, chua so sanh hai trung binh va phan tich
phuong sai da bién dé so sanh nhiéu trung binh... (T6 Anh Diing va cac cong su, 2019).

Mat khac, cac budc 5, 6 va 7 chi duoc thuc hién cho dot khao sat tinh hinh viéc
lam cua sinh vién tot nghiép. O budc 8, viéc dbi sanh chwa duoc thuc hién va viée si
dung két qua phan hoi cuia cac bén lién quan chua dugc quan tdm dung mirc dé phuc vu
muc dich cai tién mot cach hiéu qua va hé thdng (trich diém ton tai trong Béo cdo danh
gia ngoai cp Trudng chu ky 2).

3. GIAI PHAP CAI TIEN VA NANG CAO CHAT LUQONG HOAT PONG LAY Y
KIEN CAC BEN LIEN QUAN TAI TRUONG DPAI HQC CONG NGHIEP THU'C
PHAM THANH PHO HO CHI MINH

Sau khi két thiic mot dot lay y kién, bang hoi can duoc ra soat lai va chuan hoa dé
ban hanh trong ké hoach tiép theo, dong thoi ting cudng giam sat qué trinh trién khai
cong tac ldy y kién dong goép, phan hoi cua cac bén lién quan dé bao dam tinh dai dién
mau trong cac dot khdo sat.



Déi v6i bude 4, khi két thuc dot khao sat, dir liéu dugce tip trung vé& don vi chu tri.
Bén canh viéc théng ké mé ta, don vi chi tri can thuc hién danh gia do tin cay cua thang
do, x4c dinh cac nhom bién duogc goi la nhan td 6 v nghia tur bo dir li€u, danh gid mtc do
tac dong cua cac nhan td, so sanh hai trung binh va phan tich phwong sai da bién dé so
sanh nhiéu trung binh. ..

Sau khi dir liéu da dugc phan tich, két qua khao sat can duoc st dung dé phuc vu
muc dich cai tién mot cach hiéu qua va hé théng. Tiép theo can xady dung ké hoach cai
tién chit lugng hoat dong dwa trén thong tin phan hoi ctua cac bén lién quan. Cubi cing,
viéc to chirc thuc hién, giam sat va ddi sanh két qua cia qua trinh cai tién dé gia ting mirc
dd hai long cua cac bén lién quan can duoc thuc hién déng bo va dinh ky hang nam.

4. KET LUAN

Léy v kién cac bén lién quan la hoat dong thé hién sy cam két viéc thuc hién
Chinh sach chat lwong ctia Truong; Gop phan thuc hién Quy ché dan chi trong Truong;
Gitp lanh dao Nha trudong c6 co s dé nhan xét, danh gia hiéu qua cong tac quan 1y va
cac hoat dong dé co ké hoach cai tién, nang cao chét luong dao tao, nghién ctru khoa hoc
va phuc vu cong dong; Gop phan han ché sy khéng phu hop trong tat ca cac hoat dong,
d6ng thoi phat hién va nhan rong nhimg guong dién hinh t6t dé tir d6, xay dung cac chinh
sach thi dua, khen thudng nham dam bao su cong bang, khach quan trong Truong; Dap
mg yéu cdu cua hoat dong kiém dinh chat 1u:0‘ng gido duc cip co so gido duc va cip
chuong trinh dao tao; Xay dung va phat trién “van héa chdt leong” trong Truong. Do do,
viéc cai tién hoat dong lay v kién cac bén lién quan 13 gop phan vao dam bao, nang cao
chat luong cac hoat dong cuia Truong va thé hién trach nhiém cua Truong vaoi xa hoi.
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Béang 2- Bang thé)ng ké cac dot khao sat dugc thuc hién tai Truong tu 2017 — 2021

] Poi Nam hoc
A . .. | Tén phiéu khao | twgn .
STT | Tén dot khdo sat P sat kl;éf 2016- 2017- 2018- 2019- 2020- 2021- Ghi chd
sat 2017 2018 2019 2021 2021 2022
Lay y kién vé Phicu tham do | o KS trén
hoat dong gidng muc hai long vien phan
1 dg?/ cﬁfl g}érlllg c1;1ah nguc‘Ll; h(i)(': dang mém - Khao sat
vienvecachoe | ve oc phan Iy | yoc | KStrén | Education | KStrén | KStrén | KStrén | KStrén theo tirng
phan ly thuyet thuyét phan (HK2: phén phén phén phén hoc ky
L4y y kién vé Phiéu thim do ) mém phﬁnN. mém mém mém mém_ - Mau phiéu
hoat dong giang | mc  hai long S![‘h Education | mém 161 | Education | Education | Education | Education BMO1
7 clla oia v - vien khong BMO02
2 | day cua giang cia nguoi hoc dan oA ’
vién vé cac hoc vé hoc phan ho ég thyc hign
phan thuc hanh thuc hanh : dugc KS)
IR S . - Khao sat
51?1}}]1 Z/iléfn ;llllic , Sinh KS trén KS trén hil:é?:hat;uc KS trén KStrén | SV nam
NAVIEN VANOC | phidu danh gia| vien | KSphat | phan phan | P4 phin phan | cudi, 1
3 | vién trude khi tot X X X tiép tai 3 3 3
nohiep v& toan toan khoa hoc dang phicu mém mém chc budi mém mém lan/nam
S hoc Education | Education Education | Education | - Mau phicu
khoa hoc SHCK
BMO03
53%11?:&?1?(: f&iu le:]yé Y l;e(,;li KS online Khong KS online | KS online | 01 lan/ndm
4 1am vide cia trromg lam vide CBVC (Google KS (Google | (Google |- Mau phicu
truc‘)’ng. cita trong i Form) Form) Form) | BM06-02




Poi Nam hoc
A . .. | Tén phiéu khao | twgn C o
STT | Tén dot khdo sat P sat kl;éog 2016- 2017- 2018- 2019- 2020- 2021- Ghi chd
sat 2017 2018 2019 2021 2021 2022
Kshgﬁn 01 lﬁn/nérr}
L P - Mu phibu
Phic¢u lay y k}én mem BMO08-02
Ao x sinh vién vé Education
Layykiencua | 0o 46 hai long | Sinh : :
sinh vién, hoc aéi T HAt g vién KS Eren KS Eren
5 vién vé cac hoat luo(r)llgvgci (s:c”yavét dang <S 1o phxan phkan
df)ng phuc vu va Chét va dich V.u hoc t;ren KS phat mem mem 01 lan/nim
hd tro cia Truom va dich vi . phan ) Education | Education | "\ x © .z
Jcu g hd tro ct A phiéu + ! . Mau phiéu
v mém | onjine | (Hudng | (Huong | gy50 43
truong Education dan tai dan tai
budi budi
SHGK) SHGK)
Khio st tinh hinh | Liéu khao sat Khao sat | o onat 01 lin/ndm
A 1 . tinh hinh viéc qua A . x X
6 |viéc lam cua sinh | |, \ . SVTN phiéu, goi - Mau phiéu
a X A lam cua sinh Google A .
vién tot nghiép i A o dién thoai BM09-01
vién tot nghiép Form




Poi Nam hoc
A . .. | Tén phiéu khao | twgn .
STT | Tén dot khio sat o hao | 2016- 2017- 2018- 2019- 2020- 2021- Ghi chu
sat 2017 2018 2019 2021 2021 2022
KSphat | KSphat | KS phat
phiéu, goi | phiéu, goi | phiéu, goi
Phiéu khio sit dién dién dién \
Khao sat tinh hinh | | u . A KS phat thoai, thoai, thoai, 02 lan/nam
A 1 . tinh hinh viéc 4 . . . . x
viéc lqm cua sinh am  cta  sinh SVTN phiéu, goi Onllne‘ Onllne‘ Onllne‘ - Mau phicu
vién tot nghi€p an 6t nehid dién thoai | (dua vé (dua vé (dwavée | BM09-02
vien tot nghiep Khoacdé | Khoacd | Khoacod
SVTIN+ | SVTN+ | SVTN +
TTQLCL) | TTQLCL) | TTQLCL)
Khio sat DN c6 Phiéu lay y klelg Da xay
, N doanh nghiép vé dung ké
st dung lao dong . . . Khoa Khoa
! la cyu SV cta nguoi lao dong ) DN hoach va thue hién thue hién
Truf;‘)'n la cyuu SV cua tao CSDL : i : ¥
g Truong cac DN
Phiéu khdo sat
su ky vong cua ,
8 Lay y kién SV sinh vién vé Kl?i épl:'it Online
méi nhap hoc HUFI (danh cho pie
e 1 Online
SV méi nhap
hoc)

10




Bang 3 - Bang tong hop mirc hai long ctia ngudi hoc vé chét luong co so vat chét va dich
vu ho tro cia Truong tir 2017 — 2021

n e 2017- | 2018- | 2019- | 2020-

Stt Noi dung danh gia 2018 | 2019 | 2020 | 2021
Téng s6 SV khio sat 8,685 | 12,453 | 14,514 | 19,394
S6 phiéu cho ¥ kién 6,478 | 10,769 | 12,080 | 18,301

Nha truong tao moi truong thoai mai,
1. | than thién dé thuc hién cac hoat dong | 63.89% | 65.05% | 75.99% | 77.96%
giang day, hoc tap va nghién ctru.

b6 phan tu van hd tro tim 1y cho ngudi

hoc 61.39% | 63.78% | 67.24% | 74.54%

viéc bd tri péc khu vuc lam viéc cua
3. | Khoa tao dicu ki¢n thuan loi cho nguoi | 64.91% | 65.79% | 75.85% | 77.62%
hoc.

viéc bb tri cac khu vue 1am viéc ctia Cac
don vi to chic thuc hién chuong trinh
4. | (phong ban chirc nang, trung tam, thu | 64.34% | 66.67% | 75.50% | 77.27%
vién, ky tuc xa,...) tao diéu kién thuan
lgi cho nguoi hoc.

canh quan su pham cua Truong/Khoa

0, 0, 0 0
5. sach s€é dam bao vé sinh cho nguoi hoc. 63.68% | 65.10% | 73.77% | 77.90%
g, |canh quan su pham cua Truong/Khoa | ea 9100 | 65 1904 | 74,200 | 77.85%
an toan tao sy thoai mai cho ngudoi hoc.
7, | van dé bao dam an toan v¢ sinh thuc | o) an00 | 66 4105 | 72.83% | 77.40%
pham cho nguo1 hoc.
g, | cong tac an toan phong chay chita Chay, | oo 50, | 67 3604 | 75.20% | 78.54%

an toan hoc duong.

viéc trang bi phuong tién hd tro can
9. | thiét cho hoat dong day — hoc & phong | 59.74% | 61.68% | 73.68% | 78.32%
hoc/giang duong.

viéc dam bdo y€u cau v€ cho ngoi &

10. phong hoc/giang duong.

62.63% | 63.37% | 73.95% | 77.45%

viéc dam bao yéu ciu vé anh sang, vé
11. |sinh, d0 thong thodng & phong | 61.73% |62.35% | 75.67% | 79.00%
hoc/giang duong.

chat lugng phuc vu cia by phan truc
12. phbng hoc/giang du:(‘yr}g (thai do, tinh | 63.39% | 64.97% | 70.84% | 77.27%
than phuc vy, trang thiét bi,...).

h¢ thong cac phong chirc nang dap ung
13. | tot nhu cau hoc tdp, nghién ctu cua | 63.24% | 65.05% | 73.74% | 77.86%
nguoi hoc.
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. o 2017- | 2018- | 2019- | 2020-
Stt Noi dung danh gia 2018 | 2019 | 2020 | 2021
hé¢ thong cac phong chirc nang dap tng
14. | tot nhu cau sinh hoat ngoai khoa cho | 63.99% | 65.41% | 73.51% | 77.41%
nguoi hoc.
15, | thu vién c6 day du gido trinh, bai glang | 64 50 | 65 7504 | 75.50% | 77.72%
cho hoc tap va nghién ctru.
thu vién c6 ddy du tai ligu tham khao,
16. | ngudn hoc li¢u phu hop va dugc cap | 63.76% | 65.44% | 74.70% | 77.61%
nhat cho nguoi hoc.
chét luong phuc vu ‘ban doc cua thu
17. Viép (thai @9, tinh than phuc vy, trang | 63.45% | 65.25% | 74.33% | 77.82%
thiét bi, dich vu...).
18. ﬂﬁl“t‘}’l}: Z;‘h‘l’ﬁ: luong cta phong thue | oo a100 | 67,3906 | 73.35% | 77.13%
10. ;gi;lfﬁnfgﬁfgrfang thict bi cho thue | o0 ooor | 671906 | 72.33% | 77.33%
20. | ¥ igﬁig;an toan cuia phong thye hanh, | oo /oo, | 67 9904 | 73.699% | 77.64%
21, ;ﬁiﬁlgﬁi lf:;f ;l‘j If;lfiéﬁ’ phan truc | oo 1006 | 67.45% | 73.47% | 77.43%
22. g}gggdgaty“‘v‘;gh‘i’)‘ccgl’)thlet bitin hoc cho | og ge00 | 65249 | 70.98% | 77.48%
93, |muc do trang bi va sw dung cac phan | ¢4 590, | 65 6504 | 72.279% | 77.50%
mém phuc vu gidng day va hoc tap.
24, gﬁgd‘-’ trang bi cdc thi€t bi k&t ndi | gg sa0r | 61 3504 | 61.35% | 73.05%
25. L"ect ggivrsai‘; on dinh ctia duong truyén | oo 500 | 59 3304 | 57.48% | 70.62%
26. Egit dong tu van hoc tap cho ngudi | o, \eor | 65 1704 | 69.20% | 76.46%
27. | cham séc sirc khoe y té cho ngudi hoc. | 62.04% | 64.69% | 68.38% | 76.54%
28. ng:‘t dong thé thao gidi tri cho nguol | oo 1400 | 65 3904 | 70.64% | 76.34%
29. Eﬁg fgaglfs; trudng hoc tap an toan | or 190, | 66 2006 | 74.45% | 78.00%
30, ng:‘t dong twr van viée lam cho nguoi | o/ 1400 | 65 8496 | 72.00% | 76.92%
31, |hoat dong dao tao k§ nang mém cho | oo peor | 66 5304 | 75,449 | 77.18%

nguoi hoc.
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A C 2017- | 2018- | 2019- | 2020-
Stt Not dung danh gia 2018 | 2019 | 2020 | 2021
hoat dong hd trg giai dap thong tin cho
32. | nguoi hoc trén cac trang Fanpage chinh | 63.86% | 65.76% | 71.99% | 76.51%
thong cua truong.
33, | Ddnh gia chung cua Anb/Chive cac ndl | 4 (70 | 65 5806 | 72.67% | 76.93%

dung trén
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