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LOI CAM TA

Trong qua trinh thuc hién dé tai nghién cu, kién thie tiép nhan duoc tir Quy thay
c6 la mot trong nhitng diéu kién tién quyét gop phan hoan thanh dé tai nghién ctu nay.
Thém vao d6 va sy giup d tan tinh cua ca nhan va tap thé.

Truéc hét tdi xin to 10ng biét on va giri 161 cam on chan thanh dén thay Pho Gido
su- Tién sy Nguyén Tri Khiém, nguoi di truc tiép huéng dan, tan tinh chi bao t6i tim ra
huéng nghién cau, tiép can thuc té, tim kiém tai liéu, xu Iy va phan tich sé liéu dé hoan
thanh duoc luan vin nay. Bén canh d6 t6i ciing xin gt 161 cam on dén Quy Thay C6
giang day tai truong Pai hoc Nam Céan Tho di tan tinh giang day, truyén dat cho toi
nhitng kién thirc bo ich trong suét thoi gian hoc tap vira qua. Téi cling xin g 101 cam
on dén tap thé can bg, nhan vién thu vién da giup dd t6i trong thoi gian thuc hién dé tai
nay.

Pong thoi toi ciing xin cam on gia dinh, cac anh chi I6p 18MBA-1A da giup d& toi
trau doi kién thuc, dong vién va tao diéu kién gitip d& t6i hoan thanh luan vin cta minh.

Trong qué trinh thyuc hién luan van, mic du da cd gang hoan thién dé tai qua tham
khao tai lidu, trao doi va tiép thu y kién dong gop. Tuy nhién, day la mot dé tai kha rong
ma ly luan, phan tich cua tdi con han hep nén khong tranh khoi nhirng han ché, sai sot
can hoan thién, bo sung. T6i rat mong nhan dugc su déng gop cua thay cd va can bo,
nhan vién thu vién dé dé tai hoan thién hon.

Cubi ciing. Téi xin kinh gui 16i chic sac khoe, thanh cong trong cong viéc dén Quy
Thay C& va can bd va nhén vién thu vién Truong Pai hoc Nam Can Tho. Chiic thu vién
ngay cang phat trién va hoat dong hiéu qua.

To61 xin chan thanh cadm on!

Can Tho, ngay 24 thang 11 niam 2020

Hoc vién thuc hién

Nguy&n Thi Cam Hwong



TOM TAT

Luén vin xac dinh céc nhan té anh hudng dén su hai long va phan tich mirc do tac
d6ng cua cac nhan té dén sy hai 1ong cua sinh vién d6i véi chat lugng dich vy trong Thur
vién Truong Pai hoc Nam Can Tho. M6 hinh nghién ctu dya trén nén tang ly thuyét
thang do SERVPERF thé hién qua sau nhan té: Phuong tién hitu hinh, Sy tin cdy, Su dap
ung, Nang luc phuc vy, Sy cam thdong va Tai liéu dién ta. M6 hinh nay duoc hinh thanh
thong qua y kién cua can bo va nhan vién thu vién va dugc chon ra véi cac nhan tb c6
tam quan trong, tac dong nhiéu nhat dén hoat dong thu vién. S liéu nghién ciu chinh
thire duoc thu thap bang phwong phap chon mau thuan tién. C 302 phiéu khao sat duoc
phan bo day du sinh vién thudc tat ca cac khoa truc thudc nha truong 1a phii hop dé phan
tich hdi quy da bién va xac dinh mac do anh huéng caa cac nhan té dén chét luong dich
vu thu vién va dé phan tich mac d6 hai 10ng caa sinh vién di vai chat lugng dich vu thu
vién cua truong. Két qua cho thay nhan té tac dong manh nhét dén su hai long caa sv 1a
tai liéu dién tir, cac nhan t6 tiép theo theo thi ty: ning luc phuc vu, su dap ung, phuong

tién htu hinh, sy cam théng.

Tur khéa: Thue vién, chdt lwong dich v, hai long, dai hoc, dién tir .



ABSTRACT

The thesis was carried out to determine the factors that affect the satisfaction of
students in using library services and analyze the factors that influence the level of
students satisfaction of Nam Can Tho University library. Research model is based on the
theory of the SERVPERF scale, which shows through six factors: Tangible Media,
Reliability, Response, Service Capacity, Empathy and Electronic Documentation. This
model is formed through the opinions of librarians and staff and is selected with factors
that are most important and impact the most on library operations. Official research data
were collected by the method of convenient sampling. There were 302 observation
allocated in all faculties suitable for multivariate regression analysis to determine the
impact of factors on the quality of library services and to analyze student satisfaction
with library service quality. The results show that the factors that have the strongest
impact on student satisfaction are electronic documents, the following factors in order:

service capacity, responsiveness, physical means, empathy.

Keywords: Library, service quality, satisfaction, university, electronics.
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LOI CAM POAN

T6i xin cam doan d¢é tai luan vin nay 1a do chinh toi thuc hién, cac sé liéu thu thap
va két qua phan tich duoc thé hién trong dé tai 1a trung thuc, dé tai khdng tring véi bat

ky dé tai nghién ciu khoa hoc nao.

Can Tho, ngay 24 thang 11 nam 2020

Hoc vién thuc hién

Nguy&n Thi Cam Hwong
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