
Ham 

tra 3 lo<;~i doi tuqng Ia sinh vh?n, giao vien va can 
quan II cac truong [5]. Trong cu(?c dieu tra ian 6 
Vi$t Nam, do m6i lam lan dau va kinh phi c6 h9n, nen 
chung ta chu truong chi dieu tra mqt so doi nhat 
djnh va sau d6 se mo r<?ng dan doi tuqng trong 
lan tiep theo. Chinh vl the ma dieu tra lan 

h;;m dh'h.1 tra sU' 
cong Ia HS cac ph6 thong n6i 

nhien, do HS e<k tieu va THCS chua c6 au 
danh Vl;l GD cong nen 

tra Ia cha m~ HS dang c6 con theo h9c c;k hQc 
doi v6i cap HS ra chung ta tra 

ca cha m~ cac em de tren co so do co the rut ra nhCtng 
lu~n din thiet cho cac dieu tra djnh kl sau nay. 

Nhu v~y, ta c6 41o<;~i phieu h6i ki hi$u Ia 
P4- cha m~ HS va P4-HS cho ca 3 cap h<;»c. 

• Cdu vo hinh cdu 
Doi tu'c;:mg dieu tra trong b~c GD 

phan bi~t 
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va cau hoi ghep; con ve m~;~c dfch su dl,mg chung taco 
hai lo<;~i cau hOi: i) cau hoi danh gia chat h.rqng djch v~;~ 
GO va ii) Cau hoi do Iuong sv hai long cua nguoi dan. 
Ngoai ra c6 1cau hoi chung 0 cuoi moi b9 cong Cl,l ve 
y kien cua nguoi dan danh gia muc d(> din thiet cua 10 
bi~n phap nang cao chat luqng djch vt,~ GO. 

~ cdu hoi 
T<;~i Quyet djnh so 3982/QD-BGO&DT ngay 17/9/ 

2013 phe duy~t De an "Xay dl,l'ng phuong phap do 
Iuong sl,l' hai long cua nguoi dan doi voi djch V\;1 GO 

c6 d~t ra yeu cau B(> cong CI,J phai c6 so luqng 
cau hoi phu hqp. D6 Ia m(?t van de kh6 vl c6 nhieu 
quan diem khac nhau. 

Theo chuyen gia tu van nuoc ngoai thl cau hoi 
va bq cau hoi can dap ung duqc nhung yeu cau sau: i) 
Cac cau hoi phai phu hqp trlnh d<? hieu bh~t cua nguoi 
duqc hoi; ii) So luqng cau hoi phili dam bao sao cho 
nguoi duqc hoi khong ton qua 45 phut de d<;>c hieu va 
tra loi; iii) B9 cau hoi khong duqc nhieu hon 1 o trang 
giay. Tuy nhien, dk yeu cau cua chung ta duqc d~t ra 
con khat khe hon. 

Qua nhieu cu(>c hqi thao, g6p y kien, chlnh sua, 
Thu truong Tran Quang Quy ket lu~n Ia trong 
do~n dau thl,l'c hi~n De an, B9 phieu hoi khong duqc 
nhh~u hon 30 cau. Sau nay, khi trien khai do 
djnh kl chung ta c6 the mo r<;>ng lu<;~ng cau hoi 
nham xay dl,l'ng chi so va danh gia chat luqng djch v~;~ 
GO cong m9t each chi ti~t hon. 

e 4o 
Quyet dinh phe duy~t De an cua B¢ c6 d?t ra yeu 

doi voi thang do trong b9 cong Cl,l dieu tra. Theo 
cac cau hoi duqc phan lam 5 muc d¢ danh gia. Dol 

voi lo~i cau hoi do Iuong sv hai long vi~c danh gia 
phan thimh 5 muc d¢: il Rat khong hili long; ii) 

Khong hai long; iii) Blnh thuong; iv) Hai long; v) Hai chi 
"Rat hai long" va "Hai long" xac djnh tuong 

til~ phan tram tong so nguoi dong y phtfong 
an tra loi hal va rat hal long tren tong so 

do cac cau hoi trong Dh~u tra cua Canada [4] chl 
chia ra lam 4 muc: Rat khong hai long, khong hai 
hai hai do nay, ve thl,l'c 

hai long Ia Yes ho~c Noma thoi. 
an khong phu hQp voi hoan 

d6 co li do Ia dan rat 

IKHOA 

ho~m toim giong von Nam. nhien, ten g<;>i cua 
muc ma chung ta g<;>i Ia "Blnh thuong" chua phan 
anh duqc day du blm chat cua muc cua thang 
do cac chuyen gia ding chua tlm ra duqc ten 
g<;>i hqp hon, va o Nga nguoi ta g<;>i muc d9 
Ia "GiCia hai va hai long" Ten g<;>i 
dai nhung n6 phim imh dung ban chat cua van de. 
Chung ta se de den van de nay phan 
qua dieu tra thu. 

Dol voi cac cau hoi chat luqng dich vt,~ giao d1,1c 
thang do duqc chia lam 5 muc nhu 
M~t djnh tinh cua chat danh 
thu()c tlnh: Day 
cung cap), Thu~n 
chinh ... ), Phu 
ho<:~t d9ng giao 
h<;>c) ... Nh6m hi~n da co do 
phu hqp nhat voi cac tieu chi d?t ra. 

3. Xiy tiiu chi d'anh vii cy 
tra 
Vi~c thiet B¢ c1,1 tra cho 

cac hlnh djch VI,! GO cong duqc tien hanh theo 
quy trlnh gom 3 buoc i) Xac djnh cac linh vvc cua djch 
v~;~; ii) Xac dinh cac tieu chf danh gia; iii) dl,l'ng cac 
cau hoi tren tieu chi danh gia. Quyet dinh phe 

De an cua B9 [1], c6 quy djnh nhat danh 
gia djch vt,~ GO cong theo 5 linh i) Tiep c~n GO; ii) 
Ho~t d<';>ng GO; iii) co so v~t chat; iv) Mol truong GD va 
v) Ket qua GO. Cuoi mol linh deu c6 1 cau hoi 

ve muc d9 cua nguoi dan 
vt,~ GO cong d~ tu d6 xay dl,l'ng chi hai 

Nhi~m VI,! d~t ra Ia can thiet ke khung th~u 
chi danh gia thong nhat Ca 3 hQC ph6 
luc Bq C\,1 dieu tra voi b~c ph6 

thiet ke voi khofmg 50-60 cau hoi, nhung sau 
d6 duQc hoan chlnh tren co sa tik chi 

m~;~c tieu nhi~m v~;~ cua 
tieu chi do 

voi 



2.3 To chuc nghl giua gio, giua ca (d2mh rh~ng 

cho HS hqc); 
2.4 chuc phi,~ d~o cho HS yeu kem (dimh rieng 

cho HS THCS va THPl); 
. 2.5 Phuong phap d~y hqc cua giao vien; 

2.6 flanh gia ket qua hqc t~p (dam bao tlnh cong 

bang trong danh gia); 
2.7 Cong t<k chu nhi~m lop cua giao vien; 
2.8 51,1' nhi~t tlnh, s~n sang chi bao, giup do HS cua 

giaovien; 
2.9 Moi lien h~ giua gia dinh va nha truong; 

43. co so v~t chat: 
3.1 flieu ki~n phong h9c; 
3.2 Thh~t bi d~y hqc (cac cau hoi duqc thiet ke phu 

hqp v&i tung cap hqc); 
3.3 Khu vl,(c v~ sinh; 
3.4 San tru'ong. 
4. Moi truong GO: 
4.1 Moi truong tl,( nhh~n xung quanh; 
4.2 Moi truong xa h(li xung quanh c6 t<k d¢ng tieu 

cl,(c den nha tru'ong (Karaoke, quan game, hang quan ... ); 
4.3 Moi truong hqc sinh; 

4.4 Cham soc nha 
5. Ket qua GD: 

5.1 flanh gia kien thuc cua HS ve mon Toan; 
5.2 flanh gia kien thuc cua HS ve m6n th?ng Vi~t; 
5.3 flanh gia nang ll,(c HS ve cck mon Mi; 
5.4 Cong t<ic GOth~ chat; 
5.5 fl~o due cong dan (d~mh cho cap THCS va THPl); 
5.6 Nang hfc djnh huang nghe nghi~p (d~mh 

cho cap THPT). 
Ngoai ra, b¢ cong c~;~ dieu tra thu con bao gom 

cau hoi cuoi cung xin y kien danh gia cua cac doi 
tu'gng ve muc d¢ dln thiet cua m¢t s6 bi~n phap 
nang cao chat lu'gng GO thong nhat cho tat ca cac 
cap h9C pho thong, d6 Ia cac bi~n phap: 

a) Nang cao hon nua chat lu'gng cung cap thong tin; 
b) Cai tien thu we nh~p h9C (ke ca thi dau vao); 
c) floi moi thu t~;~c hanh chfnh; 
d) Tang cuong dau tu' co so v~t chat; 
e) Tang cu'ong thiet bi cho nha tru'ong; 
f) f)oi moi chu'ong trlnh, sach giao khoa; 
g) Doi moi cong tac t6 chuc ho~t d¢ng GO cho HS; 
h) Doi moi hlnh thuc kiem tra, danh gia ket cua 

Bang 1 fJoi tucmg c/ieu tra va dac diem b6 s6t (missing) khi tra lei 

I 

1 

2 

3 

II 

1 

2 

3 

4 

TT 

1 

2 

3 

4 

5 

Til!u H<Jc THCS THPT-Cha m, THPT ·Hc;PC sinh 

Tinh!TP Soh.tefng % Soluefng % Soht~ng % Solu~ng % 

HaN9i 

Di~n Bien 

NinhThu~n 

T6ng 

Ciu hOi va tong solu'~ng 
missing 

Cau hoi ve chat h.tqng DV 

solu'qng missing cck cau ve 
chat luqng DV 

Cau hoi ve slf hili long 

so lu'<;lng missing tra loi ve 
svhai long 

l'inh VI/C djch Vl_.l GO 

Th~p c~n giao d1,1c 

Ho~t d(lng d~y hQc 

co sa v~t chat 

Moi truong giao d1,1c 

Chi so chung 

113 48,7 117 47,2 

59 25,4 71 28,6 

60 25,9 60 24,2 

232 100 248 100 

29 30 

60 53 

5 5 

11 11 

Bang 2. Chi so do ht&ng w hOi long 
(khong phai so lieu chfnh thuc) Don vi tlnh: o/o 

Tieu h«;~c THCS 

78,60 73,20 

81,56 77,33 

77,13 70,73 

80,87 76,65 

79,74 75,57 

Chisochung 79,58 74,70 

120 50,0 127 51,0 

60 25,0 62 24,9 

60 25,0 60 24,1 

240 100 249 100 

32 29 

130 125 

5 5 

15 39 

THPT-CM THPT-HS 

68,73 71,05 

70,97 72,29 

66,98 64,37 

69,32 69,14 

66,70 63,04 

68,54 67,98 
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hqc t~p cua HS. 
i) Boi ducmg chuyen mon cho GV 
j) C3i thi?n moi truong GD. 
B6 diu hoi dieu tra do Iuong sv hai long cua 

nguoi dan doi voi d!ch vy GD cong duqc thong nhat 
chia lam 3 phfin: I. Phan thong tin cho nguoi tra loi; 
11. Phan noi dung dieu tra; Ill. Phan danh cho can b<? 
khao sat. Phan danh cho can be? khtm sat duqc de o 
phan cuoi vl hai li do: i) Khong gay sl,.( quan tam va 
chu y cua nguoi duqc dieu tra; ii) Tang toe d<? nh~p 
phieu du li?u cua can b<? dieu tra l~p 19i nhieu ian n€m 
chi nh~p 1 lan va c6 the bo qua. Phan n<?i dung dieu 
tra duqc xay dl,.(ng dl,.l'a tren cac B<? tieu chi o tren tru 
s tieu chi gom: diu 1.1; cau 1.2; cau 1.4; cau 2.1; cau 
2.2 va cau 2.3 duqc thiet ke thanh cac cau hoi ghep 
gom 2 den 3 cau hoi don hoi ve cck thu<?c tfnh khac 
nhau. Cac cau hoi don trong diu hoi ghep duqc danh 
so theo abc nham thu~n ti~m cho vi?c W d(?ng nh~p 
ten bien trong c11 so du li~u. 

4. TinA' nghi'm va hoilm thi'n be'? cong cy 
Nham thu nghi?m b9 cong cy, trong thang 1, 

2/2014, Nh6m thl,.l'c hi?n De an da trien khai dieu tra 
thU' t9i 3 tinh/TP Ia Ha N<)i, £li$n Bien va Ninh Thu~n 
d9i di~n cho vung mie.n va muc d9 phat trh?n GD khac 
nhau. Moi tlnh/TP chc;m 2 qu~n/huy$n, moi qu~n/ 
huy$n chqn 2 truong cua tung cap Tieu hQc, THCS va 
THPT mang tfnh d9i di$n. Rieng Ha N<?i ch9n them 3 
tru'ong ph6 thong thl,.(c nghi?m thuqc 3 cap hqc ph6 
thong. Moi tntcmg chi chqn 1 lop voi kholmg 30-45 HS 
ho~c cha ffi«i! HS. 

Cu9c dieu tra thu nghi$m c6 cac m1,1c tieu sau: i) 
11m hieu muc dQ phu hQ'p cua bQ cong Cl,J doi Voi cck 
doi tuqng duqc khao sat, lam ro duqc nhung cau hoi 
khong phu hqp, kh6 hie;u, kh6 tra loi, kh6 danh gia 
de hoan thi?n theo huang: dieu chlnh, luqc bo, tang 
them cau hoi; ii) Buoc dau danh gia so luqc ket qua 
dieu trade c6 nhung dieu chinh b<? cong c1,1 cho 
hQ'p voi ml,lc til?u cua f)e an. 

tuc;mg duqc dieu tra tul1ng doi dong 
doi voi cac cap va dao dqng trong khoang 232-
249 blmg 1 ). Muc d9 phu hQ'p cua cac 
cau hoi hi?n qua cac cau hoi b! bo 
s6t kh6ng tra loi vl nhung lido: kh6 hieu, kh6 tra loi, 

c6 y kien, tru cau hOi danh gia ve t6 chU'c 
giua ca cua c6 78 nguoi khong tra loi chu 

do cac truong o Ninh Thu~n va Di~n Bien 
h9c 2 ca. Ta thay, voi nguoi duQ'c hoi va so luqng 
cau hoi dich vy khoang 30 cau nhu v~y thl 

Ia rat nho va khong ke;. Do cac cau 
ra Ia phu hOi c6 

"KIIIIA 

con thap hon va khong dang ke. Tuy nhh~n, cau hoi 
cuoi cung ve danh gia muc d<? din thiet cua 10 bi~n 
phap de xuat Ia cau hoi kh6 doi voi nguoi hoi 
nen nhieu bi~n phap co den 30-32 nguoi khong tra loi 
(12%). Con so nay Ia kha cao. 

Bang 2 phan tfch so b9 chi so hai long theo 5 linh 
VI./C thu(?c 3 cap hQC dieu tra. Tat nhien, d6 Ia con so 
khong chinh thuc va chi c6 gia hoan thien be? cong 
cl,l dieu tra ma thoi. Chi so hai long theo cac linh vl,.(c 
d!ch Vl,l giam dan theo cap twc va n6i chung Ia thap 
nhat 6' linh vl.fc co so v~t chat cua nha truong, nhung 
dang chu y Ia l~i cao nhat trong linh vl,.(c d9y h9oo Uit 
ca cac cap hQC. Qua d6 chung ta c6 the ket hJ~n rang 
bq cong Cl,l ve ((j bim Ia phu hqp voi cac doi tuqng 
duqc dieu tra, so li$u thu duqc Ia phu hQ'p, dang tfn 
c~y, sau khi chinh sua co the ap dyng de trien khai 
tren ph~m vi toan quoc. 

U~UTHAM 
1. B(? Giao d1,1c va £lao t90 (2013), De an 'Xay 

dt!ng phliong phdp ao Iuong Sl/ hai long dw ngliai dan 
aoi Voi dich V«,, giao d«,,C dmg", Quyet djnh 3982/Qf)
BGD&f)T ngay 17/9/2013. 

2. Tran Van Hung (2014), Danh gid Slfhai longcua 
nglioi dan aoi VOi dich V«,, giao d«,,C phO thOng cong /qp: 
Co si!J If luqn va kinh nghi?m qu6c t€, T~p chi Khoa hqc 
Giao dye, solOO, thang 1/2014. 

3. AenapraMeHT o6pa3oBaHIIIR ~pocnaacKolil 

o6nacr111 (2010), /113y4eHue yooanemeopeHHocmu 
nompe6umeneu zocyoapcmeeHHbiMU 
o6pa3oeament>HbiMU ycnyzaMu e RpoCIIaBcKou 
o6nacmu. 

4. Alberta Corporate Planning Branch ( 2012), 
Provincial Satisfaction Surveys RCO Indicators. 

5. Sangweni S.S (2002), Citizen Satisfaction Survey: 
Overview Report, Public Service Commission, South 
African Republic. 

SUMMARY 


