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Abstract: Learners’ feedback is a common method used in higher education institutions, and is an
effective tool in evaluating, adjusting and improving educational quality. By now, taking feedback
from learners has become mandatory for higher education institutions in Vietnam and many
countries around the world. For VNU National Defense and Security Training Center, its specific
and distinctive training gives the tasks of taking feedback from learners its own specificity. Every
course and year, the Center organizes feedback collection in different forms, amongst which the
form of direct dialogue between the Center's leaders and the representatives of learners is carried
out as required part of internal procedure in the unit, so as to promptly improving the quality of
activities. The survey results showed 95.2% of the respondents answered that they were polled
during their study at the Center; 98% of learners thought that feedback was well received and
resolved satisfactorily; 100% of staff and lecturers think that the feedback of learners has a positive
effect in improving the quality of activities at the Center. The survey results also show that there
are still some tasks not well carried out, such asS not having a scientific questionnaire system, not
having a rich form of feedback, not effectively using statistical and analysis tools, feedback and the
use of feedback are not systematic and scientific, there has not been an evaluation of the
effectiveness of feedback processing, whereby quality improvement has not been highly effective,
requiring the Center to need further research and improvement.
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Phan hoi cua ngudi hoc trong cai tién chat lugng gido duc
tai Trung tam Gido duc Quoc phong va An ninh,
DPai hoc Quoc gia Ha Noi

Nguyén Pic Pang”, Duong Van Chién, Tang Tai Hoa

Trung tam Gido duc Qudc phong va An ninh, Dai hoc Quéc gia Ha Ngi,
Hoa Lac, Thach That, Ha Néi, Viét Nam

Nhén ngay 04 thang 10 nam 2023
Chinh sira 20 thdng 10 nam 2023; Chap nhan dang 21 thang 10 ndm 2023

Tém tit: Phan hdi cia ngudi hoc 13 hinh thirc dwoc sir dung phd bién trong cac co s gido duc dai
hoc, 1a cong cu hitu hiéu trong danh gi4, diéu chinh, cai tién chit luong gido duc. D6i véi Trung
tam Gido duc Qudc phong va An ninh, Pai hoc Québc gia Ha Noi, don vi dio tao c¢é tinh dic thu
nén viéc lay ¥ kién phan hoi tir nguoi hoc ciing thé hién tinh dac thu riéng. Nghién ctru nay phat
hién thay: 95,2% sb ngudi hoe duge hoi tra 101 ¢6 dugce trung cau ¥ kién  trong qua trinh hoc tép tai
Trung tdm va 98% s6 ngudi hoc cho rang céc ¥ kién phan hoi duoc tiép nhan va giai quyét thoa
dang; 100% can bo, giang vién cho rang, cac ¥ kién phan hoi ctia ngudi hoc ¢6 tac dung tich cuc
trong cai tién chit lugng cac hoat dong tai Trung tdm. Tuy nhién, nghién ctru ciing cho thiy con
mot sé khau chua t6t nhu chwa c6 duoc hé thdng bang hoi khoa hoc, hinh thirc phan héi ¥ kién
chua phong pht, chua sir dung hiéu qua cong cu théng ké, phan tich dir liéu phan hdi va viéc sir
dung thong tin phan hdi chua mang tinh hé théng, khoa hoc, chua c6 danh gia hiéu qua cua xu ly
thong tin phan hdi, theo d6 cong tac cai tién chét luong chua dat hiéu qua cao. Do vay, Trung tam
can tiép tuc nghién ctru va hoan thién viéc ldy y kién phan hdi ciia ngudi hoc dé cai thién chét
luong gido duc tai Trung tam.

Tir khéa: Phan hdi coa ngudi hoc; cai tién chét lugng gido duc; Trung tdm Giao duc Quéc phong

va An ninh, Pai hoc Quoc gia Ha Nai.

1. Mé dau

Trung tdm Gido duc Qudc phong va An
ninh, Pai hoc Qudc gia Ha Noi 1a don vi dao
tao truc thudc Pai hoc Quéc gia Ha Noi, co
nhiém vu thuc hi€n chuong trinh moén hoc gido
duc qudc phong va an ninh cho sinh vién Pai
hoc Qudc gia Ha Noi va mot $6 co 8O giao duc
dai hoc theo phan ludng ciia Bo Qudc phong.
Nhiém vu, quyén han cia Trung tim duoc xac
dinh 13: t& chirc quan 1y, hoc tap, rén luyén,
sinh hoat tip trung tai trung tdm theo nép sdng
quan su cho sinh vién, ddi twong boi dudng
kién thirc qudc phong va an ninh [1]. Theo do,
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sinh vién an &, sinh hoat, hoc tip tip trung
24/24 h, sat v&i moi truong Quan doi. Vi vay,
phan hoi ctia nguoi hoc trén tat ca cac mat cong
tac 1a hoat dong c6 y nghia quan trong, thiét
thuc, gitp cho Trung tdm nhan dién, danh gia
khach quan, kip thoi thuc trang cong tac dao tao
va phuc vu dao tao, déc biét la cac van dé lién
quan dén cong tac giao duc, rén luyén ngudi
hoc, tir d6 didu chinh, cai tién kip thoi cac mat
cong tac, dam bao cho sinh vién c6 moi truong
hoc tép, rén luyén tot nhat.

Theo chuong trinh mén hoc, ddi véi sinh
vién cao dang su pham va sinh vién cac so sO
gido duc dai hoc, chwong trinh dao tao gdm 165
tiét, duoc thuc hién trong thoi gian 04 tudn hoc
tap trung; sinh vién trudng trung cap su pham
va hé cao ding nghé hoc 75 tiét, dugc thuc hién
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trong thoi gian 02 tuan hoc tap trung, vi viy
viéc lay y kién phan héi ciing 13 trach nhiém ma
Trung tAm phai thuc hién trong mdi khoa hoc.
Bén canh do, viéc phan hoi ¥ kién ciia nguoi
hoc ciing 1a quyén va nghia vu ctia ngudi hoc
trong hoat dong dam bao chat lugng trong dong
gop vy kién, tham gia quan Iy va giam sat hoat
dong giao duc va cac diéu kién bao dam chat
lugng glao duc [2]. Viéc lay va sir dung co hiéu
qua ¥ kién phan hoi cua nguoi hoc s€ truc tiép
gop phan nang cao tinh than trach nhiém cua
doi ngili gidng vién, can bd quan ly trong viéc
thuc hién muc tiéu dao tao, gitp can by, giang
vién ty diéu chinh, cai tién hoat dong giang day,
quan ly va rén luyén nguoi hoc; giup lanh dao
Trung tdm c6 thém thong tin nhan xét, danh gia
giang vién, can bd quan ly, ngan ngua nguy co,
biéu hién tiéu cuc trong hoat dong giang day,
phat hién va nhan rong nhitng dién hinh tién
tién, qua d6 nang cao chit luong cac hoat dong
da0 tao va phuc vu dao tao, gop phan thuc hién
quy ché dan chu trong co s& giao duc. Bén canh
nhitng mit da lam t6t, cong tac 14y ¥ kién va sir
dung ¥ kién phan hdi ciia ngudi hoc van con
mot sO ton tai, han ché, bat cap can khic phuc.
Vi vay, nghién ctru nay tap trung khao sat, danh
gia thyc trang cong tac ldy y kién phan hoi
ngudi hoc tai Trung tim Giao duc Qudc phong
va An ninh, Pai hoc Quéc gia Ha Noi, danh gia
hi€u qua cta cong tac nay trong vi€c nang cao
chét lugng dao tao va phuc vu dao tao, tir do
dua ra cac kién nghi phu hop dé cai tién cong
tac lay y kién phan hoi, cling nhu cong tac st
dung két qua phan hdi cua ngudi hoc trong cai
tién chat luong tai Trung tam.

2. Tong quan nghién ciru, khai ni¢m
2.1. Tong quan nghién ciru

Theo Cashin (1995): khi danh gia vé chat
luong giang day, sinh vién c6 xu hudng danh
gia mac d6 cao hon so vdi cac giang vién tu
danh gia, hay danh gia ciia dong nghiép [3].

Michael Kelso (2010): giao vién va cac nha
quan Iy cho ring, viéc thuc hién cac y kién
phan hoi ciia sinh vién da dem lai tac dung tich
cuc trong qua trinh giang day va hoc tap & cac

truong hoc. SO it gi4o vién bao cao bi anh
hudng boi sy phan hoi tiéu cuc hoic phé phan
cua sinh vién. Nghién ciru cua 6ng dua ra két
luan rang, ¥ kién phan héi cia sinh vién nhu
mot cong cu danh gia cé tac dong tich cuc thir
cip ddi véi giao vién khi né duge thuc hién chu
dao [4].

Tai Viét Nam, ngay 20/02/2008 By Gido
duc va DPao tao da ban hanh Coéng vin sb
1276/BGDBT-NG vé viéc Hudng dan t6 chirc 1ay
¥ kién phan hoi tir sinh vién vé hoat dong giang
day cua gidng vién, theo d6 cac truong dai hoc
tu thiét ké, xay dung bo phiéu hoi riéng sao
cho phu hop véi thuc té cong téc giang day [5].

Ngay 20/5/2010, B6 Giao duc va Pao tao
da ban hanh Coéng vin sé 2754/BGDDT-
NGCBQLGD gtri cac dai hoc, hoc vién, cac
truong dai hoc, cao ding trong toan quéc vé
viéc Hudng dan lay y kién phan hoi tir nguoi
hoc V& hoat dong giang day cua giang vién.
Theo @6, tir nam hoc 2010-2011, cac co s& giao
duc dai hoc trién khai lay y kién phan hoi tir
ngudi hoc vé hoat dong giang day cua tit ca cac
giang vién thudc co so giao duc dai hoc [6].

Ngay 20/02/2020, Pai hoc Qudc gia Ha Noi
ban hanh Hudng dan sé 581/HD-DHQGHN vé
viéc ban hanh Huéng dan danh gia chat lwong
théng qua phan hoi tir cdc bén lién quan.
Hudng din nay dugc ap dung ddi voi cac don
vi dao tao va hd tro dao tao trong toan Pai hoc
Qudc gia Ha Noi. Két qua danh gia chét luong
thong qua phan hdi tir cac bén lién quan duoc
cap nhat hiang nim va duogc tich hop vao co s&
dit liéu dam béao chét cua don vi va cta Pai hoc
Qudc gia Ha Nai [7].

Vii Thi Phuong Thao (2018): két qua y kién
phan héi cua sinh vién déng vai tro quan trong
trong viéc gop phan dam bao cong khai, minh
bach, dan chi trong dao tao. Thong qua y kién
phan hdi, ngudi hoc duoc thé hién chinh kién
ciia minh vé nhiing véan dé lién quan dén hoat
dong dao tao, qua d6 giup cac giang vién, can
bd quan Iy cac cap c6 thong tin vé cac van dé
ton tai dé diéu chinh, cai tién, gop phan dam
bao va nang cao chat luong dao tao cua nha
truong [8].

Pau Thé Tung, Nguyén Thi Bich Hudng,
Nguyén Thi Huyén My (2020): hién nay, hau



4 N. D. Dang et al. / VNU Journal of Science: Education Research, Vol. 39, No. 1S (2023) 1-12

hét cac truong da trién khai lay ¥ kién phan hoi
ctia nguoi hoc, tuy nhién hoat dong nay dang
duoc thuc hién chua co su thong nhit, phleu
duoc thiét 1ap tuy thudc vao diéu kién, dic diém
ciia mdi truong. Phan 16n viée lay y kién phan
hoi ciia ngudi hoc mai dimg lai ¢ viée tong hop
béo céo s6 liéu cho lanh dao nha truong co cai
nhin bao quat vé “Buc tranh tong thé ngudi
day”, chua ding dé xét thi dua khen thuong
cling nhu chua dua ra nhitng ché tai xu ly dbi
vOi nhiing truong hop giang vién nhiéu nim
lién c6 chung ¥ kién phan hdi vé chat lugng
giang day con han ché. Viéc danh gia chat
luong giang day hién nay tai cac truong con
thiéu khach quan, chua thuc sy cong béng, chu
yéu 1a dinh tinh, it dwoc dinh lwong [9].

Cac nghién ciru trén déu cho thay, phan hoi
cta nguoi hoc 1a mdt phuong phap hiru ich, cac
thong tin phan hoi cua nguoi hoc 6 tac dong to
16n dén viéc diéu chinh, cai tién chat lugng cua
ting can b, giang vién va co sé giao duc.

2.2. Khdi ni¢m phan hoi

Co nhiéu dinh nghia vé phan hoi (feedback),
tiy theo linh vuc khac nhau nhu kinh té, k§ thuat,
y té, gi4o duc,... va tiép can khac nhau ma dinh
nghia phan hdi dwoc biéu dat khiac nhau. Theo
En. Oxforddictionaties.com, feedback la thong
tin v& cac phan Gng cia mot hay mot nhom
ngudi dbi véi san pham hay hiéu qua lam viéc
va duogc st dung lam co s¢ dé cai tién. Theo
businessdictionary.com, phan hoi la thong tin
duge gui t6i mot thuc thé (ca nhan hoic mot
nhom) vé hanh vi truée do dé thuc thé co thé
diéu chinh hanh vi hién tai va tuong lai nham
dat dugc muc tiéu mong mudn. Tac gia Pham
Dinh Vin (2012), phan hdi trong gido duc 1a su
tac dong tro lai vé két qua hoc tap cua nguoi
hoc ddi v&i nguoi day, cua nha quan Ii va dbi
Vi ban than nguoi hoc. Ong cho rang, thong tin
phan hdi la thong tin vé két qua ciia mot qua
trinh tac dong vao mot dbi tuong, trong moi
quan hé anh huong tro lai d6i voi yéu té dau
vao cua qua trinh; con trong qua trinh day hoc,
thong tin phan hoi dugc hiéu la nhirng thong tin
thu nhan duogc tir ngudi hoc, ¢o tac dong tro lai
dbi voi ca chinh nguoi hoc va nguoi day lam
cho qua trinh day hoc ngay cang hiéu qua hon

[10]. Qua cac dinh nghia vé phan hoi da dé cap
o trén, tac gla quan niém phan hoi 1a thong t|n
duoc cung cap boi mot ngudi/nhom ngudi vé
cac khia canh cua mot van dé hay hoat déng cu
thé ma mot t6 chic hay ca nhan thuc hién trude
d6, nham cai tién, nang cao chat luong, hiéu
qua cua hoat dong do.

3. Phuong phap nghién ciru

Nghién ctru 1y thuyét: tic gia thu thap tai
lidu, xdy dung dé cuwong nghién ciru va phac
hoa khung 1y thuyét va xdy dung hé théng bang
hoi cho van dé nghién ctru. Thiét ké phiéu hoi
vé ¥ kién phan hdi ctia nguoi hoc va giang vién,
can bd quan 1y trong cai tién chét luong tai
Trung tim Gido duc Qudc phong va An ninh,
Pai hoc Qudc gia Ha Noi. Phiéu hoi duogc chia
thanh hai phan chinh gdm: thong tin vé ddi
tugng tra 10i phiéu khao sat va thong tin tra 10
khao sat, bao gém cac cau hoi va lua chon
phuong an tra 10i theo cac cap do khac nhau.
Ngoai ra, phiéu hoi con c¢6 cic cdu héi mé bd
sung, mo rong y kién danh gia cua nguoi tra 10i
nhim thu thap thém thong tin cia ngudi hoc,
can b, giang vién 1am co s& cai tién chét lugng
tai Trung tdim Gido duc Qudc phong va An
ninh, Pai hoc Qudc gia Ha Noi.

Nghién ctru thuc té: tac gia phat phiéu didu
tra trén Google form ddi vé6i giang vién, can bo
quan ly cta Trung tdm va nguoi hoc dang hoc
tap tap trung tai Trung tdm. Thoi gian thu mau
dugc thyc hién trong thang 6/2023, két qua thu
dugc 43/45 phiéu hop 1& cua can bd quan 1y,
giang vién (95,56%) va 542/554 phiéu hop 18
cua nguoi hoc (97,8%), trong d6 c6 66 sinh
vién Truong Cao dang Su pham Hoa Binh
(12,18%), 293 sinh vién Truong Pai hoc Khoa
hoc Ty nhién, Pai hoc Qudc gia Ha Noi
(54,06%); 87 sinh vién Truong DPai hoc Ngoai
ngit, Pai hoc Qubc gia Ha Noi (16,05%); 96
sinh vién Hoc vién Phu nit Viét Nam (17,71%).

Phuong phap phan tich s6 liéu: nghién ctru
sir dung phuong phap thdng ké mé ta va thong
ké so sanh. Phuong phap théng ké mé ta ding
dé tom tit, mo ta nhitng dac tinh co ban cua tap
hop dit lidu thu duoc va duoc thé hién dudi
dang s6 hodc biéu do truc quan. Trong nghién
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ctru nay, phuong phap théng ké mé ta duoc st
dung md ta ndi dung va hinh thirc trung ciu y
kién dbi véi nguoi hoc va can by, giang vién
dang hoc tap va cong tac tai Trung tam va su
dung thong tin phan hoi ctia nguoi hoc trong cai
tién chat luong cac hoat dong cia Trung tAm.
Phuong phép thong ké so sanh str dung dé ddi
chiéu céc chi tiéu da dugc lugng hoa, xac dinh
xu huéng, mic do bién dong cua céc chi tiéu,
qua d6 c6 thé tong hop duoc nhing diém chung
cling nhu tach ra dugc nhiing nét riéng cua cac
chi tiéu dugc so sanh, danh gid dugc cac mat
tich cuc, hiéu qua va nguoc lai, qua do6 tim ra
cac giai phap tdi wu dé trong cai tién chét lugng
tir y kién phan hoi ciia nguoi hoc.

4. Két qua nghién ciru

bénh gia vé muc do quan tdm cuda can bd,
giang vién trong trung cau y kién phan hdi cia
ngudi hoc, co 71,4% sb ngudi duge hoi tra 16
thuong xuyén thyc hién tiép nhan va xir ly
thong tin phan hoi cua ngudi hoc, trong d6 doi
ngii giang vién va cac dai doi truong quan ly
nguoi hoc, luc lugng truc tiép lam cong tac
giang day, quan ly va rén luyén ngudi hoc
chiém ty 1& 100%; c6 20,6% it thuc hién, trong
d6 chu yéu 1a can bo lam viée tai cic phong
chte ning, it truc tiép tiép xtc véi ngudi hoc.
Déi véi nguoi hoc, o 95,2% s6 nguoi duge hoi
tra 101 ¢6 duoc trung cau y kién trong qua trinh
hoc tap, qua dé cho thdy, viéc trung cau y klen
ngudi hoe di dugc Trung tim quan tim va trién
khai dang quy dinh.

C6 92,9% céan bd, giang vién cho ring muc
dich trung cau y kién nham thu thap thong tin
clia nguoi hoc dé cai tién chat luong cac hoat
déng C6 7,1% 1y kién cho rang viéc trung céu
v kién nguoi hoc chi 1a hoat dong giao tlep
thong thuong, chua hudng dén myc tiéu cai tién
chat lugng, phan hdi nay chii yéu 1a can bd lam
viéc tal cac phong churc nang cua Trung tam, it
truc tlep tlep xuc voi nguoi hoc. Két qua trén
cho thay, mot by phdn can by chua thyc su
quan tam, chua xac dinh rd tinh muc dich, y
nghia cua thu thip y kién phan hdi cia nguoi
hoc, chua théy r0 trach nhiém cua ban than

trong tiép nhan thong tin phan hoi dé cai tién
chat lugng cong viée duge giao. Vi vay, can co
giai phap dé can bo, giang vién quan tim thuc
hién, coi day la trach nhi€ém, nhiém vu bit bude
trong thue hién chirc trach, nhiém vu duoc giao.

Khi dugc hoi vé thoi gian trung ciu y kién,
¢6 30,6% ngudi hoc duge phan hdi ¥ kién ngay
dau khoa hoc, 15,5% nguoi hoc dugc phan hdi
gitra khod hoc, 11,2% nguodi hoc dugc phan hoi
cudi khoa hoc va 42,7% nguoi hoc dugce phan
hoi nhiéu 1an trong khoa hoc (Bang 1).

Béng 1. Thoi diém trung cau y kién ngudi hoc

Thoi gian Ng,u‘ 01 hoc chon

STT trung cau y kién So Ty lé
luong (%)
1 | Pau khoa hoc 166 30,6
2 Gitra khoa hoc 84 15,5
3 | Cubikhoa hoc 61 11,2
4 | Nhiéu lan 231 42,7

Két qua nay cho thiy, cach phan hdi phd
bién nhét 1a 1y y kién phan hoi nhiéu lan trong
khoa hoc. Pay ciing 1 cach phan hdi c6 nhiéu
kha ning dong gdp nhiing thong tin c6 gia tri dé
cai thién chét luong gido duc cua khoa hoc noi
riéng va cia Trung tdm noéi chung. Poi ngii
giang vién va can b quan ly nguoi hoc da chu
dong thu thap y kién phan hdi ciia ngudi hoc &
céc thoi diém khac nhau cta khoa hoc, qua do
kip thoi diéu chinh, cai tién cac hoat dong cua
ca nhan va don vi, dac biét la giai quyet nhiing
kién nghi cua ‘nguoi hoc ¢ cudi moi khoa hoc.
Trong thuc té, thoi diém giita mi khod hoc
Trung tdm déu trién khai cac dai do6i sinh vién
hop dé lay y kién phan hoi, y kién cta ngudi
hoc dugc ghi thanh bién ban, Phong Pao tao va
Quén 1y ngudi hoc téng hop cac y kién phan hoi
cua cac dai doi lam co s& dé lanh dao Trung
tam nghién ciru, giai quyét tai budi ddi thoai.
Phién dbi thoai truc tiép giita lanh dao Trung
tam dugce td chic véi sy tham gia cua lanh dao
céc phong chure nang, don vi cung cap dich vu
v6i dai dién tap thé nguoi hoc. Noi dung budi
dbi thoai thuc hié€n viéc giai trinh, l[am 16 cac y
kién tai bién ban sinh hoat ctia cac dai doi va y



6 N. D. Dang et al. / VNU Journal of Science: Education Research, Vol. 39, No. 1S (2023) 1-12

kién phat biéu truc tiép tai HO1 nghi. Trén co s&
cac y kién ciia ngudi hoc, lanh dao Trung tam
két luan 1am co s¢ dé cac phong chirc ning,
khoa dao tao, don vi cung cép dich vu khic
phuc, cai tién chat lugng cac hoat dong.

T6 chirc lay y kién phan hoi ciia ngudi hoc
duge t6 chirc tap trung, dinh ky mdi khoa hoc.
Tuy nhién, khi dugc hoi vé cong tac nay, mot
s0 can b, giang vién chiém ty 1& 19% cho rang
chi nghe néi vé viéc to ldy y kién phan hoi
nguoi hoc chir chua tham gia tryc tlep, cac phan
hdi nay chu yéu 1a nhimg can bo 1am nhiém vu
phuc vu, hd trg dao tao, it truc tiép tiép xuc véi
ngudi hoc ma chi tham gia vao qua trinh khéc
phuc nhimg ton tai han ché thong qua trién khai
cua doi ngi can bd quan ly cac cap. Diéu nay
cho thdy, Trung tim can quan triét, trién khai
ddng bd cong tac liy v kién phan hdi va sir

dung v kién phan hdi ctua ngudi hoc dén toan
thé giang vién, dac biét 1a doi ngli can bo lam
viéc & cac phong chuc nang, don vi phuc vu
dich vu it truc tiép tiép xtc voi ngudi hoc, qua
d6 huy dong tdi da su vao cudc tich cuc, hiéu
qué ciia toan thé can b, giang vién, nhan vién
phuc vu trong thuc thi cong viéc duogc giao.

N01 dung trung cau y kién: nghién ctru nay
trung cdu ca nguoi hoc va can bo, giang v1en ve
nhimng ndi dung ma Trung tdm da trung cau y
kién. Két qua khao sat cho thiy, khong cé su
tuong dong vé ty 1¢ phan trim giita ngudi hoc
va can bo, giang vién. Phan hdi cta nguoi hoc
vé cac ndi dung duoc hoi déu c6 chi sd danh gia
& mirc do thap, tir 54,3% - 75%. Ciing van dé
trén, ty 1€ danh gid clia can b9, gidng vién cao
hon nguoi hoc, tir 73%-100% (Bang 2).

Bang 2. Két qua khao sat vé ndi dung trung cau y kién ciia ngudi hoc va can b, giang vién

. ) Nguoi hoc Cén bg, giang vién
STT | Noéi dung trung cau y kién - -
So lugng (N) Ty 1€ (%) SO lugng (N) Ty 1€ (%)
1 | Noi dung, chuong trinh hoc tap 407 74,95 40 95,24
5 Phlrron.g’phap va céch thuce t6 348 64.00 40 95 24
chire gido duc
3 | Kiém tra danh gia 305 56,17 35 83,33
g | Hoat dong trai nghi¢m, 205 54,33 31 73,81
ngoai khoa
g | Moitruong hoc tap va ren 382 70,35 38 90,48
luyén chung
Hiéu qua, chuyén bién sau mot
6 | thoi gian hoc Gido duc qubc 301 55,43 35 83,33
phong va an ninh
7 | Théi o cua gidng vién, cin b 330 60,77 42 100,00
va nhén vién phuc vu
8 | Diéu kién phong & 407 74,95 37 88,10
9 An; toan vé s1rnh t.huc pham va 365 67,22 37 8810
chat luong cac dich vu
10 | Cham soc sirc khoé, y té 333 61,33 37 88,10
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. ) Nguoi hoc Can bg, giang vién
STT | N6i dung trung cau y kién - -
S6 lugng (N) Ty 1§ (%) S6 lugng (N) Ty 1§ (%)
11 Cam flh%n chung vAe thoi gian 307 56.54 35 83.33
hoc tap ¢ Trung Tam
12 | Khéc 0 0,00 0 0,00
Tdng sb cau tra 16i 543 42

S lidu trén cho thiy c6 su khac biét trong
xac dinh ndi dung thu thap va phan hdi cta can
bd, gidng vién va nguoi hoc. Vi vay Trung tdm
can chi tiét cac ndi dung phan hdi dé ngudi hoc
hiéu va phan hoi dung nodi dung, qua d6 co dir
liéu chi tiét va da chiéu lam co so d& didu
chinh, cai tién chét luong trén cac mit cong tac
ctia Trung tim. Trén thyc t&, Trung tim d3 dinh
huéng cic ndi dung chinh dé ngudi hoc phan
hdi theo tirmg mang cong tic nhu cong tic dao
tao, quan ly sinh vién, cong tac hau can ky
thuat, dam bao co s& vat chat va dam béao cac
dich vu thiét yéu. Tuy nhién, Trung tdm chua
thiét k& hé thdng bang hoi chi tiét dé ngudi hoc
tra 16i. Viéc phan hoi cia ngudi hoc chu yéu tap

trung vao cic van dé co anh hudng truc tiép,
thiét thuc dén sinh hoat cua nguoi hoc nhu dich
vu an uéng va dam bao co s& vat chat phuc vu
sinh hoat, chua c6 nhidu y kién di siu vao phan
hdi dé cai tién chit luong cong tac dao tao va
quan ly nguoi hoc.

Hinh thirc trung cau y kién (Bang 3): Trung
tam d3 trién khai twong doi da dang cac hinh thirc
nhu phan anh truc tiép cua nguoi hoc voi dai doi
trudng, giang vién trong qua trinh hoc tap, sinh
hoat; phan 4nh qua hé thng chi huy cac cap tir
tiéu doi dén dai doi thong qua giao ban hang
ngady, cac phan hdi d6 dugc bao céo thong qua
giao ban Trung tdm hing ngay, tir d6 Trung tim
chi dao khic phuc ngay cac han ché, bét cap.

Bang 3. Két qua khao sat vé hinh thirc trung cau y kién cua ngudi hoc va can b, giang vién

. . Nguoi hoc Cén bo, giang vién
STT| Hinh thirc trung cau y kién - -
S6 lugng (N) | Ty 18 (%) | S6 lugng (N) | Ty 18 (%)

1 | Lanh dao, can bo, giang vién hoi truc tiép 262 48,25 35 83,33
2 | Budi d6i thoai truc tiép sinh vién 269 49,54 40 95,24
3 | Khao sat online 330 60,77 26 61,90
4 | Phat phiéu khao sat truc tiép 133 24,49 29 69,05
5 | Phan hoi qua cdn b6 quan 1y cdc cap 257 47,33 36 85,71

(tieu doi trudng, dai doi truong)

Phan hoi tryc tiép v6i gidng vién khi dang
6 | trén 16p hodc can bd quan i tryc tiép ngoai 237 43,65 38 90,48

gio hoc
7 | Qua hom thu gop ¥ 108 19,89 17 40,48
8 | Khac 18 3,31 1 2,38

Tbng s6 cau tra 10 543 42
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Céc thong tin phan anh nhu vdy mdi dem
lai viéc khic phuc nhiing bét cap trudc mat,
dang sai dau stra do, chua co tinh hé théng va
chiéu sau. Két qua khao sat ctng cho thay, hinh
thirc ngudi hoc duge trung céu y kién twong d6i
da dang nhu phan hoi tryc t1ep thong qua lanh
dao, can bo va giang vién, ddi thoai truc tiép
voi nguoi hoc, khao sat online, cac hinh thuc
trén co ty 1€ tir 43,65 - 60,77%; céac hinh thuc
khac nhu khao sat thong qua phat phiéu hoi,
qua hom thu gop ¥ it duoc trién khai thyc hién.
Ciing van dé trén, két qua khao sat can bg,
giang vién cho thay ty 1& lwa chon mirc d6 cao
hon nguoi hoc, tir 40,48% - 95,24% (Bang 3),
trong d6 hinh thirc phan hdi chi yéu 1a ddi thoai
tryc tiép sinh vién (95,24%) va phan hoi truc
tiép voi giang vién khi dang trén 16p hoic cén
bo quan li tryc tiép ngoai gio hoc (90,48%).

S liéu trén ciing cho théy, ¥ kién danh gia
clia can bg, giang vién vé cac hinh thirc trung
cau y kién c6 ty 1& cao hon so voi nguoi hoc.
Diéu nay cho thdy viéc nhan dién cac hinh thirc
trung cau y kién ctia ngudi hoc chua 13, chua
day du, theo d6 viéc phan hoi ciia ngudi hoc
qua cac hinh thire trén chua phat huy duoc hi¢u
qua trong qua trinh hoc tap, rén luyén.

Panh gia vé mirc do tiép nhan y kién phan
hoi cia nguoi hoc, 61,9% can bg, giang vién
cho ring thuong xuyén nhan dugc ¥ k1en phéan
hdi cta ngudi hoc, sé liéu nay chu yéu 1a cua
doi ngil giang vién danh gia; 35,7% it khi tiép
nhén y kién phéan hdi cua nguoi hoc, s6 lidu nay
chu yéu do can bd cong tc tai cic phong, ban
chic nang cia Trung tdm danh gia. Viéc giai
quyet cac ¥ kién phan hdi, c6 98% ngudi hoc
cho rang, cac y kién phan hdi duoc tiép nhan va
giai quyét kip thoi, thoa dang; 95,2% can bg,
giang vién khi tiép nhan y kién phan hoi cua
ngudi hoc déu tich cuc, chu dong va giai quyét
dugc nhimg van dé ma ngudi hoc phan anh,
4,8% tiép nhan nhung khong giai quyét duogc.
Két qua trén cho thdy, doi ngii can bo, giang
vién cta Trung tam da tich cuc, chi dong trong
gidi quyét y kién ctia ngudi hoc, khac phuc kip
thoi cac bét cap trong qué trinh dao tao, qua do
tao dugc dong luc, phat huy tinh tich cuc cia
nguoi hoc. Tuy nhién, van con can bo, giang

vién chua chi dong giai quyét y kién nguoi
hoc, vi véy Trung tdm can c6 giai phap khic
phuc van d& nay. Ciing n0i dung trén, c6 50%
can bo, glang vién cho rang phan ho1 cua ngudi
hoc dugc giai quyét kip thoi va rat thoa dang,
50% can b, giang vién cho rang phan hoi cia
ngudi hoe duoc giai quyét twong ddi kip thoi va
tuong d6i hop 1y. S6 liéu trén cho thiy, ngudi
hoc danh gia cao va dé& chdp nhan viéc giai
quyét cac y kién phan hoi hon so véi can bo,
glang vién. Bé cong tac cai tién chat luong co
chiéu sau va hiéu qua thiét thuc, Trung tam can
c¢6 giai phap xur 1y nhimg ton tai, han ché kip
thoi va hiéu qua hon nita dé dap mg ky vong
cua nguoi hoc, dic biét 1a can bd, giang vién
cua Trung tam.

Pé giup nguodi hoc co thém thong tin vé
khoa hoc ciing nhu ndi quy trude khi ¢én Trung
tam hoc tap, ngoai nhitng thong tin dugc dang
tai trén Website va tai liéu giri dén cac truong,
truée khi tiép nhan ngudi hoc, Trung tam cur
can bo dén cac truong lién két dé tiép xtic nguoi
hoc, cung cap thém thong tin va giai quyét
nhing thac mac, hudng dan, gitp d& ngudi hoc,
t6 chuc bién ché 16p hoc, phan cong giang vién
quan 1y timg dai d6i dé trién khai cong tac khoa
hoc, giup cho ngudi hoc lam t6t cong tac chuan
bi. Khi dugc hoi vé su so sanh giira trdi nghiém
ciia ngudi hoc tai Trung tim voi nhimng hiéu
biét trude d6, co 54,1% ngudi hoc cho rang
hoat dong thuc té ¢ Trung tdm nhu tim hiéu
trudc do; 43,3% cho rang tot hon nhiing gi
dugc biét trude do; 2,6% cho rang khong tot
bang nhitng gi ngudi hoc biét trude do. Pidu
nay cho théy, mét bo phan nho ngudi hoc chua
hai long vé chat luong mot sé hoat dong, Trung
tam can co giai phap cai tlen toan dién dé ngay
cang thoa man tot hon nhu cau ciia ngudi hoc.

Dé cai tién chit luong, hiu qua cong tac
lay y kién phan hoi cta ngudi hoc, 38,1% can
bd, giang vién cho rang can thay doi cach thuc,
phuong phap 1y y kién phan hdi cua nguoi
hoc, dam bao linh hoat, phu hop véi tirng dbi
tuong va tung khoa hoc; 57,1% can bg, giang
vién cho rang nén lay y kién phan hdi ctia nguoi
hoc vao giita khoa hoc; 38,1% cho rﬁng nén
thuc hién nhiéu lan trong khoa hoc; 4,8% cho
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rang nén thuc hién vao cubi khoa hoc. S6 licu
trén cho thay, viéc to chirc 1iy ¥ kién phan hoi
tong thé nén dugc thyc hién vao gitra khoa hoc
dé cac y kién d6 duoc tiép thu, cai tién va ngudi
hoc dugc thu huong nhiing thanh qua cai tién
trong thoi gian con lai ciia khoa hoc. Bén canh
do6, can b, giang vién can tiép thu y kién phan
hdi cia ngudi hoc hing ngay thong qua qua
trinh giang day, quan ly ngudi hoc, qua d6 kip
thoi giai quyét, d& xuat giai quyét kip thoi
nhitng klen nghi ciia nguoi hoc.

Céc van dé ton tai chua dugc giai quyét qua
nhiéu khoa hoc ma ngudi hoc phan anh, da s6
can bg, giang vién cho rang do 1a viéc xudng
cip clia co sO vat chat dac biét la phong & cta
ngudi hoc. Mot s6 van @& khac nhu cong cu gitp

cdng tac phan hdi ¥ kién nguoi hoc hiéu qua, da
s0 can bd, giang vién cho rang phai két hop nhiéu
hinh thirc nhu phan hdi truc tiép véi giang vién,
can by quan ly sinh vién, thong qua ddi thoai,
trong do tang cudng phat phiéu khao sat online.

Pé xuit ciia can bo, giang vién cho rang,
hoat dong vui choi giai tri can da dang hon, giai
quyet dé xuat can kip thoi hon, lay ¥ kién phén
hdi thuong xuyén va thuc chat hon; tao diéu
kién thuan lgi cho nguoi nha dén tham tai
Trung tdm; d6 an cai thién thudng xuyén hon;
co sO VAt chét phong & can cai thién tot hon;
nén trung cau y kién theo tudn dé xir 1y kip thoi
hon; hinh thirc trung cu ¥ kién cin da dang
hon; nhleu y kién cua can bo, giang vién cho
rang can duy tri thudng xuyén hoat dong ddi
thoai ctia lanh dao Trung tim; xdy dung phiéu
khao sat ngén gon, di vao tirng mat cong tac,
céc hoat dong cu thé, sat voi timg ddi tuong va
khoa hoc; van dung linh hoat cac hinh thure,
phuong phép dé danh gia khach quan va tong
thé hon; tiép nhan thong tin phai khac phuc
ngay; lay ¥ kién phan hdi vao gitra va cudi khod
hoc va tang cuong hinh thic khao sat online.
100% cén bo, giang vién cho rang y kién phan
hdi ctia nguoi hoc c6 tac dung tich cuc trong cai
tién chat lugng cac hoat dong ctia Trung tam.

5. Théo luin

Khac voi cac co so giao duc dai hoc, Trung
tam Giao duc Quoc phong va An ninh t6 chirc

quan ly, hoc tap, rén luyén va sinh hoat tap
trung tai Trung tdm theo nép song quan sy cho
nguoi hoc. Chuong trinh cia mdt mon hoc
dugc thyc hién trong thoi gian khoang 04 tuan.
Tu viéc quan ly, hoc tap, rén luyén va sinh hoat
tép trung tai Trung tdm, do v@y nguoi hoc quan
tam rat nhiéu van dé xung quanh nhiém vu hoc
tap, rén luyén, nhét 1a cac diéu kién dam bao
phuc vu cho hoat dong gido duc, &n ¢ va sinh
hoat. Viéc ldy ¥ kién phan hdi thong qua ddi
thoai dem lai hiéu qua thiét thuc, truc tiép, tuy
nhién con mot sd van dé ton tai ma ngudi hoc
ngai noi ra trude hoi nghi, nhat 13 nhimg van dé
nhay cam nén lanh dao Trung tdm c6 thé khong
nam bat dugce day du, kip thoi cac van dé da va
dang phat sinh trong don vi.

Viéc gidi trinh, lam r6 va két luan nhitng
phan hdi cua ngudi hoc ¢6 tac dong to 1on dén
tam tu, tinh cdm, thai do va dong luc cia nguoi
hoc trong qua trinh hoc tip. Néu cac ¥ kién
phan héi duoc tiép thu, diéu chinh nhanh chong
va thiét thuc sé tao ddng luc cho ngudi hoc hoc
tap, rén luyén va nguoc lai. Vi vy, can quyét
ligt, nghi€ém thc trong tiép thu, dic biét 1a khéc
phuc cac ton tai, han ché ma nguoi hoc da phan
anh, tranh 1am qua loa, chiéu 1.

Noi dung 13y y kién vé cac van dé chu yéu
nhu moi truong, co sé vit chét, diéu kién an o,
hoc tap, sinh hoat; d6i ngii giang vién va can bd
hd tro; chuong trinh hoat dong hoc tap va trai
nghiém; cam nhan chung cua sinh vién trong
khi tham gia khoa hoc va két thuc khoa hoc trd
vé. Cac van dé trong ndi dung phan hoi dang 1¢ té
theo trinh tu phat sinh, hodc c4 nhan co y kién;
chua duoc hé théng riéng theo timg linh vuc,
mang cong viéc, hodc dbi tuong phuc vu. Cac noi
dung ciing chua dugc cu thé hoa chi tiét bé“lng hé
thong cac cau hoi dén moi nguoi hoc.

Noi dung phan hdi con chung chung, chua
di sdu phan hoi cuia ngudi hoc dén timg giang
vién, qua dé giang vién chua thiy duoc nhiing
mit tich cuc va han ché cua ban than dé phat
huy va cai tién, dong thoi 1anh dao Trung tim
thiéu kénh nhan xét, danh gia tir ngudi hoc.

Noi dung danh gia méi tép trung vao nhiing
van dé truc dién, chua thyc sy co chiéu siu.
Viéc st dung dir liéu danh gia hau nhu méi
dirng lai & viéc giai quyét nhitng van d& birc xac



10 N. D. Dang et al. / VNU Journal of Science: Education Research, Vol. 39, No. 1S (2023) 1-12

trong sinh hoat, hoc tap, chu yéu thudc cac mat
dam bao nhu ché do, tiéu chuan, khau phan va
moén dn; co s vat chat noi hoc tp, nga nghi,
sinh hoat. Cac ndi dung luén dugc ngudi hoc
ghi nhan, danh gia cao, it c6 kién nghi dé xuat
d6 1a cac hoat dong lién quan dén giang vién,
can bd quan 1y, phuong phap giang day, kiém
tra danh gia.

Céc hinh thuc trung cau y kién da duoc
trién khai nhu phong van tryc tiép, bang hoi,
dbi thoai sinh vién (hinh thuc da dang). Tuy
nhién, thuc té cho thay, ngoai cac budi dbi thoai
sinh vién dugc ghi bién ban, cic ¥ kién phan
hoi qua hoi truc tiép chua dugc tip hop chinh
x4c va hé thong. Viéc dung bang hoi con chua
déu dn dinh ki.

Vé thoi gian ly y kién phan hdi: viéc khao
sat, 1y y kién phan hoi dau khoa hoc cé tac
dung tim hiéu tinh hinh, tim tu nguyén vong
ngudi hoc, c6 thé giup didu chinh ngay chuong
trinh hoat d()ng cho phu ho*p v6i d6i twong cu
thé. Viéc lay v kién phan héi gitra khoa hoc co
nghia d01 v6i viée khic phuc cai tién k1p thot
nhiing van dé ton tai dé diéu chinh, cai tién chét
lwong trong thoi gian con lai ciia khoa hoc. Liy
kién phan hdi cudi khod cé ¥ nghia ddi véi viéc
nang cao chét lugng cho khoa hoc tiép theo. Viéc
lay ¥ kién phan hdi nhiéu l4n c6 tac dung thu thap
duoc nhiéu thong tin tai cac thoi diém khac nhau
dé lién tuc cai tién chét luong khoa hoc.

V& cong cu thu thap ¥ kién, day 1a diém yéu
cua Trung tam, hau nhu chua cé cong cu tién
tién nao duoc ap dung, chua co phé‘ln mém hodc
cong cu phan tich két qua. Dbi v6i nhimg phat
sinh xay ra trong khoa hoc, viéc tiép nhan phan
hdi thuong kip thoi do can bd quan ly truc tiép,
két qua xtr ly duoc danh gia 1a thoa dang, hiéu
qua, 1am hai long ngudi hoc. Pi v6i nhiing
budi dbi thoai, y kién tryc tiép dbi dién nén
thuong chua du thiang thin, thoi gian c¢6 han
nén sb luong vy kién chua duoc ddy du. Cac y
kién hoi dap tuy tich cuc, nhung doi khi khong
kip thoi cho chinh dbi twong ¥ kién do da két
thiic khoa hoc. Pbi véi cic y kién ca nhan,
nhém nho thuong dugc tiép nhan boi can bo
quéan ly truc tiép, trong khi can bo hodc xir ly
xong nhung khong tap hop ¥ kién phan hdi 1én

lanh dao Trung tam, hodc nhiéu viéc kiém
nhiém da khong da chu trong téi cong tac nay.

Panh gia chung, nhiéu nam qua, Trung tam
déu t6 chuc ldy y kién phan hdi ngudi hoc,
trong d6 chi trong thuc hién ddi thoai truc tiép
gitta lanh dao Trung tam voi dai dién tap thé
ngudi hoc, qua dé kip thoi diéu chinh, rat kinh
nghiém, dam bdo va nang cao chét luong, hiéu
qua cong tac dao tao va phuc vu. Cac van dé
phat sinh dbi v6i nguoi hoc co ban duoc tiép
nhan va giai quyét kip thoi, thoa dang. Sau mdi
khoa hoc, Trung tim déu t6 chuc rat kinh
nghiém chung, qua d6 c6 nhiing chi dao cu thé,
thiét thuc trong khic phuc, cai tién cht luong.
D01 ngi can by, giang vién co y thuec, trach
nhiém cao trong tiép nhén phan hodi cua nguol
hoc, kip thoi giai quyét, khic phuc cac van dé
phat sinh, cha dong trong cai tién chat lugng
giang day, quan ly va rén luyén ngudi hoc. Tuy
nhién, viéc sir dung két qua phan hoi dé cai tién
chat lwong khoa sau c¢6 1am nhung chua duoc
thong ké do luong. Viéc danh gia cai tién chat
lwong qua sir dung két qua phan hoi chua duoc
chu trong thyc hién; viéc ap dung cong nghé, st
dung cong cu ciing nhu co ché quan li phan
cong can b chuyén trach can dugc cai tién va
nang cao hon nita.

6. Két luan

Trong bdi canh dam bao chit luong va kiém
dinh gido duc dai hoc duogc tru trong thuc hién,
cOng tac lay ¥ kién phan hdi cua ngudi hoc
ngay cang thé hién 13 vai tro trong cai tién chat
luong gido duc. Nghién clru y kién phan hoi cia
ngudi hoc trong cai tién chit luong tai Trung
tam Gido duc Quéc phong va An ninh, Pai hoc
Qudc gia Ha Noi di danh gia thuc trang cong
tac trung cau y kién phan hoi ctua ngudi hoc va
sit dung v kién phan hoi trong cai tién chat
lugng cac mat hoat dong cua Trung tam. Viéc
hoan thién co ché, noi dung, hinh thirc, phuong
phéap, cong cu lay ¥ kién phan hdi; quan ly, sir
dung, luu trit két qua phan hoi; danh gia hiéu
qua cua cong tac su dung y kién phan hoi trong
cai tién chat luong duge xem la nhiém vu cap
thiét ma Trung tam can tlep tuc quan tam
nghién ctru va hoan thién. Bén canh do, Trung
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tam ldy v kién phan hdi cta ngudi hoc can da
dang, khach quan hon, két hop véi liy y kién
giang vién, can b phuc vu dao tao va dich vy,
cac truong c6 nguoi hoc. Pay la cach thirc phan
hdi dam bao tinh dan chii trong phan hoi chat
luong, gilp cong tac cai tién chat lugng cac
hoat dong tai Trung tdm dugc toan dién va thyc
chét hon, dam bao cho Trung tdm phat trién 6n
dinh va bén ving.
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