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Tom tit: Trong boi canh tuyén sinh dai hoc ngay cang da dang héa phwong thire danh gid, cac ky thi danh gid nang
liee giik vai tro quan trong trong viéc cung cdp thém can cit khach quan, tin cdy va kha ndang phdn logi thi sinh. Nghién ciru
nay nham xdy dung khung Iy lugn dinh hwéng phat trién thang do su hai long cua thz sinh doi véi ky thi Panh gid ning
lwee hoc sinh trung hoc pho thong (HSA) cua Bai hoc Quéc gia Ha Ngi. Trén co so tong quan cac ly thuyet va cong trinh
nghién cuu lién quan, bai viét tich hap nam nén tang Iy lugn gom: Thuyét cong bang té chire; M6 hinh chat leong dich vu
SERVQUAL; Thuyét ky vong — choi bo; M6 hinh phan héi hoc tdp va Khung tiéu chudn do lwong chat lwong ky thi dién
réng trén may tinh. Két qua nghién ciru dé xudt khung 1y luén véi nam nhém thanh phan cot 16i: (I) Cdam nhdn céng bang
trong ky thi; (2) Chat lmfng dich vy va hé tro thi; (3) Suphu hap gitta ky vong va trai nghiém thuec té; (4) Chat hrong thong
tin két qud va phan hoz sau thi; (5) Chat lwong ha tang va nén tang thi trén may tinh. Khung Iy ludn nay xem s hai long
ciia thi sinh la mét cdu triic da chiéu, chiu tic dong dong thoi ciia céng bang khdo thi, chat heong dich vu, trdi nghiém
cong nghé, chat lwong phan hoi va gid tri sir dung ciia két qua thi. Nghién ciru gép phdn bé sung co so Iy ludn cho viéc xdy
dung, kiém dinh va chudn héa thang do sw hai long cia thi sinh doi véi ky thi HSA, dong thoi tao tién dé cho cdc nghién
cteu thue nghiém trong twong lai.

Tir khéa: s hai long ciia thi sinh; khung Iy ludn; phat trién thang do, ky thi danh gid nang hee; Pai hoc Quéc gia Ha Noi.

THEORETICAL FRAMEWORK FOR DEVELOPING A CANDIDATE
SATISFACTION SCALE FOR THE HIGH SCHOOL STUDENT ASSESSMENT
OF VIETNAM NATIONAL UNIVERSITY, HANOI

Abstract: In the context of increasingly diversified university admission pathways, competency assessment tests play
an important role in providing additional objective and reliable evidence for evaluating and differentiating candidates.
This study aims to develop a theoretical framework to guide the construction of a scale measuring candidates’ satisfaction
with the High School Student Assessment (HSA) administered by Vietnam National University, Hanoi. Based on a review
of relevant theories and prior studies, the paper integrates five theoretical foundations: Organizational justice theory; The
SERVQUAL service quality model; Expectation—disconfirmation theory, Learning feedback models, and Quality standards for
large-scale computer-based assessment. The proposed theoretical framework consists of five core dimensions: (1) Perceived
fairness in the examination, (2) Service quality and examination support; (3) Alignment between expectations and actual
experience; (4) Quality of score reporting and post-examination feedback; and (5) Quality of technological infrastructure and
the computer-based testing platform. Within this framework, candidates’satisfaction is conceptualized as a multidimensional
construct influenced simultaneously by assessment fairness, service quality, technological experience, feedback quality,
and the perceived utility of test results. The study contributes to the theoretical foundation for developing, validating, and
standardizing a satisfaction scale for HSA candidates, while also providing a basis for future empirical research.

Keywords: candidate satisfaction; theoretical framework; scale development, competency-based assessment; Vietnam
National University, Hanoi.

Nhan bai: 22/04/2026 Phan bién: 23/05/2026 Duyét dang: 27/05/2026

I. DAT VAN PE

Trong nhitng nam gan déy, tuyén sinh dai hoc
& Viét Nam co su chuyén dich manh mé véi viée
nhiéu co s& gido duc s dung thém cac ky thi
danh gia nang luc, danh gia tu duy va hinh thic
xét tuyén két hop bén canh két qua thi tét nghiép
trung hoc phd thong. Trong bdi canh do, ky thi
Panh gia nang luc hoc sinh trung hoc phd thong
cua Pai hoc Quoc gia Ha Noi (HSA) tr¢ thanh
mot ky thi chuan héa quan trong, hudng téi danh
gi4 ning lyc tong hop cua thi sinh nhu tu duy dinh
lugng, tu duy dinh tinh, kha nang van dung kién

thirc va giai quyét van dé. Theo quan diém do
ludng gido duc hién dai, chét lugng ky thi khong
chi thé hién & d6 kho, do tin cay hay do gia tri
ctia dé thi, ma con & trai nghiém cua nguoi du
thi trong toan bd qua trinh khao thi. Dac biét, véi
ky thi HSA dugc t6 chirc trén may tinh, sy hai
long cua thi sinh 1a chi bdo quan trong phan anh
muc do tin cdy, cong béng, minh bach va gié tri su
dung cua két qua thi. Do d6, nghién ctru tap trung
xay dung khung 1y luan nham phat trién thang do
mirc d6 hai long cua thi sinh d6i véi ky thi HSA.
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II. NOI DUNG NGHIEN CUU

2.1. Su hai 1ong ciia thi sinh trong bdi canh
khao thi

Su hai long 1a trang thai danh giéd cua ca nhan
sau khi so sanh giita ky vong ban dau va trai
nghiém thuc té (Oliver, 1980, 1997). Trong gi4o
duc, Elliott va Shin (2002) cho rang sy hai long
ctia nguoi hoc phan anh nhén thirc tong thé vé gia
tri cua trdi nghiém gido duc ma ho nhan dugc. Tuy
nhién, sy hai long cua thi sinh dbi voi mot ky thi
chuin hoa c6 dic thu riéng so v6i sy hai 1ong cua
sinh vién dbi véi qua trinh dao tao.

Thi sinh tham gia ky thi HSA khong chi mong
mudn duoc phuc vu tdt nhu mot nguoi st dung
dich vy, ma con ky vong ky thi bao dam tinh
cong béng, minh bach, bao mat, 6n dinh va co
gia tri str dung trong tuyén sinh. Sy hai long cua
thi sinh vi vay can dugc hiéu 1a danh gia tong
hop cua thi sinh vé muc do ky thi dap ung ky
vong va nhu cau cua ho trong toan by qué trinh
du thi, bao gém trude thi, trong khi thi va sau thi.
Danh gia nay chiu anh huong boi ca yéu t6 ky
thuat khao thi, yéu td dich vu, yéu to cong nghé
va yéu t6 tam 1.

Tir goc d6 1y thuyét, su hai 10ng cua thi sinh
d6i v6i ky thi HSA c6 thé dugc dinh nghia 1a mtrc
d6 thi sinh cam nhan rang ky thi dugc to chirc
cong bang, minh bach, chuyén nghiép; diéu kién
va cong nghé thi dap timg yéu ciu; thong tin va hd
trg dwoc cung cap kip thoi; két qua thi phan anh
dung nang luc va co gia tri sir dung trong tuyén
sinh dai hoc.

2.2. Céc Iy thuyét nén tang dinh hwéng phat
trién thang do

a) Thuyét cong bang t6 chirc

Thuyét Cong bing t6 chirc (Justice theory)
dugc phat trién boi Leventhal (1980), Greenberg
(1987, 1990) va Colquitt (2001) nhiam phén tich
cam nhan ctia c4 nhan vé ba chiéu cong bang trong
bbi canh ¢ danh gia va ra quyét dinh bao gdm:

(1) Cong bang phan phdi (Distributive justice)
phan anh cam nhan cua thi sinh vé két qua nhan
duoc (diém thi, nhan xét vé ban than) va muc do
trong ximg giita nd luc bo ra voi két qua nhan
dugc. Colquitt xdc nhan rang bién nay c6 anh
huéng truc tiép dén mure d6 hai long va chip nhan
két qua trong cac bdi canh c6 thi cur.

(2) Cong bang thu tuc (Procedural justice) tap
trung vao tinh hop ly, minh bach va chinh dang
clia cac quy trinh ra quyét dinh. Theo Leventhal,
mot thu tuc dugce coi 1a cong béng khi dam bao
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06 nguyén tic cot 161 gom: tinh nhat quan, khong
thién vi, thong tin chinh xac, kha nang khiéu nai,
tinh dai dién, tuan thu chuan muc dao dc.

(3) Cong bang tuong tac (Interactional justice)
phan anh cam nhén cua thi sinh vé chat lugng dbi
XU va sy truyén dat thong tin tir ngudi t chirc thi
bao gém: su ton trong, tinh minh bach va sy ho tro
kip thoi trong qua trinh thi.

D6i v6i hoat dong kiém tra danh gia va thi cu,
Thuyét Cong bang cua Gilliland (1993) va Thuyét
Tinh hop 1¢ x4 hoi cta Schuler (1993) chi ra rang
khi thi sinh cam nhan thiéu cong bang, hiu qua
tidu cuc c6 thé xay ra gdm: giam dong lyc/nhu cau
tham gia ky thi, lan truyén cac thong tin tiéu cuc,
cac khiéu nai vé phap 1y va t chuc to chirc thi b
anh huong dén uy tin trong xa hoi lau dai (Society
for Industrial and Organizational Psychology
[SIOP], 2026).

b) M6 hinh chit lrgng dich vu SERVQUAL

M6 hinh SERVQUAL gdém 05 nhém thanh
phan: (1) Co s vat chat; (2) Do tin cdy; (3) Kha
nang dap ung; (4) Sy dam bao; (5) Sy dong cam
(Parasuraman et al., 1988). M6 hinh SERVQUAL
dugc coi 1 nén tang 1y thuyét quan trong trong
nghién clru chét lugong dich vu gido duc, bao gém
ca bdi canh to chirc thi (Sultan & Wong, 2012).
Ap dung vao ky thi to chirc thi trén may tinh, nim
thanh phan nay c6 thé dién giai nhu sau:

(1) Co o vét chat: phong thi, may tinh lam bai, chat
lugng man hinh hién thi, hé théng mang, diéu kién anh
sang va nhiét do, cac phong chiic ning hd tro.

(2) D6 tin cdy: sy nhat quan trong thong tin vé
thoi gian, dia diém, dinh dang bai thi; tinh dong
nhét trong chim diém; uy tin ctia ky thi véi cac
don vi sir dung két qua.

(3) Kha ning dap ung: sy san sang va toc do
phan hoi ciia nhan sy to chuc thi khi thi sinh gap
van dé trong qua trinh dang ky, 1am bai va nhan
két qua.

(4) Sy dam bao: nang luc, dao duc nghé nghiép
va thai d chuyén nghiép cua nhan sy t6 chirc thi;
kha ning tao dyng niém tin cho thi sinh.

(5) Su dong cam: sy quan tam, hd tro dic biét
d6i v6i cac nhom thi sinh yéu thé (thi sinh khuyét
tat, hoan canh khoé khan).

Mb hinh SERVQUAL dugc xay dung xuat phat
tir hoat dong dich vu, trong khi ky thi HSA dbi voi
thi sinh khong chi 1a dich vu dugc cung cap ma
con 1a hoat dong khao thi nén can két hop M6 hinh
SERVQUAL véi thuyét cong bang khao thi, chuan
do luong va Iy thuyét Ky vong — Chdi bo.



¢) Thuyét ky vong — chdi bd

Thuyét Ky vong — Chdi bo (Expectation —
Disconfirmation Theory) (EDT) cua Oliver la
khung 1y thuyét nén tang giai thich co ché hinh
thanh sy hai 1ong thong qua 04 bién sb co tinh du
bao (Oliver, 1980, 1997) gom:

(1) Ky vong: niém tin chii quan cia thi sinh
trudc khi thi, dugc hinh thanh tr kinh nghiém
trude d6, thong tin tiép nhan va danh gia cua
nhiing nguoi xung quanh (Yi, 1991).

(2) Cam nhan thuc té: danh gia chu quan vé trai
nghiém thuc té trong ky thi — bao gdm cong bang,
tin cdy, hd tro va két qua thi (Spreng et al., 1996).

(3) So sanh két qua: muc do chénh léch giira ky
vong va cam nhan. Chénh léch duong (cdm nhan
t6t hon ky vong) dan dén hai 1ong va nguoc lai,
chénh 1éch 4m (cam nhan kém hon ky vong) dan
dén su bit man.

(4) Sy hai long: trang thai tam 1y tong hop phat
sinh tir so sanh ky vong v&i cam nhan, tr 4o du
bao dwoc hanh vi tiép theo cua thi sinh (tiép tuc
tham gia dy thi, d4nh gia truyén miéng, niém thi
vao to chtc thi).

EDT duoc mé rong trong cac nghién ciru vé
gi4o duc nham bd sung 02 bién trung gian 1a: (1)
lo &u thi cur (test anxiety) — cac cam xuc ti€u cuc
nhu cing thang, lo ling trong qua trinh chuan bi
va thuc hién bai thi (Zeidner, 1998); va (2) chét
lwong phan hoi (feedback quality) — thong tin ma
thi sinh nhan duoc vé khoang cach gitra nang luc
hién tai véi chudn ning luc, ddng thoi gitp ho biét
cach thu hep khoang cach d6 (Sadler, 1989). Nhiéu
nghién ctru két hop giita EDT v6i SERVQUAL
xac nhéan sy hai long duoc quyét dinh khong chi
boi chét luong dich vu khach quan ma con boi
muc do chénh I¢ch gitra ky vong va trai nghiém
thuc té (Tan & Kek, 2004). EDT ¢6 mat han ché
vi ky vong 12 mot bién cha quan, kho dé do ludong
chinh xac. Pé khic phuc, nghién ciru két hop giira
EDT, SERVQUAL va Thuyét Cong bang nhim
tao khung do luong da chiéu va day du hon.

d) Cac mé hinh phan hoi hoc tap

Khai ni¢m phan hoi trong hoc tap duogc dinh
hinh qua 03 nén tang 1y thuyét co tinh ké thira,
bao gom:

(1) Ly thuyét hanh vi: phan hoi 1a su cing ¢b
nham diéu chinh hanh vi hoc tap. Tinh kip thoi va
tinh cu thé c6 vai tro quan trong dbi voi hiéu qua
ctia phan hoi (Skinner, 1965).

(2) Ly thuyét nhan thirc: phan hoi 1a thong tin
gitp nguoi hoc hinh thanh va hiéu chinh m6 hinh
tri thirc (Butler & Winne, 1995). Theo Sadler,
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phan hoi hidu qua gitip ngudi hoc: (i) nhéan thirc
rd rang chuan myc can dat; (ii) tu so sanh ning
luc hién tai voi chuan do; va (i11) ¢6 hanh dong thu
hep khoang cach nang lyc (Sadler, 1989).

(3) Ly thuyet kién tao: phan hoi 1a qua trinh d6i
thoai hai chiéu, khong phai thong tin mot chiéu
(Nicol & Macfarlane-Dick, 2006). Phan hdi chi
c6 gia tri khi dan dén hanh dong cai thién cua
nguoi hoc (Carless & Boud, 2018).

Trong bdi canh khao thi, phan hoi ctia thi sinh
la ngudn dit liéu phan anh trai nghiém thuc té,
gitip co quan, t6 chirc khao thi phat hién bat cap
trong quy trinh, tdng cuong tinh minh bach va
niém tin xa hoi.

) Khung tiéu chuin do lwong chit lwong ky
thi dién rong trén may tinh

Theo tiéu chuan vé Kiém tra Gido duc va TAm
ly, chit luong cua hé théng danh gia can duoc
xem xét thong qua ba tiéu chuan cdt 16 1a do gia
tri (validity), d6 tin cay (reliability) va tinh cong
bang (fairness) (American Educational Research
Association et al., 2014). Ddi vé6i ky thi danh
gia dién rong trén may tinh (Computer-Based
Assessment — CBA), khung nay dugc mo rong
thém 02 thanh phan gém: (1) tinh kha thi, hé qua
thuc hién; va (2) chat luong van hanh va cong
nghé (Leighton, 2020; OECD, 2019).

Tur trdi nghiém thuc té cua thi sinh, 05 yéu tb
nay dugc cam nhéan nhu sau:

(1) Bo gia tri: niém tin rang nodi dung bai thi
phan anh ding nang luc cia minh.

(2) B9 tin cay: cam giac 6n dinh va nhét quan
ctia két qua thi.

(3) Cong bang: diéu kién thi binh dang, minh
bach quy trinh, khong thién vi.

(4) Tinh kha thi va hé qua: mtrc hop 1y ctua thoi
gian 1am bai, tai nhan thirc va ¥ nghia cta két qua
dbi voi dinh huéng hoc tap.

(5) Chét luong cong nghé: sy 6n dinh ha tang,
giao di¢n, toc do xir Iy va kha ning hd tro k§ thuat
khi c6 su cb.

Tir goc nhin cua thi sinh vé ky thi, cac chuan
k¥ thuat cia mot ky thi duoc chuyén thanh cam
nhan vé sy cong bang, tin cdy, minh bach, thuan
tién va gia tri st dung. Py 1a co so tich hop chuan
do luong gido duc vao khung danh gié su hai long.

2.3. Khung ly luan tich hgp dinh huéng phat
trién thang do

Tt cac co s6 Iy thuyét da phan tich, nghién ctru
dé xuét khung 1y luan tich hop gébm nim nhém
thanh phan cét 16i dé do ludng muc do hai 1ong
ctia thi sinh dbi véi ky thi HSA.
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Bing 1. Khung Iy ludn dinh hwéng phdt trién thang do mirc dp hai long ciia thi sinh déi véi ky thi HSA

Nhém thanh phin

Noi dung do lwong

Co s6 1y thuyét

Cam nhan cong bang
trong ky thi

Tinh nhét quan cta quy trinh, minh bach
thong tin, khong thién vi, ton trong thi
sinh, co ché giai dap va khi€u nai

Thuyét cong bang to chirc

Chét luong dich vu va hd

trg thi \ A \
) bdo, su dong cam

Co s& vat chat, do tin cdy cua thong tin,
kha nang ddp Umng cua nhan su, sy dam

M6 hinh SERVQUAL

Su phu hop gitra ky vong

a trai nghiém thuc té v
v ghiem tht ky thi

Ky vong trudce thi, cdm nhan sau thi, mirc
do déap tng ky vong, gia tri cdm nhan cua

Thuyét ky vong — chéi bo

Chat luong thong tin két
qua va phan hoi sau thi

Thot gian tra két qua, marc do rd rang cua
phiéu di€ém, kha nang tra ctru, hudéng dan
su dung ket qua, giai dap thac mac

Mo hinh phan héi hoc tap

Chét luong ha tang va
nén tang thi trén may tinh

On dinh hé thong, giao dién lam bai, tc
d6 xir Iy, bao mat dir lidu, hd trg k¥ thuat

Khung tiéu chuan do luong
chat lugng ky thi dién rong
trén may tinh

Nam nhom thanh phan nay khong ton tai doc
1ap ma c6 quan hé tuong tac: Chat luong ha tﬁng
cong nghé tao nén tang cho trai nghiém thi trén
may tinh; Chat luong dich vu va cam nhén cong
bang tac dong truc tiép dén danh gia cua thi sinh
vé qué trinh dy thi; Su phu hop gitra ky vong va
trai nghiém thuc té dong vai tro nhu co ché tam
ly hinh thanh sy hai long; Chéat lugng phan hoi
két qua anh hudng dén cam nhéan cua thi sinh vé
gi4 tri str dung va tinh minh bach cta ky thi. Tat
ca cac thanh phan nay cing tac dong dén muc do
hai long tong thé cua thi sinh ddi voi ky thi HSA.

C6 thé khai quat md hinh 1y luan nhu sau: Chat
lugng ha téng cong ngh¢ va chét lugng dich vu
thi tao diéu kién cho trai nghiém du thi; cam nhan
cong bang giup hinh thanh niém tin vao quy trinh;
su phu hop giita ky vong va trai nghiém quyét
dinh hudng danh gié tich cuc hodc ti€u cuc; chét
luong thong tin két qua cing ¢d niém tin vao gia
tri cta ky thi. Két qua cudi cung 1a muc do hai
long chung cua thi sinh, c6 thé biéu hién qua su
chép nhén két qua, niém tin vao ky thi, y dinh tiép
tuc str dung két qua va danh gia tich cuc vé don
vi to chic thi.

2.4. Pinh hwéng phat trién thang do tir
khung ly luin

Tir khung 1y luan trén, viéc phat trién thang do
mirc d6 hai long cua thi sinh ddi véi ky thi HSA
can duoc thyc hién theo mot quy trinh chit ché.
Trude hét, cin xac dinh 1o tung cAu trac thanh
phan va phat trién hé thong bién quan sat tuong
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rmg. M&i nhém tiéu chi can c6 cac chi bao cu thé,
dé hiéu, phu hop véi trai nghiém thyc té cua thi
sinh va c6 kha ning do ludng bang thang Likert.

Pbi voi nhoém “cam nhan cong bang trong
ky thi”, cic bién quan sat co thé tip trung vao
tinh minh bach cua quy ché, su nhat quén trong
t6 chirc, co hoi binh dang cta thi sinh, thai do
t6n trong ctia can bo coi thi va co ché giai dap
thic mac. Poi v6i nhém “chat luong dich vu va
hd tro thi”, cic bién quan sat can phan anh thong
tin dang ky, hd trg trudc thi, dicu kién co sé vat
chét, su hudng dan cta can bo va kha nang xu
ly tinh hudng. D6i véi nhom “ky vong va trai
nghiém thuc &7, thang do can xem xét mirc do
ky thi dap ing ky vong ban dau cua thi sinh vé dé
thi, quy trinh, két qua va gia tri st dung. DPéi vai
nhom “phan hoi két qua”, cac bién quan sat can
do luong muc do rd rang, kip thoi, hitu ich va dé
tiép can cua thong tin két qua. P6i v6i nhom “ha
tang cong nghé”, cic bién quan sat can phan anh
giao dién 1am bai, d6 6n dinh cua hé thng, toc do
xur 1y, bao mat va ho tro ky thuat.

III. KET LUAN

Nghién ctru da xay dung khung ly luan dinh
hudng phat trién thang do mirc d6 hai l1ong ctia thi
sinh d6i véi ky thi HSA trén co sé tich hop cac 1y
thuyét va chuan muc c6 lién quan trong linh vuc
do ludng, dénh gia gido duc va chat luong dich
vu. Két qua tong quan cho thay su hai long cua
thi sinh khong nén dugc tiép can nhu mot phan
g don 1¢, ma can duoc xem 1a mot ciu trac da
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chiéu, hinh thanh tir sy tuong tac giira cam nhan
cong béng, chét lugng dich vu thi, ky vong va trai
nghiém thyc té, chat lugng phan hoi két qua va
chét lugng ha tang cong nghé. Pong gop chinh
ctia nghién ctru 1a dé xuat mot khung 1y luan tich
hop gdm nam nhoém thanh phan: cam nhan cong
bang trong ky thi; chit lugng dich vu va hd tro

thi; su phu hop gitra ky vong va trai nghiém thyc
té; chat lugng thong tin két qua va phan hoi sau
thi; chit lugng ha ting va nén tang thi trén may
tinh. Khung nay phan anh dac thu cua ky thi HSA
v6i tu cach 1a mot ky thi chuan hoa, t6 chuc trén
may tinh, c6 két qua dugc st dung trong tuyén
sinh dai hoc.
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