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Abstract  This study was conducted to test the mediating role of perceived training quality in the relationship 
between the factors of Supportive service, Organizing and managing, Teacher, Infrastructure, Image, Tuition fee, 
Offical Staff, Training program, and Satisfaction of car driving learners at driving training schools in Vietnam based 
on learners' perceptions and expectations about the quality of service they receive. This study helps managers at car 
driving training schools better understand the impact of service quality on learner satisfaction, thereby taking 
measures to improve the quality of car driving training for society. Through a survey of 821 students studying at car 
driving training schools in Vietnam, the author collected and analyzed data using SmartPLS 4.0 software. Research 
results show that Supportive service, Organizing and managing, Teachers, Infrastructure, Image, Tuition fees, 
Training programs, and official staff directly affect perceived training quality and indirectly affect learner 
satisfaction through perceived training quality 

Keywords: driving training schools, training quality, learner satisfaction 

Cite This Article: Nguyen Van Thang, “Factors Affecting the Perceived Quality of Training at Vocational 
Schools: Case Study of Driving Training Schools in Vietnam.” Journal of Business and Management Sciencese, 
vol. 11, no. 6 (2023): 309-316. doi: 10.12691/jbms-11-6-2. 

1. Introduction 

During the international economic integration 
associated with the 4.0 industrial revolution, training 
quality (skill quality) has been given top priority. Many 
driving training establishments have recently established 
and implemented advanced, diverse, and large-scale 
vocational training programs. To improve competitiveness, 
affirm its position, and survive and develop both in 
breadth and depth, car driving training schools constantly 
innovate to enhance training quality and meet learners' 
increasing needs. However, with the current situation and 
trend of chasing quantity and profit, forgetting quality is 
one of the alarming risks to traffic order and safety and 
traffic accidents, causing significant losses to the lives and 
property of people and society. There are many causes of 
traffic accidents, such as infrastructure not keeping up 
with social development, technical characteristics of 
vehicles are not synchronized, the management of training 
and driving tests is poor, the quality of training is not 
guaranteed, the level of skills is not high, especially the 
moral awareness of drivers is still limited. Therefore, to 
survive and develop, driving training schools are required 
to constantly improve the quality of training, ensuring that 
learners have good skills with high quality after 
graduation, which is the basis for developing their careers. 

Although the Vietnamese government has conducted 
many studies and proposed many solutions to improve the 
training quality of driver training schools, the quality of 
training still has many limitations. Therefore, researching 
factors that affect training quality and providing solutions 
to improve the training quality of driving training schools 
is extremely meaningful. 

2. Theoretical Basis and Research Model 

2.1. Theoretical Basis 
According to the Vocational Education Law (2014) [1], 

vocational training is the teaching of practical skills, 
occupations, or knowledge related to a specific field so 
that learners can acquire and master knowledge, skills, and 
occupations systematically to prepare the person to adapt 
to life and be able to undertake a specific job. According 
to ISO 9000: 2005 (2005) [2], quality is defined as the 
degree to which a set of inherent characteristics meets 
requirements. According to Nguyen Tien Hung (2014) [3], 
training quality is the comparison between input and 
output of the training process. Nguyen Ngoc Quan and 
Nguyen Tan Thinh (2009) [4] believe that the quality of 
training is reflected in the quality, personality value, and 
labor value or practice capacity of the respective graduates 
corresponding to goals and training programs for specific 
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occupations. From there, it can be seen that the quality of 
driving training includes two aspects: 1) Achieving goals 
(by standards) set by the school; in this aspect, quality is 
considered " internal quality"; 2) The quality of driver 
training is considered the best satisfaction of the driver's 
requirements. In this aspect, quality is considered 
"external quality." Therefore, if driver training activities 
want to achieve high quality, they must first achieve 
internal quality, which will be the foundation for 
achieving external quality. Thus, the quality of driving 
training is understood as the training process for driving 
learners who have learning needs so that after being 
trained, individuals will have enough capabilities 
(knowledge, skills, attitude, and problem-solving ability) 
with content and training organization methods designed 

according to requirements to meet output standards 
corresponding to each level of driver training level. 

2.2. Research Models 
In the context of the car driving training environment in 

Vietnam, along with an overview of models measuring 
training service quality and learner satisfaction, in this 
study, the author uses standard variables to measure the 
quality of training services that affect the satisfaction of 
car driving learners: Teacher quality, training program 
quality,  Facilities, quality of administrative staff, support 
services, training organization and management, facilities, 
reputation of the training unit and training costs [5-7]. 

Below is the author's proposed model: 
 

 
Figure 1. Conceptual framework 

Table 1. Definition of observed variables 

Variables Definition Sources 

Teacher quality He demonstrated this through knowledge, qualifications, skills, methods, and 
interactions between lecturers and students. Firdaus (2005) [8] 

Education program Includes the suitability of the content and practicality of the learner's training 
program for society. Gamage et al. (2008) [6] 

Quality of administrative staff Service attitude and working skills of administrative staff towards learners. Firdaus (2005) [8] 
Support services Includes services related to learning and guidance for learners. Gamage et al. (2008) [6] 

Organize and manage training Organizing classes and ensuring compliance with content requirements, progress, 
and training plans. Jain et al. (2013) [7] 

Infrastructure It is shown through the classroom equipment and equipment for practice and 
internship. Jain et al. (2013) [7] 

Appropriateness of training costs The compatibility and correlation of tuition fees with the provider's service 
quality. 

LeBlanc & 
Nguyen (1999) [5] 

Quality of training services Reflects the quality learners receive from the training unit. Jain et al. (2013) [7] 

Learner’s satisfaction Satisfaction with the choice of training unit and the experiences of learners there, 
feeling satisfied with the requirements set forth. Ali et al. (2016) [9] 

Source: Author's compilation from other studies 
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2.3. Research Hypotheses 
Teachers 

In the study of Firdaus (2005) [8], the responsibility of 
teaching staff is demonstrated with characteristics such 
as having a positive attitude, good communication skills, 
allowing full consultation, and providing regular 
feedback to learners. According to Silva et al. (2017) 
[10], the quality of training services is greatly influenced 
by the team of teachers responsible for teaching. 
Teachers are the ones who directly provide training 
services to learners, so the teacher's capacity and 
qualifications are among the factors that determine the 
quality of services that the teacher provides. Ha (2021) 
[11] believes that competent and qualified teachers will 
create an effective learning environment, helping 
learners learn and exploit the teacher's knowledge. 
Through modern teaching methods, teachers will provide 
learners with opportunities and experiences and create 
interactive classroom activities, allowing learners to 
explore and test their learning abilities. Navarro et al. 
(2005) [12] demonstrated that teachers' teaching methods 
are often considered indicators of training quality and are 
one of the prerequisites for creating learner satisfaction. 
Teachers with suitable expertise and effective 
communication methods will help learners gain full 
knowledge. In addition, teachers often regularly and 
directly interact with learners, share, understand, and 
encourage learners. Hence, learners often think that the 
image of teachers is one of service quality that the school 
offers. Learners who appreciate the quality of teachers 
will be satisfied with the assessment of learning 
outcomes, which leads to overall satisfaction. The 
qualitative research process also shows the critical role 
of teachers in evaluating the quality of training services. 
Therefore, the research hypothesis is proposed as follows: 

H1: Teacher quality has a positive impact on perceived 
training quality. 
Training program 

Silva et al. (2017) [10] argue that curriculum quality 
emphasizes the importance of offering a range of 
reputable programs with flexible learning plans and 
structures. Gamage et al. (2008) [6] believe that learners' 
awareness of the training program is reflected in the 
subject content of the curriculum and the ability to apply 
knowledge. Training program quality has been considered 
in many studies on training service quality and is an 
essential factor in evaluating training service quality [13]. 
The learning program includes the content structure of 
subjects, training time, time allocation ratio between 
subjects, between theory and practice, and internships to 
help learners master educational knowledge. A good 
quality training program will meet the training program's 
general goals, specific goals, and output standards, 
assisting learners in acquiring the necessary knowledge 
and skills for particular jobs in the future. Research results 
by Ling et al. (2010) [14] show that the "training 
program" is the most critical antecedent that affects 
learners' perception of training quality. Therefore, the 
author proposes the hypothesis: 

H2: Training program has a positive impact on 
perceived training quality. 

Administrative Staff  
According to the definition by Firdaus (2006) [15], 

administrative staff in training units often include staff 
from departments such as the executive department, 
training department, learner management department, 
finance department... This employee does not directly 
participate in teaching but is responsible for administrative 
procedures, records, and paperwork tasks. According to 
Nasser et al. (2008) [16], the support of the school’s 
administrative staff is one of the important factors for 
students to evaluate the quality of training because this 
support creates favorable conditions for students to be 
convenient in the learning process. The enthusiasm and 
support of the administrative staff build confidence in 
learning and trust in the training program, encouraging 
and motivating students to study when necessary. 
Qualitative research also shows the importance of non-
academic staff in departments, faculty assistants, and 
clerical teams in supporting students' learning process. 
When students are satisfied with the quality of 
administrative staff, it will lead to overall satisfaction. 
Therefore, the hypothesis is: 

H3: The quality of administrative staff positively 
impacts the perceived quality of training. 
Supportive services 

Gamage et al.'s (2008) [6] support services are essential 
to learners' overall satisfaction in the training environment. 
Learners come to training school not simply to enjoy 
services provided directly by teachers, but they also need 
to complete many different procedures and documents. In 
addition, for learning with teachers to be effective, there 
are many support activities. All of these support activities 
are provided by other training facility staff. Gamage et 
al.'s (2008) [6] study presents aspects of training activities 
related to consulting and support services and complaint 
procedures, answering learners' questions about the school. 
Therefore, the better the support services, the more the 
quality of training will increase, and the satisfaction of 
learners will also increase. From such facts, the study 
proposes the following hypothesis: 

H4: Supportive services have a positive impact on 
perceived training quality. 
Organization and management 

Classroom organization, according to Gamage et al. 
(2008) [6], is the implementation of diversifying training 
organization methods to meet the learning needs of 
learners and employers. Have a training plan, closely 
monitor, and ensure the implementation of the training 
plan on schedule. Implement teaching methods in the 
direction of active learners; Critically evaluate learning 
outcomes to ensure appropriate objective fairness [7]. 
Therefore, the research hypothesis is set: 

H5: Training organization and management positively 
impact perceived training quality. 
Infrastructure 

Facilities and equipment are all physical means 
mobilized for teaching, learning, and training activities. 
Jain et al. (2013) [7] summarized previous studies and 
proposed that facility variables include the adequacy of 
classrooms and equipment for practice and internships. 
According to Schneider (2002) [17], environmental 
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factors (light, air, ventilation, temperature) and facilities 
(age and quality of buildings, teaching aids) affect the 
quality of training. These factors create a quiet, 
comfortable, and safe learning environment, affecting the 
quality of teaching and learning. With a good training 
program and good teachers but needing more equipment 
for learning and practice, the knowledge learners acquire 
is only theoretical, not practical. If the training school 
does not have enough room for studying and research, it 
will also significantly affect learning, negatively 
impacting the learner's perception of the training schools. 
Therefore, the research hypothesis is: 

H6: Facilities have a positive impact on perceived 
training quality. 
Image 

In training activities, the reputation of the training unit 
is becoming increasingly important, and training units 
have developed distinct images to maintain 
competitiveness in the market. Firdaus's (2005) [ 8] study 
also mentioned the reputation of the training unit as part of 
the academic aspect and argued that this is an essential 
element. It is the ability to offer wide-ranging and 
prestigious training programs with a flexible structure. 
Gamage et al. (2008) [6] also describe the reputation of 
the training unit through the image and reputation 
mentioned by society (family, friends, media). The 
importance of institutional reputation has been identified 
by Nguyen and LeBlanc (2001) [18] and Kazoleas et al. 
(2001) [19]. Firdaus (2005) [8] also believes that the 
reputation of the training unit dramatically affects the 
perception of service quality of learners. This element 
represents the professional image of the training unit in 
terms of facilities and instructors. When learners highly 
appreciate the reputation of the training unit, they also 
understand the quality of the training service of the whole 
training school, leading to satisfaction. Therefore, the 
hypothesis is proposed: 

H7: Image of the training school positively impacts the 
quality of training. 
Training fee 

Tuition fees are one of the factors that receive attention 
from learners. For driving training schools, tuition fees 
lead to different levels of learner satisfaction with learning 
outcomes and the quality of training services. Usually, in 
the goods and services market, the higher the quality, the 
higher the price. However, the educational environment 
has differences that sometimes make this relationship 
different. Customers in the education sector are all people 
who need education and have different income levels but 
still want to enjoy high-quality service. LeBlanc and 
Nguyen (1999) [5] proposed a factor affecting learner 
satisfaction between price and quality when considering 
value. Therefore, this study suggests the hypothesis: 

H8: Appropriate training fee has a positive impact on 
perceived training quality. 
Perceived Service Quality 

Silva et al. (2017) [10] argue that Quality of Education 
emphasizes providing a range of reputable and well-
planned programs. Gamage et al. (2008) [6] believe that 
learners will have an awareness of the curriculum, the 
ability to apply knowledge into practice, and effectiveness 

in work after graduation. Training quality has been 
considered in many studies on the quality of training 
services. It is reflected through the content structure of 
subjects, training time, between theory and practice, and 
internships. Students master the basic knowledge and 
skills of the industry and interdisciplinary. A good quality 
training program will meet the training program's general 
goals, specific goals, and output standards at a particular 
level. The quality of training will help connect subjects so 
that students can easily acquire knowledge supplement 
and support between subjects to achieve high results in 
exams. Therefore, the author proposes the hypothesis: 

H9: Training quality has a positive impact on learner 
satisfaction. 
Learner satisfaction: 

According to Oliver (1981) [19], satisfaction is "a user's 
response to having his or her desires met." This is 
considered a general definition when evaluating the level 
of satisfaction. With this definition, users do not 
necessarily have to have standards before using services or 
have to use them to be able to evaluate. 

According to Kotler & Keller (2006) [20], satisfaction 
is the consumer's evaluation of the overall service 
experience (process and outcome). It is an emotional state 
in which a consumer's needs, wants, and expectations are 
met or exceeded during a service experience. On that basis, 
learner satisfaction is the level of satisfaction with the 
school's services and training quality [9]. 

3. Research Methods 

The study used a convenience sampling method with a 
sample size based on Hair et al. (2009) [21]; for 
exploratory factor analysis (EFA), the minimum sample 
size N ≥ 5*x (x: Total number of observed variables). As 
for Tabachnick & Fidell (2007) [22], to best conduct 
regression analysis, the minimum sample size that needs 
to be achieved is calculated according to the formula N ≥ 
8m +50 (in which N is the sample size, m is total number 
of independent variables of the model). To test the scale, 
researchers do not give a specific number on the required 
sample size but provide a ratio between the size of the 
sample needed and the number of parameters to be 
estimated. For factor analysis (EFA), the sample size will 
depend on the number of variables introduced in the factor 
analysis. Hair et al. (2009) [21] suggested that the sample 
size should be five times the number of variables. 

In this study, 54 observed variables require factor 
analysis, so the minimum sample size needed is 54 x 5 = 
270 observations. To ensure the investigation's reliability 
and the scale of the number of driving training schools in 
Vietnam, even though the sample size requirement is only 
270 observations, the author decided to build the initial 
sample to 1000 observations. The study collected primary 
data from interviews with 1000 students learning to drive 
cars at training schools in Vietnam from July to 
September /2023. 

This study used the SEM model to identify factors 
affecting training quality and learner satisfaction at 
driving training centers in Vietnam. This is a type of 
statistical model that explains the relationship between 
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factor variables (constructs) and the dependent variable. 
Questions using a Likert scale receive values from 1 to 5, 
in which (1) "Strongly disagree” to (5) “Strongly agree”. 
Data collected after cleaning was analyzed using Smart 
PLS-SEM 4.0 software. 

4. Research Results 

4.1. Research Sample Statistics 
The research was conducted with survey subjects who 

were students learning to drive cars at schools in Vietnam. 
The author surveyed 1000 questionnaires, resulting in 905 
surveys, reaching a rate of 90.5%. 

The collected survey questionnaires were checked and 
filtered by the author, with the criteria of a valid 
questionnaire being that the questionnaire has all the 
customers' response items, and the response items must be 
objective (do not answer the same item for each person). 
The results of checking and filtering ballots included 84 
invalid ballots. After eliminating invalid questionnaires, 
821 valid survey questionnaires are remaining. The author 
will enter data into Excel software and analyze it using 
SmartPLS4 software. 

Table 2. Descriptive statistics of the study sample 

Criteria Frequency Percentage 
(%) 

Gender 
Male 571 69,55 

Female 250 30,45 
Total 821 100 

Age 

From 18 - 30 124 15,1 
From 30 - 40 336 40,9 
From 40 - 50 251 30,57 

Over 50 110 13,4 
Total 821 100 

Occupation 

Students 146 17,78 
Civil servants, office staff 312 38,0 

General labor, business 266 32,4 
Others 97 11,81 
Total 821 100 

Purpose to 
study 

Study to prepare for a career 296 36,05 
Study for yourself and your 

family 249 30,33 

Learn according to social 
trends 180 21,92 

Others 96 11,69 
Total 821 100 

Source: Author's data analysis results 
 
Research results show that the subjects participating in 

driving lessons are mainly men (accounting for 69.55%), 
while the remaining subjects are only 30.45% women. 
This indicates that although the number of women driving 
cars has increased dramatically, men still make up the 
majority. In addition, because the driving profession is 
characterized by having to travel long distances, both 
night and day, most people working in this profession are 
men. At the same time, most women only learn to drive 
for personal transportation purposes. Those participating 
in driving lessons are mainly between the ages of 30 and 

40 (accounting for 40.9%), followed by the age group 40 
to 50 (accounting for 30.57%). 

Regarding the occupation of those learning to drive, 
most participants are civil servants, office staff, general 
laborers, and business people. Groups of officials, civil 
servants, and business people learn to serve themselves 
and their families, but unskilled workers learn to prepare 
for their careers. This is also similar to the learner's 
learning purpose ratio. Most learners take driving lessons 
to prepare for their careers, for themselves and their 
families, while a part learns to follow the trend and a small 
part (11.69%) learns for other reasons (for example, 
learning to drive due to the force from family, etc.). 

4.2. Factors Affecting Training Quality 
Assessing the quality of observed variables: The Outer 

loading factor of observed variables is an index showing 
the degree of association between the observed variable 
and the parent latent variable. In essence, Outer loading in 
SMART PLS is the absolute square root of the value 𝑅𝑅2 
of the linear regression from the parent latent variable to 
the child observed variable. After running the SEM model 
with SmartPLS4 software, the results showed that all the 
Outer loading coefficients of the measured variables were 
significant at 0.7 and suitable for inclusion in the model. 

Assessing the scale's reliability: The scale's reliability is 
evaluated through two leading indicators: Cronbach's 
Alpha and Composite Reliability. Cronbach's Alpha is a 
traditional reliability index; The Composite Reliability 
index is more commonly used in analysis using the PLS-
SEM method. In this study, data ensures reliability when 
Cronbach's Alpha and Composite Reliability indexes are 
greater than or equal to 0.7. According to the research 
results, these indexes of the component scales are all 
greater than 0.7 and within the range of 0.8-1, which 
shows that the study's scales are perfect (Table 3). 

Table 3. Construct Reliability and Validity - Overview 

 Cronbach's 
Alpha 

Composite 
reliability 
(rho_a) 

Composite 
reliability 
(rho_c) 

Average 
variance 
extracted 
(AVE) 

IMA (Image) 0.834 0.834 0.900 0.751 
INF (Infrasture) 0.862 0.869 0.900 0.644 

ORG 
(Organizing) 0.854 0.856 0.901 0.695 

PRG (Program) 0.861 0.868 0.900 0.642 
PSQ (Perceived 
service quality) 0.850 0.850 0.893 0.625 

SF (Satisfaction) 0.803 0.803 0.871 0.629 
SPS (Supportive 

service) 0.874 0.875 0.905 0.613 

STF (Staff) 0.872 0.880 0.906 0.660 
TEC (Teacher) 0.902 0.907 0.927 0.718 

TF (Training fee) 0.840 0.841 0.904 0.758 

Source: Results processed with Smartpls 4 software. 
 
Evaluating convergence: To evaluate convergence on 

SmartPLS, we must rely on the extracted average variance 
index AVE. Hock and Ringle (2010) [23] state that a scale 
achieves convergent validity if the AVE is 0.5 or higher. 
The level of 0.5 (50%) means that the average parent  
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latent variable will explain at least 50% of the variation of 
each child's observed variable. The results obtained about 
AVE in Table 3 show that the scale in the study met the 
convergence requirements. 

Evaluate the discrimination of the scale: Discriminant 
value shows the distinctiveness of a construct when 
compared to other constructs in the model. To evaluate the 

discrimination of the scale, the study used the Heterotrait-
monotrait (HTMT) index. With the HTMT index, 
SmartPLS prioritizes the threshold of 0.85 in evaluation. 
Table 4 results show that almost all HTMT values are 
much smaller than the threshold of 0.85. Thus, all factors 
meet the requirements of discriminant value. 

Table 4. Discriminant Validity 

 IMA INF ORG PRG PSQ SF SPS STF TEC TF 
IMA           
INF 0.378          

ORG 0.337 0.442         
PRG 0.076 0.049 0.086        
PSQ 0.374 0.456 0.491 0.412       
SF 0.275 0.429 0.413 0.394 0.673      

SPS 0.037 0.060 0.060 0.481 0.473 0.464     
STF 0.062 0.041 0.080 0.571 0.401 0.427 0.524    
TEC 0.023 0.066 0.051 0.275 0.412 0.193 0.283 0.260   
TF 0.335 0.274 0.280 0.037 0.346 0.338 0.041 0.027 0.043  
 
Evaluate the degree of reflection of the independent 

variables with the dependent variables of the model: Table 5 
shows that the adjusted R2 of the Perceived service quality 
variable is 0.517, so the influencing factors in the model have 
been explained 51.7% of the variation in the Perceived 
service quality variable, while 48.3% comes from systematic 
errors and other factors outside the model; For the adjusted 
R2 of the satisfaction variable is 0.309, so the influencing 
factors in the model explain 30.9% of the variation in the 
learner satisfaction variable, while 69.1% comes from 
systematic error and other factors outside the model. 

Table 5.R- Square overview 

 R- Square R- Square 
adjusted 

PSQ (Perceived service 
quality) 0.522 0.517 

SF (Satisfaction) 0.310 0.309 

4.3. Evaluation of the SEM Structural Model 
Testing the assumption of multicollinearity violation 

(Multicollinearity): To test multicollinearity violation, we 
use the Inner VIF Values index, an index used to evaluate 
the multicollinearity phenomenon between latent variables. 
According to Hair et al. (2019) [24], if the VIF is five or 
more, the model has a high possibility of multicollinearity. 
The VIF results of this study show that the association 
between predictor factors does not violate the 
multicollinearity assumption because all coefficients are in 
the range of 1.546-2.422, lower than three, and within the 
acceptable range. Yes, so the model does not violate 
multicollinearity. 

Bootstrapping Test: Since the data analyzed in PLS are 
assumed to be non-normally distributed, the significance of 
coefficients such as path coefficients cannot be tested using a 
parametric significance test in the regression accumulation. 
Instead, PLS relies on nonparametric Bootstrap analysis to 
test coefficient significance [25]. To test whether the path 
coefficient was significantly different from zero, t values 
were calculated via Bootstrapping. 
Test the hypotheses: 

Table 6. Hypotheses finding 

Hypotheses Beta (β) (t- Value) P 
Values Results 

Direct effects     

H1 IMA -> 
PSQ 0.119 4.231 0.000 Accepted 

H2 INF -> PSQ 0.212 7.677 0.000 Accepted 

H3 ORG -> 
PSQ 0.242 8.564 0.000 Accepted 

H4 PRG -> 
PSQ 0.113 4.037 0.000 Accepted 

H5 PSQ -> SF 0.557 17.577 0.000 Accepted 
H6 SPS -> PSQ 0.235 7.105 0.000 Accepted 
H7 STF -> PSQ 0.109 4.070 0.000 Accepted 
H8 TEC -> PSQ 0.231 8.065 0.000 Accepted 
H9 TF -> PSQ 0.139 6.276 0.000 Accepted 

Specific Indirect effects 

H10 TF -> PSQ -
> SF 0.078 5.790 0.000 Accepted 

H11 INF -> PSQ 
-> SF 0.118 6.778 0.000 Accepted 

H12 ORG -> 
PSQ -> SF 0.135 7.528 0.000 Accepted 

H13 SPS -> PSQ 
-> SF 0.131 6.280 0.000 Accepted 

H14 IMA -> 
PSQ -> SF 0.066 4.172 0.000 Accepted 

H15 STF -> PSQ 
-> SF 0.061 3.887 0.000 Accepted 

H16 PRG -> 
PSQ -> SF 0.063 3.948 0.001 Accepted 

H17 TEC -> PSQ 
-> SF 0.129 7.126 0.000 Accepted 

 
Thus, after testing with the SEM model, all 17 

hypotheses are accepted and have 5% and 1% statistical 
significance, respectively. Comparing the level of impact 
of variables on perceived training quality, we have the 
following descending order of impact: Supportive 
service, Organizing and managing, Teacher, 
Infrastructure, Image, Tuition fee, official staff, and 
Training program. 

The research results also show that Perceived service 
quality mediates all eight relationships between independent 
variables and satisfaction. 
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Through testing the theoretical model, we have an 
official model of factors affecting perceived training 
service quality, as shown in Figure 2. 

 
Figure 2. The study model 

5. Discussion 

Regarding student support activities, they have the most 
significant impact on perceived training quality. Learners 
who come to study at training facilities learn directly with 
instructors and need many support activities to serve better 
training quality. Student support activities include tuition 
payment instructions, advice on choosing class time 
frames, and guidance on administrative procedures for 
course registration and exam registration. Therefore, 
schools need to do an excellent job of supporting learners 
to improve the perceived quality of training and enhance 
learner satisfaction. Specifically, schools can establish a 
learner support center to resolve difficulties and problems 
promptly, sympathize with learners, and simultaneously 
introduce learners to job opportunities if they want to 
apply for a driving-related job. Strengthen the 
organization of dialogue activities with students to grasp 
students' thoughts and opinions promptly. 

Organization and management factors are the second 
important factor affecting training quality. When the 
organization and management of training increases by one 
unit, the quality of training will increase by 0.242 units. 
This also shows that this work of schools is still not done 
well and is not methodical, forcing students to travel many 
times and wasting time, thus affecting their studies and 
work. Therefore, it negatively affects the quality of 
training. Management and training support staff are the 
bridge between students and lecturers. The training 
management and support process must be built and 
implemented systematically to help the classroom operate 
according to the plan, schedule, and training content. 
Therefore, when the organization and management of 

training are improved, the quality of training will improve 
very quickly. 

The teacher factor also plays a vital role in improving 
training quality. This factor has the third level of 
importance in the regression results. Each unit increase in 
the number of teachers improves the quality of training by 
0.231 units. Teacher quality is also a big problem in 
schools today. Teachers are sometimes recruited based 
solely on relationships. Many become teachers, rarely 
researching and updating new knowledge, so their 
professional level could be higher. Therefore, when the 
quality of teachers is improved, it will significantly impact 
the school's training quality. To enhance the quality of 
education and training, educational institutions must focus 
on building a team of teaching staff with sufficient 
quantity and good professional expertise. 

The regression results show that the facility factor plays 
the fourth most crucial role in training quality. When 
facilities are improved by 1 unit, training quality increases 
by 0.212 units. This reflects the fact that current schools' 
facilities are not good and cannot meet the needs of learners. 
Most schools need to be equipped with air conditioning, 
and classrooms are overcrowded and need more air and 
light. This causes the quality of training to be significantly 
affected. Therefore, when facilities are improved, it will 
dramatically impact the quality of training. 

Regarding the image, the fifth influence on the perceived 
quality of learners is that when a driving training school has 
a good image and brand, the perceived quality of training 
will be higher, promoting learner satisfaction. The driving 
training school must provide reasonable, high-quality 
services for many years to have a good image in customers' 
hearts. The image of an ambitious training school needs to 
be formed over a long period, so training schools need to 
make continuous efforts to provide good services, thereby 
enhancing image awareness. 

Tuition has the sixth influence on perceived quality. 
Learners participating in the course often have to pay a 
fixed tuition fee and some additional expenses such as 
overtime car rental, practice field rental, and materials. 
Therefore, schools need to set tuition and other fees 
consistent with the quality of provision. Learners always 
compare the cost they have to spend and the value they 
receive, and the cost is the easiest thing to compare 
between training schools. If tuition fees are high, students 
will not attend, but if tuition fees are low, there will not be 
enough funds to cover the school's operations. It will take 
time to achieve profit goals. Therefore, it is necessary to 
set tuition and other fees based on considering the current 
state of facilities and service quality of the school along 
with the fees of other driving training schools in the area. 

Unlike the author's expectations, the training program 
has a negligible impact on the quality of training. When 
the training program is improved by one unit, the quality 
of training only improves by 0.113 units. The reason is 
probably because the Ministry of Education and Transport 
regulates the framework program too rigidly, making it 
difficult for schools to change, so the impact on training 
quality could be better. Driver training schools need to 
rebuild the training program system according to the 
Ministry of Education and Training, the Ministry of 
Transport, and school regulations to improve the quality  
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of training services. The training program needs to be 
redesigned according to application orientation, an 
appropriate assessment of the training process, and the 
distribution ratio between theory and practice in the 
training program. 

The support staff has the 8th influence on perceived 
training quality. Management and training support staff 
must be more professional in resolving student questions. 
The homeroom teacher is the focal point to assist in 
resolving issues related to administrative procedures 
between students and the school. The attitude of support 
staff also dramatically affects the quality and satisfaction 
of learners. Support staff (including managers and 
administrative staff) must show enthusiasm and 
friendliness towards learners, helping them solve all 
problems related to managerial procedures while learning 
to drive at the school. 

6. Conclusion 

Improving training quality and learner satisfaction is 
always the top concern of training schools, particularly 
driver training schools. By using a structured questionnaire 
to survey 750 students studying at driving training schools 
in Vietnam and analyzing data with SmartPLS 4.0 software, 
it has been shown that there are eight factors affecting 
Perceived service quality in decreasing order as follows: 
Supportive service, Organizing and managing, Teacher, 
Infrastructure, Image, Tuition fee, Official Staff, Training 
program; At the same time, the research results also show 
that Perceived service quality mediates all eight 
relationships between independent variables and 
satisfaction. The results of this research are the foundation 
for driving training schools to devise appropriate strategies 
to improve training quality and learner satisfaction, thereby 
enhancing the competitiveness of training schools. 
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