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ABSTRACT 

 

 

In recent years, teachers and students pay a lot of attention to improving quality of lecture hall service at 

schools/colleges/universities. Gronroos in 1984 also suggested two components of service quality, namely (1) 

technical quality, which is what the customer receives, and (2) functional quality, which interprets the service 

provided. how level. Meanwhile, Parasuraman and coworlers in 1988 defines service quality as "the degree of 

difference between consumers' expectations of a service and their perception of the service's outcome". The topic 

focuses on studying the service quality of the lecture hall, which is assessed through the lecture service department 

itself and the direct beneficiaries of the service including lecturers and students in training system. Study findings 

show that design of lecture hall such as theaters or in different sizes with creativity may encourage interactive 

learning environment (better). Lst but not least, we need to pay attention to evaluation criteria by teachers and 

students for reliability, assurance, and tangibles. According to findings, We see from a case of NEU Hanoi Vietnam 

that: About assessing the importance of each criterion to evaluate the service quality of the lecture department. 

Lecturers have arranged the criteria in the order of Reliability - Assurance - Responsiveness - Empathy - Tangibility, 

while staff, teachers and students are interested in the criterion of Reliability. Responsiveness - Empathy - 

Reliability - Assurance - Tangibility. 

 

Keywords: quality, lecture hall service, staff, colleges/universities. 

 

 

INTRODUCTION 

 

 

First, Pham Thi Lien (2016) pointed that If in the past, education was seen as merely a non-productive human-

training career activity-commercial, non-profit, today, under the influence of external factors and especially the 

impact of a market economy, education has been considered as an "educational service" in which customers 

(students, parents) can invest and select a service provider (schools) they deem best suited. In order to improve 

student satisfaction, schools need to focus on service quality in order to improve student satisfaction. 

https://doi.org/10.31407/ijees
https://doi.org/10.31407/ijees12.3
about:blank
https://doi.org/10.31407/ijees12.335


Nguyen Dinh Trung1 , Le Huong Hoa2, Dinh Tran Ngoc Huy3, Le Quang Hieu4* 

________________________________________________________________________________________________________________________________________________ 

 

 
284 

 

Next, Branch et al (2005) mentioned It is hoped that the information gathered from this study will help current and 

future instructors of this course, those looking for new ideas for their pre-service educational programs, and those 

interested in the process of collaboration in other educational settings. Results of the research will also be of interest 

to teacher educators and researchers elsewhere because so many of the issues we are attempting to address permeate 

teacher education programs generally. These issues include: collaboration in course development, preparing pre-

service teachers to integrate language and technology across the curriculum, and the melding of theory and practice 

in education programs. Therefore author conduct study “Discussing solutions for better lecture hall service at 

colleges/universities - and experiences from other countries”. 

Research issues: 

Issue 1: Analyzing previous studies of lecture hall services 

Issue 2: Achievements in lecture hall services in a case of NEU Hanoi Vietnam 

Issue 3: Lessons from other countries in lecture hall services and design 

As study shown, The use of writing-to-learn (Reynolds et al., 2012), drawing-to-learn (Quillin and Thomas, 2015), 

and talking-to-learn (Tanner, 2009) can all facilitate students’ construction of their own knowledge and can be used 

to promote active learning. When implemented in the classroom to replace lecture, active learning typically involves 

both student–student and student–instructor interactions (Andrews et al., 2011). Nguyen Tran Thanh Binh (2008), 

in the topic "The relationship between training service quality and student satisfaction of Saigon University of 

Technology" has built a scale consisting of 3 factors: reliability, responsiveness and instructional environment; The 

scale is reliable and valid. However, the results of model testing and through multiple linear regression analysis, 

there are two factors affecting student satisfaction that are response and teaching environment. Regarding the level 

of influence, the teaching environment factor affects the student's satisfaction more than the response factor, and 

both of these factors are assessed with relatively low scores. Therefore, it is necessary to find the causes and come 

up with solutions to improve these two factors thereby increasing student satisfaction. 

Next we analyze related studies in below table: 

 

Table 1. Summary of previous studies 

 

Authors Year Content, results 

Friend & Cook 1999 Friend and Cook also highlight the importance of preparing pre-service teachers for 

collaboration. The authors acknowledge that the professional socialization of many 

teachers continues to foster a “culture of independence or self-reliance” and a “belief 

that you should handle your professional problems yourself” 

Cramer et al 2004 evaluated the Virtual Lecture Hall (VLH) (Cramer, Collins, Snider, & Fawcett, in 

press), an instructional computer-based platform to deliver PowerPoint slides threaded 

with audio clips for later review. Students from either an in-class or online section (ns 

= 810 and 74 respectively) of introductory psychology had access to live recorded 

lectures via the VLH, made available through the course Web site. Approximately 

45% of in-class and 78% of online students used the resource prior to each of two 

course midterms; 32% of in-class and 50% of online students completed a five-item 

survey assessing student perceptions of whether the VLH enhanced learning or 

increased grades, and whether they wanted the resource in other courses. Number of 

VLH accesses and total duration were calculated. Results showed that regardless of 

course section, greater VLH use was linked to higher midterm scores, and student 

perceptions of the VLH were highly favorable. Curiously, whereas in-class students’ 

VLH use and duration were negatively related to expected grade, that same link was 

positive for online students. Directions for future research in resource development 

and implications for educators are discussed. (Keywords: PowerPoint-audio recorded 

lectures.) 

Herson et al 1999 Based on earlier work by Herson et al. (1999), who tracked student utilization rates, it 

would prove worthwhile to monitor who uses the VLH according to how often they 

use the feature and for how long. Thus, both a measure of number and duration of 

accesses were calculated. Upon entry to the VLH on the course Web site, the server 

recorded each time a student accessed a lecture, logging the date and time of each 

entry as well as the duration of each access. 

Bullock, Park, 2002 describe their journey to create a collaborative, interdisciplinary course for secondary 
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Snow and 

Rodriguez 

pre-service teachers. Their hope was to “work together to develop an interdisciplinary 

curriculum for [their] classroom, and through this collaboration [they] would need to 

model a sense of interdisciplinarity that [their] students could take to their future 

classrooms 

Layeni et al 2020 the lecture hall needs external passive ventilation systems (Solar Chimney [SC]) for 

improved indoor air quality at minimum cost. Also, it was observed that the proposed 

passive ventilation (SC) system with the size between 1 and 100 m3, made an 

improvement upon the natural ventilation in the room. There was a 66.69% increase 

after 10 years in the saving of energy and cost using Solar Chimney as compared to 

Fans, which depicts that truly energy and cost were saved using passive ventilation 

systems rather than mechanical ventilation systems. 

DT Tinh, NT 

Thuy, DT 

Ngoc Huy 

2021 Wee need to do more research on quality improvement 

(Source: author synthesis) 

 

 

MATERIAL AND METHOD 

 

 

Methodology 

Research subjects: Improving lecture hall services a schools with a case study at NEU Hanoi Vietnam. The topic 

focuses on studying the service quality of the lecture hall, which is assessed through the lecture service department 

itself and the direct beneficiaries of the service including lecturers and students in training system. 

Next author will use research method: 

Study Design: At the course conclusion, all students were involved in the study in answering a question that 

outlined all the details on why and how the lecture hall service affect quality of teaching/learning, what the 

researchers expected to find, and the implications for higher education. 

 

 

RESULTS 

 

 

Research Results 

Better lecture hall services and staff in case of NEU, Hanoi Vietnam 

The Department of Internal Affairs was established right after the establishment of the Central School of Economics and 

Finance (the predecessor of the National Economics School today) on January 25, 1956. 

The function of the department is to advise the Rector on the planning, basic construction, development and use of 

facilities and equipment of the University. Manage land, manage procurement activities, manage equipment assets and 

monitor the effective use of assets and equipment of the University for teaching, research and learning. Specific duties are: 

✓ The focal point for building, submitting to the Rector for approval and implementing the plan to build new 

facilities according to the approved plan. 

✓ Strictly manage houses, warehouses, land, ponds, fences, public works and other facilities within the school's 

management. 

✓ Develop and submit to the Principal for approval and implement a plan to repair works and other facilities in 

service of the management of teaching, learning and activities of the University. 

Lecture hall division: 

The lecture service department is the staff who directly perform the assigned work to maintain the operation of the lecture 

hall in normal and stable operation in order to well serve the teaching and learning activities. Research by teachers and 

learners at the National Economics University. This department includes the technical duty department, the lecture 

management department, the water service department serving teachers. 

Due to the limited land fund and investment capital for the construction of the school, which is concentrated to build the 

training center house, the lecture hall fund also has to be linked with units outside the school to arrange classrooms for 
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some of these classes and classes. 4km away from the school should cause some difficulties for teachers and students in 

traveling and the classroom conditions are not as good as the classrooms at the University. 

The school is currently speeding up the construction of the training center house, as planned by the end of 2017 this 

building will be put into operation. The school will have 146 more classrooms, 08 halls with a capacity of 168 seats and 01 

hall with a capacity of 1000 seats. After the Center House is put into use, the school will not have to hire outsiders and 

demolish the level 4 lecture halls to re-plan the school more rationally. With this number of classrooms, the school plans to 

invest in multi-purpose classrooms, classrooms, and practice rooms for each field and training major. Certainly, with this 

number of facilities, the school will meet both the quantity and quality of classrooms, large lecture halls, practice rooms, 

and experiments for teaching, learning and scientific research to meet the requirements. of each training discipline. 

Based on the results of the survey data, different subjects have different views on the service quality evaluation criteria. 

Staff, teachers, and students value responsiveness and empathy, while classroom staff are more concerned with reliability 

and reassurance. 

Next we evaluate strengths and weaknesses of lecture hall staff/service at NEU Hanoi Vietnam. 

Advantages 

- Dedicated staff at work 

-The level of meeting the requirements of lecturers and students is good 

Disadvantage 

-Not yet appreciated by teachers and students for reliability, assurance, and tangibles 

-The coordination between the teams of the Equipment Administration Department in the service work in the lecture hall 

is still not good, the time to handle and fix the problems is still slow. 

-There are still some staff who have not done all the responsibilities and tasks assigned by the department, do not really 

understand the meaning and importance of the need to improve the service quality of the lecture department, so they still 

work. not yet highly responsible, of a rough nature... 

-The cleaning work in the lecture halls and toilets are still not clean, creating a bad assessment of the lecture department. 

 

Experiences from other countries 

First, Bogerd et al (2018) pointed that A large body of evidence shows that interaction with greenery can be beneficial 

for human stress reduction, emotional states, and improved cognitive function. It can, therefore, be expected that 

university students might benefit from greenery in the university environment. Before investing in real-life 

interventions in a university environment, it is necessary to first explore students’ perceptions of greenery in the 

university environment. 

For each of the three indoor spaces there were four or five stimuli conditions: (1) the standard design (2) the 

standard design with a colorful poster (3) the standard design with a nature poster (4) the standard design with a 

green wall (5) the standard design with a green wall plus interior plants. The university outdoor space included: (1) 

the standard design (2) the standard design with seating (3) the standard design with colorful artifacts (4) the 

standard design with green elements (5) the standard design with extensive greenery. Multi-level analyses showed 

that students gave higher preference ratings to the indoor spaces with a nature poster, a green wall, or a green wall 

plus interior plants than to the standard designs and the designs with the colorful posters. Students also rated 

preference and perceived restoration likelihood of the outdoor spaces that included greenery higher than those 

without. Preference and perceived restoration likelihood were not modified by demographic characteristics, but 

students with strong connectedness to nature rated preference and perceived restoration likelihood overall higher 

than students with weak connectedness to nature. The findings suggest that students would appreciate the integration 

of greenery in the university environment. 

 

  
 

Figure 1. Design of classroom (source: internet) 
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Second, Environmental preferences and perceived restoration likelihood ratings might also differ between individuals 

with different connectedness to nature. Two studies have revealed that individuals with a stronger connectedness to 

nature, nature hobbies, preferences for nature holidays, or positive childhood nature experiences were more likely to 

prefer natural environments (Regan, 2005), and more likely to report a higher perceived restoration likelihood of 

greenery. 

Third, Simpeh (2014) stated that students from all the three lecture theatres perceived all the performance parameters 

of the lecture theatres as important to their learning experience. Although there were some differences in the 

response, the differences demonstrated were not significant. Lighting, structural safety, ventilation and cleanliness 

appear to have high mean scores across the lecture theatres while aesthetics have the lowest. The result of the 

research can help maintenance departments to prioritise both the maintenance of different lecture theatres and the 

different performance parameters of the lecture theatres. The result can also be very helpful when taking decisions at 

the design stage and renovating lecture theatres 

Fourth, Stolzulfus & Libarkin (2016) mentioned that SCALE-UP–type classrooms, originating with the Student-

Centered Active Learning Environment with Upside-down Pedagogies project, are designed to facilitate active 

learning by maximizing opportunities for interactions between students and embedding technology in the classroom. 

Positive impacts when active learning replaces lecture are well documented, both in traditional lecture halls and 

SCALE-UP–type classrooms. However, few studies have carefully analyzed student outcomes when comparable 

active learning–based instruction takes place in a traditional lecture hall and a SCALE-UP–type classroom. Results 

showed that students in both sections thought that SCALE-UP infrastructure would enhance performance. However, 

measures of actual student performance showed no difference between the two sections. We conclude that, while 

SCALE-UP–type classrooms may facilitate implementation of active learning, it is the active learning and not the 

SCALE-UP infrastructure that enhances student performance. As a consequence, they suggest that institutions can 

modify existing classrooms to enhance student engagement without incorporating expensive technology. 

 

 

CONCLUSION 

 

 

• According to findings, We see from a case of NEU Hanoi Vietnam that: About assessing the importance of 

each criterion to evaluate the service quality of the lecture department. Lecturers have arranged the criteria 

in the order of Reliability - Assurance - Responsiveness - Empathy - Tangibility, while staff, teachers and 

students are interested in the criterion of Reliability. Responsiveness - Empathy - Reliability - Assurance - 

Tangibility. 

• Active learning is based on constructivist theory—the idea that students must create their own knowledge 

in order for learning to persist (Dori and Belcher, 2005 ). One core feature of active learning in the 

classroom is a decrease in lecturing during which students passively listen and an increase in outcome-

related activities in which students actively develop their own understanding (Andrews et al., 2011 ).  

• Last but not least, DTN Huy. (2015) also mentioned risk management issues in projects and confirmed by 

(TTH Ha et al, 2019; PM Dat et al, 2020). 
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