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TOM TAT:

Nghién cétu nay duge thye lén v6i muc tiéu 1a: (1) Xdc dinh cdc y&u 16 tdc dong d€n sy
hai long cda khdch hang khi thue hién cdc thi tuc hanb chinh rén Iimh vuc ddt dai tai Chi
nhdnh Vin phong Dang ky d41 dai thi xa Binh Long; (2) Bua ra nhifng chinh s&ch nhim nang
cao sy hai long cha khdch hang khi thyc hién cdc thd tue hanh chinh trén finh vic 841 dai tai
Chi nhdnh Vin phong Bang ky dit dai thi xa Binh Long. Bing phuong phdp thong ké mé 14,
dénh gid dé tin ciy Cronbach's Alpha, ky thudt phan tich nhin (8 khdm phd (EFA), phin tich
hoi quy da duec sir dung: k&1 qua nghién citu chi ra riing, sy hai ong ciia khdch hang khi d&n
iam thi tuc hinh chinh tai Chi nhinh Van phong Pang ky da't dai thi xa Binh Long chiu dnh
hudng bdi 6 y€u 18, bao gdm: (1) D tin cay, (2) Cd 58 vat chd1, (3) Niing lye cdn bd, (4) Thai
dd phyc vu, (5) Tinh minh bach, (6) Quy trinh thi tyc dich vu. Trén cd s§ nghién cltu, tic gid
dé xudt mot s§ ki€n nghi nhim néng cao su hii 1ong cla ngudi dan khi dén 1am thi wc hanh
chinh tai Chi nhinh Vin phang Ding ky d4t dai thi xa Binh Long.

Tit khéa: Nhin t8 dnh hudng, s hai long cda khéch hang, thd we hanh chinh trén linh vite
44t dai, Chi nhdnh Vin phdng Ping ky dit dai thi xi Binh Long, Binh Phugc.

1. Gidi thidu

Trong nhifng nim gan diy. cii cich hanh chinh
(CCHC) 1a mét trong nhirng gidi phdp quan trong
thue hién cdng cude hién dai hda dat nudc nhiim
xay dung mot xd héi phip quyén xa hdi chii nghia,
chuyén tir ed ché€ “xin-cho™ sang c6 ché *phuc vu ™
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Chinh phi di c¢6 Nghi quy&t s6 30c/NQ-CP ngay
08/11/2011 ban hanh chudng trinh (§ng thé cki
cdch hanh chinh nha nude giai doan 2011-2020.
CCHC 1A mjt vin dé khong méi & Viét Nam nhung
van cdn nguyén tinh thdi sy, thu ht sy quan tam
clia 10an xi hoi. CCHC duoc Ding, Nha nudc 18
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x4c dinh 13 1 trong 3 khau dét pha chién luge dé
dua nudc ta phét irién nhanh, bén virng.

Vdi nhiém vu dudc giao 1a cd quan diu mé1
rong viéc thyc hién cde thi tuc hanh chinh lién
quan d&n linh vyc 44t dai. Chi nhinh Vin phong
Ding ky dat dai thy xa Binh Long thyc hién hon 10
loai thii tuc hanh chinh trén finh vire dit dai. Thyc
hién theo Luat DAt dai (2013) (c6 higu lyc tif ngay
01/7/2014) quy dinh vé viéc thanh lap “Vin phong
dang ky dat dai mét cAp”, nhiim bio dam thi tuc
dang k§ dat dai, tai san gan lién véi dit duge thire
hign ddn gidn, thuin tién theo cd ché “mat cira™;
hé sd dia chinh vi cg s& dif liéu dat dai luén dude
cdp nhat, chinh 1y ddy dd, thudng xuyén, dip dng
yéu cu minh bach théng tin trong quan Iy dat dai
vA thi trudng bt dong sin (Bd N1 vu, 2052). Chi
nhadnh Vin phong diing ky dat daj thi xa Binh Long
tryc thuge Vin phong Pang ky dat dai tinh Binh
Phude, duge thanh lap theo Quyét dinh s&
2867/QD-UBND ngay 25/12/2014 chia UBND tinh
Binb PhuGe, c6 try sd va con ddu riéng, duge md
tai khodn d€ hoat d3ng theo quy dinh cia phap
luat; chiu sy qudn 1y, chi dao wuc ti€p cia Gidm
dée Vin phong dang ky dat dai tinh Binh Phudc va
thyc hién ché d6 hach to&n phu thude theo quy dinh
ciia phédp Jut.

Tuy nhién, trong qué trinh thyc hién mé hinh
trén di gip mdt 6 khé khan, vuéng mic nhu chua
xdy dung kip quy trioh gidi quyét hé so, viéc tiép
nhén hd so vdi s6 lugng 16n di din dén vige gidi
quy€t b so tré han. gay phién ha cho khich hang,
1am gidm sy haj 1dng ciia khach hang d6i vdi viéc
thyc hién thii tuc hanh chinh. Nhin thite duge tim
quan trong trong viéc cai ti€n quy trinh. thd we,
ohin sy.., do d6, viéc nghién ctu su hai long cda
khdch hang khi thyc hién cdc thd tuc hanh chinh
tai Chi nhdnh Viin phdng Ding ky dat dai thj xa
Binh Long la rdt can thiét.

2. Phuong phap nghién cifu

2.1. Co sd Iy thuyét va mé hinh nghién ciu

Chil lugng dich vu 12 mé1 thudc do quan trong
d6i v8ihoat déng cla cdc co quan hanh chinh nha
nuée va la mdt trong nhitng k&1 qua hoat ddng
chinh cia cdc co quan nay. Dich vu hanh chinh
cong duge hi€u 1a loai dich vy gdn lién vdi chite

nang quin ly nha nude nhim dép dng yéu cdu
ctia ngudsi dan. Ngudi dan dude hudng nhimg dich
vy nay khong theo quan hé cung ciu, ngaog gid
trén thi trudng, ma théng qua viéc déng 1€ phi
hodc phi cho cdc cd quan hinh chinh nha nudc
(D& Binh Nam, 2010).

Sy hai long hay su thda min cta khich hang
dugc cong nhin 1a mdt rong nhitng y&u 18 quan
trong nhit ciia marketing hién dai. dic biét d6i
véi khoi nganh dich vy (Bejou va cong sy, 1998).
Gid tri cha sy hai long 13 khodng cdch giira ki vong
va cam nhin. Do d6, sy hai long d5i vdi viéc thue
hién cdc thé e hanh chinh trén linh vyc d4t dai
14 sy ddp Gng dich vy cla cdc cd quan nha nude so
vé1 nhu ciu va mong ddi ciia nguth din. Khi xem
x€1 sy hai long cha ngudi din di vdi dich vu hanh
chinh c6ng, nghién cifu cia Kenneth (2005) dia
chitng minh nhitng nhan & quan trong dnh hudng
dén sy hai 1dng clia ngudi dan doi vdi dich vu
cong 1a két qué thie hign, thdi gian thyc hién,
ning luc cin bd cong chife, sy cong bing va sy
chu ddo. Theo Nguy&n Thi Nhan (2006) tign hianh
do lutsng chil lugng dich vu hinh chinh cong tai
Tp. HCM di chi ra § nhdn t8 dnh hudng dén chalt
Judng hanh chinb céng a6 la: Thdi dé phuc vu;
ndng lyc nhiin vién; méi trudng lam viéc; sy tin
cdy: cd s@ vit chat. D& Hitu Nghigm (2010) khdo
sét mdc 4§ hai long cla ngudi nop thug doi vdi
chil lugng dich vu céng tai Cuc Thué tinh Binh
Dudng di xic dinh 5 y&u 18 chinh dnh hudng 1én
chit lugng dich vu céng, gdm: Tin cdy; Dap wng;
Ning lyc phuc vu; Ddng cim; Phudng tién hifu
hinh. Théng qua ltdc khdo cic tai liéu nghién ctu
trong va ngodi nude va thio ludn nhdm (nghién
citu dinh tinh) v3i 10 chuyén gia la cdc cdn b,
chuyén gia lién quan dén linh vyc hanh chinh tai
Thi xd Binh Long, tinh Binh Phudc, ching 161 da
xdy dung dugc mé hinh nghién cifu vdi 6 y&u 1§
dnh hudng nhu sau: (Xem Sd dé)

2.2. Plutong phdp phan tich

Viéc phin tich dude 1i€n hanh qua 3 budc:

- Budc 1: S{ dyng hé s6 tin cdy Cronbach's
Alpha J€ ki€m dinh mitc d6 chit che cia cdc thang
do tudng quan vo1 nhau. Nhiéu nghién ctu chi ra
ring kb Cronbach’s Alpha tir 0,8 tr§ én dén gan
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S0 dé: M6 hinh nghién citu dé xudt

H1+
Ca 0 vat chat
H2 +

1 thi thang do ludng 1a 15t (i 0.7 d&n gin 0,8 ka sit
dung dudc, tit 0,6 urd Jén ta 6 th sif dung dudc
trong trudng hgp khdi niém do lugng 1a md1 hodc
mdi d8i vdi ngudi trd 131 trong bdi cdnh nghién ciu
(din theo Hoang Trong vi Chu Nguyén Méng
Ngoc, 2008). Bén canh d6, hé s8 wong quan gitta
bién va Cronbach’s Alpha §ng phdi > 0,3: néu
nguge lai, bi€n dude xem 13 bi€n réc va sé bi Joai
khéi mo hinh.

- Budc 2: S& dung phuong phdp phin tich nhin
13 khadm phd (EFA) d€ ki€m dinh cdc nhan § dnh
huéng va nhin dién cic nhan 18 anh hudng dén st
hai long clia ngudi dan. Cdc diéu kién cin duge
dim bio d6i v&1 k&t qud phiin lich nhan 18 (1) He
8 131 nhin 18 (Factor Loading) > 0,5 d€ dim biio
S Wong quan don giita bién va cdc nhin 16 (2)
Chi s§ KMO (Kaiser Meyer-Olkin) nim trong
khodng tir 0,5 @€n 1 vi hé & Sig. cia kiém dinh
Bartlewt < 0,05 d€ xem xét sit phd hdp clia phin
tich nhéan 18. Néu nhyf tri 86 nay bé han 0,5, phan
tich nhan 18 ¢6 khi ning khéng phd hgp v céc
dit héu; (3) P&i vdi thang don hudng st dung
phuang phdp trich nhin (8 “Principal Compo-
nents”™. Thang do chdp nhin dude khi téng phuang
sai trich dudc bling hodc Idn hdn 50% (Nguyén
Pinh Tho, 201 1).

- Buge 3: St dung mé hinh hoi quy béi d€ dénh
gid Anh hudng cla titng nhin 8 d&n sif hai long
clia ngudi din v6i cic diéu kién: DS phit hgp cia
mé hinh (Stg. cia ki€m diah Anova <=0,05): Hién
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lugng (f Wwong quan va da cdng tuy&n khang
dang k€ (ki€m dinh Durbin-Watson: hé sé VIF
<10) (Hoang Trong vd Chu Nguyén Méng
Ngoc. 2008). Ki€m dinh sy kbdc biét vé dic
diém nhan khiu hoc (tudi, gia dinh, minh do,
56 nim cdng tdc).
2.3. Phutong phdp thu thip s6'ligu
Dir lidu clia nghién cifu dugc thu thap theo
phuong phdp chon miu thuin tén trong
khodng thdi gian 1 thing 6/2019 d&n thing
712019. Trong md hinh nghién cu dé xvitco
31 bi€n quan sit c6 thé dudc s dung tai phin
tich nhéin t§ khdm ph, trong dé 27 bi€n quan
it d€ do tudng 6 thanh phan chit lugng dich
vy hanh chinh vi 4 bién quan sdt do lugng
mic d6 hai long clia ngudi dan. Téc gid sif
dung thang do khodng dang Likert v8i 5 mite
ddnh gid 1l 1 d€n 5. Do d6., ¢8 miu 181 thiéu cn
thiél clia ngién cu 12 31 x 5 = 155 miuv. Qué
trinh thye hién nghién ctu. téc gid da (8 chic
didu tra, phdt ra 360 phi€u, thu vé 318 phi€y,
trong d6 ¢6 31 phi€u hdng. con lai 1a 287 phidu
dua vao phan tich (1y 1€ 90,3%), vugt trén s§ mau
131 thi€u.
3. K& qua ki€m dinh dé tin c4y thang do
3.J. Két qud phan tich Cronbach’s Alpha
K&t qui kiém dinh da tin cdy clia thang d€n sy
hii 1ong cha khdch hang kbi thyc hién cdc thi e
hanh chinh trén linh virc d4t dattai Chi nhanh Vin
phong Piing ky ddt dai thi x3 Binh Long, bi€n quan
sdt quan sdt DTC4 12 0.099 <0.3 nén quan sél
DTC4 bi loai. Cdc bi€n cdn lai diéu dat yéu ciu
€ dua vio phan tich EFA.
3.2. Két qudi phin tich EFA
Ké&tqud phan tich nhan 1§ EFA cho thy: Hé s8
KMO trong phan tich biing 0.862 > 0.5, cho thiy
riing k&1 qua phan tich y&u 18 1a dim bio dd i
cdy. Ki€m dinh Bartlewt's Test c6 hé s6 Sig 12 0.000
<0.05, thé hign riing k&t qua phan tich y&u 16 ¢im
bdo dugc mite § nghia thdng ké. Phuong sai trich
biing 64.930% th€ hién riing sy bign thién ca cic
y&€u (8 dugc phan tich c6 thé gidi thich dude
64.930% su bi€n thién cia dir 1iéu khio sat ban
dau, day la mdc ¢ nghia & mifc khi cao. Hé s6 i
y&u 18 clia m81 bi€n quan sd( thé hién chc y&u1d
d&u 16n han 0.8. cho thay riing, csc bien quan sit
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déu thé hién dugc su dnh budng vai cdc yéu 16 ma
cdc bi€n nay biéu di&n. Khéng c6 bi€n quan sit
nao bi loai sau phén tich EFA.

3.3. Kéi qud phan tch hoi quy tuyén tinh

Phin tich hdi quy dugc ti€n hanh vdi 6 nhan &

d§c 1ap: Do tin cdy (DTC), Co sd vt chat (CSVO),
Ning lyc cdn bé (NLCB), Thdi ¢ phuc vu
(TDPV), Ttnh minh bach (TMB) v Quy trinh thi
tuc dich vu (QTTT) va nhan & phy thuge Sy hii
long ctia nguwdi din (SHL) khi dén lam thé tyuc hanh
chinh tai Chi nhdnh Vin phong Ding ky Bit dai
thi x Binh Long. Phudng trinh hdi quy twyé&n tinh
da bién ¢6 dang nhu sau:

SHL =-0.267 + 0.167*DTC + 0.231*CSVC
+0.230*NLCB + 0.165* TDPV
+0.077*TMB + 0.213*QTTT + ei

K€t qud hdi quy cho thdy Sig(B,), Sia(Ba).

Sig(B.). Sig(Bs), Sig(Bg) < mie y nghia 5% nén
céc bi€n ddc 1ap wang dng 1d D6 tin ciy, Ning
Iwc cdn b, Thér db phuc vy, Su ddng cim cla
cdn bd va Quy trinh thi tuc dich vu ¢é hé 58 hdi
quy ¢6 y nghia v& mit thdng ké @ muc y nghia
5%. (Xem Bing)

K&t qué phan tich cho thiy nhin (8 Cd s8 vit
chdt (CSVC) ¢6 dnh hudng 16n nhat d€n sy hai
1dng clia ngudi dan khi d&n thyc hién thd e hinh
chinh tai Chi nhanh Vin phong Dang ky dit dai
thi xi Binh Long.

4. K&t ludn va dé xuit

Muyc téu trong tim cla nghién citu nhiim ddnh
gid nhirng y&u 18 tic déng d&n Sy hai long cla
khdch hiang khi thue hién cde thd tuc hanh chinh
trén linh vye dat dai tai Chi nhdnh Vin phong
Ding ky d4t dai thj xi Binh Long va chi ra dudc
nhitng khia canh han ché, nhitng vin dé cdn gidi
quyéttrong qud trinh cai cdch hanh chinh ta1 Chi
nhdnh Vin phong Ping ky dat dai thi xi Binh
Long hién nay. K&t qud khido sat cho thdy Sy hai
1dng cia khdch hang khi thyc hién cdc thi we
hinh chinh trén linh vuc d41 dai tai Chi nhdnh
Vin phong Pang ky d4t dai thi xa Binh Long chju
téc dbng cda 6 y&u 18, Cu thé, cd 6 y&u 18 déu
tic ddng duong d€n Su hai long cda khach hing
khi thue hién cdc thd tyc hanh chinh trén linh vye
a4t dai tai Chi nhdnh Van phong Ding ky dat daj
thi xd Binh Long, 46 1a: (1) B¢ tin cdy, (2) Co s8

Bdng. Bang théng sé théng ké cla titng bién frong mé hinh hdi quy

H@ s5 khéng chuén héa | H§ sd chudn héa Théng ké da cdng tuyén
Glia Mc y
\‘ Honh B Bcf\l%? Beta mt nghia | pingsal | VIF
[ Héng s§ -0 267 0.152 i -1.751 | 0.081 l -
DTC 0.167 0.026 ii EZQ 10.434 0.000 0.979
‘ B Csve 0.231 0.033 I 0;67 B 7.061 0.000 0702 1.022 |
‘l 1 NLCB 0.230 0.036 0.276 6337 0.000 0.609 71 ;Ed i
i TOPV 0.165 0.025 0.221 T 6713 0.000 0.980 W; 643
TMB 0.077 0.034 0,098 2.249 0.025 0.604 1’.[’)20 h
QTTT | 0.213 0.033 0.266 6.374 0.000 0.665 1.655 . |

a. Bién phy thuéc SHL

Nguon: Phén tich dit liéu tit diéu tra ciia 1dc gié
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vt chal, (3) Nang luc cin b6, (4) Théi d¢ phuc
vu, (5) Tinh minh bach, (6) Quy trinh thi tyc dich
vy. BE nang cao sy hdi long cba ngudi ddn khn
dén Tam thi tue hanh chinh trén linh vyc dat dai
tai Chi nhdnh Vin phong Pang ky dét dai thi xa
Binh Long. cdn quan tim mét s§ van d& nhu sau:

4.1, Yeu 16'vé co so vl chit

Trang bi mdy méc vd phudng tién ky thudt:
mady ghi hinh, mdy dnh, mdy tinh, mdy scan, miy
do dac.. mot cdch day di. Tip trung ngudn luc
A€ hoan thién cd s@ dir lidu vé dat dai, ban dé vé6i
day di tiéu chf phyc vu thyce hién cdc thi tyc cap
Gid'y chitng nhan, ding ky bi€n déng, trich do hd
so dia chinh. Nang cdp, hoan thién hé théng
dudng truyén, may chd, mdy tram, ning cip céc
chuang trinh phin mém nhim bd sung thém mat
8 chic ning cdn thi€l, ddm bio hé théng mang
Augc lién théng tir Vin phong Ping ky di't dai
dén cdc Chi nhénh, tir thi xa dén cdc phudng xi,
cidc Chi Cuc thué nhiim ddp dng viéc lién thong
hd s dia chinh, hudng 16i viéc “lién théng dién
wr” giita cic don vi...

4.2. Y&u 16" nang licc cdn b

Cén ti€p e quan 1am vA ndng cao cdng tic
dao tao ning luc, ky niing va ki€n thic cho ddi
ngl cdn bd. cong chitc. Chi nhdnh Van phong
Ding ky dat dai thi xa Binh Long cin thugng
xuyén ctf cdn b hoc tdp, nghién cifu cdc kién
thifc chuyén chung vé chuyén mén nghiép vu:
Lu41 Bi1 dai. nghiép vu quan Iy dat dai. nghiép
vu |h6’ng k¢, ki€m ké, cap nhit ho sa dia chinh.
Tip trung béi dudng ky ning vé chuyén mén
nghiép vu. cdc I8p ky ning giao ti€p nhim ning
cao van héa dng x{ trong giao ti€p véi ngudi dan;
ddi méi hinh thitc, ndi dung dao 1a0, bdi dudng.
cdn ditra ciic tinh hudng cu thé dién ra rong thue
1& d€ ngudi cdn bo, cong chire gidi quyét, nhiim
niing cao ky nang gidt quyét céng viéc, uyén
chon cin bd ¢6 ndng lyc vi tim huyé&t..

4.3. Yéu 16 quy trinh thi: tuc dich vu

Chi nhdnh Vin phong Dang ky dat dai thi xi
Binh Long cdn ti€p tyc ddy manh viéc niém y&t
cong khai cic quy dinh, quy rinh thyc hién va xi{
ly. yéu ciu hd so ré rang.. tai Chi nhdnh Vin
phong dé ngud dan tham khio khi ¢6 nhu cdu.
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Trong khi ti€p nhan yéu cdu va d6i chiéu theo quy
dinh, cdn b, cdng chic can phdi xem xét va linh
hoat trong qué trinh gidi quy€1 cho ngudi dén: luén
I3ng nghe, 1i€p thu va ghi nhan § ki€n W ngudi din
vé nhitng gi chua hgp 1y, cin cii ti€n d€ c6 thé
phan hdi lai cho 1anh dao Chi nhdnh Vin phang
Ding ky dAt dai cing nhy bdo cdo lai cap cb thim
quyén cao hon xem xét va cér tién phii hgp. Tiép
tuc hoan thién, kién toan va hiéu qué md hinh co
ch& “mdt cra lién thong " giita cdc by phin c6 chite
ning gidi quyét thi te hanh chinh cho ngudi dan.

4.4. Yéu 15'dp tin cfy

Chi nhinh Vin phdng Ping ky dit dai thj xi
Binh Long cin 1i€p tuc nghién ctu, xay dung cd
ché nhiim hudng d&n viéc ddp ing t8t yéu cdu cla
ngudi dan chinh xdc, nhanh va uy tin nhit, nhit
quén trong viéc thyc hién thd tuc hanh chinh theo
yéu cdu cla ngudi din va ton trong cdc cam két,
ciing nhu giit 181 hira véi ngudi dan,

Chi nhinh Van phong Dang ky dit dat thi x3
Binh Long ciing cin ti€p tuc d8y manh cam két
thudng xuyén thuc hién va cii ti€n B9 thi tuc hanh
chinh linh vyc quén 1y ¢4t dai do UBND (inh Binh
Phudc ban hanh. B thd tuc hanh chinh dugc xéc
dinh 13 cin cif cam k&t 1dn cda chinh quyén d8i vé
khdch hang vé hoat déng thyuc hién céc thi we
hanh chinh trén linh virc dat dai.

4.5. Y&u t6'thdi dj phuc vu

Chi nhdnh Van phdng Dang ky dil dai thj xi
Binh Long c&n cé cd ché manh a8 nang cao théi dd
phuc vu clia cdn bd cong chitc, cy thé 1a: Cung
cdch phuc vy cia cdn b, cong chic chuyén
nghiép, 120 sur tin wéng, phong thdi lich thiép, khi
ning giao ti€p t61; khdng nging ning cao kién
thiic, kinh nghiém cfia cdn b, cong chirc d€ ur vin,
hudng din cho nguist dan, D& xudlt 1én Vin phong
Bing ky dit dai cé ché do khen thudng nhiim tgo
dong lyc d€ cin bg, cong chirc phin ddu hoin
thanh nhiém vu; kiém tra, gidm sdt thudng xuyén
d€ phit hién kip thdsi sai pham vi ¢6 hinh thife x¢
1y pha hap: thuc hién t8t viéc gido duc chinh m. i
twdng va v thic trich nhiém d6i véi nhan din vi
véi d8t nudc cha cdn b, cong chite.

4.6. Y&u t&' tinh minh bach

Ti€p tuc thuc hién 161 viee cong khai hoa cie
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thdng tin khach hang quan tim nhu: phudng thire
thyc hién cdc thi tuc hanh chinh (rén linh vy dat
dai, thi e, trinh o thye hién, cdn bo thuc hién,
thdi gian rd k€t qud.... Viéc cong khai hoa chc ndi
dung thdng tin cin xem xét trong méi lién hé véi
cdc quy dinh cda Ludt D4t dai 2013, cic Nghi dinh
vi Thdng w hudng dan thye hién Ludt DAt dai ndm
2013. Ki€n nghi diy manh tng dung hiéu qui hé
thdng mang vi cdc website chuyén nganh cGa Van
phong Dang ky dit daj tinh Binh Phudc trong viée
cdng bd, cong khai cic quy dinh, quy trinh, thi e,
thong tin lién quan d€n hoat ddng thife hién thi tuc
hanh chinh trén linh vyc dat dai.

TAILIEU THAM KHAO:

5. K&t Iugn

Nghién cifu cic nhin (8 anh hudng d&n dén sy
hai long cia khach hang, ngudi dan khi d&n lam
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ning cao sy haj long cita ngudi dan khi dén lam
thd tuc hinh chinh tai Chi nhinh Vin phong
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ABSTRACT:

This research aims at: (1) Indentifing factors influencing costomer satisfaction when
performing administrative proceduser on land at the branch office of land registration office of
Binh Long; (2) Providing the policies to improve people’s satisfaction when using
administrative services at the Branch office of land registration office of Binh Long. By using
the descriptive & statistical methods, Cronbach's Alpha-the most common measure of internal
consistency (“reliability”), Exploratory Factor Analysis (EFA) & the regression analysis, the
research results indicates that the satisfaction of the people when they use administrative
services at the Branch office of land registration office of Binh Long will be affected by 6
factors as below: (1) reliability. (2) infrastructure. (3) staff capacity, (4) service attitude. (5)
transparency, (6) service procedure and process. Based on the research, the author proposes
some recommendations to improve the people’s satisfaction when using administrative
services at the Branch office of land registration office of Binh Long,

Keywords: The factors affecting, people's satisfaction, administrative services on land, the
Branch office of land registration office of Binh Long, Binh Phuoc Province.
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