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TOM TAT: 
Nghien cu'u nay du'dc thUc bien vdi muc tieu la: (I) Xdc dinh cae yeu to'tac dong dS'n sU 

bai Idng cua khach hang kbi tbde hien cdc thu tuc hanh chinb tren linh vifc dd't dai tai Chi 
nhanh Van phdng Dang ky da't dai thj xa Bmh Long; (2) Difa ra nhiJug chinb sach nham nang 
cao sif hai Idng eua khdch hdng khi thife hien cac thu tuc hanh chinb tr6n ITnb vtfc da't dai tai 
Cbi nbdnb Van phdng Dang ky dd't dai thj xa Binb Long. Bang phu'dng phdp tho'ng k& mo la, 
danh gia dd tin cdy Cronbach's Alpha, ky thudt phdn ticb nhan to' kham phd (EFA), phdn tich 
b6i quy da dUdc siJf dung; kS'l qud nghiSn ciTu cbi ra rang, sd hai long eua khach bang khi de'n 
ldm thu tuc hdnh chinh tai Chi nhdnh Van phdng Dang ky da't dai thi xa Binh Long chiu anh 
hifdng bdi 6 yeu to', bao gom: (1) Dp tin cdy, (2) Cdsd vatcblTt, (3) Nang lufc can bp, (4) Thai 
dp phuc vu, (5) Tinb minh bach, (6) Quy trinh tbu tuc dich vu. Tren ed sd nghidn ctfu, tdc gia 
de xua't mpt so' kie'n nghi nham nang cao sif bdi Idng eua ngifdi dan khi den lam tbu tuc hanh 
chinh tai Chi nhanh Van phdng Ddng ky dd't dai thi xa Binh Long. 

Tif khda: Nhdn to' anb hifdng, siJ bai long eiia khach bang, tbu luc hanh chinh tren ITnh vrfc 
dd't dai, Chi nhanh Van phdng Dang ky dd't dai thi xa Bmh Long, Binb Phudc. 

1. Gidi thi^u Cbinh phu dd ed Nghi quye't ,s6' 30c/NQ-CP ngay 
Trong nhifng nam gan ddy, cdi cdch bdnh cbinh 08/11/2011 ban hdnh chu'dng trinh long ihi cai 

(CCHC)Ia mot trong nhu'ng giai phdp quan trong cdcb hanh chinb nhd nu'dc giai doan 2011-2020. 
tbifc hien cong cuoc hien dai boa dd't nu'dc nhdm CCHC la mot vd'n de khong mdi d Viet Nam nhifng 
xay diJng mot xd boi phdp quyen xd boi chu nghTa, van con nguyen tinh thdi sif, tbu but sif quan tdm 
chuyen tiif cd che "xin-cbo"sangcd che'phuc vu". cua loan xa hdi. CCHC difdc Ddng, Nha nifdcta 
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xac dinh la 1 trong 3 khau dot phd chie'n lu'de de 
difa mfdc ta phdt trien nhanh, ben viJng. 

Vdi nhiem vu difdc giao la cd quan dau mo'i 
trong vide thi/c hien cac thu tue hanh ebinb lien 
quan d6'n ITnh vde dat dai. Chi nhanh Vdn phdng 
Dang ky da't dai ihi xd Binb Long thifc bien hdn 10 
loai tbu tuc hanh chinb tren ITnh w\ic dd't dai, ThUc 
hien theo Ludt Da't dai (2013) (cd hieu lu'c tiif ngay 
01/7/2014) quy dinh ve viec thdnb lap "Van phong 
dang ky dd't dai mot cap", nham bao dam tbu tuc 
ddng ky da't dai, tdi sdn gan lien vdi da't difdc thuc 
hien ddn gian, thuan lien theo cd che "mot ciJa"; 
h6 sd dia chinh vd cd sd di? lieu da't dai ludn dUdc 
cap nhdt, chinb ly day du, tbudng xuy6n, dap dng 
yen cau minh bach thong tin trong quan ly da't dai 
va thi trUdng bd't ddng san (Bp Npi vu, 2012). Cbi 
nhanh Van phong dang ky dd't dai thi xa Binb Long 
trifc thupc Van phdng Dang ky da't dai linh Binh 
Phudc, dUdc tbdnh lap theo Quye't dinh so' 
2867/QD-UBND ngay 25/12/2014 eua UBND tinh 
Binb Phudc, cd iru sd vd con dd'u ri6ng, dUdc md 
tdi khoan di boat ddng theo quy dinh eua phdp 
luat; chiu sif quan Iy, chi dao trUe tiep ciia Giam 
dd'c Vdn phdng ddng ky dd't dai tinh Binh Phudc vd 
thifc bien cbe dp bach loan phu thupc theo quy dinh 
cua phdp ludt. 

Tuy nhien, trong qua trinh thUc hien md binh 
tren da gap mdt so' kbd khan, vUdng mac nhU chUa 
xdy dUng kip quy binh gidi quy6't h6 sd, viec tid'p 
nhan h6 sd vdi so' lUdng Idn da ddn de'n viec giai 
quyS't bo sd tre han, gay phien bd cbo kbdcb bang, 
lam giam sU hdi long cua khach bang dd'i vdi viec 
tbUc hien tbu tuc hanh cbinh. Nhdn thd'c dUdc tam 
quan trpng trong viec cai tiê n quy trinb, tbu tuc, 
nhdn sU..., do dd, viec nghien cifu sif bdi long cua 
khach hdng khi thife hien cac thu tuc hanh cbinh 
tai Cbi nbdnb Vdn phong Dang ky da't dai thi xd 
Binh Long la ra't can thie't. 

2. Phifdng phap nghidn citu 
2.1. Cdsd ly thuyet vd mo hinh nghien cdu 
Chat lUdng dich vu la mot thifdc do quan trong 

dd'i vdi hoat ddng cua cde cd quan hdnh chinb nha 
nUde va la mpt trong nhffng ke't qua hoat ddng 
chinh cua cdc ed quan nay. Dich vu hanh chinh 
cdng dUdc hieu la loai dich vu gan Hen vdi ebiJc 

nang qudn ly nbd nUdc nham dap Ung yen cau 
cua ngifdi dan. NgUdi dan dUde hUdng nhu'ng dich 
vu nay khdng theo quan be cung cau, ngang gia 
tren tbi trudng, md thdng qua viec ddng le phi 
hoac phi eho cde cd quan bdnh chinb nha nifdc 
(D6 Dinh Nam, 2010). 

Sif bdi Idng hay sU thoa man cua khach bang 
dUde cdng nhan la mot trong nhifng ye'u to' quan 
trpng nhd't cua marketing hien dai, dac biet dd'i 
vdi khd'i nganh dich vu (Bejou va cong sU, 1998). 
Gia tri cua sU hai Idng la khoang cdch giifa ki vong 
va cam nhan. Dodd, sif hdi Idng do'i vdi viec tbUc 
hien cac thu tuc bdnh chinb tren ITnb vifc dat dai 
Id SLf ddp dng dich vu cua cdc cd quan nhd nUdc so 
vdi nhu cau vd mong ddi cua ngUdi dan. Kbi xem 
xet sU bdi long cua ngUdi ddn do'i vdi dich vu hanh 
chinh cong, nghien ctfu cua Kenneth (2005) dd 
cbtfug minh nhtfng nhdn Id' quan trpng anb hudng 
de'n sU hdi long cua ngUdi ddn dd'i vdi dich vu 
cdng la ke't qua thUe bien, thdi gian thUe bien, 
nang lUc cdn bo cdng chtfc, sU cdng bang va stf 
chu ddo. Theo Nguyin Tbi Nhan (2006) tid'n hdnh 
do Itfdng cha't Itfdng dich vu hanh chinb cdng tai 
Tp. HCM da chi ra 5 nhan to' anb btfdng de'n chat 
Itfdng hanh cbinh cdng do la: Thdi dp phuc vu; 
nang life nhan vien; mdi trtfdng lam viec; stf tin 
cay; cd sd vdt cha't. Dd Htfu Nghiem (2010) kbao 
sdt mtfe dp hai Idng cua ngudi nop thue' do'i vdi 
cha't lUdng dich vu cdng tai Cue Tbue' tinh Binb 
DUdng dd xac dinh 5 yd'u id' chinh dnh hudng Idn 
chd't lUdng dich vii cdng, gom: Tin cdy; Dap tfng; 
Nang life phuc vu; Dong cam; PhUdng tidn htfu 
binh. Thdng qua lUdc khao cac tdi Heu nghien ctfu 
trong vd ngoai nUdc vd thao ludn nhdm (nghien 
ctfu dinh tinh) vdi 10 chuyen gia Id ede cdn bo, 
chuyen gia Hen quan de'n ITnh vifc hanh chinb tai 
Tbi xa Binb Long, tinb Binb Phtfde, chiing tdi dd 
xdy dtfng dtfdc mo hinh nghien ctfu vdi 6 ye'u to' 
anh hudng nhu sau: (Xem Sd do) 

2.2. Phddng phdp phdn tich 
Vide phdn licb dtfdc lien bdnh qua 3 bUde: 
- Btfdc 1: Stf dung he so' tin cay Cronbach's 

Alpha de kiem dinb mtfe dp chdt che cua cae thang 
do ttfdng quan vdi nhau. Nhieu nghien ctfu ebi ra 
rang kbi Cronbach's Alpha ttf 0,8 trd len de'n gan 
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Sd do: IVfd hinh nghien cdu d4 xua't 

I thi thang do ludng la td't, ttf 0.7 den gan 0,8 la stf 
dung dUdc, ttf 0,6 trd len la cd the stf dung dUde 
trong trUdng hdp khdi nidm do Itfdng la mdi hddc 
mdi dd'i vdi ngtfdi tra Idi trong bd'i canh nghidn ctfu 
(ddn theo Hoang Trong va Chu Nguydn Mong 
Ngoc, 2008). Ben canh do, he sd'tUdng quan gitfa 
bie'n vd Cronbach's Alpha tdng phai > 0,3; neu 
ngtfdc lai, bid'n dtfdc xem Id bie'n rac vd se bi loai 
khdi mo hinh. 

-Bii'd'c2: Stf dung pbUdng phap phdn tich nhan 
to kham phd (EFA) de kiem dinh cde nhdn i6' dnh 
btfdng va nhdn didn cdc nhdn to' anb htfdng dd'n stf 
bdi long cua ngUdi dan. Cde dieu kien can dUdc 
dam bao dd'i vdi ke't qua phdn tich nhdn to: (1) Hd 
so' tdi nhan to' (Factor Loading) > 0,5 de dam bao 
sU lUdng quan ddn gitfa bie'n vd cac nhdn to'; (2) 
Chi so' KMO (Kaiser Meyer-Olkin) nam trong 
khoang ttf 0,5 dd'n 1 vd be so' Sig. cua kiem dmh 
Bartlett < 0,05 de xem xet sU pbu bdp cua phdn 
licb nhan to'. Neu nhU tri so' nay be hdn 0,5, phan 
licb nhan to' cd khd nang khong phu hdp vdi cdc 
dff bdu; (3) Dd'i vdi thang ddn hudng stf dung 
pbUdng phap trich nhdn to' "Principal Compo­
nents". Thang do chd'p nhdn dUdc khi long phffdng 
sai trich difdc bdng hoac Idn hdn 50% (Nguydn 
Dinb Tbp, 2011). 

-Btfdc 3: Stf dung mo binh hoi quy bpi de ddnh 
gid anb htfdng cua ttfng nhdn to' de'n sff hdi long 
eua ngtfdi dan vdi cdc dieu kien: Dd phii hdp cua 
md hinh (Sig. cua kiem dinh Anova <=0.05); Hien 

tUdng tu tudng quan vd da cong tuyen khong 
ddng kd' (kiem dinh Durbin-Watson; bd so' VIF 
<I0) (Hoang Trpng va Chu Nguyin Mong 
Ngoc, 2008). Kiem dmh stf khac biet vi ddc 
diem nhdn khau hoc (ludi, gia dinh, trinh do, 
so'ndm cdng tdc). 

2.3. Phddng phdp thu thap sdlieu 
Dtf Heu cua nghien ctfu dtfdc thu thap theo 

pbUdng phap chgn mdu thudn tidn trong 
khoang thdi gian ttf thdng 6/2019 de'n thang 
7/2019. Trong md binb nghien ctfu de xuatco 
31 bie'n quan sdt cd the dtfdc stf dung tai phan 
tich nhdn to'kham pha, trong dd 27 bid'n quan 
sat de do ludng 6 thdnb phan cha't Itfdng dich 
vu banh chinh vd 4 bie'n quan sat do lUcJng 
mtfe do bdi Idng cua ngUdi dan. Tac gia sil 

dung thang do khoang dang Likert vdi 5 ratfc 
ddnh gia tff 1 de'n 5. Do do, cd mdu td'i thieu cIn 
thie't cua ngidn ctfu Id 31 x 5 = 155 mdu. Qui 
trinb tbffc bien nghien ctfu, tac gia dd td chî c 
dieu tra, phdt ra 360 phie'u, tbu ve 318 phieu, 
trong do cd 31 phie'u hdng, cdn Iai la 287 phig'u 
dtfa vao phan tich (ty Id 90,3%), vtfdt tren so mdu 
td'i tbid'u. 

3. Ke't qua kî 'm dinh d6 tin cay thang do 
3.1. Ket qua phdn tich Cronbach's Alpha 
Kd't qua kiem dinb dp tin cay eua thang de'n sii 

bdi Idng cua khdch hdng khi tbtfc hidn cac thu tuc 
banh chinh trdn ITnb vUc da't dai tai Chi nhdnh Vdn 
phdng Ddng ky dd't dai tbi xa Binb Long, bien quan 
sal quan sat DTC4 la 0.099 <0.3 nen quan sdt 
DTC4 bi loai. Cac bid'n cdn iai dieu dat yeu clu 
de dua vdo phdn ticb EFA. 

3.2. Kit qud phdn tich EFA 
Kd't qua phdn ticb nhan to' EFA cbo tha'y: He so 

KMO trong phan tich bang 0.862 > 0.5, cho thay 
rang kd't qua phan tich ye'u to' Id dam bao dp tin 
cay. Kiem dinh Bartlett's Test cd be sd Sig la 0.000 
<0.05, the hien rang kd't qud phan tich ye'u to'ddm 
bao dUdc mtfe y nghia thd'ng ke. Phffdng sai trich 
bang 64.930% the hien rang sff bie'n thien cua cdc 
yd'u to' dffdc phan ticb cd the giai thich dffdc 
64.930% sff bie'n thien cua dff Heu khao sat ban 
dau, ddy la mtfe y nghia d mtfe khd cao. He so'tai 
ye'u to' cua mdi bie'n quan sat the hien cae ye'u t6' 
deu Idn bdn 0,8, cho dia'y rdng, cdc bie'n quan sii 
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deu the hien dtfdc stf anh htfdng vdi cde ye'u to'md 
cdc bie'n nay bieu didn. Khong cd bid'n quan sat 
nao bi loai sau pbdn ticb EFA. 

3.3. Kit qud phdn tich hoi quy tuye'n tinh 
Phan ticb bdi quy dtfdc dd'n banh vdi 6 nhdn to' 

ddc lap: Dp tin cay (DTC), Cd sd vat chd't (CSVC), 
Nang Itfc can bd (NLCB), Thdi dp phuc vu 
(TDPV), Tinb minh bach (TMB) vd Quy tnnh tbu 
luc dich vu (QTTT) va nhan id' phu thupc Stf hdi 
long cua ngtfdi ddn (SHL) khi dd'n lam thu tuc bdnh 
chinb tai Chi nhanh Van phdng Dang ky Dd't dai 
thi xa Binb Long. PhUdng trinb hoi quy tuye'n tinb 
da bid'n cd dang nbu sau: 

SHL = -0.267 -f 0.167*DTC + 0.231*CSVC 
+ 0.230*NLCB -1- 0.165* TDPV 
+ 0.077*TMB + 0.213*QTTT + ei 

Ke't qua hoi quy cbo tha'y Sig(p,), Sig(p3), 
Sig(p4), Sig(p5), Sig(p6) < mtfe y nghTa 5% nen 
cae bie'n ddc lap ttfdng tfng Id Dd tin cdy, Ndng 
life can bp, Thai dp phuc vu, Su dong cam cua 
cdnbd va Quy trinb thu tuc dich vu ed bd so'boi 
quy cd y nghTa ve mdt thd'ng ke d mtfe -$ nghia 
5%. (Xem Bang) 

Ke't qua phdn ticb cbo thd'y nhan to' Cd sd vdt 
chd't (CSVC) cd anh htfdng Idn nhd't dd'n stf hai 
Idng cua ngtfdi dan khi de'n thtfc hien thu tuc hdnh 
cbinh lai Chi nhanh Van phdng Dang kj' da't dai 
tbi xa Binh Long. 

4. Kd't Iu3n va d^ xua't 
Muc tidu irpng lam ciia nghidn ctfu nham ddnh 

gid nhffng ye'u id' tdc dong de'n Stf hai long cua 
khdch bdng khi thuc hien cac thu tuc hanh ebinb 
trdn ITnh v\ic dd't dai tai Chi nbdnb Van phdng 
Dang ky dd't dai thi xa Binh Long vd chi ra dtfdc 
nhffng kbia canh ban cbe', nhtfng vd'n de can giai 
quye't trong qua trinb cai each bdnh cbinh tai Chi 
nhdnh Van phdng Dang ky da't dai thi xd Binh 
Long bidn nay. Ke't qua kbao sat cbo thd'y Stf hdi 
Idng cua khach hang kbi thtfc hien eac thu tuc 
banh cbinh tren ITnb vtfc da't dai tai Chi nhdnh 
Van phdng Dang ky da't dai thi xa Binh Long chiu 
tae dong cua 6 ye'u to'. Cu the, ca 6 ye'u to' deu 
tae dong dtfdng dd'n Stf bai Idng eua khdch hdng 
khi thtfc bidn eac thu tuc hanh cbinh tren ITnh vifc 
dd't dai tai Cbi nhanh Van phong Dang ky dd't dai 
tbi xa Binb Long, dd la: (1) Dp tin cdy, (2) Cd sd 

Bang. Bang thong so thdng ke cua tC/ng bien trong mo hinh hoi quy 

Mo hinh 

1 

Hang so 

DTC 

CSVC 

NLCB 

TDPV 

TMB 

QTTT 

H$s£rkhdngchuanhda 

B 

-0 267 

0.167 

0.231 

0.230 

0.165 

0.077 

0.213 

DOI^ch 
chuan 

0.152 

0,026 

0,033 

0,036 

0,025 

0,034 

0,033 

H# so chuan hoa 

Beta 

0,229 

0,287 

0,276 

0,221 

0,098 

0,266 

Gia 
Irit 

-1,751 

10,434 

7,061 

6 337 

6 713 

2,249 

6,374 

Mdcy 
nghTa 

0.081 

0.000 

0.000 

0.000 

0.000 

0.025 

0.000 

Thong i<e ds 

Dung sai 

0,979 

0 702 

0,609 

0,980 

0,604 

0,665 

c$ng tuyen 

ViF 

1,022 

1,424 

1643 

1,020 

1.655 

a. Bien phu thugc' SHL 

Nguon: Phdn tich dS lieu id dieu tra ciia tdc gid 
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vat chd't, (3) Nang iUc can bd, (4) Thai do phuc 
vu, (5) Tinh minh bach, (6) Quy trinb tbu tuc dich 
vu. De nang cao sff hai Idng eua ngUdi ddn kbi 
de'n ldm tbu tuc hanh chinb tren Iinh vUc dd't dai 
tai Chi nbanh Van phdng Dang ky dd't dai tbi xa 
Binh Long, can quan tdm mdt sd'van de nhUsau: 

4.1. Yeu tore ctf sd vat chat 
Trang bi may mdc vd pbUdng tidn ky thuat: 

may ghi hinh, mdy anh, may tinb, may scan, mdy 
do dac... mot each day du. Tap trung nguon Itfc 
de hoan thidn cd sd dff lieu v^ dd't dai, bdn do vdi 
day du tieu chi phuc vu thffc hien cdc tbu tuc ed'p 
Gia'y ebffng nhan, dang ky bid'n ddng, trich do ho 
sd dia chinh. Nang ed'p, hodn thien he thd'ng 
dffdng truyen, mdy ehu, may tram, nang ca'p cac 
chUdng trinh ph^n mim nhdm bo sung them mot 
so' chtfc ndng can thie't, dam bao be thd'ng mang 
dtfdc lidn thdng tff Van phong Dang ky dd't dai 
dd'n cdc Chi nhdnh, tff tbi xa de'n eac pbUdng xa, 
cdc Chi Cue thud' nham ddp tfng viec lien thdng 
bo sd dia chinb, hUdng tdi viec "Hen thdng didn 
ttf" giffa cdc ddn vi.., 

4.2. Ye'u to ndng life cdn bd 
Can tid'p tuc quan tdm vd nang cao cong tdc 

dao tao nang Iffc, ky nang va kid'n thtfc eho dpi 
ngu can bp, cdng chtfc. Chi nhdnh Van phdng 
Dang ky dd't dai thi xd Binh Long cdn tbUdng 
xuydn eff can bp hoc lap, nghidn ctfu cac kie'n 
tbtfc chuyen cbung ve chuyen mdn nghiep vu: 
Ludt Dd't dai, nghidp vu quan ly dd't dai, nghidp 
vu thd'ng ke, kiem ke, cap nhat bo sd dia ebinb. 
Tap trung bdi dudng ky nang ve chuyen mdn 
nghidp vu, cac Idp ky nang giao tie'p nham ndng 
cao van hda tfng xtf trong giao tie'p vdi ngffdi ddn; 
doi mdi binh tbffc, noi dung dao tao, bdi dudng, 
can dat ra cac tinb hud'ng cu the didn ra trong thffc 
te' de ngffdi can bp, cdng chtfc giai quye't, nham 
nang cao ky nang giai quyd't cdng vide, tuyen 
chpn can bp cd ndng Iffc va tam huyd't... 

4.3. Yeu to quy trinh thu tifc dich vg 
Chi nhdnh Vdn phdng Dang ky da't dai thi xd 

Binh Long can tie'p tuc day manh viec nidm ye't 
cong kbai cac quy dinb, quy trinh ihffc hien va xtf 
Iy. yeu eau hd sd rd rang., tai Chi nhanh Van 
phdng de ngUdi dan tham kbao khi cd nhu cau. 

Trong khi tid'p nhan ydu cau va do'i chie'u theo quy 
dinb, cdn bp, cong chtfc can phai xem xet vd linh 
boat trong qua trinb giai quye't cho ngtfdi dan; luon 
Idng nghe, tie'p thu va ghi nhan y kid'n ttf ngudi dan 
ve nhtfng gi chtfa hdp Iy, can eai tie'n de cd the 
phan hdi lai cho lanh dao Chi nhdnh Van phong 
Dang ky da't dai cung nhtf bdo cao Iai ca'ped tham 
quyen cao hdn xem xet vd cai tie'n phia hdp. Tie'p 
tuc hoan tbidn, kidn loan va bieu qua md hinh cd 
che' "mdt cffa lien thdng" gitfa cdc bp phan cd chu'c 
ndng giai quye't thu tuc hdnh chinh cho ngtfdi ddn. 

4.4. Yi'u td'dQ tin cay 
Cbi nbanh Van phdng Ddng ky da't dai thi xa 

Binb Long can tid'p tuc nghidn ctfu, xay dtfng ca 
chd' nham htfdng de'n vide ddp ffng td't ydu c^u cua 
ngffdi ddn chinh xdc, nhanh vd uy tin nha't, nha't 
quan trong viec thtfc hidn thii tuc hdnh chinh theo 
yeu eau eua ngtfdi dan va tdn trong eac cam kd't, 
cung nhu giff ldi htfa vdi ngUdi ddn. 

Chi nhanh Van phdng Dang ky dd't dai thi xa 
Binb Long eung can tie'p tuc day manh cam ket 
thtfdng xuydn thuc hidn vd cai tid'n Bp thu tue hanh 
cbinh ITnh vUc quan ly da't dai do UBND tinh Binh 
Phudc ban banh. B6 thu tue bdnh ebinb dffdc xac 
dinb Id can eff cam kd't Idn cua chinh quyen do'i vi3i 
khdch hang ve boat ddng tbffc hidn cdc thu tuc 
banh chinb tren ITnh vUc dd't dai. 

4.5. Yeu to thdi dg phuc vg 
Chi nhdnh Van phdng Dang ky dd't dai thi xa 

Binh Long can cd cd cbe' manh de nang cao thdi dp 
phuc vu cua can bo cdng cbffc, eu the la: Cung 
each phuc vu cua can bp, cong cbffc chuyen 
nghidp, tao stf tin ttfdng, phong thai lich thiep, kha 
ndng giao tid'p td't; khong ngtfng nang eao kie'n 
tbtfc, kinb nghiem cua can bp, cong chffe de ttf va'n, 
btfdng ddn cho ngtfdi ddn. De xud't len Vdn phong 
Dang ky dd't dai cd cbe do kben thtfdng nham tao 
ddng Iffe de can bp, cdng chtfc pha'n dd'u hoan 
tbanh nhiem vu; kiem tra, gidm sat thtfdng xuyen 
de phat hien kip thdi sai pham va cd hinh thtfc xil 
ly pbu hdp; thUe hidn td't viec giao due chinb in, tif 
tudng va y thtfc trach nhidm dd'i vdi nhdn dan va 
vdi da't nffde cua can bp, cdng chtfc. 

4.6. Yeu tdtinh minh bgch 
Tie'p tuc thife bidn td't vide cdng kbai hda cdc 
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thdng tin khach bang quan tam nhff: phffdng tbffc 

tbffc hidn cdc thu tuc banh cbinh tren ITnb vUc dd't 

dai, tbu tuc, trinb tff tbifc hien, cdn bp tbffc hien, 

thdi gian tra ke't qua,... Viec cdng kbai hda cac npi 

dung thong tin can xem xet trong mo'i Hen he vdi 

cdc quy dinh cua Luat Dd't dai 2013, cac Nghi dinh 

va Thdng tff hffdng din tbffc bien Ludt Da't dai nam 

2013. Kie'n nghi day manh tfng dung bieu qua be 

thd'ng mang va eac website chuyen nganh etaa Van 

phong Dang ky da't dai tinh Binh Phtfde trong viec 

cdng bd', cdng kbai cac quy dinh, quy trinh, thu tuc, 

thong Hn lidn quan dd'n boat dong thtfc bien tbu tuc 

hdnh chinh trdn ITnh vUc dd't dai. 

5. Ke't luan 

Nghidn ctfu cdc nhdn to' anb htfdng de'n de'n stf 

hai long cua khdch bdng, ngUdi dan kbi de'n ldm 

tbu luc hdnh cbinh lai Cbi nhdnh Van phdng 

Dang ky dd't dai tbi xd Binb Long cho chiing ta 

thd'y ro bdn anb hudng cua cac nhdn to'ddn sff bai 

long cua ngUdi dan do'i vdi dich vu hdnh chinb 

cua Chi nhdnh Van phdng Dang ky ddt dai thi xa 

Binh Long, iff do giup cdc nbd qudn ly cd cd sd dd 

ban hdnh chinh sdch, quye't dinh, nham gdp phdn 

ndng eao stf hdi long cua ngtfdi dan khi dd'n lam 

thu tue hdnh cbinh tai Cbi nbanh Van phdng 

Dang ky dd't dai • 
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ABSTRACT: 
This research aims at: (1) Indentifing factors influencing costomer satisfaction wiien 

performing administrative procediiser on land at ttie branch office of land registration office of 
Binh Long; (2) lYovidmg the policies to improve people's satisfaction when usmg 
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) reliabihty, (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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