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TOM TAT: 
Muc tidu cua nghidn cflu nay nham tim ra cac yeu to' anh hfldng de'n siJ hai long cua khdch 

hdng dang giao dich tai Kho bac Nhd nflde Kidn Giang (KBNN Kien Giang). Tfl dd, d^ xud't cdc 
ham y chinh sdeh, ndng cao cha't Ifldng phuc vu hanh ehinh cdng tai KBNN Kidn Giang, lam thda 
man sfl hai ldng cua khach hang thdi gian tdi. Ke't qua cho thd'y ed 4 nhdn td' tae ddng dd'n sfl 
bai ldng eua khdch hang la: dp tin cay, thai dd phue vu, nang Iflc phue vu va ed sd vdt cha't. Trong 
do, thdi dp phuc vu va cd sd vdt chd't tae ddng Idn nhd't dd'n stf hai long eua khach hang. 

Tif khoa: Stf hai Idng, yd'u to, khach hang, Kho bac Nha nflde Kien Giang, hdi quy da bid'n. 

1. Gidi thieu 
He thd'ng Kho bac Nha ntfdc la ddn vi trtfc 

thudc Bd Tai chinh, trong thdi gian qua cung dd 
dd'y manh eai each banh ehinh theo dung mue 
tidu eai each thu tuc hanh ehinh trong giai doan 
2016 - 2020 tai Quye't dinh sd 1491/QD-BTC 
ngay 30/7/2015 cua Bd trtfdng Bd Tdi ehinh Id 
"kiem sodt chat che ndi dung thu tue hdnh ehinh; 
tie'p tue cdt giam va nang cao eha't Itfpng thu luc 
banh ehinh trong ITnh vtfc lai chinb; ddn gian hda 
va edng khai hda quy trinh, thii tue bdnh cbinh 
trong ITnh vfle tdi ehinh, dac bidt Id trong ITnh vfle 
Hai quan, Thue', Kho bae, ehflng khoan". Danh 
muc tbu tuc hdnh ehinh (dieh vu hdnh ehinh 
cdng) dfldc chud'n hda trong ITnh vtfc Kho bac 
Nha ntfde thupc pham vi chflc ndng quan ly cua 
Bd Tdi chinh hien nay la 25 thu tuc, trong dd d 

ca'p trung flPng la 2 thu tue vd d ed'p tinh/huydn 
la 23 thu tue. Theo bao cao eua Kho bac Nha 
ntfdc, rieng thu tuc thanh loan eac khoan chi 
Ngan saeb Nha ntfdc qua Kho bac Nha ntfdc da 
chie'm ty trgng bdn 85% trdn tdng so' tbii tuc 
hdnh cbinh, Tai de dn "Thd'ng nhd't d^u md'i 
kid'm sodt chi" cua Kho bae Nhd nflde, so' chi 
Ngan sdch Nha nflde qua Kho bac Nhd nflde nam 
2018 Id 776.059 ty ddng vdi hd sd, ehflng tU 
thdng qua giao dich mdt cfla. 

KBNN Kien Giang da tie'n hanh edng bd'danh 
muc thu tuc hdnh chinh thupe ITnh vfle Kho bac 
Nha nflde tbeo d^ dn 30 cua Cbinh phu vdi 23 thu 
tuc vd dp dung he thd'ng quan ly chd't Ifldng theo 
TCVN ISO 9001:2008. Theo bdo cao"Ke't qua tfl 
kid'm tra ve nghiep vu td'ng bdp phap che'" ciia 
KBNN Kien Giang, nam 2018, da tid'p nhan vd 
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giai quyd't 346.375 bd hd sd. Vdi so'Ifldng thu tuc 
hanh cbinh nhfl vay nhflng vide do Itfdng sfl thda 
mdn cua kbdcb hdng theo ISO 9001:2008 chfla 
dflde thtfe hien tbeo ky vpng vdi mue lieu khdng 
ngtfng eai cdch hanh chinh nhdm ddp flng yeu eau 
thtfc te'. Phie'u ddnh gia stf thda man eua khaeh 
hang cd ndi dung cdn chung chung, mflc dp tham 
dd ehi ed 4 lieu ehi {thai dd eiia edng chtfc Kho 
bac Nhd nflde dd'i vdi ddn vi, chd't Ifldng xfl ly hd 
sd, thdi gian xfl ly vd gdp y ehung) d 3 cd'p dp Ifla 
chpn tai KBNN Kien Giang (rd't khdng hdi Idng, 
khdng bdi Idng, binh thfldng). 

2. Lifdc khao tai li^u 
Raja Irfan Sabir, Osama Ghafoor, Naeem 

Akhtar, Iqra Hafeez, Asad Ur Rehman (2014) 
nghien eflu ke't luan rang, eha't Itfdng dieh vu anh 
hfldng dd'n stf hdi Idng eua khdch hang va stf hai 
long tae ddng de'n Idng trung thanh cua khdch 
hdng. Le Nguyen Doan Khdi, Huynh Chau 
Khanh vd Ld Bao Toan (2017) da pbdn ticb cae 
nhan td' anh htfdng de'n stf hdi Idng eiia khdch 
hang ddi vdi chat Ifldng dich vu chuyd'n tien, thu 
hp tien vd chi hd tien lai Bflu dien tinh An Giang. 
Ke't qua cho tha'y, cd 3 nhdm ye'u to anh btfdng 
dd'n stf hai ldng eiia khdch hdng bao gdm "Gia tri 
cam nhdn", "Cung each phuc vu", vd "Stf ddng 
cam". 

Theo Le Minh Trung (2017), trong Cac nhdn 
td'anh htfdng dd'n stf hai long ctia ngtfdi dan dd'i 
vdi dich vu hdnh ehinh cdng eiia huyen Kien Hai, 
tinh Kidn Giang, tac gia sfl dung phtfdng phap 
ngbidn eflu, edeh thtfe ehpn mdu dflde dung eho 
nghien cflu ndy, Idm rd each thflc chpn mdu vdi 
cd mdu la 250 phan tfl. Ngodi ra, thang do Likert 
5 diem dflde sfl dung de do Ifldng stf hdi Idng cua 
ngtfdi ddn tai huyen Kidn Hai vdi chd't Itfdng dich 
vu hanh cbinh cdng tai ddy. Kd't qua cho thd'y, ed 
4 nhan id' anh htfdng de'n sfl bdi ldng eua ngfldi 
ddn: (1) Nang life phue vu, (2) Sfl tin cdy, (3) Cd 
sd vat chd't, (4) Stf ddng cam. 

Ngd Hdng Lan Thao (2016) ddnh gia sfl hai 
ldng eiia ngtfdi dan dd'i vdi ehd't Itfdng dieh vu 
hanh ehinh cdng tai UBND thi xa DT An, tinh 
Binh Dfldng. Nghidn etfu sfl dung kiem do tin cdy 
thang do bdng Cronbach's Alpha vd pbtfdng phdp 

phdn tich nhan to'EFA vdi mdu khao sal cd kich 
c3 n = 287 ngtfdi ddn de'n giao dieh tai bd phdn 
tid'p nhdn vd tra hd sd tai UBND thi xa DT An de 
kid'm dinh thang do. Idem dinh mflc dp anh hfldng 
ciia tifng nhan td'de'n sfl bai ldng ciia ngtfdi ddn. 
Ke't qua eho thd'y, cd 5 nhdn td tac ddng de'n sfl 
hdi long ciia ngtfdi dan ddi vdi dieh vu hanh ehinh 
cdng bao gdm: (1) Kha nang phuc vu, (2) Quy 
trinb tbii luc, (2) Stf tin cdy, (4) Cd sd vat eha't, 
(5) Stf ddng earn. 

Bui Van Nguyen (2015) dd nghidn cflu cac 
ye'u to' anh hfldng de'n stf hai long dd'i vdi dieh vu 
gidi thidu vide lam thdng qua vide phdn ticb cdc 
ye'u td'cd kha nang giai thieh eao nhd't stf hdi long 
cua ngfldi lao ddng dd'i vdi qud trinh ddng ky tim 
kie'm vide ldm tai eae Trung tdm Dieh vu vide 
lam. Nghien cflu ndy dtfa trdn cd sd md hinh 
SERVQUAL ciia Cronin & Taylor (1992) da cai 
bien vd xay dflng md hinh SERVPERF thang do 
dp dung cua tac gia (Engelland, Workman, & 
Singh, 2000). Cae ye'u to'trong nghidn ctfu nay cd 
stf khac biet do anh htfdng ciia cde ye'u Id'nhfl van 
hda, chinh tri, thdi quen, nhu cau, thdi gian, he 
thd'ng gia trj... Thang do dtfdc kd' tbfla mdt each 
chgn Ipc sau khi dtfde dieu ehinh phii hdp vdi boi 
eanh ngbidn cflu. 

Vd Nguyen Khanh (2013) eho rdng, cd 4 ye'u 
td' tde ddng de'n stf bai long eua ngtfdi ddn dd'i vdi 
ehd't Ifldng dich vu hanh chinb cdng va cac yd'u 
td' nay dtfdc sap xe'p theo mdt trinh ttf mflc dp 
quan trgng giam d^n, dd la: (1) Qui trinb tbii tuc, 
(2) Kha ndng phuc vu, (3) Stf tin cdy, (4) Cd sd 
vdt chd't. Ngoai ra, ea 4 nhan td' nay deu ed md'i 
quan he eung chieu vdi sfl hai Idng ciia ngfldi 
ddn. Difa vao kd't qua nghien eflu ndy, tae gia se 
de xua't mot sd' giai phdp nhdm ndng cao sfl hdi 
Idng eiia ngtfdi dan dd'i vdi chat Ifldng dich vu 
hdnh cbinh edng lai UBND Qudn I. 

Nguydn Todn Thdng (2010) cho rang, stf hai 
Idng cd quan hd dtfdng vdi eac thdnh phan eha't 
Itfdng djch vu: Nang Ifle, sfl quan tdm vd tinh than 
trach nhidm eua edn bp. Bao gdm nhflng bid'n 
quan sat lidn quan de'n: trinh do, ndng lu'c ciia can 
bd, stf quan tam tdi ngfldi ddn va tinh than trdch 
nhiem trong edng vide. Cam giac tboai mai: bao 
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gdm nhflng bid'n quan sdt Hen quan de'n cd sd vdt 
ehd't lai ndi giao dieh, gid gid'e lam vide dam bdo, 
nhdn vien khdng gdy phien ha. Nang Ifle phue 
vu: bao gdm nhflng bid'n quan sat lidn quan den 
sd'lfldngnhdn vien dap tfng cdng vide va pbtfdng 
tien lam vide ddp flng nbu edu cdng vide. 

3. Phtftfng phap nghien cu'u 
Thu thdp dtf lieu trtfc tie'p 200 khdch hang dd'n 

giao dich tai KBNN Kidn Giang, Phdn tich hdi 
quy se xdc dinh md'i quan he gifla bid'n phu thudc 
(hai ldng vdi chd't Itfdng dich vu cdng) vd cdc 
bie'n dgc ldp (cd sd vat chd't, dd tin cdy, nang Itfc 
phuc vu ciia edng chflc, thdi do phuc vu ciia cdng 
ebtfe va quy trinb tbu tue). Phtfdng phdp hdi quy 
ed dang: 

Yi = Bo + B, Xli + ^2 X2i 
+ BjX3i+...+ B„X„i+ei 

Trong dd: X,,,: bieu bien gid tri eiia bie'n ddc 
lap thfl tfl tbfl n tai quan sal ibfl i. 

Ung dung ham hdi quy tuye'n tinh tbu dflde ebi 
cd y nghTa khi hdm bdi quy dd phu hdp vdi dfl 
lieu mdu va eac he sd'bdi quy khac 0 ed y nghTa, 
ddng thdi ede gia dinh ciia ham hoi quy tuyd'n tinh 
cd dien ve phtfdng sai, tinh ddc lap ciia phan dfl. 
dtfdc dam bao. Vi the', trtfdc khi phdn tieh ke't qua 
bdi quy, thtfc hidn cdc kiem dinh ve dp phii hdp 

ciia ham hdi quy, kiem dinh y nghia cua cde hd so 
bdi quy va ddc biet la kiem dinh cac gia dinh cOa 
hdm hdi quy. (Bang 1) 

4. Kd't qua nghien cifu 
Md hinh nghien eflu vd ede gia thuyd't dfldc 

kiem dinh bang phfldng phdp phdn tieh hdi quy. 
Phfldng phdp thî c hidn hdi quy nham xac dinh vai 
trd quan trpng cua tflng nhdn to' trong vide danh 
gia md'i quan he gifla sfl hdi ldng eiia khdch hang 
vdi cac nhdn id' ddnh gid dich vu (quy trinh thii 
tuc, do tin cay, thai dp phuc vu, cdsd vdt chd't va 
nang Itfe phue vu). (Bang 2) 

Tfl Bang 2 cho tbd'y, ne'u bi phtfdng sai thay 
ddi p-value se bi tinb sai vd ne'u bi da edng tuye'n 
p-value eung bi dd'y eao hdn so vdi thtfe chd't ciia 
nd. Ngoai ra, kbi bi da cdng tuyd'n (la hidn ttfdng 
cac bid'n ddc lap trong md binh ttfdng quan tuyd'n 
tinh vdi nhau), be sd' hdi quy ed thd' bi sai dd'u. 

Nhtf vdy, sau khi thtfc hien chay hdi quy vd 
kid'm dinh cac gia thid't thd'ng kd, chiing la rut ra 
md hinh hdi quy ede bie'n ed hd sd' da chua'n hda 
nhfl sau: 

Nhdn td'dd tin cdy (XI) cd hd sd'bdi quy 0.076 
> 0,05 dieu nay eho tha'y Dp tin cdy ed anh btfdng 
ciang chieu vdi sfl hai ldng cua kbdcb bang. Trong 
dieu kidn cac nhdn to' khac khdng doi, khi bien 

Bang 1. Cd sd hinh thdnh mo hinh nghien cdu de xudt 

Ky Nhan to Ngudn 
Kyvpng 

dau 

Bien ddc ISp 

Xi 

X, 

X3 

x. 

X5 

Cd sd vat chat 

Dd tin cay 

Nang luc phuc vu cua cdng chi/c 

Thai dp phuc vu cua cdng chdc 

Quy trinh thu tuc 

Parasuraman va cdng sif (1988), Vd Nguyen Khanh (2013, 
Nguyen Toan Thang (2010) 

Parasuraman va cdng sd (1988), Vo Nguyen Khanh (2013) 

Parasuraman va cdng sU (1988), Vo Nguydn Khanh (2013) 

Parasuraman va cdng sil (1988), Nguyen Toan Thang (2010) 

Parasuraman va cgng su (1988). Vd Nguyen Khanh (2013) 

-
+ 

+ 

+ 

+ 

Bien phu thufyi 

Y Su hai long Parasuraman va cdng sy (1988), Vd Nguyen Khanh (2013) 

Nguon. Tdng hap cua tdc gid 
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Bang 2. Ket quo phan tich hoi quy 

Source 

Model 

Residual 

Total 

SS 

25.4105569 

17.7444421 

43 154999 

df 

5 

194 

199 

IMS 

08211139 

.091466196 

.216859292 

Number of obs = 200 

F( 5,194) = 55.56 

Prob > F = 0.0000 

R-squared = 0.5888 

Adj R-squared = 0.5782 

Root MSE = .30243 

Haijong 

Dojincay 

Quy_trinh_TT 

Thai_do_PV 

Nang_luc_PV 

Co_so_VC 

_cons 

Coef. 

.0761547 

.0172476 

.4917099 

.0583666 

0776054 

1.693577 

Std. Err. 

.0349712 

.0360907 

.0369535 

.0349509 

.0344895 

1613542 

t 

2.18 

0.48 

13.31 

1.67 

2.25 

10.50 

P>|t| 

0.031 

0 633 

0.000 

0.097 

0.026 

0.000 

Beta 

.1371642 

.0260208 

.7226044 

.088463 

.136571 

Nguon: Ke't qud mo hinh hoi quy 

Do_tin_cay lang Idn 1 ddn vi thi bid'n Hai_long 
tang 0.076 ddn vi. Ke't qua nay trung hdp vdi gia 
thid't ban dau. 

Nhdn Id' Quy trinh thii tuc (X2) cd (p-value) 
0,633 > 0,05 ndn md'i quan he gifla bid'n ddc ldp 
nay va bid'n Hai_long khdng cd y ngbia thd'ng kd, 
khdng cd md'i ttfdng quan gifla chiing. Do dd, 
chfla du cd sd ke't luan rang chung cd md'i quan be 
vdi nhau khi xet trong mdu khao sdt ndy. 

Nhdn Id' Thai dd phue vu (X3) cd he so' hdi 
quy 0.491 > 0.05, dieu ndy cho thd'y Thai dp phuc 
vu cd anh hfldng cung chieu vdi Sfl hdi Idng cua 
khaeh hang. Trong dieu kien ede nhdn td' khde 
khdng ddi, khi bie'n Thai_do_PV lang len I ddn vi 
thi bid'n Hai_long tdng 0.491 ddn vi. Kd't qua ndy 
trung hdp vdi gia thie't ban dau. 

Nhdn td' Ndng Itfe phue vu (X4) ed (p-value) 
0.097 > 0,10 nen md'i quan he gitfa bie'n ddc lap 
nay vd bid'n bdi long cd y ngbia thd'ng ke vdi dd 
tin cay 90%, Do dd, ke't ludn rang chung cd md'i 
quan he vdi nhau khi xet trong mdu khao sal nay. 

Nhan td'Cd sd vdt chd'i (X5) cd he sd'bdi quy 
0.078 > 0.05, dieu nay cho thd'y, Cd sd vdt cha't cd 

anh htfdng ciing chieu vdi Stf hdi long eiia khach 
hang. Trong dieu kien ede nhdn to' khde khdng 
ddi, khi bie'n Co_so_VC tang len 1 ddn vi thi bid'n 
Haijong lang 0.078 ddn vi. Ke't qua nay trung 
hdp vdi gia thie't ban dau. 

5. Giai phap nang cao s\i hai Idng cua khach 
hang tai KBNN Kien Giang 

5./. Ddi vdi Kho bac Nhd nUdc Vi^t Nam 
Day manh cung ed'p dieh vu cdng trtfc tuye'n 

KBNN nham thtfe hien eai each, tao dieu kien 
thuan ldi hdn ntfa eho ddn vi sfl dung ngan sdeh 
va chii dau ttf kbi giao dich vdi KBNN. Trong 
nam 2019, trid'n kbai 100% ede thii tue hanh chinh 
KBNN dfldc thflc hidn tren dieh vu cdng trtfc 
tuyd'n mtfe dp 4; 100% cdc ddn vi sfl dung NSNN 
ed giao dich vdi KBNN cd'p tinh, KBNN qudn, tbi 
xa thdnh phd' thupe tinh, thdnh phd' trtfc thudc 
Trung fldng tham gia dich vu cdng mflc 4. 

Quy dinh eae thu tuc hanh ehinh trong linh vfle 
KBNN, eac Thdng ttf hfldng ddn Nghi dinb, bd 
sung thdm hinb thtfe ddn vi gu'i hd sd trdn dieh vu 
edng dd'i vdi eae hd sd phap Iy ciia dfl dn dau tfl 
(Hpp ddng, Quyd't dinh dau ttf...) vd cde hd sd khde 
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bang ldp tin didn tfl (file word, file exel) ky so' va 
chiu trach nhidm ldp tin didn tfl kbdp diing vdi file 
gd'c da dtfdc ky. Dam bao cde hd sd theo quy dinh 
ede ddn vi phai gfli KBNN de thtfe hien kiem sodt 
dtfdc gfli hodn toan bang phtfdng thflc dien tfl. 

Hodn thien ndng cd'p he thd'ng dieh vu cdng 
nham khde phuc mot sd'tdihd thd'ng, ddng thdi td'i 
flu mdt so' chflc nang truyen nhdn, giao didn dtf lidu 
gifla he thd'ng dieh vu cdng cua ddn vi sfl dung 
ngan sdeh va KBNN. Chinh sfla cac bd thd'ng cdng 
nghe thdng tin nhtf phan ludng, chuyen ddi dfl 
lieu... tren he thd'ng dich vu cdng dd' phuc vu trien 
khai md hinh ed'p tinh. Dac biet, day nhanh tid'n do 
ndng ed'p cdc dich vu cdng dam bao nam 2019, 
trien khai 100% eae tbii luc hanh chinb KBNN 
dfldc thtfe hien tren dieh vu edng trtfc tuyd'n mflc do 
4, Cbinh sfla cae flng dung cdng nghd thdng tin ddp 
flng trid'n khai md hinh giao dieh vien chuyen sdu 
dd'i vdi KBNN cd'p tinh. 

5.2. Doi vdi KBNN Kien Giang 
Can ehuan hda ddi ngu edng ehtfe, quy dinh 

rd quyen ban, trach nhidm eua dpi ngu edng 
chflc trfle tie'p lam cdng tac giao dieh vdi khaeh 

hdng. Tdp trung trang bi kidn thflc, ky nang, thdi 
dd thflc hidn cdng vide cho cdng chflc, trong dd 
cung cd'p nhflng kid'n thflc, ly ludn cd ban, trang 
bi ky ndng, each tbtfc hoat ddng thflc thi edng 
vide, giao due thai dp thflc hien cdng vide the 
hidn sfl nhidt linb, tinh thin trach nhiem ciia 
ngfldi edng chflc. 

Thfldng xuydn lam lot edng tde thi dua khen 
thfldng, kip thdi neu gfldng ngtfdi td't vide td't, cd 
chinh saeb dai ngd thda ddng vdi nhffng ngfldi cd 
cdng trong phat hidn va da'u tranh chd'ng tham 
nhiing, tidu cflc; kidn quyd't xfl ly nghiem minh, 
kip thdi dung phap ludt dd'i vdi nhffng can bd, 
edng chflc vi pbam ky ludt, hoac cd bieu hidn vi 
pham vd dao dfle, Id'i sd'ng. 

Can td chflc cde hdi nghi, hdi thao khaeh hang 
khi ed sfl thay ddi eua cdc vdn ban phap ly, cac 
quy trinb nghidp vu, cde thii tue hdnh ehinh. Qua 
dd, khdch hang cd ed hdi the hien cdc y kie'n khd 
khan, vfldng mdc vd de xud't, kie'n nghi trong qua 
trinh thflc hidn nhidm vu. Nghiem tue lie'p thu stf 
phan anh tfl phia ede ddn vi giao dieh nham khac 
phuc kip thdi nhffng mat cdn han chd' • 
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ABSTRACT: 
The objective of this study is to find out factors affecting customer satisfaction at the Kien 

Giang Slate Treasury. From there, the author proposes policy implications to improve the quahty 
of public administration in Kien Giang State Treasury. Hence, it could increase customer 
satisfaction in the fuUire. The results show that there are 4 factors that affect customer 
satisfaction: reliability, service attitude, service capability and facilities. In parueular, service 
attitude and facilities have the biggest impact on customer satisfaction. 

Keywords: Satisfaction, factors, customers, Kien Giang State Trea.sury, multivariate 
regression. 
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