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Tém ti(

Nghién citu nay ditge thute hién nhdim phéan tich cdc nhan 16 énh hudng dén sy hai long cha
ngudi dan vé [hal lugng dich vu hanh chinh 1gi Trung 1am Hanh chinh céng tinh Binh Duong.
Théng qua sd'liéu khdo sdt 366 ngtrm dén, kér qud nghién citu cho thdy c6 7 nhan 18 1dc dong
dén sy hai long cita ngudi dén vé chdt lugng dich vu hanh chinh céng duge xep theo thit 1 tit
cao dén zhap la: (i) Cong khai céng vy; (ii) Thoi gmn lam vige; (iii) Co ché gidm sdr, gop y;
(iv) Ca 58 vt chdt; (v) Thii tuc quy trinh lam vige; (vi) Phi, 1@ pht; (vir) Cdn bj, cong chuc
Tir d6, nghién cuu de xudt mor s6 kién nghj nhéim ndng cao su hu long ciha ngudi dén vé chdt
lugng dich vu hanh chinh cong.

TU khéa: su hai long, chdt lugng dich vu, hanh chinh céng, Trung tém Hinh chinh céng tinh
Binh Dwong

Summary

This study is to analyse factors impacting the citizen’s satisfaction about administrative service
quality in the Public Administration Center in Binh Duong province. Through the survey of
366 citizens, the results show that there are 7 faciors affecting the citizen’s saiisfaction about
administrative service quality whichare ranked from high to low: (i) Public services; (ii) Working
time; (iii) Monitoring and commenting inechanism: (iv) Facilities; (v} Procedures, (vi) Cost:
(vii) Employers, civil servanis and officials. Base on the findings. the research recommends
some solutions 10 improve citizen's satisfaction about administrative service qualify.

Keywords:satisfaction, service qualiry, administration, Public Administration Center in Binh
Duong province

GIOI THIEU vao hoal déng Trung tdm Hanh chinh tdp trung cdp
tinh tr thang 02/2014.
Thuc hién chi dao cia Chinh phi, Trong qud lnnh hoat dong, viéc nhédn dién va do

Thii tgng Chinh phii v& ddy manh cdi lu’Ung céc nhén 8 4nh hutdng dén su hai long cla ngudi
céch hanh chinh, ma trong tdm 1a cd1 déanve chﬁ'l luang dich vu hanh chinh do Trung tim cung
cdch thd tyc hanh chinh; déng thin', xuit  dngla rat thiét thyc. Cong (dc nay giup danh gia khich
phdt tlr sut cAn thil va vai tro cla cai quan chat lugng cung cip dich vu hanh chinh céng cla
céch thil tyc hanh chinh d6i véi sy phdt  cdc cd quan hanh chmh nha nuéc. Thong qua dg, glup
1rién kinh t€ - xa hoj cia Binh Duong, ndm bit dugc yéu cAu, mong mudn clia ngum dan, 16
tinh Binh Duong di xdy dyng va dua chic d€ ¢ nhitng bién phdp céi thién chét lugng cung

. . Trudng Dai hoc Binh Ducng
S¢ Tu phap tinh Binh Duang
Nedy nhdn bai: 26/02/2019: Ngay phdn bién: 15/04/2019; Ngay duvér dang: 23/04/2019
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Cén b cong chirc

HINH: MO HINH NGHIEN U BE XUAT

Hin long coa
ngudi dan

Céng khai cong vu

Mguén- Bé xudit cia nhom tac gia

cdp dich vu hanh chinh cdng cia cdc cd quan hanh chinh
nhd nuéc va ndng cao sy hai long clia ngudi dan.

COSH LY THUYET VA MO HINH NGHIEN CUU

Ca 54 Iy thuy&t

Dich vu hianh chinh cdng (DVHHC) 12 nhitng dich
vu lién quan d&n hoat déng thuc thi phép lut, khong
nl.'lﬁm muc tiéu I¢gi nhudn, do ¢d quan nha nudc (hoic
18 chife, doanh nghiép dudc tiy quyén) c6 thim quyén
c4p cho 1§ chiic, c4 nhin dusi hinh thic cic loai gidy
18 c6 gid tri phép 1y trong cic linh vyc mh cd quan nha
nuéc dé qudn 19 nhim phuc vu céc quyen v nghia vu
cd ban ctia cdng dan va phyc vu viéc quén 1y nha nudc.

Chal lugng DVHCC ciing tudn theo nhiing dic
diém cha chét ludng dich vy n6i chung. Chat lugng
DVHCC 12 khi niing ddp ing dich vu dég v6i su mong
dgi cda ngudi sit dung, hay n6i cach khdc dé 13 todn bd
nhing hoat ddng, I¢i ich ting thém, mi cd quan cung
cip mang lai cho ngudsi si dung nhim thiét lap, cing
¢8 va md rong quan hé ddi tde vdi ngudi sit dung. Cing
¢6 thé dinh ngha dich vu hanh chinh 12 khodng cdch
gitra sy ky voog cia nglwl st dung (nglrdl dén, doanh
nghiép) v6i cdm nhin cha ho vé nhitng k&t qui mi ho
nhin dugc sau khi st dung dich vu (Pham Bic Chinh
vi Nouy?’:n Xuan An, 2015).

Vdi nhiéu Iy do, viéc ndng cao sif hai long cda ngudi
dan dai v6i chm lugng DVHCC mo! ¢d quan, t§ chiic
cong quyen 1a nén léng, adng luc a€ khu vyc cbng tién
hanh céc hoat déng thudng xuyén clia minh, ndng cao
hiéu lyc, hidu qua hoat déng ctia by mdy guin 1y nha
nudce. Do ludng sy hai 1dng cda ngudsi din 12 mot gidi
phép nham lam trong sach vA nang cao hi€u qui hoat
déng cho 18 chic cong, ddm bdo cung c&p dich vy hanh
chinh t8t nhat, thic day ti€n trinh cai céch hanh chinh,
hién dai héa bd méy nha nuée, cling ¢& duy trl sy én
dinh va phét trién ctia xa hor.

Su haj long ctia khdch hang khi st dung dich vy 13
mot khai niém rl tuong d&i vi né tuy thude vao gid tri,
ma khdch hang cAm nhan duge Y dich vy d6 so v6i k¥
vong cla bén than ho.

Sau khi tim hi€u mot s6 md hinh nghién ctu chat
lugng dich vu va su hai long ctia khdch hang, ciing nhu
tham khéo céc nghién ctu tnvdc ¢6 lién quan, nhém
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tac gid nhan thdy, viéc do lugng theo md
hinh SERVPERF do Cronin va Taylor
(1992) dé xuil 1a phl) hop.

Do dic diém cta dich vy hanh chinh
cong, nén ngodi 5 thanh phan cuda thang
do SERVPERF, Lé Dan (2011) di dé
xudt phuong 4n dinh gig sy hai long vé
dich vu hanh chinh c6ng dya vao 7 nhin
(6. C4n bod cong chic; Co s@ vat chat;
Cong khai cong vy; Thil tuc quy trinh
1am viéc; Thoi gian lam viéc; Phi, 1€ phi;
va Cd ché gidm sét, gép ¥.

Trén cd s& md hinb nghién cdu do Lé
Dan (2011) d& xuit, nhém tdc gid con
xem x6t dén cdc dic diém cd nhin cda
ngudi dan va loai dich vu sif dung 4nh
huéng nhu thé ndo dén sy hai long cia
ngudi dan vé chél luong dich vu hdnh
chinh tai Binh Dudng, tir dé aé xuit mo
hinh nghién citu nhyw Hinh.

Phudng phap nghién cifu

Nghién cdu dinh tinh thuc hién biing
phuong phdp chuyén gia (10 lanh dao,
cén by chuyén trdch khau ti€p nhén va
tré hé s0) va phdng van sdu (10 ngudi
dan) nhiim béPsung cdc bi€n quan sit
dong d€ do ludng céc khdi niém, diéu
chinh cdc thuit ng cho phi hgp va
d& hi€u hon, 16 nghia ‘han hon d6i véi
ngudi duge phdng van, két qud cda
budc nay 1a bang cdu hdi chinh thic st
dung trong budc nghién cttu dinh llrdng
Vé phudng phép diéu tra, téc gid si
dung phuang phdp chon miu ph1 xdc
suft, theo d6 i4c gij ti€p cin doi tugng
dugce khio sdt biing phuong phdp chon
miu thudn tién.

D3i twgng khdo sdt 1 ngudi dan o6 si
dung DVHCC do Trung tdim Hanh chinh
tinh Binh Duong cung cap. Thin gian khio
sdt Y ngay 01/7/2018 dé&n 30/9/2018.
Téng cbng phét ra 400 bang héi, thu vé
366 bing hoi hop le. Phin mém SPSS
dude sudung d€ ki€m dinh thang do bling
hé s& Cronbach's Alpha, phan tich nhan
18 kham phd (EFA), hdi quy tuyén tinh da
bi€n (Bai viel sit dung cach viét s& thip
phdn theo chudn quéc ).

KET QUA NGHIEN U

Kiém dinh dé tin cay thang do

Tiéu chusn a€ lya chon thang do 13 chi
s6 Cronbach's Alpha 16n hon hojc biing
0.6; don; lhm bién quan sat c6 tuong
quan bién 18ng (Corrected lten, - Total
Correlation) t6n hon hoic bdna 0.3, Sau
qud trinh thyc hién cic kidm dmh va loal
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c4c bign quan sdt khong théa min, két
qua cudi cling cia bude ndy duge trinh
bay trong bang 1. !

Phén tich nhén td khdw phd (EFA)

Sau 14n diu phan tich bién GS6
dugc 14i 18n cd har nhan (8 véi mic
chénh Jéch hé s6 tdi 8 hai nhan 18 bliing
0.012<0.3, do d6 loai bi€n nay va tién
hinh phén tich 14n the 2, véi phucng
phip xoay Varimax cho 40 bi€n doc
1ap. K&t qua 13:

- He s8§ KMO=0.791, théa man diéu
kién 0.5, do 46 phin tich nhan 18 thich
hgp vdi dif ligu.

- Kiém dinh Bartlett ¢6 gi4 tri Chi
binh phuong biing 8886.890, v&i mifc y
nghia 0.000 <0.05, ching 4 dif liéu dang
dé& phan tich nhén t6 1a phd hgp.

- Tai c4c gid m Eigenvalue 16n hdn
1, phén tich nhén t8 da trich dugc 8 nhan
16 tir 40 bi€n quan sit va dng phuong
sai trich (Cummulauve %) dat 64.432%
> 50%, dat yéu cduy, cho thdy 8 nhén
18 c6 1h€ gidi thich duge 64.432% bién
thién cBa d¥ liéu. Tuy nhién, nhin 16
iht 8 khéng c6 bi€n quan s4t ndo thda
man hé s& tdi nhin t8 16n hon hoiic bling
0.5. Do d6, két qua cudl ciing phén tich
nhin 16 da trich duge 7 nhin t6 tY 40
bién quan sét v 18ng phudng sai trich
(Cummulative %) dat 61.650% > 50%.

Ma wén xoay nhén t& cdc bi€n doc
1p trinh bay trong Bang 2 cho thdy, céc
bi€n quan sdt @p trung 15 rang vi hé
s3 tdi nhan 13 cda t4t ¢4 céc bi€n quan
sat @8 16n hon 0.5, nén t&1 ca cdc bién
quan sdt déu quan trong trong cdc nhan
t8. Nhw vy, sau khi ti€n hanh ki€m dinh
@6 tin cy ciia thang do théng qua ki€m
dinh Cronbach’s Alpha, gud trinh phén
lich EFA da s{p x&p lai mot s6 bién
quan sét cho phd hgp véi dif liéu cia
nghién cifu va rit ra thang do chinh thitc
cla cdc nhan 15 ddc 1ap trong md hinh
nghié&n citu.

K&t qui phan tich EFA cho thy, 7
biﬁ'n quan sdt cda thang do sy hai long
vé chit lugng dich vu hinh chinh c6ng
¢6 he s& KMO=0.914, théa man diéu
kién 0.5, do d6 phan tich nhén (6 thich
hop vdi di ligu. Két qud ki€m dinh
Barllett ¢6 gid trj Chi binh phudng bing
990.142 véi mic ¢ nghia 0.000 <0.05
chitng 18 dit liéu ddng A€ phén tich nhan
t6 12 phd hgp. Tai gi4 tri Eigenvalue 16n
hon 1, phin tich nhan & da trich dugc
| nhdn (8 ¥ 7 bign quan st va téng
pbuong sai wich (Cummulatve %) dat

BANG 1: KET QUA KIEM DINH CRONBACH'S ALPHA

Thang do He 55 Bign | Hgsdtuong | He s§ Cronbach's
Cronbach’s Alpha| quan'$4t | quan bi€n téng | Alpha n&u bé bign
CBI 0.770 0.380
cB2 0.778 0.879
B3 0.698 0386
CB4 0.701 0886
gf‘l,;‘cb(%g)ﬁ“g 0.500_CBs 0713 0.835
CB6 0672 0.889
cB7 0.581 0896
CBI 0.621 0897
CBI2 0613 0,896
] cv1 0737 0612
ccg’n“f\‘f\;‘?“:v) 0796 _cva 0608 0759)
cv3 0.5% 0781
Gs) 0.631 0.819)
Gs2 0667 0815
o ché gim Gs3 0639 0817
sit, g6p 0.845]_Gss 0.637 0.819
(GS) GS5 0.571 0829
GS6 0.593 0,824
Gs7 0.504 0840
PHI 0.685 0.829
f}l‘l{b‘é ph 0849 PH2 0.825 0.682
PH3 0.666 0.842
TGI 0.606 0.631
) TG2 0.603 0.639
Tt o 1am 07271 163 0434 0.701
TG4 0403 0.719
TGS 0428 0.705
T 0.766 0.889
T2 0.714 0.900
Tha e quy T3 0732 0.89]
winh lam viée 0906] TTS 0606 0.906
(TT) TT6 0818 0884
™ 0771 0886
T8 0804 0.389
vl 0683, 0813
Ve 0632 0.321
vC3 0576 0.830)
(C\fcsf vit chit 0.847]_ vCs 0760 0.810)
vC6 0517 0840
ver 0.571 0831
ves 0.554 0832
HLI 0.657 0852
HL2 0.668 0850
— HL3 0.677 0.849
1ong chung 0871 HLA 0.623 0.856
(HL) HLS 0.637 0.855
HL§ 0.634 0855
HL7 0.639 0854
Ngubn Keét qua inh loan cua cée tac gia
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BANG 2: MA TRAN XOAY NHAN T8 CAC BIEN DQC LAP

1 2

Cac nhin t§
3 | 4 5 3

CB1 0.841

CB2 0.817

CB3 0.755

CB4 0.746

CBS 0.711

CBé6 0.712]

CB7 0.622.

CB11 0.734

CB12 0.705

Cv1

0.85

Cv2

0.794

Cv3

0.708|

0.768

0.736

0.729

0.704

0.699

0.618

0812

0913

0837

0.857

0.81

0625

0.514

0.515,

T 0 889

TT2 0733

T3 0.79

TTS 0735

176 0898

117 0772

178 0843

0.779

0.73

0.699

0.832

0.621

0.697

vCs

0.64)

BANG 3: KET QUA PHAN TicH HO1 @uY

He 58 hdi

quy chua h%e 56

chufin héa Ty,

M Te_; 7| chuin
B

Sig.

VIF

Hing sd

Saisd| "paa
-0.145] 0.115 -1.268

0206

Ciin b, cbng chitc (CB)

chuin
0142/ 0022 0186] 6.378

0.000

139

Cong khai cong vu (CV)

0.196] 0.0t7) 0.329/11 522

0.000

1,335

Cd ch€ gidm sdt, g6p ¥ (GS)

0153 0.014] 0.306]11.065

0 000!

1.257

Phi, |€ phi (PH)

0.100] 0013] 0.196] 7.539

0.000]

1 104]

Thai gian 1am viée (TG)

0.182] ¢.016) 0.312] 11.49

0.000

1.209

Thii nic quy trinh [m vige (TT)

0.154] 0.016] 0.252| 9.776

0.060]

1.087]

Co sd vit chit (VC)

0.16] 0.014] 0.301)11.114

0.000]

1204/

Kiém dinh F = 183.351
R'= 0.782
Durbin-Watson = 1.942
56 quan sit: 366
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Bién phu thudc: HL - Hiu long vé chat hiugng djch vy hanh chinh céng

Nguon: KEL qua tinh toan cla nhom tac gid

56.480% > 50%, da1 yéu cdu. Qua d6 ¢6
thé thay, nhan (3 ¢6 thé giar thich duge
56.480% bién thién cda di liéu.

Phén tich hdi quy

M6 hinh nghién ciu gdm: Sy hai
long vé chat hugng dich vy hanh chinh
cong va 7 nhén (& dnh hudng d€n Sy hai
Idng vé chat lugng dich vu hanh chinh
cong, gdm: Cédn bd, cong chiic; Cong
khai cong vu; Co ch€ gidm séL, gbp ¥;
Phi, 1& phi; Thai gian 1am viéc; Thi e
quy trinh lam viéc; Co s6 vit chét. Trong
d6, Su hai long vé chat lugng dich vy
hanh chinh cdng d6ng vai (rd 12 bién phy
thude, con 7 nhan 1§ cdn lai déng vai trd
12 bién doc 14p. Gis tri cdc bién diing dé
phién tich hdi quy 1 gid tri trung binh cda
cdc bién quan s4t twong Wng trong thang
do 43 dat cic ki€m dinh v& thang do. K&t
qué phan tich héi quy dugc thé hién nhu
trong Béng 3.

Két qud hdi quy cho thiy, R? =
0.782, v6i kiém dinh F = 183.351 ¢6
mitc y nghia Sig. = 0.000 < 0.01 ching
t6 md hinh héi quy 13 phd hop va 78,2%
su thay d6i cda sy hdi long cla ngudi
dan duge gidi thich bdi cic bién ddc
1ap.C4c hé s& hdi quy tuong ing v6i cdc
bi€n doc 1ap déu cé dfiu duang va c6
¢ nghta théng ké cao § mic 1% ching
16 céic bi€n “CB - Cén bo, cong chiic”,
“CV - Céng khai céng vu”, “SG - Co
ché gidm sdt, g6p y", “PH - Phi, 1€ phi”,
“TG - Thai giap lam viéc”, “TT - Thd
tuc quy trinh 1am viéce” va “VC - Cg
58 vat chil” tdc déng cing chidu dén
sy hii 10ng cda ngudi dan. Péng thdi,
hé 56 VIF ctia (a4t ci cdc bi€n <2 chitng
16 khéng c6 hién tugng da cong tuyén.
Ngoii ra, bing cdc ki€m dinh c6 lién
quan, tdc gid di ching minh mé hinh
khong cd hién twigng phuong sai sai s6
thay d61, khdng c6 ny tuong quan trong
sai s8 va phén du ¢d phin phdi chudn.
Nhu vay, mé hinh d& xuit 1i phi hgp.

KET LUAN VA HAM ¥ QUAN TRf

Ké& gué nghién cifu chi ra ring, ¢6 7
nhan (6 dnh hudng dén sy hai long cda
ngudi din vé chit lugng dich vu hanh
chinh céng, gdm: Céng khai cong vu;
Thdi gian 1Am viée; CO che gidm sét,
80p ¥; Ca 3§ vat chilt, Thid tye quy trinh
lam vigc; Phi, 1& phi; va Cin b8, cong
chic. Ngoai ra, mitc dé hi ldng cia
ngudi din vé chat lugng dich vy hanh
chinh cong s& cao han khi ngudi dﬁn cb

Kinh 1€ v Dy bso



st dung dich vu tryc tuy&n. Vi thé, dé
nang cao sy hai long cda ngudi dan vé
chat lugng dich vy hanh chinh cdng, nén
cdi thién céc nhin 18:

Thit nhdt, k€t qud nghién cu cho
thay, nhin 16 Cong khai cbng vy &nh
mfdng 16n nhal dén sy hai long cia
ngudi dan vé chit lugng dich vu hanh
chinh cia Trung tdm Hanh chinh céng
tioh Binh Duong. Do d8, viéc diu tién
13 Trung (dm cdn cdi thién nhin 8 nay
thﬁng qua viéc mém yel cdc quy trinh
vé thd tuc hinh chinh & vi tri thudn tién,
dé dang tra cifu; cfmg khai r6 rdng thdi
gian tiép nhan vi giao i kél qua thi
tuc hanh chinh. Ngodi ra, cin cap nhat
thuing xuyén, kip thdi cdc vin ban quy
pham phdp ludt lién quan.

Thit hai, cin cdi thén thisi gian lam
viéc phd hgp vdi nhu cau giao dich ciia
ngudsi dan; cai thién thn gian chy dgi
@€ nhin k&t qui nhanh chéng, kip thai,
didu nay lién quan nhiéu dén viéc cai
thién cde quy trinh x ly cdc thd wc;
Bén canh 44, cin quan tim dén vidc
gidi ddp vi g 13i cdc thilc mic cda
ngudi din klp thai.

Thit ba, cdn ndng cao hiéu qui cd
ché gidm st v gép ¥ ciia ngudi dan.
Thung xuyén 18 chic ti€p dén, 16 chite
céc dién din d6i thoai, gép y, phin
bi€n BJﬁa ngudi din vdi co quan dé
kip thdi ndm bdt nhitng § ki€n, tdm tu,
nguyén vong clia ngu’dl dan. Thiét 1ap
o ché phdn hdi y ki€n cia ngudsi dan
nhanh chéng, kip thdi va d& dang, tao
kénh théng tin d€ ngudh dan c6 thé g6
¥ true ti€p véi cdp lanh dao cao nhat.

___TAILIEU.THAM KHAO

Gidi quy€l nhanh chéng vi hop 1y cdc khidu nai cha
ngudi din,

Thit 1, nhéin 6 Ca s8 vat chil dnh hudng dén sy
hai long cla ngu’dl dan d8i véi chit lugng dich vu hanh
chinh céng di€u d6 ¢6 nghia 13 Trung (Am cang ddp
ting cdc nhan 18 tao didu kién thuén lor cho ngud; dén
glao dich s& 1am cho ngudi ddn hai 1dng hon nira. Nhan
163 nay dvgc ngudi din dénh gid khd cao, nén Trung
tam cdn uép tuc phat huy thdng qua vi¢c bé tri sdp
xép nai ti€p nhin va trd hd so hdp ly, thudn Igi aé glao
1iép lién hé, trang bi ddy di cdc thi€t b hién dai va d&
dang uep cén s dung, ludn ddm bio khdng gian sach
s& va Jay dd chd ngdi chd cho ngudsi dan; dijc biét 1a
cin dam bio trang phuc ctia cdn bd lich si theo ding
quy dinh va ¢6 dia di€m dd xe an toin, thuin tign cho
ngudi din.

Thit ndm, thudng xuyén ra sost cdc thd tuc hanh
chinh, don gidn héa hojc ki&n nghi ddn gidn héa céc
b phén (ao thanh thii tue hanh chinh kh()ng cin thiét,
khong hgp ly céc quy trinh, bi€u miu va nang cao higu
qud, thdi gian 1am viéc cha bo phan mf}l clta. Tang
cudng lhong tin d&n ngudi dan vé vin d& cdi cich hanh
chinh, cdc thi tuc quy trinh hanh chinh trén (dt ¢d cdc
phuong tién truyén thong vao thdi diém ma ngudi dan
6 thé tiép cin d€ ngudi dan hi€u quy trinh vi hd sa
cin chudn bi khi lién hé cong viée, trdnh viéc ngudi
dan hiéu 1im riing, cdc cd quan nha nude gdy khé dé.

Thit sdu, cAn 84m bdo mic phi, J& phi cin phit hop
v3i thu nhap clia ngudi dan, phd hop véi ting Joai dich
vu, thu phi va 1¢ phi theo ding niém yét.

Thit bdy, thudng xuyén t8 chiic dao tao, bdi dudng
ndng cao niing lyc, trinh d6 chuyén mén va tinh (hdn
trach nhiém cia d6i ngil cdn bd céng chic thdng qua
t4p huin, xdy dung k& hoach do tao ngin han va
dai ban.

Thit tdm, can thyc hién truyén théng, hung din va
khuyén khich ngudi dan st dung dich vy hanh chinh
céng truc tuyén, ma Trung tim cung c&p.Q
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