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Tom tat 
Nghien cffu nay dugc thffc Men nhdm phdn lich cdc nhdn tddnh hud'ng din su hdi long cua 
ngUdl ddn ve chat lugng dich VM hdnh chinh tgi Trung tdm Hdnh chinh cdng tinh Binh Duang. 
Thong qua solieu khdo sdt 366 ngUdl ddn, kit qud nghiin cffu cho thdy cd 7 nhdn to tdc dgng 
din suhdi long cua ngUdi ddn ve chd't lugng dich vu hdnh chinh cong dugc xi'p theo thff tu tff 
cao din thdp la: (I) Cdng khai cdng vu; (ii) Thdi gian ldm viec; (iii) Ca chi gidm sdt, gdp y; 
(iv) Ca sd vdt chd't; (v) Thu tuc quy trinh ldm viic; (vi) Phi, li phi; (vu) Cdn bg, cdng chffc. 
Tffdd, nghiin cffu di xud't mat sd kii'n nghi nhdm ndng cao su hdi ldng cua ngUdidan vi chd't 
lugng dich vu hdnh chlnh cdng. 

Tfif khoa: su hdi long, chd't lugng dich vu, hdnh ehinh cdng, Trung tdm Hdnh chinh cdng tinh 
Binh Duong 

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 7factors affecting the citizen's satisfaction about 
administrative service quality which are rankedfrom high to low: (I) Public services; (ii) Working 
time; (iii) Monitoring and commenting mechanism; (iv) Facilities; (v) Procedures; (vi) Cost; 
(vii) Employers, civil servants and officials. Base on the findings, the research recommends 
some solutions to improve citizen's satisfaction about administrative service quality. 

Keywords'.satisfaction, service quality, administration, Public Administration Center in Binh 
Duong province 

GIOI THIEU vao boat ddng Trung tdm Hanh chinh tap trung cap 
tinh tff thdng 02/2014. 

Thtfc hidn chi dao cua Chinh phu, Trong qud trinh boat dpng, vide nhdn didn va do 
Thu tffdng Chinh phu ve dd'y m a n h cai Iffdng cac nhdn to' anh hffdng den sff hdi ldng cua ngffdi 
cdch hanh chinh, ma t rong t a m la cai ddn ve chd't Iffdng dich vu hdnh chinh do Trung tdm cung 
each thu tuc hdnh chinh; ddng thdi , xua't ffng la ra't thie't thffc. Cdng tac nay giup ddnh gid khdch 
phat tif SLf can thie't vd vai tro cua cai quan chd't Iffdng cung cd'p dich vu hanh chinh cdng cua 
each thu tuc hdnh chinh dd'i vdi stf phdt cac cd quan hanb chinh nhd nffde. Thdng qua dd, giup 
trien kinh te - xa hpi cua Binh Dffdng, n a m bdt dffdc ydu cau, mong mud'n cua ngifdi ddn, to 
tinh Binh Dffdng da xdy dffng va dffa chffc dd cd nhffng bien phdp edi thidn cha't Iffdng cung 

. "", "" .Trudng Dai hoc Binh Du'dng 
"Sci Tuphap tinh Binh Du'dng 
^gdy nhdn bdi: 26/02/2019; Ngdy phdn bien: 15/04/2019; Ngdy duvet ddng: 25/04/2019 
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HINH: MO HINH NGHIEN CCfG DE XUAT 

Can bo cong chirc 
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~ 
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lem ca nhan va dich v y Gidi l in l i . 
61, Nghe ghi?p; Thu nhap; U n h 

an giai quyel 

Ca the giSm sal, 
gop * 

INguon- De xua't cua nhom tac gia 

cap dich vu hanb chinh cdng cua cdc cd quan hanh chinh 
nha nffdc va nang cao sff hai long cua ngffdi dan. 

ccf SdLY THUYET VA MO HINH NGHIEN COU 

Crf sd ly thuye't 
Dich vu hdnh cbinh cdng (DVHHC) la nhffng dich 

vu lien quan de'n hoat dpng thufc thi pbap ludt, khdng 
nham muc tidu ldi nhuan, do cd quan nhd nffdc (hoac 
td chffc, doanh ngbiep du'dc uy quyen) cd thdm quyen 
cd'p cho td chffc, cd nhdn dffdi hinh thffc cdc loai gid'y 
td CO gia tri phdp Iy trong cdc ITnh vffc md cd quan nhd 
nffdc do quan Iy nham phuc vu cae quyen va nghia vu 
cd ban cua cdng dan va phuc vu vide quan ly nha nffdc. 

Chd't Iffdng DVHCC ciing tudn theo nhffng dac 
diem ciia cha't Iffdng dich vu ndi chung. Chd't Iifdng 
DVHCC la kha nang ddp ffng dich vu ddi vdi sff mong 
ddi eua ngffdi sff dung, hay ndi each khac dd la todn bd 
nhffng boat dpng, Idi ich tdng thdm, ma cd quan cung 
cd'p mang lai cho ngffdi sff dung nham thie't ldp, cung 
cd' va md rdng quan he dd'i tac vdi ngffdi sff dung. Cung 
cd thd dinh nghTa dich vu hdnh chinh Id khoang cdch 
giffa sff ky vpng cua ngffdi sff dung (ngffdi ddn, doanh 
nghiep) vdi cam nhdn cua hp ve nhffng ket qua ma bp 
nhan dffdc sau khi sff dung dich vu (Pbam Dffc Chinh 
va Nguyen Xuan An, 2015). 

Vdi nhidu 1>' do, vide ndng cao sff hai Idng cua ngifdi 
ddn do'i vdi cha't Iffdng DVHCC mpt cd quan, to chffc 
cdng quyen la ndn tang, dpng Iffc dd kbu vffc cdng tid'n 
hanh cac hoat dpng thffdng xuydn cffa minh, ndng cao 
hidu life, hieu qua boat ddng cua bp mdy quan ly nhd 
nffdc. Do Iffdng sff hai long cua ngifdi dan la mot giai 
phap nbam ldm trong sach va nang cao hidu qua hoat 
ddng cho td chffc cdng, dam bao cung cd'p dich vu hanh 
chinh td't nha't, thuc dd'y tie'n trinh cai cdch bdnh chinh, 
hidn dai hda bd may nha nffdc, cung cd'duy tri sff dn 
dinh va phdt trien cua xd hdi. 

Sff hdi long cua khach hang khi sff dung dich vu Id 
mdt khai niem rd't tffdng dd'i vi nd tuy thudc vdo gid tri, 
ma khdch hang cam nhdn dffdc tff dich vu dd so vdi ky 
vpng cua ban than hp. 

Sau khi tim hidu mdt sd md hinh nghien cffu chd't 
Iffdng dich vu va sff hdi Idng cua khach hang, cung nhff 
tham khao cac nghidn cffu trffdc cd lien quan, nhdm 

tdc gia nhan thd'y, vide do lffdng tbeo md 
hinh SERVPERF do Cronin va Taylor 
(1992) dd xud't la pbu hdp. 

Do dae diem cua dich vu hdnh chinh 
cdng, nen ngoai 5 thanh phdn cua thang 
do SERVPERF, Le Ddn (2011) da de 
xud't phffdng an danh gia sif hai long ve 
dich vu hanh chinh cdng dffa vao 7 nhdn 
to: Can bd cdng chffc; Cd sd vat chat; 
Cdng khai cdng vu; Thu tuc quy trinh 
ldm vide; Thdi gian Iam vide; Phi, le phi; 
va Cd che giam sdt, gdp y. 

Tren cd sd mo hinh nghien ci?u do Le 
Dan (2011) dd xud't, nhdm tac gia cdn 
xem xet dd'n ede dac diem ca nhan cua 
ngffdi ddn va Ioai dich vu sff dung anh 
hifdng nhff the' ndo de'n sff hai Idng cua 
ngffdi ddn ve cha't Ifft̂ ng djch vu hdnh 
chinh tai Binh Dffdng, tff do de xua't md 
hinh nghidn cffu nhff Hinh. 

Phifdng phap nghidn cu'u 
Nghien cffu dinh tinh thffe hien bang 

phffdng phap chuyen gia (10 lanh dao, 
can bd chuydn trach khau tie'p nhdn va 
tra hd sd) va phong vd'n sau (10 ngffdi 
ddn) nbam bd sung cdc bie'n quan sat 
dung de do Iifdng cdc khai nidm, dieu 
chinh cac thudt ngff cho phii hdp va 
dl hieu hdn, ro nghTa hdn hdn dd'i vdi 
ngifdi dffdc phdng vd'n, ke't qua cua 
bffdc nay la bang cdu hdi chinb thffc su" 
dung trong bffdc nghien cffu dinh Iifdng. 
vd phffdng phdp dieu tra, tac gia sff 
dung phifdng phdp chon mdu phi xac 
sud't, tbeo do tac gia tie'p can dd'i tffdng 
dffdc khao sat bang phtfdng phdp chpn 
mdu thuan tien. 

Ddi tffdng khao sdt Id ngifdi dan cd sii 
dung DVHCC do Trung tdm Hdnh chinh 
tinh Binh Difdng cung cd'p. Thdi gian khao 
sdt tff ngay 01/7/2018 dd'n 30/9/2018. 
Tdng cpng phdt ra 400 bang hdi, thu vd 
366 bang hot hdp Id. Phdn mem SPSS 
difdc su' dung dd kidm dinh thang do bdng 
hp so Cronbach's Alpha, phan tich nhdn 
tdkham pha (EFA), hdi quy tuyd'n tinh da 
bid'n (Bdi viit sff dung cdch vii't sd'thgp 
phdn theo chudn qud'c ti). 

KET QUA NGHIEN CLfU 

Ki^m dinh do tin c|iy thang do 
_ Tidu chuan de lu'a chpn thang do la chi 

sd Cronbach's Alpha ldn hdn hoac bang 
0.6; ddng thdi, bie'n quan sat cd tffdng 
quan bie'n tdng (Corrected Item - Total 
Correlation) Idn hdn hoac bang 0.3 Sau 
qud trinh thffc bien cdc kidm dinh va loai 
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cac bie'n quan sat khdng thda man, ke't 
qua cud'i ciing cua bffdc ndy dffdc trinh 
bdy trong bang 1. 

Ph3n tich nhSn td'kham pha (EFA) 
Sau lan dau phdn tich bid'n GS6 

dffdc tai len ca hai nhdn td' vdi mffc 
chenh Idch hd sd tai d hai nhan td bang 
0.012<0.3, do do Ioai bien nay va tie'n 
hdnh phan tich Ian thff 2, vdi phffdng 
phap xoay Varimax cho 40 bid'n ddc 
lap. Kd't qua Id: 

- He sd KMO=0.791, thda man dieu 
kidn 0.5, do dd phdn ticb nbdn to' thich 
hdp vdi dff lidu. 

- Kiem dinh Bartlett cd gia tri Chi 
binh phffdng bang 8886.890, vdi mffc y 
nghTa 0.000 <0.05, chffng td dff heu dung 
di phdn tich nhan to' la phu hdp. 

- Tai cac gid tri Eigenvalue ldn hdn 
1, phdn tich nhdn to'da trich dffdc 8 nhdn 
td tff 40 bie'n quan sdt va tdng phffdng 
sai bich (Cummulahve %) dat 64.432% 
> 50%, dat yen cau, cho tha'y 8 nhdn 
td cd thd giai thieh dffdc 64.432% bid'n 
thien cua dff lieu. Tuy nhidn, nhan td 
thff 8 khdng cd bid'n quan sdt nao thda 
man he so' tai nhdn to' ldn hdn hoac bang 
0.5. Do dd, kd't qud cud'i cung phdn tich 
nhan td da trich dffdc 7 nhan td tff 40 
bie'n quan sdt vd tdng phffdng sai trich 
(Cummulative %) dat 61.650% > 50%. 

Ma trdn xoay nhdn td' cdc bid'n dpc 
Idp trinh bay trong Bang 2 cho thd'y, cac 
bien quan sdt tap trung ro rdng vd hd 
sd tai nhdn td' cua td't ca cdc bien quan 
sat deu Idn hdn 0.5, nen ta't ca cdc bie'n 
quan sat deu quan trpng trong cac nhan 
td. Nhif vdy, sau khi tien hanh kiera dmh 
dp tin cay cua thang do thdng qua kiem 
dinh Cronbach's Alpha, qua trinh phdn 
tich EFA da sap xe'p Iai mdt sd' bie'n 
quan sdt cho phu hdp vdi dff heu cua 
nghien cffu va rut ra thang do chinb thffc 
ctia cdc nhdn to' dpc lap trong md hinh 
nghien cffu. 

Ket qua phdn tich EFA cho thd'y, 7 
bid'n quan sat cua thang do sff bai Idng 
ve chd't Iffdng dich vu hanh chinh cdng 
cd he sd kMO=0.914, thda man didu 
kidn 0.5, do dd phdn tich nhdn td' thich 
hdp vdi dff heu. Kd't qua kidm dinh 
Eardett ed gia tri Chi binh phffdng bang 
990.142 vdi mffe f nghia 0.000 <0.05 
chffng td dff hdu diing de phdn tich nhdn 
to Id phil hdp. Tai gia tri Eigenvalue ldn 
hdn 1, phdn tich nhan to" da trich dffdc 
1 nhdn td tff 7 bien quan sdt va tdng 
phffdng sai trich (Cummulative %) dat 

Thang do 

Cdn b6, cong 
chiJc (CB) 

CQng khai 
cong vu (CV) 

Co che giam 
sal, gop y 
(GS) 

Phi, le phi 
(PH) 

Thdi gian lam 
viec (TG) 

Thu tuc quy 
trinh lam viec 
(TT) 

Cd sd vat chat 
(VC) 

Mu'c dp h&i 
long chung 
(HL) 

BANG 1: KET QuA KIEM DIMH CRONBACH'S ALPHA 

H$So 
Cronbach's Alpha: 

0.900 

0 796 

0.845 

0 849 

0 727 

0,906 

0.847 

0.871 

Bign 
qiiaWsat 

CBI 

CB2 

CB3 

CB4 

CB5 

CB6 

CB7 

CBII 

CB12 

CVl 

CV2 

CV3 

GSI 

GS2 

GS3 

GS4 

GS5 

GS6 

GS7 

PHI 

PH2 

PH3 

TGI 

TG2 

TG3 

TG4 

TG5 

TTI 

TT2 

TT3 

TTS 

TT6 

TT7 

TTS 

VCl 

VC2 

VC3 

VC5 

VC6 

VC7 

VC8 

HLI 

HL2 

HL3 

HL4 

HL5 

HL6 

HL7 

H$sd'tif(Aig 
quan bien t6'ng 

0,770 

0.778 

0.698 

0.701 

0.713 

0 672 

0.581 

0.621 

0.613 

0 737 

0 608 

0.590 

0.631 

0 667 

0 639 

0,637 

0.571 

0.593 

0.504 

0.685 

0.825 

0.666 

0.606 

0.603 

0.434 

0 403 

0 428 

0.766 

0.714 

0 732 

0 606 

0818 

0.777 

0 804 

0 683 

0 632 

0 576 

0 760 

0.517 

0.571 

0.554 

0,657 

0.668 

0,677 

0.623 

0.637 

0.634 

0.639 

H^ s6' Cronbach's 
Alpha ng'u bo big'n 

0.880 

0.879 

0 886 

0 886 

0.885 

0.889 

0 896 

0 897 

0.896 

0.612 

0 759 

0 781 

0.819 

0 815 

0 817 

0.819 

0 829 

0.824 

0 840 

0.829 

0.682 

0.842 

0.631 

0.639 

0.701 

0.719 

0.705 

0.889 

0.900 

0.891 

0.906 

0 884 

0 886 

0.889 

0.813 

0.821 

0.830 

0.810 

0 840 

0 831 

0 832 

0.852 

0.850 

0.849 

0.856 

0.855 

0,855 

0 854 
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BANG 2: MA TRAN XOAY NHAN TO CAC BIEN DQC LAP 

CBI 
CB2 
CB3 
CB4 
CBS 
CB6 
CB7 
CBII 
CBU 
CVl 
CV2 
CV3 
GSI 
GS2 
GS3 
GS4 
GS5 
GST 
PHI 
PH2 
PH3 
TGI 
TG2 
TG3 
TG4 
TG5 
TTI 
TT2 
TT3 
TTS 
TT6 
TT7 
TTS 
VCl 
VC2 
VC3 
VC5 
VC6 
VC7 
vcs 

Cac nMn 
1 
0.841 
0.817 
0.755 
0.746 
0.711 
0.712 
0.622 
0.734 
0.705 

2 

0 889 
0 733 

0.79 
0 735 
0 898 
0 772 
0 843 

3 

0.779 
0.73 

0.699 
0.832 
0.621 
0.697 
0.64 

4 

0.768 
0.736 
0.729 
0.704 
0.699 
0.618 

te 
5 

0 8 P 
0.913 
0 837 

6 

0.857 
0.81 

0 625 
0.514 
0.515 

0.85 
0.794 
0.708 

BANG 3: KET QUA PHAN TICH HOI QGY 

':• 

Hang so' 
Can bo, cong chii'c (CB) 
Cong khai cong vu (CV) 
Cd che giam sat, gop J (GS) 
Phi, le pM (PH) 
Thai gian lam viec (TG) 
Thu tuc quy trinh Iam viec (TT) 
CcJsd vat chai (VC) 

Hesd'hSi 
quy chifa 

chuSn hda 

B 

-0.145 
0 142 
0.196 
0 153 
O.I 00 
0.182 
0.154 
0.16 

Sai s6' 
chu^n 
0.115 
0 022 
0.017 
0.014 
0013 
0.016 
0.016 
0.014 

H6stf 
hSi quy 

hoa 

0 186 
0.329 
0.306 
0.196 
0.312 
0.252 
0.301 

t 

-1.268 
6.378 

11 522 
11.065 
7.539 
11.49 
9,776 

11.114 

Sig. 

0 206 
0.000 
0.000 
0 000 
0.000 
0,000 
0.000 
0,000 

VIF 

1,39 
1,335 
1,257 
1 104 
1,209 
1.087 
1204 

Kiem dinh F =183.351 
R^^ 0.782 
Durbin-Waison = 1.942 
Sd'quan sdt: 366 
Bien phu thuoc HL - Hdi long v^ chat lugng dich vu hdnh chinh cdng 

Nguon' Ket qua tinh toan c 

56.480% > 50%, dat yeu cau. Qua dd cd 
the tha'y, nhdn td'cd the giai thich du'cic 
56.480% bieh thien cua dii lieu. 

PhSn ti'ch h6i quy 
Md hinh nghien ciJu gom: SiT hai 

ldng ve chd't lufdng dich vu hdnh chinh 
cdng va 7 nhdn td' anh hifdng den Sif hdi 
ldng ve cha't lddng dicb vu hanh chinh 
cdng, g6m: Can bd, cdng chii'c; Cdng 
khai cdng vu; Cd che gidm sdt, gdp y; 
Phi, 16 phi; Thdi gian lam viec; Thu tuc 
quy trinh lam viec; Cd sd vdt cha't. Trong 
dd. Si/ hdi ldng ve chd't lu'dng dich vu 
hdnh chinh cdng ddng vai trd la bien phu 
thudc, cdn 7 nhdn td' cdn lai ddng vai tto 
Id big'n ddc lap. Gid tri cac biS'n diing di 
phan tich hoi quy la gid tri trung binh cua 
cdc bie'n quan sat tu'dng u'ng trong thang 
do da dat cac kiem dinh ve thang do, Ke't 
qua phdn tich hoi quy du'dc the Men nhif 
trong Bang 3, 

Ket qua h6i quy cho thd'y, R" = 
0.782, vdi kiem dinh F = 183.351 co 
mii'c y ngbla Sig. = 0.000 < 0.01 chu'ng 
td md hinh hdi quy la phii hdp va 78,2% 
sir thay doi cua si/ hai long cua ngifdi 
ddn diXdc giai thich bdi cac bie'n dgc 
Idp.Cac he so'hoi quy tu'dng ii'ng vdi cac 
biS'n dOc lap deu cd dd'u du'dng va cd 
y nghia thd'ng ke cao d miJc 1 % ehiing 
td cdc big'n "CB - Cdn bo, cdng chiJc", 
"Cy - Cdng khai cdng vu", "SG - Cd 
che gidm sdt, gdp y", "PH - Phi, le phi", 
"TG - Thdi gian lam viec", "TT - Thu 
tuc quy trinb lam vide" va "VC - Cd 
sd vdt cha't" tac ddng ciing chieu den 
si/ hai ldng cua ngu'di ddn. Dong thdi, 
he sd'VIF cua td't ea cdc bien <2 chiing 
td khdng cd bien tu'dng da cdng tuy6'n. 
Ngoai ra, bang cdc kiem dinh cd lien 
quan, tac gia da chu'ng minh md hinh 
khdng CO hien tUdng phtfdng sai sai so 
thay ddi, khdng cd ti/ ttfdng quan trong 
sai so" va phan du' cd phan phd'i chud'n. 
Nbu vdy, md hmh de xud't la phu hdp. 

KET LUAN vA HAM Y QUAN TR! 

Ket qua nghign cu'u chi ra rang, cd 7 
nhan td anh hifdng den stf bai long cua 
ngu'di ddn ve chd't lUdng dich vu hdnh 
chinh cdng, gom: Cdng khai c6ng vu; 
Tbdi gian ldm viec; Cd che gidm sdt, 
gdp y; Cd sd vdt chd't, Thii tuc quy trinh 
lam viec; Pbi, le pbi; va Can bo, cdng 
chu'c. Ngodi j a , mu'c do bdi long cua 
ngu'di ddn ve cb§'t lu'dng dicb vu hanh 
chinh cdng se cao hdn khi ngu'di dan cd 
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sit dung dich vu tri/c tuyen. Vl the, de 
ndng cao stf hai long cua ngu'di dan ve 
chat ltfdng dich vu hanh chinh cdng, n6n 
cai thien cdc nhan to: 

Thff nhd't, ket qua nghien ciJu cho 
tha'y, nhan to' Cdng khai cong vu anh 
hifdng ldn nhd't de'n si/ hdi long cua 
ngifdi ddn vi cha't Iifdng dieh vu hanh 
chinh cua Trung tam Hdnh ehinh cdng 
tinh Binh Du'dng. Do do, vi6c dau tien 
la Trung tam can cai thien nhdn to' nay 
thong qua vide niem yet cdc quy trinh 
vl thu tuc hdnh chinh d vi tri thudn ti6n, 
dd dang tta ciJu; cdng khai rd rang thdi 
gian hep nhdn vd giao tra ket qua thu 
tuc hanh chinh. Ngoai ra, can cap nhdt 
thifdng xuyen, kip thdi cac van ban quy 
pham phdp ludt li6n quan, 

Thff hai, cdn cai thien thdi gian ldm 
viec phii hdp vdi nhu cdu giao dich cua 
ngifdi ddn; cdi thi6n thdi gian chd ddi 
de nhdn ket qua nhanh chdng, kip thdi, 
dieu nay lien quan nhieu din viec cai 
thi6n cac quy trinh xiJ ly cdc thu tuc; 
Ben canh dd, can quan tdm de'n viec 
giai dap vd tra ldi cdc thac mac cila 
ngifdi dan kip thdi. 

Thff ba, can nang cao higu qua cd 
ch6' giam sdt vd gop y cua ngUdi ddn. 
Thu'dng xuyen td ehiJc tie'p ddn, td chiJc 
cdc dien ddn dd'i thoai, gdp y, phan 
bien giffa ngUdi dan vdi ed quan de 
kip thdi nam bat nhiing y kie'n, tam ttt, 
nguydn vgng cua ngttdi ddn. Thiet lap 
CO che'phdn hdi y kie'n cua ngUdi ddn 
nhanh chdng, kip thdi vd de dang, tao 
kenh thdng tin de ngUdi dan cd the gdp 
y trifc tiep vdi ed'p lanh dao cao nhd't. 

Giai quyg't nhanh chdng va hdp ly cdc khie'u nai cija 
ngu'di ddn. 

Thff tu, nhan to' Cd sd vdt chd't anh httdng de'n si/ 
hai long cua ngttdi dan do'i vdi chd't Ittdng dich vu hdnh 
chinh cdng, dieu dd cd nghTa Id Trung tdm cang dap 
i/ng cdc nhdn to'tao dieu kien thuan ldi cho ngttdi dan 
giao dicb se lam cho ngttdi ddn hdi long hdn ntta. Nhdn 
to' nay_ dttdc ngttdi dan ddnh gia kha cao, n6n Trung 
tdm cdn tie'p tuc phat huy thdng qua viec bo' tri sap 
xe'p ndi tie'p nhdn va tra hd sd hdp ly, thudn ldi de giao 
tie'p lien h$, trang bi day dii cdc thie't bi hidn dai va dl 
ddng tiep can siJf dung, ludn dam bao khdng gian sach 
se va ddy du chd ngoi chd cho ngttdi ddn; dac biet la 
cdn dam bao trang phuc cua cdn bo lich stt theo ddng 
quy dinh va cd dia diem dd xe an todn, thudn tien cho 
ngttdi dan. 

Thff ndm, thttdng xuyen rd soat cdc thu tuc hanh 
chinh, ddn gidn bda hoac kie'n nghi ddn gian hda cdc 
bd phdn tao thanh thu tuc bdnh cbinh khdng cdn thid't, 
khong hdp ly, cdc quy trinh, bieu mdu va ndng cao hieu 
qua, thdi gian Iam viec cua bo phdn mdt cijfa. Tang 
ettdng thdng tin den ngttdi ddn ve vd'n de cai cdch hanh 
chinh, cdc thu tuc quy trinh hanh chinh tren td't cd cac 
phttdng tien truyen thdng vao thdi diem ma ngttdi dan 
cd thd tie'p can de ngUdi ddn hieu quy trinh vd hd sd 
can chuan bi khi lien he cdng viec, tranh vide ngttdi 
ddn hidu lam rang, cdc cd quan nha nttdc gdy khd dd. 

Thff sdu, can dam bao mttc phi, Id phi can pbu bdp 
vdi thu nhap cua ngttdi dan, phii hdp vdi tifng loai dich 
vu, thu phi va le phi theo diing niem ye't. 

Thff bdy. thudng xuyen td chttc dao tao, bdi dudng 
nang cao nang Ittc, trinb do chuyen mdn vd tinh than 
trdch nhidm cua dgi ngu can bd cdng chifc thdng qua 
tap hua'n, xdy dtfng ke' hoach dao tao ngan han vd 
dai ban. 

Thff tdm, can thtte hien truyen thdng, httdng ddn va 
khuyd'n khieh ngttdi dan su" dung dich vu hanh chinh 
cdng trtte tuye'n, ma Trung tdm cung cd'p.Q 
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