YEU T0 ANH HUGNG DEN SU HAI LONG CUA NGUGI DAN
SU DUNG DICH VU CONG TAI SO GIAO THONG VAN TAl

TINH HAU GIANG

NGUYEN HONG HA, TRAN DUGNG NGUYEN

Nhdm ddnh gid su hdi long ctia ngui dén st dung dich vu cong tai 6 Giao théng Vin tdi tinh Hdu
Giang, nghién aitu ndy thu thdp dit liéu so cdp tir 350 ngudi dén st dung dich vu cong tai sé Giao
théng Vdn tdi Tinh, img dung mé hinh SERVQUAL cda Parasuraman (1988), sit dung phuong phdp
mé hinh héi quy da bién. Két qud nghién citu cho thdy, 6 4 nhdn td dnh huéng dén su hai long cia
nguoi ddn sit dung dich vu cong gém: Su déng cdm, quy trinh thi tuc, swtin cdy, co sé vit chit...
Trén co s& dd, nhom tdc gid dé xudt cdc ham y chinh sdch nhém néng cao su hai long cia nguéi dn
st dung dich vu cong tai S& Giao théng vdn tdi tinh Hdu Giang trong thoi gian tdi.

Tir khda: Sy hai long, dich vu cong, tinh Hdu Giang, hdi quy da bién, gidi phdp

FACTORS AFFECTING THE USER’S SATISFACTION WITH THE
PUBLIC SERVICES PROVIDED BY THE DEPARTMENT OF
TRANSPORT OF HAU GIANG PROVINCE

Nguyen Hong Ha, Tran Duong Nguyen

To assess the satisfaction of users using public services
at the Department of Transport of Hau Giang province,
this study collected primary data of 350 people using
public services, applied the SERVQUAL model of
Parasuraman (1988), the multi-variable regression
model method. The research results show that there
are four factors affecting the satisfaction of people
using public services including: empathy, procedures,
reliability, facilities ... On that basis, the authors
propose policy implications to improve the satisfaction
of people using public services at the Department of
Transport of Hau Giang in the coming time.

Keywords: Satisfaction, public services, Hau Giang province,
multivariate regression, solutions ...
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Ngay nhdn bai: 15/10/2020
Ngay hoan thién bién tdp: 26/11/2020
Ngay duyét ding: 4/12/2020

Gidi thiéu

Thuc hién Nghi quyét sd 30c/NQ-CP ngay
08/11/2011 cua Chinh phu vé ban hanh chuong trinh
tong thé cai cach hanh chinh nha nuéc giai doan 2011-
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2020, trong giai doan 2011-2020, viéc nang cao chat
leong cung cidp dich vu cdng la mot trong ba nhiém
vu trong tam. Tai tinh Hau Giang, Uy ban nhan dan
(UBND) Tinh da ban hanh Chuong trinh s8 06/CTr-
UBND ngay 13/6/2011 vé Chuong trinh cai cach hanh
chinh giai doan 2011-2015; Chuwong trinh s& 02/CTr-
UBND ngay 06/01/2016 vé Cai cach hanh chinh, xay
dung hé théng chinh quyén va phong choéng tham
nhiing, lang phi giai doan 2016-2020.

56 Giao thong vén tai (GTVT) tinh Hau Giang da
xay dung md hinh giai quyét thi tuc hanh chinh theo
hudng than thién, hiéu qua voi nhiéu tién ich, loi ich
thiét thuee cho nguoi dan, t6 chit; gop phan xay dung
hinh anh chinh quyén than thién, phuc vu.

Tuy nhién, cong tac cai cach hanh chinh du, cé
chuyén bién nhung van chua dép ung duoc yéu ciu
trong b6i canh hién nay; viéc tiép nhén, xi ly, giai
quyét hd so thu tuc hanh chinh & mot s8 linh vie van
con ho so qua han quy dinh; co ché phéi hgp thuec hién
gilta cac co quan trong giai quyét cac tha tuc hanh
chinh con nhiéu khé khan; mét s thu tuc hanh chinh
chwa dugc ra sodt, diéu chinh, bd sung kip théi. Véi
thue t€ d6, viée do ludng cac yéu t§ anh huong dén su
hai long ctia ngwoi déan st dung dich vu cdng gom: su
doéng cam, quy trinh thu tuc, si tin cdy, co s6 vat chat...
nham d@é xuét cdc ham y chinh sach nang cao sy hai
long ctia nguoi dan st dung dich vu cdng tai S& Giao
thong van tai tinh Hau Giang trong thoi gian tdi ¢ y
nghia rdt quan trong.




Lugc khao tai liéu

Lé Dinh Ca (2012) da chi ra 5 yéu t& ¢6 méi quan hé
tuyén tinh dén sy hai long cia nguedi dan la: Thoi gian
giai quyét, can bd cong chiic, chi phi str dung dich vy,
kha nang tiép can dich vu, co ch€ giam sat khiéu nai t&
cao. Pham Thanh D&u (2019) stt dung nghién cizu hon
hop gitta dinh tinh va dinh lugng, stt dung phuong
phép thdng ké md ta, phan tich nhan t6 kham pha EFA,
phén tich hoi quy tuyén tinh boi. Két qua nghién ctu
cling cho thdy, mitc 46 quan trong d6i voi cac nhan t&
anh huwong lén sy hai long cia nguoi dan la khac nhau,
trong d6 nhén t6 thai d6 phuc vu nhéan vién anh hudng
16n nhat, tiép theo la nhan t6 quy trinh thu tuc, si dong
cdm ctia nhén vién va cudi cung la s tin cdy.

Pham Nhu Dtc (2013) da st dung phuwong phap
ngau nhién két hop véi phan tang. Két qua nghién
cttu ¢6 3 nhan t6 anh huong dén mitc dd hai long
vé chat lugng dich vu xe buyt ctia khach hang trén
dia ban thanh phd Can Tho la: chit lugng xe, tinh an
toan, chi phi phit hgp. Ngoai ra, Nguyén Lé Hoang
Han (2016) da st dung phuong phap phan tich nhan
t6 kham pha EFA, phén tich tiwong quan va hoi quy.
Két qua nghién cttu ¢ 6 nhan t6 anh huwong dén mic
d6 hai long ctia khach hang d6i véi chat luong dich
vy dién la: dong cam dap ung, dam bao an toan,
nang Iwc chuyén mén, mike 46 tin cdy, van héa doanh
nghiép va chat luong dién.

Vo Nguyén Khanh (2011) st dung phwong phap
phan tich nhén t§ kham phd EFA va phan tich hdi quy
tuyén tinh da bién véi mau n=250. Két qua nghién ctru
da dé ra nhitng giai phap can phai thuc hién dong b
sé nang cao duoc hiéu qua quan ly hanh chinh nha
nudc va tao diéu kién phat trién kinh t€ - xa hoi tai
Quan 1, TP. H6 Chi Minh.

Ngb Hong Lan Thao (2016) da st dung thang do
Servqual do leong sw hai long ciia ngwdi dan dén
thuc hién dich vu cong tai UBND thi xa Di An, tinh
Binh Duong. Két qua cho thdy, quy trinh tha tuc va
kha ndng phuc vu la 2 yéu td tac ddng manh nhat
dén sy hai long cua nguoi dan trong 6 yéu t6 duoc
nghién ctru.

Parasuraman (1985) da phan tich cac khia canh cta
chét lugng dich vu va dua ra mé hinh khoang cach
chét lugng dich vy, tir d6 cung cdp mét khung phan
tich quan trong vé chat lugng dich vu. Nam khoang
cach chét lwvong dich vu bao gom: khoang cdch sy hiéu
biét, khoang cach chinh séch, khoang cach van chuyén
hang, khoang céch giao tiép va khoang cach dich vu
cam nhan (so vdi ky vong).

Cronin, JJ & Taylor, S.A (1992) d3 diéu tra khai niém

héa, do luong chat lwong dich vu va méi quan hé gitra
chat lwong dich vy, sw hai long cuia nguoi tiéu dung véi
y dinh mua hang. Két qua nghién ctru cho thay: thudc
do cht luong dich vu dua trén hiéu sudt co thé la mot
cdng cu d€ do ludong chat luong dich vu; chat lugng
dich vu la tién dé cua sy hai long ciia ngudi tiéu dung;
su hai long cta nguoi tiéu dung ¢6 anh hudng dang
ké dén y dinh mua hang; chat luong dich vu it anh
huong dén y dinh mua hon la sy hai long caa nguoi
tiéu dung. Tl d6, cac tac gia dé xudt cac ham y chinh
sach cho cac nha quan ly nghién ctru trong tuong lai.

Rodriguez PG, Burguete JLV, Vaughan R. va
Edwards, ] (2009) da phéan tich m&i lién hé gitra chi
tiéu chat luwong va su hai long d6i véi viée cai thién moi
quan hé gitra chinh quyén dia phuong va cdng dan.
Nghién ctru da d& xudt mét s§ chinh sach cong nhdm
cai thién chét luong dich vu hanh chinh, gitp nang cao
sit hai long cia nguoi dan.

Dua trén cac nghién ciru da luoc khao, téc gia nhan
thdy sit dung thang do SERVPERF dé danh gia chat
legng dich vu cling nhu do ludng sy hai long cta
nguoi dan trong linh vuc dich vu cong la phu hop.
Ap dung theo mé hinh nghién ctru ctia Ngo Hong Lan
Thao (2016) va cin c¢ cac y kién déng gép cta nguoi
6 kinh nghiém, hiéu biét sau trong linh vuc, nhom tac
gia dé xuat mé hinh nghién ctru van ké thita cac mo
hinh ctia nghién ctu truede day va cd didu chinh cho
phu hop.

Phuong phap nghién ciu

Dua vao mo6 hinh tong quat néi trén va cac nhan t6
anh huong dén muc d6 hai long ctia nguoi dan, tac gia
xay dung mo hinh héi quy tdng quat ciia nghién ctu
¢6 dang nhu sau:

Y = Bo + B1*STC + B2*CSVC + B3*NLNV +
B4*TDNV+ B5*SDCNV + B6*QTTTHC+ ¢

Trong do:

Y: la bién phu thudc (su hai long cia cia nguoi dan
khi thic hién dich vu cdng ctia S¢ Giao théng van tai
tinh Hau Giang, ky hiéu: SHLND).

Po: 1a héng s& hdi quy; Beta (B): Hé s8 hdi quy (g6m
BL B2, B3, B4, B5, po)

e: la sai s6 hoi quy; Cac bién doc lap gom: STC;
CSVC; NLNV; TDNV; SDCNV; QTTTHC.

Tir d6, tac gia dé xudt mo hinh nghién cu véi bién
quan sat nhu bang 1:

Nghién cttu nay khao sat 350 nguoi dan st dung
dich vu cdng theo mau thuén tién, st dung mo6 hinh
SERVQUAL cuia Parasuraman d€ do luong va c6 6
nhéan t6 anh huong dén su hai long cua nguoi dan voi
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BANG 1.CO SO HINH THANH MO HINH NGHIEN CUU DE XUAT

cho thdy: Két qua cua nghién ctru nay

ST Kjhieu  Nhantd Nguén Kyd‘{l9ﬂ9 c6 04 nhén t3 anh huong dén sy hai
7 au long ctia nguoi dan d6 la: Su tin cdy
-Bién d3cl4p (STC), Co s vit chat (CSVC), Sw dong
—_ Parasuraman (1985); Cronin, JJ & cam cua nhan vién (SDC), trinh
X1 S“(;'T"Cc)"-’y Taylor, S.A (1992); V6 Thanh Thuan  + hi fue hanh chi }5 T)T(TzuyT
(2016); L& Phuong Nam (2014); thit tuc hanh chinh (QTTT). Trong
Ca s3 vat Parasuraman (1985); Cronin, JJ & nghién ciru ve danh gid sy hai long
2 chit (CS\?C)* Taylor, S.A 11992); V6. Thanh Thuan + ctia nguoi dan déi véi chat lwong dich
*1{2016); Ngb Héng Lan'Tho (2016) vu hanh chinh cong tai UBND thi xa
Ning hic Parasuraman (1985); Cronin, JJ & Di An (Ng6 Hong Lan Thao, 2016) c6
X3 nhan via Taylor, S.A {1992); Ng6 Hong Lan Théo " TR , " e
(NITNV\l;;n (2016); V6 Nguyén Khanh (2011); L& 05 nhan t6 anh huong dén sy hai long
phuong Nam (2014) cua nguoi dan la: Kha nang phuc vy,
- Thaide Parasuraman (1985); Cronin, JJ & Sw tin cay, Quy trinh thu tuc, Sy dong
: . Taylor, 5.A £1992); Ngd Héng Lan Théo i Cor 55 vat chide ¢ hié
B TNy (2016); V6 Nouyén Khanh (201118 * cam, -0 80 vt chdl; trong nghien
‘ "7 phuong Nam (2014) : cttu vé sy hai long ctia ngudi dan vé
cudéng L& Pinh Ca (2012); Pham Nhu Duc dich vu hanh chinh cdng tai UBND
Am cﬂg (2013); Parasuraman (1985); Cronin, Quan 1, TP. H6 Chi minh (V5 Nguyén
X5 s JJ & Taylor, S.A (1992); Ng6é Hong Lan + § A aA i
”gaDr&;’l'\j’” Thao (2016); V& Nguyén Khanh (2011); Khianh, 2B1) 1k o (i mhign: €0 arfh
( ) Lé phuong Nam (2014) huong dén sy hai long cta nguoi dan
, Nguyén L& Hoang Han (2016); L& Binh la: Quy trinh tht tuc, Kha néang phuc
Quytrinh . .Ca {2012); Pham Nhu Pic (2013); vy, Su tin cdy, Co sd vat chat; va trong
X% thiityc - Parasuraman (1985); Cronin, 1) & o T Tl —
hanh chinh  Taylor, S.A (1992); Ngé Hang Lan Thio BHIEn Cutl Ve S § cvangw
“(QTTTHC) — (2016); V6 Nguyén Khanh (2011); L2 dan déi voi chat lugng dich vu hanh
Phuong Nam (2014) chinh cdng tai S6 Giao théng van tai
Bién phu thudc Tra Vinh (Pham Thanh D4y, 2019) thi

Y U Suhailong | Téng hop tic nghign cdu liioe khio

29 bién quan sat; ki€m tra do tin cay thang do bing
Cronbach’s Alpha va phurong phap phan tich nhan t§
EFA, phan tich héi quy boi.

Két qua nghién ciu

So sanh hai gia tri R2 va R2 hiéu chinh c6 thé€ thay,
R2 16n hon R2 hiéu chinh. Diéu nay danh gia mitc 46
pht hop ctia mé hinh sé an toan hon vi nd khong thoi
phong muie ¢é phut hgp ctia md hinh danh gid mie do
phtt hop ctia md hinh nghiénctru.

Kiém dinh F ¢6 gid trj la 26,108v6i mutc y nghia (Sig
= 0,000 by chitng t0 m6 hinh hdi quy béi 1a phit hop va
6 thé st dung dugc.

Két qua nghién cttu cho thdy, c6 04 nhén t& anh
huong dén sy hai long cia ngudi dan khi dén thyc
hién dich vu c6ng la: (1) Su tin cay, (2) Co so vt chat,
(3) Su dong cam cta nhan vién, (4) Quy trinh thu tuc
hanh chinh.

SHL = 6,77*10-16 + 0,121*STC + 0,107*CSVC
+0,301*SDC + 0,219*QTTT

So v6i két qua ctia nghién citu nay voi két qua caa
nhitng nghién ciru khac stir dung thang do SERVQUAL
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¢6 4 nhan t§ anh hudng dén sy hai
long ctia ngueoi dan d6 la: S tin cay,
thai d6 phuc vy nhéan vién, sy dong
cadm nhan vién, quy trinh tha tuc hanh chinh.

Tit so sanh cac két qua trén, tac gia nhan th4y ring
thang do SERVQUAL khi &p dung vao nhiing Iinh vic
dich vu tai nhitng don vi, nhitng dia diém khac nhau
thi sé c6 nhiing thay d&i, diéu chinh nhat dinh va mic
d6 tac dong cha cac yéu t8 ciing khac nhau.

Ngudn: tdc gid tong hop

Ham y chinh sach

Tt két qua phén tich thu duoc, tac gia tong hop
dua ra cic ham y chinh sach nhdm nang cao cht luong
dich vu dong thoi lam ting sy hai long ctia ngwroi dan
vé dich vu cong cua SO Giao thong vén tai Hau Giang
nhur sau:

VE sw tin cdy: Tl két qua nghién ctru cho thdy, su tin
cdy c6 vai trd quan trong trong ddi vdi sy hai long cia
nguodi dan khi dén thuc hién dich vy hanh chinh cong.
Véi y nghia d6, can phai xay dung mét hinh anh chinh
quyén than thién, can bd céng chite tich cuc, ¢ trinh d6
chuyén mén, nghiép vy, trinh d6 ly luan chinh tri dap
tng yéu cau nhiém vu duoc giao. Can xay dung quy
ché&'lam viéc, quy trinh tiép nhan xit 1y céng viéc gitra bd
phén tiép nhén va tra két qua vdi cac phong chuyén moén



BANG 3: KET QUA MO HINH HO1 QUY

Coefficientsa

Can

xuyén nghién ctry,

thuong

Hé s& chua chudn héa ::igu;’: iatri Tham sdouf ek bt C~al m?? o

3 hi ’ héa ::a,,t" Mirc y tugng da cong tuyén lam viéc khoa hoc,
M3 hinh , | kZ':g nghia Slg. : h()p 1},7 VléC chuan
B - Dj lich chuén Beta Dung sai ViE hoéa, toi vu cac quy

Std. Evor (Tolerance) A
. trinh cong viéc gitp

1 Hingsd 6,776E-16 0,045 0,000 1,000 = R
cho viéc chuyén

: 21

STC b,m 0,050 0121 2414 0016 0,796 1256 o héa —
sve 0,107 0,055 0,107 1943 0,035 0,666 1,501 timg cong doan ctia
 NINV b,ow 0,054 ‘0017 - 0312° 0755NS 0677 1478 quy trinh duoc ot
TDNV -0,010 0,056 0,010 -0,179 0858NS 0,644 1553 hon, gitip ning cao
soC  pao 0053 0301 5688 0000** 0713 1402  trach nhiém timg
QT 0,219 0,053 0,219 4179  0,000*** 0,725 1,378 c4 nhan trong mbi

a:biéh phs thuc (SHL; (M nghic: **%, *%*: it nhdn: 99%, 95%, 90%)

{N5: khong cd ¥ nghia thing K}

va duoc niém yét tai noi ti€p dan cho nguoi dan, doanh
nghiép biét, tranh mat mat, that lac ho so; cong khai trén
cac kénh thong tin... & ngudi dan dé dang tiép can.

VE co s6 vit chat: Co so vat chat la mot thanh phéan
quan trong d€ nang cao sy hai long cua nguoi dan
khi dén thuc hién dich vu cdng. Do d6, can bé tri mot
cin phong chat hep d€ thuce hién dich vy cong, ma sé
thodi mai véi mdt khong gian rong rai, thoang mat,
khang trang, day du ghé ngbi cho, gidy viét, mau don,
may tinh két n6i internet, may in, may pho-td, may
dung dé tra ctru thong tin, tra ctru thu tuc hanh chinh,
tra ciru két qua giai quyét thu tuc hanh chinh...

VE sy dong cam: Su dong cam la thai d6 ma can b,
cong chitc hidu dugc nhitng yéu cau, lo ling ctia ngudi
dan va cam thong voi nhitng mong mudn ctia h. Bén
canh d6, can bd, cong chirc can didt minh trong hoan
canh cua ngudi dan dé€ cung giai quyét van de dat ra,
xem nidém vui, ndi budn ctia ngudi dan 1a niém vui, ndi
budn cua chinh can b, cdng chirc.

Ve quy trinh thu tuc hanh chinh: Can cong khai, niém
yét day du, kip thoi cdc thu tuc hanh chinh thudc thdm
quyén giai quyét cua don vi. Thudng xuyén ra soat cac
thit tuc hanh chinh dé stra d6i, bd sung, rut ngén thoi
gian giai quyét nham tao diéu kién thuan loi cho ngudi
dan khi dén giao dich. Ap dung t6t Tiéu chuan Viét
Nam TCVN ISO 9001:2015 d€ quan 1y chét luong cong
viéc, han ché thdp nhat viéc ngudi dan phai di lai nhiéu
[an bd sung hd so va tra két qua qua han. Trién khai
thyee hién dich vy cdng truc tuyén muikc d6 3, mizc d6 4
ddi véi cac tha tuc du didu kién nhdm gitp giam thoi
gian, chi phi di lai cho nguroi dan va doanh nghiép.

khau d€ ca nhén
thdy ro6 nhiém vu
va quyén han cia
Ngu6n: Chiet xudt tirkét quinghiénaiy. minh voi tap thé
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