TAP CHi CONE THUONG

PHAN TICH SU HAI LONG
CUA NGUOIT DAN POI VGI DICH VU
HANH CHINH CONG TA1UY BAN NHAN DAN
HUYEN TUY AN, TINH PHU YEN

® HUYNH VAN THAI - LE TH| KIM ANH

TOM TAT:

Sy hai long cda ngudi dan 12 mdt trong nhitng nhin & quan trong phan dnh chat lugng dich
vy hanh chinh céng do cd quan hanh chinh nha nudc cung cip. Nghién citu 1ap trung xdc dinh
cdc nhan 18 dnh hudng d€n sy hai long cda ngudi dan trén dia ban huyén Tuy An, tinh Phd
Yén, vi 260 ngudsi dan dudc khao sit. K€ qua phan tich nhin & khdm pha (EFA) da xdc dinh
dugc 6 nhém nhan t8, bao gdm: (1) Cén bd cong chiic: (2) Cd s8 vt chat, (3) Cong khai cong
vu; (4) Thai gian lam viéc; (5) Thi tuc quy trinh lam viéc: (6) C3 ché gidm sé1, gbp ¥. c6 dnh
hudng dén sy hai Jong cia ngudi din vé& chil lugng dich vu hanh chinh cong trén dia ban. Dya
trén két qua nghién ctu, tdc gid A8 xuit cic gidi phdp twdng dng nhiim gép phin ning cao
chdt luong dich vy hanh chinh cong rén dia ban nghién cdu néi riéng va céc dia phudng khic

trong ¢a nude néi chung.

Tit khéa: Sy hii ldng, dich vu, dich vy hanh chinh cong, Uy ban nhan dan, ngudi din.

1. Diit van dé

Trong thati k¥ hdi nhip phit tri€n kinh & hién
nay viéc thuc hién dich vy hanh chinh cong 12 mét
trong nhing nhiém vy cip thi€t nhiim muc tiéu Ady
ding mdt nén hanh chinh dan chi. irong sach viing
manh, chuyén nghiép, Iy nhin din lam géc. Theo
d6. nhidu chi (ritong, cd ché. chinh sich méi duoe
cu thé héa trong cdc dé én. quy hoach, k& hoach.
chuong trinh phat trién Kinh (& - xa hoi. Diéu nay
nhim g6p phin ndng cao tinh cdng khai, minh
bach, gidm thdi gian di lai cho ngudi din. doanh
nghiép. thu hitt ddu e tao cong viéc lam cho ngudi
lao déng va ning cao ddi song ngud din.
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Tuy nhién, xét mdt cdch nghiém wic moi cd
nhan, t8 chire vin chua thyc sy hai ldng véi kél
qua nhdn duge. Viéc xdy dung va hoan thién co
ché, chinh sdch trén mét <6 linh vigc cdn cham vd
chua ddy dd. thi tuc hanh chinh con nhiéu, Neudi
dfin va cdc 1§ chie vin con gip kho khan, phién
ha trong qui trinh giao dich cdc thd yc hanh
chinh cng. Biéu nay di dnh hudng tryc 1iép dén
vide gidi quyét edng viéc va gidm long tin cda
ngudy din. Vi vy, nghién cidu sy hai ldng cla
ngudnt din ddi v6i dich vu hinh chinh cong én
ia ban huyén Tuy An. tinh Phi Yén 1a rit can
thigt. K&t qud nghién cu K cd s§ dé xudt cdc
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gidi phdp ning cao chit lwgng dich vy hinh chinh
céng nhiim tao s tin (wdng cia ngudi din ddi véi
¢ quan hanh chinh nha nudc.

2. Cd'sd 1y thuy&t va md hinh nghién cifu

2.1. Co'sd Iy thuyét

*Djch vu

Theo Zeithaml v Britner (2000), dich vu la
nhitng hanh vi. qud trinh, cdch ihite thyc hién mot
cong viéc nhu cung cap, hd tr¢f vi thdo g3 cc khé
khan vudng mic cha khdch hing nhim 1am théa
min nhu cdu va mong ddi cia khidch ha ng. Dich
vy 13 k€t qud tao ra do cdc hoat déng ti€p xdc
giffa ngudi cung dng va khdch hang va cdc hoat
dng ndi by clia ngudsi cung dng d€ dip dng nhu
cdu ciia khdch hang. Gronroos (1990) cho thd'y,
dich vu 12 hanh dong hay chudi hanh ddng ¢6 it
nhiéu tinh v6 hinh v nhién xdy ra trong qui trinh
wdng tac giita khich hing vd nhi cung cip hay
hé thdng cung cip nhim gidi quyét van dé cia
khdch hang. Bing cdch trao a8i tién bac, thai
gian vA nhifng thanh qui. ngudi st dung dich vu
mong muén nhdn gid tri théng qua sy ti€p cin voi
céc hang héa, nhan lyc, ky ning chuyén mén,
thi€t bi. mang ludi hay hé théng nhung ho khong
c6 quyén s hitu cdc y&u t8 dé. Nhu vay. dich vy
13 sy twang t4c gilta khdch hing va nha cung cip
dich vy vdi nhau nhim thda min nhu ciu cha
khéch hing theo cdch ma khach hiing mong mudn
cling nhu tao ra gid tri cho khich hang.

* Chdlt lugng dich vu

Zeithamt (1987), chat luong dich vu la sy ddnh
gid ciia khdch hang vé tinh siéu viét vd sy tuyét
v@1 n6i chung cia mot thyc thé. N6 12 mét dang
cia thdi 49 va cdc hé qud tir mot sy so sdnh gitra
nhitng gi dugc mong dgi va nhén thic nhirng gl ta
nhin dudc. Parasuraman vi cdng su (1985), chit
lvdng dich vu 13 khodng cich gilra sy mong dgi
ciia khich hing va nhin thie ciia ho khi da si
dung qua dich vu. Edvardsson va cong su (1994)
cho riing chdt lugng dich vu 1 dip @ng dudc sy
mong dgi cia khich hing va 1am théa man nhu
cdu cda hg. Parasuraman (1991) gidi thich riing
@€ bi€t dugc dy dodn ciia khiach hing, (5t nhd't 1a
nhén dang va thi'u hi€u nhifng mong dgi ciia ho.
Viéc phdt tri€n mot hé thdng xdc dinh dude
nhirng mong dgi cia khach hing la cdn thi€t. Sau
46 méi c6 mot chi€n luge chat lugng cho dich vu
¢6 hi€u qud.

* Dich vu hanh chinh céng:

L2 loai dich vu gén lién vdi chic ning quén Iy
nhd nudc nhim ddp dng yéu cau cha ngudi din.
Dd€n nay, d8i wigng cung ing duy nhat cic dich
vu ¢6ng ndy 1a cd quan céng quyén hay céc co
quan do nha nudc thinh 14p dudc Gy quyén thyc
hién cung \ng dich vy hanh chinh cong. D€ thyc
hién chic ning ndy, Nha nudc phdi ti€n hanh
nhiing hoat dong phuc vu trye 1i€p nhu cip gidy
phép. giay ching nhan, ding k. cdng ching, thy
thuc, hd tich,.. Ngudsi din duge hudng nhiing dich
vu ndy khdng theo quan hé cung ciu, ngang gid
trén thi trudng, ma théng qua viéc déng 1€ phi holdc
phi cho cic cd quan hinh chinh nha nuéc.

=Sy hai long

Halstead va cOng su (1994) xem sy hai long
13 mot phdn Ung cdm xic, di vdo viéc so sdnh két
quéd cda sdn ph{fm v8i mot s8 tiéu chudn dit ra
truGe khi mua, dudge do fudng trong va sau khi tiéu
diing. Zeithaml va Bitner (2003) dinh nghia ring
su hai long 1a qud trinh nhan xét. d4nh gid cua
khich hang vé sin phdm hay dich vu ma sin
phdm hay dich vu niy ¢6 ddp ting dugc céc nhu
cdu va sy ky vong ctia ho hay khdng. Theo Kotler
va Keller (2006). sy hai ldng 1a nufc d6 trang thdi
cim gidc cia mdt ngudi bt ngudn 1ir viéc so sdnh
nhin thitc vé mdt san phim so vdi mong dgi cla
ngudsi d6. Cu thé su hii long c6 3 cdp 46 sau: Néu
nhan thifc cia khich hing nhé hon ky vong,
khdch hang cim nhdn khdng hai long; NEu nhin
thic biing ky vong, khich hang cdm nhin hii
long; N€u nhén thite ldn hon ky vong, khach hang
cim nhin 12 ri1 ha1 long hodc thich thi. Nhu vy,
sy hai long cOa khdch hing 12 phdn cdm nhin vé
chit lugng, phudng thite. mie 4§ sin phim dé
thda man cdc mong mudn cia khidch hing trong
qud trinh tiéu ddng sdn phdm. Myc d§ hai long
12 ham cita sy khic biét gitra két qua nhan dudgc
va ky vong cta khdch hang.

2.2. M6 hinh nghién citu

M5 hinh nghién ciru duge dé xvilt dua trén nén
tang ciia mo hinh SERVQUAL dugc xdy dung bdi
Parasuraman v cong sut (1985). Nghién cdu clia
Mori (2004) dya wén thang do SERVQUAL @€ do
lugng hai long cBa ngudi dan d&i vai viée cdi cdch
dich vu hitnh chinh. Con nghién citu cha Rodriguez
vit cong sut (2009) dp dung thang do SERVPERF
khio ~it & Tay Ban Nha vé chat lugng dich vu 1ai
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1da thi chinh TownHall. Ngoai ra con mét s6 cdng
trinh nghién cifu thyc nghiém & trong nudc nhur
nghién cifu ctia P& Hitu Nghiém (2010); Lé Ngoc
Suong (2011); L& Dén (2011); Ché Viét Phuong
(2014); Ngé Héng Lan Thio (2016). Xuit phat uy
cd s nghién cifu trén tic gid dé xudt mé hinh
nghién ciu gdm 6 nhin 18 cd ban nhu'sau: (Hinh 1)

Hinh 1: Mé hinh nghién ciu

Can b, cong chite (Hy)
Co s vat chét (Hy)
Caéng khai cong vu (Hz)

Théi gian 1am viéc (Hy)

Thi tuc, quy trinh 1am viéc (Hs)

Cd ché gidm sat, gop ¥ {Hg)

Céc gi thuy€tnghién ciu:

H,: C4n bd, cdng chifc c6 tic ddng tich cuc dén
st hai ldng cia ngudi dan.

H,: Cd 58 vat chat 6 tic déng tich cyc d&n su
hailong clia ngudi dan.

H,: Céng khai dich vu ¢6 14c ddng tich cuc d&n
sur hi [ong cda nguddi dan.

H,: Thai gian lam viée c6 tdc ddng tich cyc d&n
su hai long cda naudti dan.

Hg: Thi tuc, quy trinh 1am viéc c6 tac dfng tich
cye dén sy hai long cda ngudi dan.

Hg: Coché& gidm sdt, gép ¥ c6 tdc ddng tich eye
dén s hai long clia ngudi dédn.

3. Phuong phip nghién ciu

* Miu khdo sdt: Thu thip phiéu khio sat d8i
vdi ngudsi dan dén giao dich tai b phin ti€p nhin
vil trd K€t qua hé sd hanh chinh cia UBND huyén
Tuy An v6i phugng phip Iy miu thugn tién (phi
xdc suit). Khio sdt truc i€p v6i s6 phigu hgp 1& 1a
260 phicu.

* Péanh gid thang do: Buge dinh gid thong qua
hé s& tin civ Cronbach's alpha. phan tich nhin &
khidm phd (EFA).

* Kiém dinh md hirh nghién ciu: S¢ dung
phudng phap hoi quy.
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SHL = o + BI*CBCC + B2*CSVC
+ B3*CKCV + B4*TGLV
+BS*QTLV + f6<CCGS + ¢
Bié&n phu thugc:
SHL: Su hai 1dng cia ngudi dian
Cic nhin té doe lap: CBCC: Cédn b6 cdng chiic;
CSVC: Co s§ viit chit: CKCV: Cong khai cong vu;
TGLV: Thdi gian lam viéc; QTLV: Tha e, quy
trinh lam viéc: CCGS: Co ché gism sdt, g6p y.
4. K&1 qua nghién cttu
* Kiém djnh thang do béng Cronbach’s Alpha
K&1qua ki€m dinh Cronbach's Alpha cho thiy,
181 ¢4 cdc nhan 13 déu 16r hon 0,6 (>0,6) va ¢6 he
s6 1wang quan bi€n t8ng déu 16n hon 0.3 (>0,3).
Télt cd che nhin 16 ddm bio tinh nhat quan ndital
va phd hop dira vio phin tich nhin (8 khim phi
(EFA). (Bdng 1)

BAng 1. Hé s& Cronbach’s Alpha

o . 2 |

Bién Hé 88
Thang do quan |Cronbach's
sat Alpha ‘
["Can b9 cong chiic (CBCC) |6 | o082 |
|Co 56 vat chét (CSVC) 1 6 | 0897 |
Congknaicongwu(CKCY) | 5 | 0809 |
[ Thei gianlamviec (TGLY) | 3 | 0767 |
Thu tyc quy trinh lam vie (QTLV) 4 | 0,758 |
| Cochg giamsat, gop ¥ (CCGS) | 3 | 0851 |
'Sy hailong clia nguéi dan (SHL) | 6 | 0672 |

Ngudn: Két qud diéu tra nghién citu

* Phin tich nhdn 16 khdam phd EFA

Céic nhin 5 dugc ddnh gid bling phan tich
nhin 1§ khdm pha. Phuong phip trich Principal
Component Analysis v6i phép quay Varimax vi
diém dig khi trich cdc nhin 18 c6 Eigenvahue >
1, hé s8 tdi nhan 18 > 0.5 (Hair vi cong sy. 2010)
dugce sit dung. KEt qua phan tich c4c nhan & v
27 bi€n quan sdt cho thay hé <6 KMO and
Bartlett's Test dat 0.78 > 0.5, vgi miic y nghia Sig
=0,000 < 0.05. hé 6131 nhan 15 clia cde bién quan
st déu dat yéu ciu. Tai mic trich eigenvalue > |
¢6 6 nhan 18 dudc trich v4i phuong sai trich 13
65.984%. khdng €6 hién nidng Cross loading. Két
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qui phén tich EFA d61 vdi nhan 18 sy hai 1dng ciia
nguesi dan gbm 6 bi€n quan st duoc nit thanh 1
nhin t6, hé s KMO and Bartleu’s Test dat 0,746
> 0,5, v8i mikc § nghia Sig. = 0,000 < 0,05, hé s&
14 nhin t& cda cdc bi€n quan sat déu dat yéu ciu,
Qua phan tich EFA ciing cho thiy mé hinh nghién
citu khong thay d8i, bao gém 6 nhan 1§ ddc lap va
| nhan & phy thude, dude st dung cho phan tich
1di quy tuyén tinh.

* Phédn tich mé hinh héi quy

K&t qud phin tich md hinh hdi quy cho thi'y
hé s6 R = 0,755 va R?= 0,57 nghia |2 cdc nhén 1§
CBCC, CSVC, CKCV, TGLV, QTLV, CCGS gidi
thich duge 57% su hai long ciia ngudi ddn. Nhy
viy, | - R*=0.43 dugc gidi thich bdi nhiing nhin
16 khong dudc dua vio trong mé hinh v ddy cing
duge xem 12 mét hudng nghién ciu Lé€p theo.
(Bing 2)

Kiém dinh a6 phix hop ciia mé hink

K&t qui phdn tich phudng sai ANOVA cho
thiy tri thang k& F = 55,799 va sig. =,000 < 0,05.
diéu ndy 6 nghfa 12 mé hinb héi quy tuyén tinh
phi hap v4itap dit liéu hay 6 nhan (& c6 quan hé
tyén tinh v&i nhan t8 sy hai 1ong clia ngudi ddn.
V1 vy, md hinh nghién ctu ¢6 thé st dung dwsc
vd dung m (Ai liéu tham khdo cho cdc nghién
clu (i€p theo. (Bang 3)

Gidi thich phiong trinh

K&t qua Collinearity Statistics chudn dosn hién
wgng da chng tuy€n vai hé s8 phong dai phuang
sai VIP (Variance Inflation Factor) clia cdc nhan

Bdng 2. K&t qud ph

16 doc 1ap trong mé hinh déu rit nhd, ¢6 gid e tir
1,015 dé&n 1,128, thé hién tinh da cong tuyén cla
cdc nhdn 18 déc 1ap |2 khdng ddng ké va cdc nhian
18 doc 1ap trong mé hinh dugc chap nhin (Khi gid
tri VIP > 10 12 ddu hiéu cia hién wong da cong
tuy€n). (Bing 4)

Sau kht phan tich hdi quy tuyén tinh, két qua
cho thiy m&i quan hé gita sy hai long cda ngudi
ddn va cdc nhan 18 duge thé hién trong phugng
trinh sau:

SHL = 0,566 + 0,432CBCC + 0.082CSVC
+0,111CKCV + 0,058TGLV
+0.074QTLV + 0,157CCGS

Kiém dinh gid thuyét

Théng qua k&t qua phan tich cho thiy ¢6 6 nhin
(3 ¢6 dnh hudng d€n sy hai ldng cla ngudi din.
Vdi céic nhin 15 ¢6 Anh hudng Y cao dén thap cu
thé nhu sau:

Cdn bd cdng chic vdi hé s§ B, = 0432,
p = 0,000, gid thuy&t H, dugc chip nhan.

Co ch& gidm sdt, gép ¥ vdi hé s§ Bg = 0.157.
p = 0.000, gia thuyét Hy dudc chap nhan.

Céng khai cong vu vdi hé s6 By = 0,111,
p=0.001, gid thuy&t Hy dugc chip nhin.

Co 53 vat chat vdi hé s§ B, = 0,082, p=0,001.
gid thuy&t H, duge chap nhan.

Thi tuc quy trinh 1am viée v6i hé s6 B5 = 0,074,
p =0.006, gid thuy&t Hs dudc chap nhin.

Thesi gian tam viéc v6i hé s6 B, = 0.058,
p = 0,045, gid thuy&t H, dugc chap nhin.

an tich héi quy

l

R R Square Adjusted R Square Std. Error of the Estimate Durbin-Watson ‘
e o g SRR | - . AL ‘
\755¢ 570 559 .31591 1,738 |
- - N ) Ngutjn.j ke’?qmi diéu In?r;hién citu
BAng 3. K&t qud phan fich phudng sai ANOVA
= : — s -
Model Sum of Squares B df 777Mea? Sqiarev | F L Sig.i ]
Regression 33413 6 5,569 55,799 : 000 |
‘ Residual 25,250 253 | .100
E Total 58,662 259 ( | |

Neudn: Két qud diéw tro nghién aitn
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Bdng 4. K&t qud phan tich hdi quy

[ I bad Goafidnrite. | Stardardi ‘ | Collinearity Statistios |
| Model }—T e t ‘ Sig. : 4
] . Error Beta ‘ | Tolerance ;L
I I ‘
‘(Conslam s | 23| 2434 | 016 | \
1 1 : E— 1
cBCC 432 | o3| 582 13,275 ‘ 000 886 1128 |
| | o ] |
csve 082 ; 025 z 141 3,338 [ 001 956 J 1,046
LI S — L
} cKev M| o | 138 3283 | 001 %8 | 103 |
| |
‘ I | )
TeLY os8 029 \ 085 2018 | 045 | 965 10% |
! | B |
l QT l 074 t 027 1 15 2758 | 006 | 985 | 1015
T T 7 T T T =
Lcces ] a7 | s 261 5978 | 000 | 890 ‘[ 1123 }
i — 1 S | B (S—— —

5. K&t lufin va ham ¢ chinh sdch

5.1.V6i Cidn bj cong chiic

Thudng xuyén ren luyén, gido duc W tudng dao
dic, tdc phong cho can bd, cang chitc, kip thfi chan
chinh ky lut, ky cugng d8i vdi nhitng cdn b, cong
chifc c6 thai @6 khi€m nhi, vo cim véi ngudsi dan.
Trong qué trinh u€p xdc v6i ngudi dan, cdn bo.
cdng chife cin phdi quan tam, chia sé nhifng vung
mic, huéng din ngudsi dan tan tinh trong qud trinh
gidi quy€t thii tuc hanh chinh.

T3 chife thp hudn cho cdn bé. cong chife cac 16p
k§ ning mém, bao gdm: K¥ nang ling nghe, k§
ning thuyét phuc, k§ nang phdn dodn tinh hudng
nhanh k&t hgp vdi thong tin d€ dua ra quyét dinh
gidi quy&t thé tuc hanh chinh cho ngudi dan mt
céch chinh xdc. DBong thdi, tham gia hoc tap nang
cao (rinh d6 chuyén mdn, nghiép vu.

Xay dyng k& hoach ddo tao. quy hoach cén bd
dya trén k&t qui ddnh @14 chdt lugng d6i ngii cin
b, cong chite. Pay 12 cd sd cho viéc xem xét danh
gi4 thi dua, khen thudng hay ky ludt va phuc vy
cho cd ché quy hoach cdn b cdng chic.

5.2. V& Ca ché gidm sat, gop ¥:

Xdc ldp co ch€ phdn hoi § ki€n cha ngudi din
mot cdach nhanh chong, kip thoi. quy dinh 16 triich
nhiém cho ciin b ti€p nhan cing nhu [dnh duo phy
trdch.
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Nguon: K&t qud déu ira nghién citu

Théng bio kip théi cho ngudi dan khi nhu ciu
clia ho chua dugc gidi quyét ding theo quy dinh
va thong béo néu ré 1y do chua gidi quy€t kip thdi
cho ngud) dan.

Thudng xuyén ti€p dan va 1§ chiic cdc dién dan
86i thoai. g6p ¥. phin bién giita ngudi dan véi co
quan d€ ndm bt kip thdi nhitng § ki€n, tam n,
nguyén vong clia ngudi din.

Thyc hién 13t cdng téc gidi quy€t khi€u nai, 18
cdo clia ngudi dan; Pinh k¥ 1§ chitc khao sit y ki€n
ngudi dan dé hoan thién thd e hinh chinh ddm
bdo tinh hgp phdp va 6 1ai nhit cho ngudi dan.

5.3. Cong khai cbng vu, thii tee quy trinh lam
vige:

Cénlap va in thdng bdo quy trinh thyc hign th
tuc hanh chinh, cic bi€u miu rd rang vi mém yét
cdc hd s miu 12i cita ra vao va bit cd ndi nao
thuin tién dé nguoi din 6 thé nhin thiy dudc.

Thutng xuyén cip nhit cdc vin bin quy pham
phép ludt d€ hoan thién, b sung vao cic quy dinh
@31 v6i thi tuc hanh cbinh tai don vi.

Xdy dung hd so c4n bd cong chifc theo dai qud
inh lam viéc. quy dinh trdch nhiém rang bugc
gilfa cdc co quan. ting can bd, nh¥m dim bao két
quéd div ra la cdc viin ban. gid\ 1@ hanh chinh duge
chinh x4c.

Tirng buc chudn hoi quy trinh ludn chuyén hé
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50 trong ndi bo d€ dadm bao thdi gian va ti€n do
ctia tifng loai cong viéc; khic phuc su cham ré @
titng b§ phén, x¥ ly viin ban cic loai theo trinh tw
khoa hoc, td thdm quyén va trich nhiém thong qua
vigc Ung dung cdng nghé théng tin hién dai nhim
dat yéu cdu ngdy cling cao cong tac quén Iy hanh
chinh nhi nu6c trong thii gian 16i.

5.4. Co'sd vt chat:

Tai try 53 €p nhin vA trd hé so cdn 13p A3t cac
méy tinh tra cifu va cdc thd tyc hanh chinh cin
dugc cong khai (rén méy tinh tra citu.

Chi déng (dng dung cdng nghé théng tin trong
qud tinh gidi quy&t cdng vide vi ti€n tGi cd ché
mdt cita lién thong hién dai.

B¢ phdn ti€p nhin va rd két qui cin sip xép
khoa hoc, gon gang, giit gin vé sinh. B& tri titng bd
phdn hgp Iy hon, tao méi trudng than thién rong
gia0 li€p giifa cdn bé vi ngudi dan, trang bi i dé
luw tri hd sd gon gang.

Chii déng nang cip trang thong tin dién 1 cda

TAILIEU THAM KHAO:

UBND huyén theo hudng than thién, d& ding truy
cdp dé 15y théng tin, cap nhit nh@ng vin bin
phdp ludt, nhitag quy dinh vé thi tuc hanh chinh
cda don vi.

5.5. Thoi gian lam vigc:

Quiin I§ chat ché khau 1i€p nhan hd sd ddu vao.
trdnh tinh trang hd sd chua diy di gidy &, chua di
diéu kién nhung vin ti€p nhan din dén thai gian xir
Iy hé sd kéo dai, ngudi dan di lai nhidu 1in.

Khic phuc viée thong bio b3 sung hd sd vao
ngay hen trd k&t qud: Vi viy cin chan chinh kip
thdi biing cdch quy dinh r6 thdi gran cho cic cong
doan xi ly vi 4p dung cho tat ci cic quy trinh hanh
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ABSTRACT:

The satisfaction of people is one of important factors which reflect the quality public
administrative services provided by state administrative agencies. This study 1s to determine
the factors affecting the satisfaction of people in Tuy An District, Phu Yen Province by
surveying 260 people. By using exploratory factor analysis (EFA), this study identifies 6
groups of factors affecting the satisfaction of people, namely (1) public servants; (2)
Facilities: (3) Public services; (4) Working time: (5) Workflow procedures; and (6)
Monitoring and conunent mechanism. Based on the study's findings. some appropriate
solutions are proposed to improve the quality of public administrative services in Tuy An
District, Phu Yen Province in particular and other localities in Vietnam in general.

Keywords: Satisfaction, services. public administrative services, People’s Committee,
people.
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