
TAP CHi GONG THir0N6 

PHAN TICH SV HAI LONG 
CUA NGlJCfl DAN DOI VOfI DICH VU 

HANH CHINH CONG TAI UY BAN NHAN DAN 
HUYEN TUY AN, TINH PHU YEN 

• HUYNH VAN THAI - LE THI KIM ANH 

T 6 M TAT: 
SIX hai long cua ngulQi dan la mot trong nhifng nhan t6 quan trpng phan anh chat li/dng dich 

VU hanh chinh cong do cd quan hanh chinh nha nu'dc cung ca'p. Nghien ciJu tap trung xac dinh 
cSc nhan to' anh hifdng de'n su" hai long cua ngiTdi dan tren dia ban huyen Tuy An, tinh Phii 
Yen, vdi 260 ngtfcfi dan dUdc khao sat. Ket qua phan tich nhan to' kham pha (EFA) da x&c dinh 
du'dc 6 nhom nhan to', bao gom: (l)Canbp cong chu'c; (2) Cdsd vat cha't; (3) C6ng khai cong 
vu;(4)Thcfi gianiiim vi6c; (5) Thu tuc quy trinh lam viec; (6)Cdch^giamsat, g6py,c6anh 
hu'dng d6'n stf hai long cua ngu'di dan ve chat lu'dng dich vu hanh chinh cdng tren dia ban. Di/a 
tren ket qua nghien ciJu, tac gia de xua't cac giai phap tiTdng tfng nham gdp phan n§ng cao 
châ t lifdng dich vu hanh chinh cong tren dia ban nghidn ctJu ndi rieng va cac dia phifdng khdc 
trong ca nUdc ndi chung. 

Tuf khda: Stf hai long, dich vu, dich vu h&nh chinh cong, Uy ban nhan dan, ngifdi dan. 

1. Dat vd'n d^ 
Trong thdi ky hoi nhap phat trien kinh te hien 

nay vi6c thifc hi6n dich vu hanh chinh cdng la mot 
trong nhiJng nhiem vu cap thie't nhSm muc tieu xay 
difng mot nen hanh chinh dan chu, trong sach viing 
manh, chuyen nghiep, lay nhan dan lam goc. Theo 
do, nhieu chu trifdng, cd che, chinh sach mdi du'dc 
cu the hoa trong cac de an, quy hoach, ke hoach, 
chifdng trinh phat trien kinh te - xa hpi. Dieu nay 
nham gdp phan nang cao tinh cong khai, minh 
bach, giam thdi gian di lai cho ngifdi dan, doanh 
nghiep, thu hut dau tif, tao cdng viec lam cho ngifdi 
lao ddng va nang cao ddi sd'ng ngu'di dan. 

Tuy nhien, xet mdt cdch nghiem tiic moi cd 
nhan, to chu'c vIn chifa thifc s\i hai long vdi k€'t 
qua nhan difdc. Viec xay difng va hoan thi6n cd 
che, chinh sach tren mot so ITnh vifc con cham v̂  
chifa day du, thii tuc hanh chinh cdn nhieu. Ngifdi 
dan va cac td chiJc vln cdn gap khd khan, phien 
ha trong qua trinh giao dich cac thu tuc hanh 
chinh cdng. Dieu nay da anh hu'dng tn/c tiep den 
viec giai quye't cdng viec va giam long tin ciia 
ngifdi dan. Vi vay. nghien ci?u sif hai long cua 
ngifdi dan dd'i vdi dich vu hanh chinh cdng tren 
dia ban huyen Tu> An, tinh Phu Yen la rat can 
thiet. Ke't qua nghien cifu la cd sd de xuS't cic 
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gidi phap nang cao chat lifdng dich vu hanh chinh 
cdng nham tao su" tin tu'dng cua ngifdi dan dd'i vdi 
cd quan hanh chinh nha nu'dc. 

2. Ccf sd ly thuyd't va mo hinh nghidn crfu 
2.1.Cdsdlythuydt 
* Dich vu 
Theo Zeithaml va Britner (2000), dich vu la 

nhifng hanh vi, qua trinh, each thifc thifc hien mdt 
cdng vide nhif cung ca'p, hd trd va thao gd cac khd 
khan vifdng mac cua khdch hang nham ldm thoa 
man nhu cau va mong ddi ciia khdch hang. Dich 
vu la ket qud tao ra do cdc boat ddng tie'p xuc 
giifa ngifdi cung ifng va khdch hang va cac boat 
dong ndi bd cua ngifdi cung ifng de dap iJng nhu 
cau cua khach hang. Gronroos (1990) cho tha'y, 
dich vu la hanh dpng hay chudi hanh ddng cd it 
nhieu tinh vd hinh tif nhien xdy ra trong qua trinh 
tifdng tdc giifa khdch hang va nhd cung ca'p hay 
hd thd'ng cung cap nhdm giai quye't van de cua 
khach hang. Bang cdch trao ddi tien bac, thdi 
gian va nhifng thanh qua, ngu'di su' dung dich vu 
mong mud'n nhan gia tri thdng qua sif tie'p can vdi 
cac hang hda, nhan life, ky nang chuyen mdn, 
thiet hi, mang lu'di hay he thd'ng nhifng ho khdng 
cd quyen sd hifu cac ye'u td'dd. Nhif vay, dich vu 
!a sif tu'dng tdc giifa khach hang va nha cung cap 
dich vu vdi nhau nhdm thda man nhu cau cua 
khach hang theo cdch ma khdch hang mong muon 
cung nhif tao ra gia tri cho khach hang. 

* Chd't lUdng dich vu 
Zeithaml (1987), chat lifdng dich vu la sif danh 

gid cua khdch hang ve tinh sieu vidt va sif tuyet 
vdi ndi chung cua mpt thifc the. Nd la mdt dang 
cQa thai dp va cdc hd qud tii mot sif so sdnh giifa 
nhifng gi difdc mong ddi va nhan thifc nhifng gi ta 
nhan du'dc. Parasuraman va cpng sif (1985), cha't 
lifdng djch vu la khodng each giifa sif mong ddi 
cila khach hang va nhan thifc ciia hp khi da su" 
dung qua dich vu. Edvardsson va cpng sif (1994) 
cho rang cha't lu'dng dich vu la ddp ifng difdc sif 
mong ddi ciia khach hang va lam thda man nhu 
cau ciia hp. Parasuraman (1991) giai thich rang 
dd' bie't difdc dtf doan ciia khach hang, td't nhd't la 
nhdn dang va tha'u hid'u nhii'ng mong ddi ciia hp. 
Viec phdt trien mdt he thd'ng xdc dinh difdc 
nhifng mong ddi ciia khach hang Id can thie't. Sau 
dd mdi cd mpt chid'n lifdc cha't lifdng cho dich vu 
cd hidu qua. 

* Dich vu hdnh chinh cdng: 
La loai dich vu gdn lien vdi chii'c nang quan ly 

nha nu'dc nham dap ifng yeu cau ciia ngu'di dan. 
Dden nay, dd'i tifdng cung ifng duy nha't cdc djch 
vu cong ndy la cd quan cdng quyen hay cdc cd 
quan do nha nu'dc thanh lap difdc uy quyen thifc 
hidn cung iJng dich vu hanh chinh cong. D^ thifc 
hien chifc ndng nay, Nha nu'dc phai tie'n hdnh 
nhifng boat dpng phuc vu trifc tie'p nhif ca'p gia'y 
phep, gia'y chifng nhan, dang ky. cdng chifng, thi 
thifc, hd tich,... Ngu'di dan difdc hifdng nhifng dich 
vu nay khdng theo quan he cung cau, ngang gid 
trdn thi trifdng, ma thdng qua vide ddng le phi hoSc 
phi cho cac cd quan hdnh chinh nha nifdc. 

* Su hdi long 
Halstead vd cdng sif (1994) xem sif hdi long 

Id mpt phan ifng cam xiic, di vao viec so sdnh ke't 
qua ciia sdn pham vdi mpt so' tieu chu^n ddt ra 
trifdc khi mua. du'dc do lifdng trong va sau khi tieu 
dung. Zeithaml vd Bitner (2003) dinh nghTa r^ng 
sif hai long la qua trinh nhan xet, ddnh gia ciia 
khdch hdng ve san pham hay dich vu ma sdn 
pham hay dich vu nay cd dap ifng du'dc cdc nhu 
cau vd sif ky vpng ciia hp hay khdng. Theo Kotler 
va Keller (2006), sif hai long la mifc dp trang thdi 
cam gidc ciia mpt ngifdi bat nguon tif viec so sanh 
nhan thifc ve mdt san pham so vdi mong ddi ciia 
ngifdi dd. Cu the' sif hdi long cd 3 cap dp sau; Ne'u 
nhan thitc cua khach hang nhd hdn ky vpng, 
khdch hang cam nhan khdng hdi long; Ne'u nhan 
thifc bdng ky vpng, khdch hang cdm nhan hai 
Idng; Nd'u nhan thifc Idn hdn ky vpng, khdch hang 
cam nhan la rat hai Idnghoac thich thii. Nhif vay, 
sif hdi long ciia khdch hdng la phan cdm nhdn ve 
chd't lu'dng, phu'dng thifc, mifc dp san pham dd 
thda man cac mong mud'n cua khach hang trong 
qua trinh tieu dung sdn pham. Mifc dp hai Idng 
la ham ciia sif khdc biet giifa ke't qua nhan du'dc 
va ky vpng ciia khach hang. 

2.2. Mo hinh nghien cdu 
Md hinh nghien cifu difdc de xua't du'a tren nen 

tang ciia rad hinh SERVQUAL du'dc xay difng bdi 
Parasuraman va cdng sif (1985). Nghidn ciJu ciia 
Mori (2004) difa tren thang do SERVQUAL de do 
lifdng hai long ciia ngifdi dan dd'i vdi viec cai cdch 
dich vu hanh chinh. Cdn nghien cifu cua Rodriguez 
va cdng sif (2009) dp dung thang do SERVPERF 
khdo sat d Tay Ban Nha ve chat lu'dng dich vu tai 
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tda thi chinh TownHall. Ngoai ra con mdt so'cdng 
trinh nghien cifu thifc nghiem d trong nifdc nhif 
nghidn cifu ciia Dd Hifu Nghiem (2010); Le Ngpc 
Sifdng (2011); Le Dan (2011); Che'Viet Phifdng 
(2014); Ngo Hong Lan Thao (2016). Xua't phdt tif 
cd sd nghien cifu trdn tac gid de xua't md hinh 
nghien cifu gom 6 nhan td'cd ban nhif sau: (Hinh 1) 

W/n/) 1: Mo hinti nghien cOu 

( Can bd, cdng chulc (Hi) 

[ CO sd vat chat (H2) 

[ Cong khai cdng vu (H3) 

( Thdi gian lam vl^c (H4) 

f Thii tuc, quy trinh lam viec (H5) 

f Cd che giam sat, gop y (Hg) 

Cdc gia thuye't nghidn cu'u: 
H,: Cdn bd,c6ngchifccd tac ddng tich cifc de'n 

sif hai long ciia ngifdi dan. 
H2: Ca sd vat cha't cd tac ddng tich cifc de'n sif 

hai Idng ciia ngu'di dan. 
H,: Cdng khai dich vu cd tac dpng tich cifc de'n 

sif hdi Idng ciia ngifdi dan. 
Hj: Thdi gian lam viec cd tac ddng tich cifc de'n 

sif hdi Idng ciia ngu'di dan. 
H-;: Thii tuc, quy tnnh lam viec cd tdc ddng tich 

cifc de'n sif hai long ciia ngifdi dan. 
Hf,: Cd che'gidm sat, gdpy cd tdc ddng tich cifc 

de'n sif hai long cua ngifdi dan. 
3. Phrfrfng phap nghidn ctfu 
* Mau khao sdt: Thu thap phieu khdo sdt dd'i 

vdi ngifdi dan de'n giao dich tai bd phan tie'p nhan 
va tra ke't qua ho sd hdnh chinh ciia UBND huyen 
Tuy An vdi phifdng phdp lay mau thuan tidn (phi 
xac sua't). Khao sat trifc tie'p vdi so'phie'u hdp Ie la 
260 phid'u. 

* Ddnh gia thang do: Du'dc ddnh gia thdng qua 
he sd'tin cay Cronbach's alpha, phan tich nhan to 
khdm phd (EFA). 

* Kiem dinh md hinh nghien cifu: Sif dung 
phifdng phdp hoi quy. 

SHL = po + pl*CBCC + p2*CSVC 
+ p3*CKCV + p4*TGLV 
+ p5*QTLV + p6*CCGS + £ 

Bid'n phu thudc: 
SHL: Sif hai long ciia ngifdi dan 
Cdc nhan to' ddc lap: CBCC: Cdn bp cdng chifc; 

CSVC: Cd sd vdt cha't; CKCV: Cdng khai cdng vu; 
TGLV: Thdi gian lam viec; QTLV: Thu tuc. quy 
trinh ldm vide; CCGS: Cd che giam sat, gdp J!. 

4. Kd't qua nghien cifu 
* Kiem dinh thang do bdng Cronbach's Alpha 
Ke't qua kiem dinh Cronbach's Alpha cho tha'y, 

ta't ca cac nhan to' deu Idn hdn 0,6 (>0,6) va cd hi 
sd' tifdng quan bie'n tong deu Idn hdn 0,3 (>0,3). 
Ta't ca cdc nhan to'dam bao tinh nha't qudn ndi tai 
vd phii hdp du'a vao phan tich nhdn td' khdm phd 
(EFA). (Bdngl) 

Bang 1. He sd Cronbach's Alpha 

Thang do 

Can bp c6ng chile (CBCC) 

Co sd vat chat (CSVC) 

Cong khai cong vu (CKCV) 

Thdi gian lam viec (TGLV) 

Thu tuc quy trinh iam viec (QTLV) 

Co che giam sat, gop y (CCGS) 

Sy hai iong cOa nguOi dSn (SHL) 

Bien 
quan 
sat 

6 

6 

6 

3 

4 

3 

6 

Cronbach's 
AJpha 

0,892 

0,897 

0,809 

0,787 

0,758 

0,851 

0,672 

Ngudn: Ket qud dieu tra nghien cdu 

* Phdn lich nhdn id khdm phd EFA 
Cdc nhan to du'dc ddnh gid bdng phan tich 

nhan td' kham phd. Phifdng phdp trich Principal 
Component Analysis vdi phep quay Varimax va 
diem difng khi trich cdc nhan td'cd Eigenvalue> 
1, he sd'tai nhan td'> 0,5 (Hair va cdng sif, 2010) 
du'dc sif dung. Kd't qua phan tich cdc nhan to vdi 
27 bie'n quan sdt cho tha'y he so' KMO and 
Bartiett's Test dat 0,78 > 0,5, vdi mifc y nghTa Sig 
= 0,000 < 0,05, he sd'tai nhan td'cua cdc bie'n quan 
sdt deu dat ydu cau. Tai mifc trich eigenvalue > I 
cd 6 nhan to' difdc trich vdi phifdng sai trich IJ 
65.984%, khdng cd hidn tifdng Cros.s loading. Ke'l 
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qud phdn tich EFA dd'i vdi nhan to sif hai long cua 
ngifdi dan g6m 6 bie'n quan sdt difdc nit thdnh 1 
nhan to', hd so' KMO and Bartiett's Test dat 0,746 
> 0,5, vdi mifc y nghia Sig. = 0,000 < 0,05, he so' 
tai nhan td'cua cdc bid'n quan sat deu dat yeu cau. 
Qua phan tich EFA cung cho tha'y md hinh nghien 
cifu khdng thay doi, bao g6m 6 nhan to ddc lap vd 
1 nhan to' phu thudc, du'dc sif dung cho phdn tich 
h6i quy tuyen tinh. 

* Phdn tich mo hinh hoi quy 
Ke't qua phan tich md hinh hdi quy cho thay 

he so R = 0,755 va R^ = 0,57 nghTa la cdc nhan to' 
CBCC, CSVC, CKCV, TGLV, QTLV, CCGS giai 
thich difdc 57% sif hdi Idng cua ngifdi dan. Nhif 
vay, 1 - R̂  = 0,43 du'dc giai thich bdi nhifng nhdn 
to khdng difdc difa vao trong mo hinh va day cung 
difdc xem la mot hifdng nghien cilu tid'p theo. 
(Bang 2) 

Kiem dinh do phd hdp cua mo hinh 
Ke't qua phan tich phifdng sai ANOVA cho 

thd'y tri thd'ng ke F = 55,799 va sig. = ,000 < 0,05, 
dieu nay cd nghTa la md binh hoi quy tuyen tinh 
phii hdp vdi tap dif lieu hay 6 nhdn td' cd quan he 
tuyd'n tinh vdi nhan td'sif hdi long ciia ngu'di dan. 
Vl vay, md hinh nghien cifu cd thd' siJ dung difdc 
va dung lam tai lieu tham khao cho cdc nghien 
cifu tid'p theo. (Bang 3) 

Gidi thich phUdng trinh 
Ke't qua Coiiinearity Statistics chuan doan hien 

tifdng da cdng tuye'n vdi he so' phdng dai phifdng 
sai VIP (Variance Inflation Factor) ciia cdc nhan 

to' ddc lap trong md hinh deu rat nhd, cd gid tri tif 
1,015 de'n 1,128, the hien tinh da cdng tuyd'n ciia 
cdc nhan to' dpc lap la khdng dang ke va cac nhan 
to' ddc lap trong md hinh difdc chap nhan (Khi gia 
tri VIP > 10 la da'u hidu ciia hien tifdng da cpng 
tuyd'n). (Bang 4) 

Sau khi phan tich hoi quy tuyd'n tinh, ke't qua 
cho tha'y md'i quan he giifa sif hai long ciia ngifdi 
dan vd cac nhan to' du'dc the hidn trong phu'dng 
trinh sau: 

SHL = 0,566 + 0,432CBCC + 0,082CSVC 
+ 0,111 CKCV + 0,058TGLV 
+ 0,074QTLV + 0,157CCGS 

Kiem dinh gia thuyet 
Thdng qua ke't qua phan tich cho tha'y cd 6 nhan 

to' cd anh hifdng de'n sif hdi Idng ciia ngu'di dan. 
Vdi cdc nhan td' cd anh hurdng tif cao de'n thd'p cu 
the' nhif sau: 

Cdn bd cdng chifc vdi he so' P| = 0,432, 
p = 0,000, gia thuyd't HI difdc chap nhan. 

Cd che'gidm sdt, gdp y vdi he so' pg = 0,157, 
p = 0,000, gid thuyd't H^ difdc chd'p nhdn. 

Cdng khai cdng vu vdi he so' P3 = 0,111, 
p = 0,001, gid thuye't H3 difdc chd'p nhdn. 

Cd sd vat cha't vdi he so' P2 = 0,082, p = 0,001, 
gia thuye't Hi difdc cha'p nhan. 

Thii tuc quy trinh lam viec vdi hd sd'pj = 0,074, 
p = 0,006, gia thuye't H5 difdc cha'p nhan. 

Thdi gian lam vide vdi he so' P4 = 0,058, 
p = 0,045, gia thuye't H4 difdc cha'p nhan. 

Bang 2. Ke't qua phan tich hoi quy 

R Square Adjusted R Square 

,559 

A. Error of the Estimate 

1,738 

Nguon: Ket qud dieu tra nghien cdu 

Bang 3. Ket qua phan tich phifdng sai ANOVA 

Model 

Regression 

Residuai 

Total 

Sum of Squares 

33,413 

25,260 

58,662 

df 

6 

253 

259 

Mean Square 

5,569 

,100 

F 

55,799 

Sig. 

,000-

Nguon: Ket qud dieu tra nghien cdu 
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Model 

(Constant) 

CBCC 

CSVC 

CKCV 

TGLV 

QTLV 

CCGS 

Bans 

Unstandardized CoefRdents 

B 

,566 

,432 

,082 

,111 

,058 

,074 

,157 

Std. Ener 

,233 

,033 

,025 

,034 

,029 

,027 

,026 

4. Ket qua pfian tich tioi quy 

StandatTllzed Coefnclents 

Beta 

,582 

,141 

,138 

,085 

,115 

,261 

t 

2,434 

13,275 

3,338 

3,283 

2,018 

2,758 

5,978 

Sig. 

,016 

,000 

,001 

,001 

,045 

,006 

,000 

Coiiinearity Statistics 

Tolerance VIF 

,886 

,956 

,968 

,965 

,985 

,890 

1,128 

1,046 

1,033 

1,036 

1,015 

1,123 

Ngudn: Ket qud dieu Ira nghien cdu 

5. Ket luan va ham y chi'nh sach 
S.l.Vdi Cdn bg cdng chiic 
Thu'dng xuydn ren luyen, gido due tif tu'dng dao 

du'c, tdc phong cho cdn bd, cdng chdc, kip thdi chan 
chinh ky luat, ky cu'dng dd'i vdi nhifng can bd, cdng 
chifc cd thdi dp khie'm nha, vd cdm vdi ngu'di dan. 
Trong qua tnnh tie'p xuc vdi ngifdi ddn. cdn bd, 
cdng chu'c can phai quan tam, chia se nhffng vddng 
mac, hu'dng din ngifdi d§n tan tinh trong qud trinh 
giai quyet thii tuc hanh chinh. 

To chifc tap hua'n cho can bd, cdng chu'c cac Idp 
ky ndng mem, bao gom: Ky ndng lang nghe, ky 
nang thuyd't phuc, ky nang phdn doan tinh hud'ng 
nhanh kd't hdp vdi thdng tin de difa ra quye't dinh 
giai quye't thii tuc hanh chinh cho ngifdi dan mdt 
each chinh xdc. Dong thdi, tham gia hoc tap ndng 
cao trinh do chuyen mdn. nghidp vu. 

Xdy difng ke'hoach ddo tao, quy hoach cdn bd 
difa tren ke't qud danh gia chd't lifdng ddi ngu can 
bd, cdng chifc. Day la cd sd cho viec xem xet ddnh 
gia thi dua, khen thifdng hay ky luat va phuc vu 
cho cd che quy hoach cdn bg cdng chifc. 

5.2. Ve Cd che gidm sdt, gdpy: 
Xdc lap cd che' phan hoi y kid'n cua ngifdi dan 

mpt each nhanh ehdng, kip thdi. quy dinh rd trdch 
nhiem cho can bg tiep nhan ciing nhu" lanh dao phu 
trach. 

Thdng bao kip thdi cho ngu'di ddn khi nhu cau 
cua hp chifa difde giai quye't diing theo quy dinh 
va thdng bdo ndu rd ly do chifa giai quyet kip thdi 
cho ngu'di dan. 

Thifdng xuyen tie'p dan va l6 chd'e cdc diln ddn 
dd'i thoai, gdp y, phan bidn giifa ngifdi ddn vdi cd 
quan de nam bat kip thdi nhiJng y kie'n, tam tif, 
nguyen vpng cua ngifdi dan. 

Thifc hien td't cdng tac giai quyd't khie'u nal, to 
cao cua ngu'di dan; Dinh ky to chifc khdo sat y kien 
ngifdi dan de hoan thien thii tuc hanh chinh ddm 
bao tinh hdp phdp vd cd ldi nha't cho ngifdi dan. 

5.3. Cong khai cong vu, thii tuc quy trinh ldm 
vifc: 

Can lap va in thdng bdo quy trinh thifc hien thii 
tuc hanh ehinh, cdc bieu mau rd rang va niem yet 
cac hd sd mau tai cifa ra vao va bat cif ndi nao 
thuan tidn de ngu'di dan ed the nhan tha'y du'dc. 

Thifdng xuydn cap nhat cdc vSn ban quy ph?m 
phdp luat de hoan thidn, bo sung vao cdc quy dinh 
dd'i vdi thii tuc hdnh chinh tai ddn vj. 

Xdy difng ho sd cdn bp cdng chifc theo ddi qud 
trinh lam viec, quy dinh trdch nhidm rang buQC 
giifa cdc cd quan. tifng can bp, nham dam bao kel 
qua dau ra Id cdc van ban, gia'> td hanh chinh difdc 
chinh xdc. 

Tifng bifdcchuan boa quy trinh luan chuyenh6 
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Sd trong ndi bd d^ ddm bao thdi gian va tid'n dp 
cua tifng loai cdng vide; khac phuc sif cham trd d 
tu:ng bp phan, xiif ly van ban cac loai theo trinh df 
khoa hgc, rd th^m quyen va trdch nhiem thdng qua 
viec u'ng dung cdng nghd thdng tin hien dai nhdm 
dat yeu cau ngdy cang cao cdng tdc qudn ly hanh 
chinh nhd nifdc trong thdi gian tdi. 

5.4. Cdsd vqt chdt: 
Tai tru sd tie'p nhan va tra ho sd can lap dat cdc 

may tinh tra cu'u va cdc thu tue hanh chinh can 
difdc cdng khai trdn may tinh tra cifu. 

Chii dpng ifng dung cong nghd thong tin trong 
qua trinh gidi quyd't cong viec va tid'n tdi ed che 
mot cila lien thdng hidn dai. 

Bd phdn tie'p nhdn va tra kd't qua ciu sap xe'p 
khoa hgc, gon gang, giif gin vd sinh. Bd' tri tij-ng bg 
phan hdp ly hdn, tao mdi tnfdng thdn thidn trong 
giao tid'p giifa cdn bo va ngu'di dan, trang bi tii d^ 
lifu trif ho sd gpn gang. 

Chii dpng ndng ca'p trang thong tin dien ttf ciia 

UBND huyen theo hifdng than thien, de dang truy 
cap dd' lay thdng tin, cap nhat nhifng vdn ban 
phdp ludt, nhifng quy dinh ve thii tuc hdnh chinh 
ciia ddn vi. 

5.5. Thdi gian ldm vi^c: 
Qudn Iy chat che khau tie'p nhdn ho sd dau vao, 

tranh tinh trang ho sd chu'a diy dii gia'y td, chifa dii 
dieu kien nhUng vln tid'p nhdn ddn dd'n thdi gian xiif 
ly ho sd keo dai, ngifdi dan di lai nhieu lan. 

Khac phuc vide thdng bao bo sung ho sd vao 
ngay hen tra ke't qua: Vi vdy can chd'n chmh kip 
thdi bdng each quy dinh rd thdi gian cho cac cdng 
doan xijf ly va dp dung cho td't ca cac quy trinh hanh 
chinh, xay difng phu'dng thifc thdng bao bd sung ho 
sd cho ngu'di dan qua didn thoai, email. 

Rut ngan thdi gian tra ke't qua so vdi quy dmh 
bang each khi hd sd giai quye't xong chuyd'n de'n 
bd phan tra ke't qua, chifdng trinh phan m^m xif ly 
ho sd tich hdp nf dpng gû i tin nhdn hoae thif dien 
tii thong bdo cho ngu'di dan dd'n nhan kd't qud • 
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ABSTRACT: 
The satisfaction of people is one of important factors which reflect the quahty public 

administrative services provided by state administrative agencies. This study is 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 smdy identifies 6 
groups of factors affecting the satisfaction of people, namely (1) pubUc servants; (2) 
Facilities; (3) Public services; (4) Working time; (5) Workflow procedures; and (6) 
Monitoring and comment 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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