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T6M TAT: 
N6p thue di€n tu" la hien thi/c hoa chu tnTdng cai c^ch hanh chinh va hien dai h6a c6ng tic 

quan ly thue nham gidp c^c doanh nghiep giam chi phi, c6ng sd'c, tSng hieu quS vS gidm rOi 
ro khi thdc hien cic nghia vu thu6'. Bai viet nghien ciJu kham ph& cac nhan to anh hifdng den 
su" hai long cua doanh nghiep ve ch3't lifdng dich vu nop thue' dien tO" tai Chi cue Thue thi xa 
D6ng Hoa, tinh Phii Yen. Ket qua nghidn ciJu cho thay, ye'u to Dtfdng truydn co tac dgng 
manh nhS't dd'n stf hM I6ng cua doanh nghiep, tie'p theo la cac y6'u t6' Hieu qud, Cng dung (Tfnh 
san c6 cua he thong), Bdo m$t. Y6'u t6' Phan hoi khong co moi quan he tuyen tinh vdi stf hSi 
long cua doanh nghiep. 

T^ khoa: Hieu qua, bdo mat, tfng dung, phan h6i, dtfdng truyen, nop thue'dien tu", ngtfdi 
n6p thu^. 

1. D§t vSn de 
Chi cue Thue thi xa Dong Hoa la m6t trong 

nhUng thi xa thupc dia ban tinh Phii Y6n trien khai 
sdm dich vu nop thue dien tu* de thtfc hien tot cong 
tac quan ly thue'cac doanh nghi6p tren dia ban thi 
xa, tao stf thuSn ldi cho ngtfdi nop thue vdi cd quan 
thue'. Vi vay, viec tim hieu va nghien ciJu cac ye'u 
to' chat Itfdng dich vu va anh htfdng cua chung tdi 
stf hai long cua ngtfdi nop thue' tai Chi cue Thue thi 
xa Dong Hoa Id h&'t stfc can thie't. Dieu nay giiip cd 
quan thue' bie't dtfdc dau la diem manh, dau la 
diem ye'u can khSc phuc de h6 trd to'i da cho ngtfdi 
nop thue, dong thdi dtfa ra nhifng giai phap siia doi, 
bo sung cho phij hdp nhdm nang cao chd't Itfdng 

dich vu nop thue dien tu", gop phan nang cao stf hai 
long cua ngtfdi nop thue doi vdi cd quan thue. 

2. Cd sd ly thuyd't va m6 hinh nghidn ed'u 
2.1. Cd sd ly thuyd't 
N6p thue'dien tu" (NTDT) la dich vu cong cua 

cd quan thue cho phep ngtfdi nop thue (NNT) nop 
thue vao ngan sach nha ntfdc trtfe tiep tren eong 
thong tin dien tu* eua cd quan thue' (hitp://thue 
dientu.gdt.gov.vn) thay cho hmh thde nop thue 
trtfe tiep nhtf trude kia, gdp phan da dang hda cic 
kenh thu ngan sdch nha ntfdc. Va'n de ddt ra li 
nhi?ng yd'u to' nao anh htfdng de'n ddnh gia mtfc 
do hai long cda DN ve chat Itfdng dich vu npp 
thue' dien tu" tai Chi cue Thue' thi xa Dong H6a. 

266 Sd 16-Thang 7/2020 

http://dientu.gdt.gov


TAI CHINH-NGAN HANG-BAO HIEM 

Kham pha dtfde thong tin ndy se giiip Chi cue 
Thue thi xa Ddng Hda nam b^t dtfdc ede yeu to' 
tac dong tdi chat Itfdng dieh vu va stf hai long eua 
NNT ve dieh vu NTDT trdn dia ban thi xd va lam 
tdi lidu tham khao de Cue Thue* tinh Phii Ydn vd 
Chi cue Thud'cdc huydn danh gia chat Itfdng dieh 
vu NTDT dtfa tren md hinh nghien ciJu eiia de 
tai, ke't hdp vdi dieu kien dac trtfng cua tiYng cd 
quan thue'. Nhieu nhd nghidn edu trong va ngodi 
ntfdc cung da quan tam va di tim dap dn cho cau 
hdi nay. Kd'l qua nghien cdu cua tdc gid 
Ching-Wen Chen (2010) bao gdm cdc nhan to' 
Dtfdng truyen, tfng dung, hieu qua, tinh chinh 
xac, phan h6\, tin cay, dong cdm; tdc gid Michael 
A. Boone (2012) bao g6m cac nhdn to' Dd dang sd 
dung, Kha nang tfng dung va Tie't kidm chi phi; 
tac gia Van Thdy Hang (2011) bao gdm nhan to 
D6 tin cay eua dich vu, Ddp dng, Stf ddm bdo, Stf 
dong cam va Phtfdng tidn hdu hinh; tac gia Tieu 
Thi Hdng My (2015) bao gdm cac nhan td'Cd sd 
vdt cha't vd ehd't Itfdng dtfdng truyin, mdc dp an 
toan, ndng Itfc phue vu, ldi ich mang lai va mdc 
tien dung; tdc gia Trtfdng Thi Mong Trinh (2017) 
bao gdm cdc nhan to Chd't Itfdng thong tin (Thdng 
tin), Chd't Itfdng dich vu (Ddp dng. Do tin cay, 
D6ng edm), Chd't Itfdng he thd'ng (Dd su" dung, 
Dtfdng truyen, Ttfdng tdc). 

Tiy nen tang ly thuye't vd tdng quan tai lieu 
nghien etfu tren cd sd tham khao cdc md hinh 
nghidn cdu cua eac tdc gia trong va ngoai ntfdc, 
tae gia dtfa ra md hinh nghidn cdu md'i quan he 
gitfa cha't Itfdng dich vu va stf hai long eua NNT 
ve djch vu NTDT. 

2.2. Mo hinh nghien etfu 
Xud't phat ttf nen tang cd sd ly luan va td'ng 

quan tai lieu nghien cdu tren cd sd tham khdo eac 
mo hinh nghidn edu cua cdc tac gia trong va ngoai 
ntfde, ke't hdp vdi dac diem tinh hinh kinh te' xa hdi 
cua Chi cue Thue' thi xa Ddng Hda, de tai dtfa ra 
md hinh nghidn eiJu gdm 5 yd'u td'cd ban, g6m: (1) 
Hidu qua; (2) Cng dung (Tinh sdn ed cua he 
thdng); (3) Phdn hdi; (4) Bdo mat; (5) Dtfdng 
truyin. (Hinh 1) 

3. Phtfdng phap nghidn etfu 
Mdu dieu tra: Thu thap phid'u dieu tra dd'i vdi 

doanh nghidp vtfa va nhd dang hoat ddng kinh 
doanh sit dung dich vu ndp thuS" didn tu" tai thi xa 

Hinh /; Mo tiinh nghien cihj de xuat 

Ddng Hda, tinh Phu Yen. Mdu dtfdc chon theo 
phtfdng phdp lay mau thuan tien. So' phid'u thu ve 
hdp Id la 230. 

Thang do: Cdc yeu td' dtfdc sd dung trong 
nghien cdu nay dtfdc tong hdp ttf cdc yd'u to' do 
Itfdng cua cac tac gia trong va ngoai ntfdc sd dung: 
Michael A. Boone (2012), Van Thuy Hang (2011), 
Tieu Thi Hong My (2015), Trtfdng Thi M6ng Trinh 
(2017). 

Danh gia ye'u to': Dtfpc danh gia thdng qua hd 
so' tin cay Cronbach's Alpha, phan tich nhan to' 
kham phd (EFA). 

Kid'm dinh mo hinh nghidn cdu: Sd dung 
phtfdng phap hdi quy tuye'n tinh. 

4. Kd't qua nghien etfu 
Kiem dinh ye'u td bdng Cronbach's Alpha 
Ke't qua kiem dinh Cronbach's Alpha cho ta't ca 

cac ye'u to': Hieu qua dat 0.887, 0ng dung dat 
0.892, Phan hdi dat 0.806, Bao mat dat 0.819. Tuy 
nhidn, he so' ttfdng quan bie'n tong cua bie'n quan 
sat BM4 (.242) nhd hdn dieu kien 0.3 (< 0.3). Do 
dd, ta tie'n hdnh loai bd bie'n quan sat BM4. Va 
chay lai Cronbach's Alpha lan 2 dd'i vdi ye'u to' Bao 
mat. Kd't qua phdn tich lan 2 cho tha'y he so' Cron
bach's Alpha dat 0.881. Ttfdng ttf, ke't qua phdn 
tich lan 2 ddi vdi ye'u to' Dtfdng truyen dat 0.847, 
vi kd't qua chay lan 1 he so' ttfdng quan bie'n td'ng 
cua bie'n quan sdt DT3 (.197) nhd hdn dieu kien 
0,3 (< 0,3). Sau cac lan chay phan tich cho tha'y 
cdc yd'u to' dam bao tinh nha't quan npi tai va phii 
hdp dtfa vao phan tieh nhan to' khdm phd. 

Yd'u td stf hai long cua doanh nghidp dtfdc do 
Itfdng bdng 5 bid'n quan sat, ke't qua phan tich he sd 
Cronbach's Alpha dat gia tri la 0.844. 
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Phdn tich nhdn tdkhdm phd EFA 
Cic ye'u to' dtfdc ddnh gia bang phtfdng phdp 

EFA. Phtfdng phap trich Principal Component 
Analysis vdi phep quay Varimax va diem difng khi 
trich cdc yd'u to ed Eigenvalue > 1, he s6' tdi nhan 
t6'> 0.5 (Hair vd cpng stf, 2010) dtfdc su" dung. K^t 
qua phan tich cdc nhdn to' vdi 22 bid'n quan sat eho 
thd'y he so' KMO and Bartlett's Test dat 0.782 > 
0.5, vdi mdc y nghia Sig. = 0.000 < 0.05, he sd'tai 
nhan td'cua cdc bie'n quan sat deu dat ydu eau. Tai 
mdc trich eigenvalue > 1 cd 5 ye'u td dtfde trich vdi 
phtfdng sai trich la 68.86%, khdng cd hidn ttfdng 
Cross loading. (Bang 1) 

Bang 1. K i t qua p h a n t ich y e u t d c h d t iJcfng 
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Nguon • Kit qud phdn tich nghien cdu 

Kit qua phdn tich hoi quy 
Kd't qud phdn tich md hinh hoi quy cho tha'y he 

s^ R = 0.733 va R^ = 0.537, nghia Id cde ye'u td 
UD, HQ, BM, PH, DT giai thich dtfdc 53,7% stf hai 
Idng cua doanh nghidp. Nhtf vay, 1 - R' = 0.463, 
dtfdc giai thich bdi nhtfng ye'u to khde chtfa dtfdc 
nghien etfu trong md hinh. (Bang 2) 

Kiim dinh dd phd hgp cua mo hinh 
Kd't qua phan tieh phtfdng sai ANOVA cho thay 

tri thd'ng ke' F = 51.540 va sig. = .000 < 0.05, dieu 
nay cd nghia Id md hinh hdi quy tuye'n tinh phu 
hdp vdi tap dff lieu hay 5 ye'u td' cd quan he tuy^n 
tinh vdi bid'n phu thude la stf hai long ciia doanh 

nghidp. Vl vay, md hinh nghidn cdu 
cd the su" dung dtfdc va diing iam tai 
lieu tham khdo cho eac nghidn cdu 
tiep theo. (Bang 3) 

Gidi thich phuong trinh 
Kê t qua ColHnearity Statistics 

chuan dodn hidn ttfdng da cpng 
tuye^n vdi he sd' phdng dai phtfdng 
sai VIP (Variance Inflation Factor) 
cua cdc bid'n ddc lap trong md hinh 
deu rat nhd, cd gid tri td 1.046 dd'n 
1.256, the hien tinh da cpng tuye'n 
ciia cae bie'n ddc lap Id khdng ddng 
kd' va cdc bid'n ddc lap trong md hinh 
dtfdc chap nhan. 

Sau khi phan tich hdi quy tuye'n 
tinh (Bang 4), ke't qud cho thay md'i 
quan he giiJa stf hdi idng cua doanh 
nghiep va cac ye'u td' dtfdc the hien 
trong phtfdng trinh sau: 

HL = 1.435 + 0.2*HQ + 0.098*UD 
+ 0.075*PH + 0.092*BM 
+ 0.269*DT 

Kiem dinh gid thuyet 
Thong qua ke't qua phan tich cho 

tha'y ed 4 ye'u to cd dnh htfdng den stf 
hdi Idng ciia doanh nghidp. Vdi cde 
ye'u to' cd anh htfdng tiif Idn de'n nhd 
eu the nhtf sau: 

Dtfdng truyen vdi he so' P5 = 0.269. 
p = 0.000, gia thuyd't H5 dtfdc cha'p 
nhan. 

Hieu qua vdi he so' p, = 0.2. p = 
0.000, gid thuye't Hj dtfdc chap nhan. 

268 So 16-Thdng 7/2020 



TAI GHlNH-NGAN HANG-BAO HIEM 

Bang 2. Ket qua phan tich hoi quy 
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Nguon: Kel qud dieu tra nghiSn ciiu 

Bang 3. Ket qud phan tich phi/cfng sai 
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Nguon: Kit qud diiu tra nghiin cdu 

Model 

(Constant) 

HQ 
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DT 
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4. Ket qua phan tich hdi quy 
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ColHnearity Statistics 
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Nguon: Ket qud dieu tra nghien cdu 

Cng dung (Tinh sdn cd cda he thd'ng) vdi he sd' 
P2 = 0.098, p = 0.001, gia thuyd't H2 dtfdc cha'p 
nhan. 

Bao mat vdi hd so' P4 = 0.092, p = 0.000, gid 
thuyd't H4 dtfdc cha'p nhdn. 

Phan hoi vdi he so' P3 = 0.075, p = 0.062 > 0.05, 
gid thuyd't H3 khdng dtfdc ehap nhan. 

5. Kd't lu^n va giai phap 
Nop thud' didn td la btfdc dot phd ciia nganh 

Thu^ trong cdng cudc hien dai hda, eai each cdng 
tdc thud', btfdc dau trien khai khdng the trdnh khdi 
nhifng khd khan ddi hdi nganh thud' phai no' Itfc 
vtfdt qua. Trong qua trinh trien khai thtfe te, 
nganh Thud' vtfa 1dm, vCfa tdng ke't, rut kinh 
nghiem, ddng thdi thtfdng xuyen hpc hoi kinh 

nghidm eua eac ntfdc da trien khai dich vu nop 
thud' didn id, qua do ttfng btfdc dp dung sao cho 
phii hdp vdi dieu kien, hoan canh cua Viet Nam. 
Nhiem vu nay thtfc stf Id mot thdch thtfc dd'i vdi 
nganh Thue. Trong qud trinh trien khai dich vu 
nop thud' dien td, cd quan thue' gap khdng it khd 
khan, ca khd khdn mang tinh khdeh quan va chu 
quan cd the ke den. 

Gidi phdp ve Hieu qua 
- Day manh cdng tae thdng tin tuyen truyen de'n 

cdc DN hieu rd muc dich, y nghia va ldi ich thie't 
thtfc eua hinh thdc NTDT nhtf giam thieu thdi gian, 
ehi phi va ddn gian hda thu tuc gia'y td. 

- Thtfdng xuyen to chdc cac Idp tap hua'n quy 
trinh nghiep vu ve NTDT cho NNT. 
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- Phdi hdp vdi cdc ngan hang thtfdng mai xay 
dtfng chinh sdch khuye'n khich NNT. 

Gidi phdp ve tjug dung (Tinh sdn co cua he 
thdng) 

- Ludn cdi tid'n ph^n mem he thd'ng NTDT de 
NNT cd the thao tac dd dang hdn. 

- Hoan thien he thd'ng cd sd ky thudt ha tang 
va châ t Itfdng dtfdng truyen phuc vu cho edng tac 
khai thue' dien td ndi chung va NTDT ndi rieng. 

- Chi cue Thud' can cd stf hd trd, htfdng dan cu 
the de NNT ed the su" dung thdnh thao phan mem 
NTDT. 

Gidi phdp ve Phdn hoi 
Dd'i vdi ye'u td^phan hdi, kê t qua phan tich 

hdi quy cho tha'y khdng cd md'i quan he tuyen 
tinh vdi stf hai long cua doanh nghiep, nhtfng 
yd'u td'nay dtfdc danh gia cd y nghTa ve mat thtfe 
te'khi doanh nghiep tie'p xue vdi dieh vu nop the' 
dien td tai Chi cue Thud' thi xa Ddng Hda, nen 
tdc gia vdn xem xet va di xud't mgt sd' giai 
phdp sau: 

- Chi cue Thud' ludn edp nhat vd phan hdi qua 
dtfdng day ndng d^ kip thdi htfdng ddn ne'u giao 
dich NTDT cua ea nhdn, doanh nghiep khai bao 
bi sai sdt khoan muc nao dd. 

- Nhan vidn thud' c^n tri^n khai kip thdi va 

thtfdng xuyen ddn dd'c ve thdi gian nop thue dien 
tU cho dung han. 

- Cai thien he thd^ng giao dich va xdc nhan eac 
thong bao qua email ve ket qud NTDT cho m6i 
l^n giao dich. 

Gidi phdp ve Bdo mat 
- Tdng etfdng mde dp an toan, bao mat eiia he 

thd'ng giao dich didn td, ngan chdn stf pha hoai tilf 
ben ngodi, khai thdc thdng tin cua cac ddi ttfdng 
xau. 

- Tuyen truyin de doanh nghidp hieu rd ve 
tinh an todn khi giao dich nop thud', hieu rd ed che 
bao dam an todn cho cac giao dieh NTDT tie'n 
hanh ra sao de NNT tin ttfdng va tid'p tue su" dung 
hinh thtfe NTDT. 

Gidi phdp vi DU&ng truyen 
- Ndng cd'p ha tang mang, dtfdng truyen thie't 

bi cdng thdng tin dien td cua ngdnh Thue' dam 
bao he thd'ng hoat dong dn dinh. 

- Kie'n nghi Tong cue Thue xay dtfng mdt he 
thd'ng cd sd ha tang ky thuat dam bao ve an ninh, 
an toan va cd kha nang hoat ddng lidn tue 24/7. 

- Can tich etfc hd trd cdc td ehtfe T-VAN tham 
gia eung ea'p dieh vu NTDT di tao dilu kidn 
thuan ldi eho ede doanh nghiep dang thtfc hidn 
khai thul qua hd thd'ng T-VAN tham gia NTDT • 
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ABSTRACT: 
Electronic tax payment is a part of Vietnam's administrative reform and modernization of 

tax administration processes m order to help businesses reduce their cost and their labours 
while increasing the efficiency and limiting tax risks. This study explores the factors affecting 
the satisfaction of businesses with the service quality of electronic tax payment at the Tax 
Department of Dong Hoa Town, Phu Yen Province. This study fmds out that the Transmission 
factor has the strongest impact on the satisfaction of businesses. This factor is followed by the 
Performance, Application (the availability of system) and Security factors. Meanwhile, the 
Feedback factor has no linear relationship wiUi the satisfaction of businesses. 

Keywords: Efficiency, security, appUcation, feedback, transmission, electronic tax 
payment, taxpayer. 
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