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PHAN TICH SlJ HAI LONG 
CUA NGUCfl DAN DOI VCfl DICH VU 

HANH CHINH CONG TAI UY BAN NHAN DAN 
HUYEN CANG LONG, TINH TRA VINH 

• DOAN PHAM QUANG LY 

T 6 M TAT: 
Dffa vdo so'lieu khao sdt ciia 150 quan .sdi hdp le, phffdng phdp phdn tich dinh lUdng EFA 

vd hoi qui dffdc sff dung, Ke't qua da dem de'n mdt bang chffng ve sff tac ddng y nghTa ciia cac 
ye'u to: sff tin cay, sff kinh irpng, nang lffc phue vu, cd sd vat chat, sff dong cam cd chi phd'i 
de'n sff hdi long dich vu cdng cua ngffdi dan, trong do. thff iff anh hudng den sU hai ldng cua 
ngudi dSn tham gia dich vu cdng: Cd sd vat cha't. sff kinh trpng, sU tin cdy, ndng lffc phue vu 
va sff dong cam, K6't qua nghien cffu da mang de'n nipt ham y chinh sdch quan trpng, gdp 
phan tdng them tai lieu tham khao cho cac td' chUc cdng va nha hoaeh dinh chinh sdch cd lien 
quan, hffdng de'n hoan thien dich vu cdng phue vii bieu qua ngffdi dan. 

Tfl khoa: Dich vu cdng, hdi long, sU kinh trpng, dich vu hanh chinh cdng. 

LGidithifu 
Trong nhffng nam gan day, nhi'fng nhd hoaeh 

dinh chinh sach da day manh cai each quan ly 
nha nUdc iren nhieu linh vUc. trong dd linh vUc 
hanh chinh nhd nUdc la mdt nhiem vu vffa ca'p 
hach vUa lau dai. de' tffng bUdc xay dffng mdl 
"nen hdnh chinh nha mfdc" trong sach. vffng 
manh. phue vu dd'c lffc vd thuc da'y manh me 
cdng cupc dd'i mdi va phat tnen da't nffdc. Vi the'. 
ben canh viec nang cao cha't lUdng djch vu, Uy 
ban nhdn dan (UBND) huyen Cang Long can 
phai \ac dinh cdc ye'u to' vd do lUdng dUdc mffc 
do anh hffdng Clia cac ye'u td'de'n sff hai Idng ciia 
khach hang \e cha't lffdng dich vu, trong dd cri 
chdt lUdna dich vu hdnh chinh cdne tai UBND 

huyen Cang Long. Tren cd sd dd, bai viel de 
xua't cac ham y quan tn nhdm giiip nang cao hdn 
nffa cha't ludng dich \'u, ciing nhUsU hai long ciia 
ngUdi dan dd'i vdi dich vu hdnh chinh cdng, iff do 
tao sU tin tUdng cua ngUdi dan dd'i vdi cd quan 
hanh chinh nha nUdc. 

2. M6t so'khai niem lien quan dich vu cong 
Theo Zeilhaml (2000) giai thich chd't lUdng 

dich vu la Slf ddnh gia ciia khach hang ve tinh ffu 
viet Clia mdt dich vu. \ d la mdt dang ciia thai dd 
va cdc he qua tff sff so sdnh giffa nhffng gi dffdc 
mong ddi va nhan thffc \ e nhflng khach hang 
nhan dUdc. Theo WiMiiieuski va Donnelly (2001) 
cha't lUdng dich vu dUdc dinh nghTa bdng nhieu 
cdch khac nhau tiiy ihudc vdo dd'i tUdng nghien 
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cUu. no the hien mffc dd ma mdi dich vu dap ffng 
dffdc nhu cdu vd mong ddi ciia khdch hang. 

Vice cung cd'p cdc dich vu cdng khdng phai la 
dac dn ciia Nha nffdc mang lai cho xa hdi, ma nd 
mang linh cha't phap l\'. Dich vu cdng se dffdc 
danh gia dUa theo lieu chi quan trpng la hieu qua 
trong \ idc cung Ung cdc dich vu. ddp Ung nhu cau 
Clia td't ca cdng ddn trong xd hdi. 

Sii hdi long cua khdch hdng 
Theo Brown (1992). sff hdi long ciia khach 

hang la mdt trang ihai trong dd nhffng gi khdch 
hang can, mudn \a mong ddi d sdn pha'm \i\ gdi 
dich vu dUdc thda man ha\ vUdt qua sU thda man. 
ke't quii id cd sU mua hdng lap lai. ldng trung 
thanh ciia khach hang vdi nha cung ca'p djch vu. 

Sower va cdng sif (2001) dd nghien cffu cha'i 
Iffdng dich vu cua bdnh vien cdng, trong md hinh 
nghien cffu. tac gia da de xud't ve long kinh trong 
irong phue vu. Vdi ke't qua phdn lich so' lieu tff 
6d3 dap \icn tham gia djch vu cdng tai Texas, 
Neu York va Penn^vhania d M>. Tac gia da 
kluing dinh \ai trd ciia sU kinh irong tac ddng de 
hdnh \i hffdng de'n tham gia sff dung dich \u 
cdng. iVldc dil nghien cffu cua Souei \a cdng sff 
(2001) liC'n quan de'n va'n de sffc khde trong sff 
dung dich \ii cdng. nhffng \iee \ay dffng thang do 
\c long kinh trong ciia idc gia se lien quan rd't 
nhicu den chii de cua nghien cffu nay. Do \ a \ . 
Ihang do ndy la mot tham khao ra't quan trpng 
phue vu cho nghien cffu. 

Theo Kotlor (2011). sff thda man hay hai long 
Clia khach hang Id mffc dp ciia trang thai cam 
giac ciia mpt ngffdi bd't nguon tff viec so sdnh ke't 
qua thu dffdc iff \ iec tieu dung san phd'm/dich vu 
vdi nhffng k\ vpng cua khach hang. MUc dp hai 
long phu thupc \ do sif khde biet ke't qua thu dffdc 
tff san pha'm vdi nhflng k\ vpng. Tdm lai, sff hai 
Idng ciia khdch hang dd'i vdi mdt dich \u Id sU 
phan Ung ciia khdch hang dd'i vdi viec dUdc dich 
\ u dd dap ffng nhffng mong mud'n cua hp, 

Md'i quan he giffa chd't lUdng dich vu vd sU hai 
Idng ciia khdch hang 

Zeithalm tt Biiner (2000). cho rdng sU hai 
long Clia khach hang la nidi khai mem long quat 
luii Icn sUhai Idnii cua ho khi lieu duna mdl dich 

vu. trong khi chat lUdng djch vii clu tap trung vao 
cac thdnh phan cu the' ciia dich \u . Kei qua 
nghien cUu nay cho iha\ chd'l lUdng dich vu chi 
tap trung phan dnh nhan thUc ciia khdch hang \0 
cdc thdnh phan cu the' ciia chat IUdng dich \ u. Sif 
hai Idng cila khdch hang bao gom nhieu hdn, nd 
bi anh hudng bdi nhdn thffc ciia khach hang vc 
cha't Iffdng dich vu, chd't lUdng san phd'm, gid ca, 
nhffng nhan id'ben ngodi. vd nhffng nhdn td'cd 
nhan. Vdy. chd't Iffdng la nguyen nhan chinh tde 
dpng de'n sff hai ldng ciia khdch hang. 

Theo Cronin va Taylor (1992). Yavas et al 
(1997), Ahmad vd Kamal (2002), cha'l lffdng djch 
vu la nhan tdtac ddng nhieu nhd't de'n sUhai long 
Clia khdch hang. Ne'u nha cung ca'p djch vu dem 
de'n cho khach hang nhffng san pha'm cd chd't 
lffdng thda man nhu cau cua hp, doanh nghiep do 
dd budc dau lam cho khach hang hdi ldng. 

Xua't phdt Iff nhffng luan giai dffa tren cac 
nghien cffu Irffdc dd dffdc cdng bd', md hinh 
nghien cffu de xua'l dffdc md phdng d Hinh 1. 
Theo md hinh, cd 6 gia thuye't dffdc quan lam 
trong trffdng hdp nay. Chi tie't cdc gia Ihuye't dUdc 
cht ra theo sau. 

Cdc gid thuye't nghien cdu 
Gid ihuyel HI: Cd md'i quan he luye'n tinh giffa 

sU tin cay va sU hai long djch vu cdng cua ngffdi 
dan. 

Gid Ihuyel H2: Cd md'i quan he tuye'n tinh giffa 
cd sd vat chd't (bao gdm ndi cung ca'p dich vu, 
thie't bi, cdng cu thdng tin va cac phffdng tien ky 
thudt khde) va sU hdi long dich vu cdng ciia ngUdi 
dan. 

Gid thuyel H3- Cd md'i quan he tuye'n tinh giii'a 
ndng luc phue vu (bao gom ky nang chuyen mdn, 
nghiep vu de hoan thdnh nhiem vu dUdc giao, 
thai dp phue vii ciia can bp cdng chffc) va sff hai 
ldng djch vu cdng ciia ngffdi dan. 

Gid ihuyel H4: Cd md'i quan he tuye'n tinh gii?a 
thai dp phue vu va sU hai Idng dich vu cdng cua 
ngUdi ddn. 

G'ld Ihuyet H5: Cd mdi quan h: tuye'n tinh giifa 
sU ddng cam (ndi de'n sU qucm , , m ciia can bp 
cdngchUc) vd sUhai long dich ' u , .n.-, ^.^^ neUdi 
ddn. 
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( Slf do'ng cam ciJa 

Hint) 1: Mo tiintj ngtiien ctfu de xudt 

(' Co s6 v§t chat ^ ) — ^ 

Nang luc phyc vu 

Thai dO phue vu 

Sit kinh trpng 

Gid ihuye'i H6: Cd md'i quan he tuye'n tinh giffa 
Slf kinh Irpng ciia nhan vien va sU hai long dich 
vu cdng Clia ngUdi ddn. 

iVld hinh dffdc xdy dUng d Hinh 1. dUa vao sU 
ke'i hdp gifla md hinh nghien cffu Parasuraman 
(1985) vdi md hinh nghien cffu ciia Sower va 
cdng Slf (2001) va md hinh cdc cdng trinh nghien 
cffu Clia cdc nghien cffu trifdc vd ke't qua djnh 
linh. 

3. Ke't qua phSn tich so'lieu 
Sau khi tie'n hanh phdng va'n 10 chuyen gia 

trong ITnh vuc hdnh chinh cdng. ke't qua cho tha'y. 
cdc chuydn gia deu dong y vdi cac bie'n quan sat 
ma tac gia da de cap trong bang cau hdi da dUdc 
chua'n bi trUdc. gom d nhdn Id' vdi 28 bie'n quan 
sal cd anh hudng de'n sU hai long ciia ngudi dan. 
Sau dd khao sal sd bd 30 ngffdi dan da sff dung 
djch vii hdnh chinh cdng tai UBND huyen Cang 
Long, md hinh nghien cffu da dffdc xdc dinh. Tie'p 
theo la khao sat chinh thffc phdng van trffc tie'p 
260 ngifdi ddn da sff dung dich vu hdnh chinh 
cdng lai UBND huyen Cang Long, so'quan sat 
sau cung Id 250 phie'u khao sat hdp le. 

Dffa \ao ke't qua phdn tich he so' Cronbach's 
Alpha ciia cac bie'n ddc lap. ke't qua sff dung EFA 
la 26 bien quan sdt ciia 06 bie'n ddc lap. Qua phan 
tich nhan id' khdm pha EFA cd Irj so' KMO la 
0-8.35 > 0.5 va < I: aid tri Sig. = 0.000 < 0.05. Vdi 

tdng phUdng sai trich TVE = 61,272% > 50%, vd 
eigenvalue = 1.381 > I, NhU vay. theo ke'i qua 
Clia phan tich EFA dd'i \di md hinh nay la phu 
hdp \a ma tran xoay cua md hinh. 

Tiep theo lien hanh phdn tich EFA cho bien 
phu thupc (sUhai long ngUdi dan). Kd't qua phdn 
tich EFA dd'i vdi thang do sU hai Idng cung dUdc 
quan tam. Tie'p theo dd. \iec kicm dmh gid Ihuye't 
dUdc sff dung ham hdi quy, kel qua phffdng irinh 
hdi quy sau khi ffdc Iffdng nhU sau: 

Y= 0.258^X I + 0.281 ^X2 + 0.009^X3 
+ 0.524^ X4 + 0.105^X5 + 0.091 *X6 

(SU hdi long = 0.258='Sff tin cay 
+ 0.28l^Sff kinh trpng 
+ 0.009*Thdidd phue vu 
+ 0,524^'Cds6 vat cha't 
+ 0,l05^Nang lffc phue vu 
+ 0.09l*Sff ddng cam). 

Ke't qua hoi qui cho thd'y. cac ye'u Id' ddc lap 
cd he sd' dffdng vd cd < nghia d mffc 5%, trff yeu 
to' X3 (Thdi dp phue \u I. Dieu nay cd nghia, mdt 
khi sff tin cd> cua ngffdi dan. sff kinh trpng cua 
nhan \ien trong djch \u cdng. cd sd vat chat, 
nang life phue vu cua nhan vien va sU dong cam 
Clia nhan vien tdng theo chieu hffdng tich cffe 
trong hanh vi ffng xfl. se cho nhffng dnh hffdng 
tich cUc de'n sU hdi long dich vu cdng ciia iigUdi 
dan trong viing. 
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4. Thao luan ket qua 
Diem mdi ciia nghien cffu: 
Ket qua nghien cffu cho thdy CdC gia ihuyet 

HI.H2. H4. H5. \a H6 dffdc chap nhan. tffc la cd 
5 yeu td anh budng den mffc do hdi ldng ciia 
ngffdi dan la: (1) Sff tin ca\. (2) Cd sd \at chat. 
(3) Su dong cam, (4) Kha ndng phue vu. (5) Sff 
kinh trpng. Ket qua nghien cffu cho thdy cdsd \at 
cha'tcd anh hffdng ldn nha'i. tie'p theo la >eu to'sff 
kinh trpng. sff tin cd\, nang lffc phiic vu va cud'i 
Cling la yeu id sff ddng cam. Diem mdi trong 
nghien cffu na; la \eu id' sff kinh trpng cd tde 
ddng den sU hai Idng ciia ngUdi dan khi tham gia 
dich vu cdng. trong khi \e'u to' nay khdng dUdc 
dUa vao irong md hinh ciia Parasuraman (1985). 

Kct qua lim dUdc irong nghien cffu cd linh phu 
hdp vdi Sower \a cdng sff (2001) cho tha\ md 
hinh dUdc xdy dUng tff sff kei hdp gifla md hinh 
nghien cffu Parasuraman (1985) vdi md hinh 
nghien cffu ciia Sower \a cdng sU (2001) da cho 
mdt kel qua phii hdp \di ihUc id tai dich \u cdng 
ciia Viet Ndiii. Dieu ndy cd the dffdc giai thich 
them, nhflng nam gan dd\. cdc id chffc cdng dd 
rat quan triet trong chii trffdng phue vu ngUdi dan 
vdi mpt thdi do kinh trpng. Tu> nhien. mdt dieu 
cung nhu da ihiio ludn trUdc dd, khdng dii cd sd, 
minh chffng de kci luan sff idc ddng cila thai do 
phue vu ldc dpng >' nghia den sff hai long cila 
ngudi dan dd'i vdi djch vu cdng. Ke't qua nay khde 
\di nhffng gi Parasuraman dd iim thay. Da\ cd 
the Id do, dich \u cdng tai N'iet Nam la mpt dac 
ihii rieng biei. mpi thff deu phu thugc vao chu 
irffdng, cd che' va chinh sach ciia Nha nffdc 

5. Ket luSn va ham y chinh sach 
5. /. Ke't lugn 
DUa \dosd lieu khao sal cua 150 quan ;.athdp 

le, phffdng phdp phan tich dinh Iffdng ciia EFA \a 
hdi qui dffdc f̂f dung cho thay md'i quan he gifla 
djch vu cdng vd sU hai long cua ngUdi dan trong 
\iing. Kei qua la bdng chffng \e sU ldc ddng \' 
nghia ciia cdc ye'u td: sff tin cd>. sff kinh trpng, 
nang lffc phue vu. cdsd \ at chat, sff dong cam cd 
chl phdi den sff hai long dich \u cdng cua ngffdi 
dan. trong do. thff iff anh hffdng de'n sU hai ldng 
ciia nizffdi dan iham siia dich \u cdng. la: Cd sd 

vat chat, sff kinh trpng. sff tin cd\. ndng lffc phue 
vu \a sffdong cam. 

5.2. Hdm y chinh sdch 
111 Ddi vdi ca sd vdt chd't 
+ LEND Huyen can chu trpng den \ idc bd tri 

ndi lam viec ciia to tie'p nhan \a hoan tra ket qua 
d mdl ndi thuan lien, rdng rai. thodng mdt vd ludn 
dffdc dpn ve sinh sach se. 

+ Bd' tri he thd'ng camera kiem sodt. trang bj 
day diJ ma\ photo. ma\ tinh cd nd'i mang, he 
thd'ng quel ma vach kie'm tra kct qua giai quyg't 
ho sd. 

+ Tang cffdng hdn nffa viec su'dung phan mem 
Zalo irong thffc hien tie'p nhan ciing nhUhoan ira 
ket qua. 

Ngoa ira. Ban chi dao cdi cdch hanh chinh ciia 
huyen can thffdng xuyen kiem tra, giam sat \ icc 
cdp nhat va niem yet cac thdng tin hffdng dan. 
bie'u mau mdi each chinh xdc, day dii de ngffdi 
ddn tien theo ddi vd thffc hien mdt cdch de dang 
de' liet kiem thdi gian di lai. UBND huyen cd lhe 
\d> dung mpt dudng ddy ndngde tff va'n, gitip dd 
cho ngffdi dan vd mpi thu tuc can thiet khi hp can 
ihffc hien cdc dich vu hanh chinh. 

(2) Ddi vdi sU tin cdy 
+ Can chu trpng hdn nfla viec tao dffng mem 

tin. sff tin cay vd sff dong cam vdi ngffdi dan khi 
cung ffng djch vu vd ludn ludn sdn sdng hd trd 
ngffdi ddn kht can thie't. 

+ Dao tao dpi ngu nhan vien ludn cd tinh than 
trdch nhiem cao va ldng kinh trpng dd'i vdi ngffdi 
dan. 

+ Can xay dung che' dp khen thffdng hdp ly, 
\a phai xff ly ngay dd'i vdi cac can bd cd bieu 
hien tieu cUc. khdng de' tai dien nhffng tieu cUc 
do trong tffdng lai. 

(3) Do'i vdi su kinh irong 
+ Trong giao tie'p cdng viec vdi ngffdi dan can 

phai gifl thai dp niem nd, dung muc: dam bao moi 
ldi ndi la mpt ldi cam ket vdi ngudi dan, phai biel 
Id'ng nghe vd giai quyel khd khan cho ngffdi dan. 

+ Do ngUdi ddn den Phdng iie'p nhdn vd tra 
ke't qua tff nhieu ihanh phan khj^ nhau. nen phai 
nhan thffc dffdc dd'i lffdng tie'p •• M̂  Ie cd hffdng 
dan cho phu hdp vdi sU hie'u bici > ^j^j^ ^^^^ 
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hffdng dan ludn de thffc hien ddi vdi ngffdi dan. 
thffc hien diing ndi quy. gid gia'c lam viec ciia cd 
quan; tuyel dd'i khdng dffdc gay phien nhidu. vdi 
vinh dd'i \di ngffdi dan, 

(4) Ddi vdi ndng hie phue vu 
+ Cai thien k\ nang giao tiep td'i hdn cho cdn 

bii. cdng chffc. To' chffc cdc khda tap hua'n nang 
cao ky ndng giao lie'p cho cdn bd cdng chffc nhff 
ky nang mem. 

+ Bdi dffdng kie'n Ihffc, chuyen mdn vd ky 
ndng giai quye't cdng viec cho can bp, cdng chffc. 
Dimg thdi xdy dffng ke' hoaeh dao tao ngan han 
vd ddi ban cho can bd. 

+ Dam bao cdn bd dffa ra nhffng chi dSn dung 
ditn cho ngffdi dan. Thffc hien vdn hda "ThU xin 
li)i"dd'i vdi ngUdl dan irong trudng hdp xac djnh 
can bd dd tUva'n sai quy trinh de keo ddi, cdn bd 
ca'p difdi khdng giai quye't thda dang cho 
nsffdi ddn. 

+ Tang cffdng ky cffdng, ky luat hdnh chinh 
gdn vdi ndng cao dao dffc cdng \u. dao dffc nghe 
nghiep ciia ddi ngii can bd, cdng chffc; 

+ Tang cffdng cdng khai. minh bach trong boat 
ddng Clia cdc cd quan nha nudc va trach nhiem 
giai trinh cua cdn bd, cdng chffc: hoan thien cd 
che' gidm sal cua ngffdi dan, td' chffc dd'i vdi hoat 
ddng Clia can bd, cdng chffc. 

(J) Ddi vdi Slf ddng cdm 
+ Cdn bd bie't ldng nghe mpt cdc hieu qua. 

bie't kiem che cam xiic. khi tie'p xiic vdi ngffdi 
dan phai bie't hffdng \e phia ngffdi ddn. ludn vui 
ve trong giao tie'p. 

+ Bie'l tie'p nhan thdng im phan hdi tff ngffdi 
dan de' viec trao dd'i tie'p nhan mang thdng tin hai 
chieu, gilip cho cdn bd giao djch nd'm bdt thdng 
tin kjp thdi, hnh boat xff ly ho sd, dffa ra nhflng cai 
tie'n va each lam Id't nhd't. va giam bdt ihu luc 
hdnh chinh khdng can ihie't trong giao dich • 
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ANALYSING THE SATISFACTION OF PEOPLE WITH 
PUBLIC SER\ ICES PROVIDED BY PEOPLE'S COMMITTEE 

OF CANG LONG DISTRICT. TRA VINH PROVINCE 

• DOAN PHAM QUANG LY 
People's Committee of Cang Long town 

Cang Long district. Tra Vinh province 

ABSTR.ACT: 
This study was conducted by using the exploratory factor analysis and regression analysis 

with the suney data of 150 valid obser\ations. The study's results show that these following 
factors including trust, respect, ser\"ice capacity, facilities and empathy (hsted In descending 
order of impact level) affect the satisfaction ofpeople with public ser\'ices. The study brings 
an imponant policy implicadon, helping public organizations and policy makers to improve the 
quality of public serv ices to better serve people. 
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