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PHAN TICH SU HAI LONG
CUA NGUGI DAN POI VOI DICH VU
HANH CHINH CONG TAI UY BAN NHAN DAN
HUYEN CANG LONG, TINH TRA VINH

® POAN PHAM QUANG LY

TOM TAT:

Difa vao 56 liéu khilo sét cBa 150 quan st hop |&. phudng phdp phin tich dinh lugng EFA
va hdi qui duge sif dung. K& qui da dem dén mot bliing ching vé sy 1de ddng ¥ nghia ciia cdc
y&u 182 sy tin edly, sy kinh trong, ning e phuc vy, cd sd vat chdt, syt déng cim c6 chi phéi
dén sy hai long dich vy cong clia ngudi dan. trong d6. thit 1f Anh hudng dén sy hai 1dng cda
ngudsi dan tham gia dich vy cdng: Co s vat chal. sy kinh trong, su tin ¢dy, ning lyc phuc vu

vi

¥ ddng cdm. K&t qui nghién cdu ¢i mang d&€n mot hdm ¢ chinh sdch quan trong. gép

phin ting thém 1At liéu tham khio cho cic 3 chifc cdng vi nha hoach dinh chinh sdch ¢o lién
quan, hudng d&n hoan thién dich vy cdng phuc vy hiéu qui ngudi din.
Tir khéa: Dich vu cong. hiti long, su kinh trong. dich vu hiinh chinh cong

1. Gigi thig¢u

Trong nhitng nim gin diy. nhirng nhi hoach
dinh chinh sideh dd ddy manh cdi cdch quin 1y
nhd mide trén nhiduo linh vue, trong dé linh vie
hinh chinh nhi nude 13 moL nhiém vy vira cﬁ'p
hiel vira 1w dii. d¢ ting bude xdy dyng mot
“nén hanh chinh nhia mfdc™ trong sach. vitng
manh, phuc vy dic Tuc v thic diy manh mé
cong ende i mdi va phat mién dit nide. Vi the.
bén canh viée ning cao chat ludng dich vu. U\
han nhin din (UBND) huyén Cang Long cin
phdt vic dinh cidc yéu 1d vi do ludng dude mife
dé dinh hudng ciia cie v 16 dén s hii 1dng cda
Khich hing vé chdt lugng dich vu. trong d6 co
chd't lugng dich vu hiinh chinh cong 19i UBND

huyén Cang Long. Trén c¢ s3 d6. bhi viel ¢é
xudt ciic ham ¥ quan tri nhdm gitip nang cao hon
nita chat lugng dich vy, ciing nhu sy hai long cla
ngwdi dan déi vdi dich vu hitnh chinh cong, tir dé
120 suf tin Wdng cia ngud dan d&i visi cd quan
hinh chinh nbha nude.

2. Mét sd khdi niém lién quan dich vu cong

Theo Zeithaml (2000) gidi thich chat ludng
dich vy 1 syt ddnh gid cia khdch hang vé tinh vu
viét ciia métdich vu. No 1a matdang cia thdi do
Vi cde hé qua tif sy ~o sdnh gitra nhitng g ditge
mong dg¢i vi nhin thire v¢ nhitng khiich bang
nhidn dude. Theo Wisnuewski vi Donnelly (2001)
chit hugng dich vy dudc dinh nghiu bing nhiéu
ciich khic nhau 0y thude vao doi nfgng nghien
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ciu. no (thé hién nuic 3o ma motdich vy dip irng

dude nhu cau v mong ddi cua khich hing.
Vice cung cip cie dich vu cong khéng phii Ja

dicaan )

a mrde mang larcho x3 héi. mi né
mang tinh ¢hit phd ¢ dudc
Ginh gid dya theo ticu chi guan trong 13 hi¢u qud
lrunu vice cung dng cde dich vu. ddp dng nhu ciu
ca cong din trong xa hoi.
Su hai long ciia khdch hang
Theo Brown 11992). s hivi Jong ciia khich
hing t mat trang thii irong dé nhifng gi Khich

Iy, Dich vu cong

cia

hilsg cin, mudn vie mong déi & sin phim vi géi
dich vy duge thoa mian hay virdt qui sif thoa man.
KLU quil Ja ¢6 su mui hing Lap lai. 1ong trung
thanh ¢ia khich hivng vdi nhir cung ¢ip dich vu.

g 81 (2001) ¢ nghién cdu chilt
luetng dich vu coa bénh vicn cang, rong mo hinh
nghi¢n citu. cic gid di 3¢ xudt vé 1dng Kinh trong
trong phue vu. V& ket qua phin tich <& lidu e
663 dip vicn tham gia dich vu cong tai Texas,
New York v Pennsyhania 8 M. Tic gia da
Khing dinb sartrd ¢Ga i Kinh trong tic dong d&
i hudng dén tham
cong. Mac di nghicn cifu i

Sower vii ¢

it s dung dich vu

a Sower va cong <
(2001) hién quan dén vin ¢ wite khde wong it
‘dung thang do
v 1ang Kinh trong clia tie gid & lién quan rdt

dung dich vu cong, nhung viée ai

nhi¢n d&n ¢hd dé eda nghién ctru nay. Do vis,

thang do ndy [ mdt tham Khio r3t quan trong
phuc viccho nghién iy,

Theo Kotlor (201 1. sy théa man hay hii long
ctia khicl hang 13 mife do cia trang thdi cam
gide clia mat n@iedsi bt ngudn 1 vige vo sinh kel
qud thu duge (b vide tidu dimg sin phd m/dich vy
véi nhitng A3 vong cia khdch hang. Mdc do hai
16ng phu thude vao sif hhie biét k€t qua thu duge
Ui sin phim vér nhing kS vong. Tém lai. sy hai
long cha khidch hing d8i vai mdt dich vu [ sy
phianing cda kliich hiing d6i vdi viée dude dich
vu do dipaing nhig mong mudn cia ho,

Maiyuan hé giia chit isng dich vy va su hin
Jang cia Khich hing

Zeithalm & Bitner (20000, cho ring sy hai
long ciia khdch hiing 13 mathhii mém 1éng qudt

notIén s hin ldng cia ho Ahiuéu dung motdich

vu, trong khi chit lugng dich vu chi tp eung vio
K&t qui

cde thinh phin cy th cGa dich vu.
nghién edu nity cho thay chit lugng dich vu chi
tip trung phan dnh ahdn thic cua khdch hing v
cic thanh phan cg thé cia chit lusng dich vu. Sy
hii long cila K

ch hing bao ¢dm nhi¢u han, né

bi anh hudng bdi nhin thie cia khich h.xnn e

chat lugng dich vy, chill hugmy sin phim
phimg nhin 1 bén ngodi.
nhin. Viy, chat lugng 1 nguyén nhan chinh e
3ong dén sif hai 1ong eria Khdch hang.

Theo Cromn va Tavior (1992), Yavas el al
(1997), Ahmad va Kamal (2002). chdt lusng dich
vu 13 nhin 3 1de dang nhiéu nhdt dén su i long
cta Khdch hiong, N&u nha cung cip dich vy dem
dén cho khich ing nhitng sdn phim cé chil
lugng thda min nhu citu cia ho. doanh nghiép dg
da bude diu 1am cho khdch hang hii long.

Xud'l phdt tir ahitng ludn gidi dua trén cic
nghién ciu tnrde dé duge cong bG. md hinh
nghién cdu dé xudt duge md phdng ¢ Hinh 1.
Theo mo hinb. ¢6 6 gid thuy&t dirge quan tam
trong trudng hap nay. Chi &t cie pid thuyét dude
ehi ra theo sau.

Cic gid thuyét nghién citn

Gid thuyét HI: C6 mi quan hé tu
sy tin cdy va su hin long dich vu cong clia ngudi
dan.

Gidi thuyér H2: CS mé&i quan hé tuyén tinh giita
¢d s6 vit chdt (bao gom noi cung cdp dich vu.
thi€t bi. cdng cu théng tin va cic phudng tién k§
thuat khéc) va sy hai long dich vu cong ctia ngifh
dan.

Gid thuyét H3- C6 m&i quan hé tuy€n tinh gida
ning ltc phuc vu (bao gém k§ nang chuyén mon.
nghiép vu d& hain thanh nhiém vu dudc giao.
thi1 dé phuc vy cda cin bo cdng chite) vir su hai
15ng dich vu ¢dng ¢da ngudsi din.

Gidi thuyér H4: C6 m3i quan hé tayén tinh gida
thii d phuc vy va sy hdi long dich vu céng cia
ngutfi dan. .

Gid thuyét HS: C6 mdi qu:
sy dong cdm (ndi dén sy qu

AQ nhing nhin 16 ¢

vé&n tinh gilta

" tnvEn tinh gilta
clia cin bo
cOng chife) v sut hiti 16ng dich o cla ngudi

dan.
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Hinh 1: M6 hinh nghién cdu dé xudt

Sy tin cy

Ca s vt chat

Néing Iye phyc vu

Thal 4§ phuc vu

Sy déng cdm clia nhan vién

aYaTaraTaye

Sy kinh trong

Gid thuyér H6: Cé mai quan hé wyén tinh giita
sif kinh trong ctia nhdn vién va sit hitn 1ong dich
vu cong et ngudi din.

MG hinh duge xdy dung & Hinh 1. dira vio sy
k&t hap 2nta mé hinh n cifu Parasuraman
(1985) vdi mo hinh nghién citu cia Sower vi
SU2001) vy mo hinh ciie cong trinh nghién
aifu cta cie nghién cifu trudge v k@ quil dinh
tinh.

. K&t qua phan tich s& li¢u

Sau khi 1icn hinh phéng van 10 chuyén gin
trong linh vire Manh chinl cong. k&t qud cho thily.
[ Ll\\l\Ll\ sio déu déng ¥ vdi cdc bién quan st
ciu héi di duge
i 28 bi¢n quan
g1 e dnh hudng dén vif hai 1ong cia ngudsi dan.
Sau dé Khilo sdi sg bo 30 ngudi din di st dung
dich vy hiinh chinh cong tar UBND hoyén Cing
Long. mo hinh nghién crfu dil chrge xde dinh. Tiép
theo [3 Khiavo st chinh thite phéng vim trfe nép
260 ngursi din di s dong dich vu hanh chinh
cong tar UBND huyén Cang Long
sau ciing [a 230 phicu Khio sit hap 1.

Difa vio ket qud phin tich hé s Cronbach’s
Alpha¢ 1p. Ré1qud st dung EFA
1326 bicn quan sil ctia 06 bien doc 1ap. Qua phin
tich nhin (& khiim phid EFA ¢6 ui «6 KMO 14
0.835 > 0.5 vi < I @i ri Sig. = 0.000 < 0.05. Vi

& quan sit

Git Civ b do

R\\
o

) (HS)

CUA NGUSI
DAN VE DICH
VY HANH
CHINH CONG

mna phuong sai trich TVE = 61.272% > 50%. vi
nvalue = 1.38) > I NInr viy, theo k&t qui
clia plmn tich EFA i v mo hinh niy )i phi
hgp v matrin xoay cia mo hinh,

Tigp theo uén hiinh phin tich EFA cho biéh
phu thude (st hivi long ngudi dan). K& qui phin
tich EFA ddi vdi thang do st hiti Jang ciing dige
quan tim. TiEp theo d6. viée bém dimh gii thuyét
dude s dung him hd1 quy. hé1 qud phirdng trinh
héi quy sau khi wde tudng nhif sau:

Y=0.258"X1 +0.281%X2 + 0.009*X3

+0.5247 X4 + 0.105%X3 + 0.0917X6

(Suf hivi Jong = 0.258*Suv un cdy

+0.2817Sy kinh trong

+ 0.009%Thii d6 phuc vu
+0.524C0 s vt chal
+0.105*Nang luc phuc vy
+0.09)"Su dd am).

Két qua Wi qui cho lhd\ cic yEu 1§ dac Iap
€6 Né s6 dudng vit ¢d ¥ nghia & mife 5% . wrir yéu
16 X3 (Thii do phuc vu). Bidu nity ¢6 nghia, mot
Khi syt 0 cdy chu ngudi din, sy Kinh trong cla
nhan vién trong dich vy céng. cd 8§ vt chil.
ning lue phue vy coa nhan vién va s df)ng cam
sia nhin vién tang theo chidu hudng tich cyc
trong hanh vi tng \{f. ~& cho nhimg inh hudng
tich cuc dén s hin 1ong dich vy cong eda npudi
diin trong ving.
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4. Thao ludn két qua

Biem mdi cua nghién ciu:

Ketqud nghién cifu cho thdy cac gid thuyét
HILH2 HA HS VA HE duee chip nhin. wie 1 ca
3 véu 1§ dnh hudng dén muc dé hai lang cia
neudi din 1a: 1) Sy tin ¢ds. 129 Co i vt chdt
(31 Sy ddng cim. (41 Khi ning phuc vu. (31 Sy
Kinh trgng. Két qud ng
chift o dnh hudng Ida nhat. (iép theo 1a y &ud sy
Kinh trong. ~i7 tin cdv. ndng lye phuc vg v cudi
cling 12 y&u 1§ su déng cam. Didm mdi trong

nehién cue iy 1a & @ sy kinh trong ¢4 tic
dong dén sifhii long cda ngudi ddn khi tham gia
dich vy cong. trong khi 1éu 16 niy khong duac
dya vio trong mé hinh cda Parasuraman ¢1983).

Keétqua fim dide trong nghién cifu ¢6 tinh phi
hdp V@i Sower v cdng s (20011 cho thiy mé
hinh dude xdv ding ur su k&t hp gita mo hinh
nghicn aitu Parasuraman (1983) vdi mé hinh
neludn e cia Sower vi cong ~u (2000) dd cho
MmOt KECqui phit hap véi thute te tai dich vu cong
cia Viet Nam. Diéu nav ¢é thé dude gidi thich
thém. nhdng ndm gin div. cic 18 chife cdng di
rit quin triét trong chii trrong phuc vy ngudi din
vai mat tidi 6 Kinh trong. Tuv nhig¢n. mét didu
cling nhyf dd thio ludn mide dé. khong di cd sd.
minh chitng dé k&1 ludn U tic ddng cia thii dd
phuc vu tic ddng ¥ nghia dén su long ciu
ngudi dian doi vdi dich vu cong. K&t qud nay Khic
v nhing ¢i Parasuraman di im thay. Ddy cd
thé 13 do. dich vu cong tah Vgt Nam 13 mét dic
thi ri¢ng bi¢t, moi thit déu phy thue vio chi
trefsng, ¢ cheé v chinh sich cva Nha nude

2 K&t ludn va ham ¥ chinh sach

5.1. Két lugn

Dua vdo 0 lidu khdo sit ctia 150 quan it hap
I¢. phirgng phiip phin tich dinh lugng cha EFA vis
hoi qui ditde s dung che thi'y méi quan hé gida
dich vy cong v

st hai long cua ngudi dan trong
o Ké1qua 13 bing chirn

vin

21E U tic dong ¥
i cla cie Ve 16T s i i

v.osukinh trong.
chit. <y ddng cam ¢d

niang lve phuc vy, co 8
chi phdi dén s hin 1or

ich vu cong cua ngudi

ddn. tro 5. thir wr dnh hudng d€n s hai long

cua

din tham g hvu cong. la: Co g

VAlchat, sy kinh rong. s tin ¢y, nang (e phue

vuva sy dong cim.

3.2, Ham y chinh sach

(11 DSivdi ca st vidt chidlt

+ UBND Huvén ¢in chd rong dén viee bé i
ndi 13m vié
G mdt ndi thudo tién, rdng rdi. thoiang mdt v ludn
duge don vé

+ B4 wi hé thdng camera Ki€m sodt. trang by
ddv dd mdy photo. miy tinh ¢é ndi mang. h¢
théng quét ma vach Kidm tra ket qua gidi quyét
hé sa.

+ Ting cudng hon nita viée st dung phdn mém

Zala trong thyc hién (i€p nhan ciing nhu hodn trd
ket qua.
i ra. Ban chi dao cdi cach hiinh chinh clda
huvén cin thudng xuvén kiém tra, gidm sdt uge
cip nhdt vi niém y€t cdc théng tin hudng ddn,
bi€u mdu mét cich chinh xic. diy dd dé ngud
din tién theo ddi vir thire hién mét cich dé ding
dé tétkiém thati gian di lai. UBND huyén cé thé
Ay dung mat dudng diy nong d€ nevin, giipdd
cho nguisi dan vé moi thi wie can tigt khi ho cdn
thue hién eiie dich vy hanh chinh,

(2) D vai syt tin iy

¢ia18 tiép nhdn v hoan trd ket qui

+ Ciln chd trong hdn nira viée tao dyng mém
tin. su tin cdy va su déng cdm vdi ngudi dan khi
cung ng dich vu va luén luén sin sang hé g
ngudi dian khi cin thién

+ Do 120 ddi ngd nhan vién ludn cé tinh thin
trich nhiém cao vd 1ong kinh trong d81 véi ngud
din.

+ Cin xay dung ch€ do khen thudng hap ly.
\3 phdi xif If ngay ddi vdi cic cin bo ¢d biéu
hién tiéu cue. khéng d€ 1di dién nhirng tiéu cye
d6 trong tudng lai.

(3) DO vdi su kinlt trong

+ Trong giao 1i€p cong viée vdi ngudsi din cin
phdi il thii 06 niém nd. ding murc: dam bio mdi
163t 061 L mo1 183 cam vdi ngudi dan, phai biél
I3y nghe vi 2idi quy€tkhd khin cho newdsi din.

+ Do ngudi din dén Phon: 4
k&1 .qui Ur nhiéw thinh phin ki hau. nén phii
nhan ihite dude 46 uigng tiép & ¢6 hudng
dan cho phd hap vdisu hiéu bic Jdim bio

“p nabin va i
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neéng ddn ludn dé tre hién do1 v8i npudi din.
e hién ding noi quy. it gidc lam viéc ca co
quan: Wyt dai khang dige gay phién nhiGu. voi
vinh déi i nguih diin.

(4) Dot vdi ndng lue phuc vu

+ Cii thién k3 ning giao tiép (8t hon cho cin
bi, cony chde. TS chie cde khoéa tép hudn ning
cav k¥ 0dng gino téEp cho cdn bd cdng chire nhy
k¥ ning mém.

+ Boi dudng ki€n thire, chuyén mon va ky
ning gidi yuy&r edng viée cho cin b, cong chire.
Bdng i xiy dung k& hoach dio 110 ngdn han
vir diti han cho ¢idn bo.

+Dim bdo cinba da ra nhirng chi din diing
ditn ¢ho ngudi din. Thyc hién viin hda “Thu xin
181" A0 vai ngudi din trong trudng hop xdc dinh
Ginbo da wevin sai quy rinh d¢ kéo dar. cdn bd
cip dudi khong gidi quyét thdas didng cho
ngidti din.
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DOANPHAMQUANG LY
UBXND Thi trin Cang Long. huyén Cang Long. tinh Tra Vinh

ANALYSING THE SATISFACTION OF PEOPLE WITH
PUBLIC SERVICES PROVIDED BY PEOPLE’S COMMITTEE
OF CANG LONG DISTRICT. TRA VINH PROVINCE

@ DOAN PHAM QUANG LY
People's Committee of Cong Long town
Cang Long district, Tra Vinh province

ABSTRACT:

Thix study was conducted by usng the eploratory fuctor analysis and regression analysis
with the survey data of 130 valid obsenations. The study's results show that these following
factors including trust. respect, service capacity. facilities and empathy (listed in descending
order of impact level aflect the satisfaction of people with public services. The study brings
an important palicy implication. helping public oreanizations and policy makers to improve the
quality of public sen ices ta betier serve people.

Kevwords: Public service. satisfaction. respect. public administration service.





