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TOM TAT:

Nghién citu dugc ti&n hanh @i Chi cuc Hai quan khu ché xuat (KCX) Linh Trung nhim phin
tich cdc nhan 18 tao nén nhifog thanh phin ch&t lugng dich vy thi tuc hii quan dién bt (HQDT)
v tdc dong clia cdc thanh phdn nay d&n sy hai Idng clha doanh nghiép s dung dich vy HQDT.
K&t qua nghién cttu dinh tnh thang do thinh phin chit lugng dich vu thi tyc HQPT bao gdm
6 thanh phin hé th&ng, tin cdy, ddp dng, an toan, cAm (hdng va quan 1y véi 26 bi€n quan st
va thang do thanh phdn hii 1ong bao gém 3 bi€n quan sdt. K&t qud phan tich héi qui tuyén tinh
bsi theo phudng phép Enter cho thdy S thanh phin, bao gdm: phuc vy, an toin, cdm théng, h¢
thgng va qua 1y, téc dong d€n sy hai 1dng ciia doanh nghiép si dung dich vu HQDT.

T khéa: Hii quan dién td, khu ché xual, thi tuc hai quan, chit lugng dich vu.

1. Gigi thidu

Viéc thue hién thd we hdi quan dién wt gép
phdn ddy nhanh ti€n d6 cdi cdch, hién dai héa,
dl&;n 1 héa cdc thi e hanh chinh trong linh vie
quédn 1y nhi nudc dudge glao thic diy viéc phdi
hop, phin cdng, phin cdp chit ché hon gilta cdc
cd quan quan nha nude trong quan ly hoat dong
thuong mai, xuit nhap khiu, Ti¥ 46 gop phin thue
hién muc tiéu, nhiém vy hién dai héa nén hanh
chinh Nha nuée. Thue hién thi tuc hdi quan dién
1 s&€ g6p phan ddy nhanh tién d6 cdi cdch, én
dai héa, dién ¢ héa cdc thi tuc hanh chinh trong
linh vye hdi quan

Chat lugng dich vu dién i da nhan dugc sy
quan tam cda cac nha nghién citu trong nhitng nim
gan diy do1dm quan trong ca nd, chat luong dich

130 S8 1 - Thang 1/2019

vu dién tf di duge cong nhan 12 mt trong nhing
y&u 18 quan trong cho tinh bén vitng ciia 13 chic va
thude do cho thanh tich cda (8 chic. Nhiéu nha
nghién cifu da nhan ra ring, chia khéa quy€t dinh
su thinh cdng hay thal bai cda Chinh phd dién of
13 ch&t Ivang dich vu dién t{f (trich tir Mohammed
va cong su, 2010).

2. Cd 56 Iy thuy&t va mé hinh nghién cdu

2.1. Thi tuc Hdi quan dign ur

“Thi ue Hat quan dién tf 13 thi tuc hdi quan
trong d6 viéc khai, ti€p nhan, xi& 1§ théng tin khai
hii quan, trao d&i cdc théng tin khic theo quy dinh
ctia phdp ludt vé thi tyc hdi quan gjita cac bén c6
lién quan thuc hién thong qua Hé thang xi Iy dif
liéu dién wr hai quan” (Nghi dinh s6 87/2012/ND
- CP, diéu 3). Trong do:



Phudng tién dhén (f dugc hi€u 13 phuong tién
hoat ddng dua trén c6ng nghé dién, dién u, ky
thudt s8, r tinh, truyén din khong day, quang hoc,
dién 1 hodc cong nghé wong (.

Heé théng x{ ly di liéu dién ( cha cd quan HQ
12 hé thdng LEp nhan va x& 1y giao dich dign 1 vé
HQ do TCHQ quén 1y, tdp trung, thdng nhat.

Thii tuc HQDT dugc thuc hién trén c¢o sd Ludt
HQ: cdc Luat vé thué, cde Nghi dinh cGa Chinh
phi quy dinh chi i€t thi hanh cdc Ludt vé thuc;
Luit Giao dich dién tf va c4c vin bdn quy pham
phép luit hudng din thi hanh; cic diéu udc qudc
1€ ¢6 lién quan d€n HQ ma Viét Nam 1a thinh
vién.

Ngoi ra, thi tuc HQPT con ddm bdo duge xdy
dyng trén nguyén tic wan thi cic chuin myc qudc
1€ vé 1& khai HQ. ching tir HQ va céic nguyén tdc
trao ddi dir héu dién ui: dua trén cd s§ phén tich
thdng tin, d4nh gid viéc chap hanh phép luit cha
doanh nghiép, mifc 49 riii ro v& vi pham phdp lugt
trong quan Iy HQ théng qua hé thdng x{¥ 1y dit lidu
dién & HQ.

2.2. Chdlt lugng djch vy cong

Cha't lugng dich vu c6ng i chat lugng dich vy
duge phiin 4nh gua su cdm nhén cia khich hang vé
mife d6 ddp ung yéu cau. Nhu vay, mudn xdc dinh
dugc cic tidu chi phdn dnh chit lugng cda dich vu
cong, can phdi tién hanh hai viée:

- M¢t la, xac dinh xem khich hang (céng dan,
16 chic) dit ra nhitng yéu cdu gi d6i vdi titng loat
dich vy hanh chinh cong. Viéc xdc dinh khich
hang cin nhitng gi & mét dich vu hanh chinh cong
cin ti€n hanh mdt cude didu tra hay phdng van ddi
v@i nhém khach hang thudng xuyén sit dung dich
vu nay.

- Hai 1, x4c dinh nhiing y&u 16 tao nén djc tinh
cda dich vy hanh chinh céng dé. PE xdc dinh,
chiing ta cin xem xét ddy du 13t ¢4 cdc y&u (8 va
qud trinh tao nén dich vu hinb chinh cng

2.3. Sut hai long ciia khdch hang

C6 nhiéu guan diém khdc nhau ddnh gis vé
mitc 4§ hai ldng ciia khich hing. Kotler & Keller
(2006) cho riing sy hai long 1a mic d6 cla trang
thii cim gidc cda mot ngudi bit ngudn tr viéc so
sanh cim nhin vé mét sin phim khi st dung so
v6i mong dgi vé sin phim cila ngudi d6. Theo d6,
sy hai long c6 ba cAp d6 nhy sau: (1) N€u nhan
thifc cia khdch hang nhé hdn ky vong thi khich

hang cadninhan khdng hai long. (2) N€u nhan thic
cta khéch hang bing ky vong thi khich hang cim
nhin hai [ong. (3) N&u nhin (hic cia khich hang
18n han ky vong thi khdch hang cim nhan thich
thi. Theo Oliver (1997) sy hai long ctiia khich
hing 12 mét phdn &ng mang tinh cdm xdc cla
khich hang vé nhan thitc cia ho d&i véi mot sin
phdm hay dich vy.

2.4. M6 hinh nghién citu dé xudt

Dva (rén co sd 1§ thuy&t vé dich vu cong, chit
luong dich vu céng, md hinh 5 thanh pbin chat
lvgng dich vu vi thang do SERVQUAL cua
Parasuraman (1985, 1988), nghién ciu “chat ludng
dich vu cda chinh phi dién (" cia Mohammed vA
cong sy (2010), mo hinh va thang do ciia Nguyén
Thi Héng Lam (2011), md hinh nghién ctu 1§
thuy&l va c4c gid thuyét dénh gid sy hai long cla
doanh nghiép dai v6i thi tuc HQPT tai Chi cuc HQ
KCX Linh Trung dugc dé xudtnhy sau:

Thanh phdn h¢ théng: HE thEng khai bdo
HQPT gém phdn mém vi dudng truyén.

Thanh phdn tin cfy: La y&u 13 thé hién khi
ndng ma thi e HQPT duge thye hén ding va
chinh xdc.

Thanh phén ddp ing: Li y&u (8 lién quan d&n
khd niing gidi quy&t thii tue HQDT mét cich nhanh
chong, kip thdi, ddng han khéng cham tré.

Thanh phdn an toan: La yéu (8 thé huén mite
40 an toan cho doanh nghiép khi thuc hién khai
bdo HQBT.

Thanh phdn cdm théng (hi€u nhu cdu doanh
nghigp): LA mic 86 ma thi wic HQPT cung cip
nhitng tién ich phit hgp nhu cu ciia doanh nghigp.

Thanh phén qudn Iy (cdi tién phitong thitc quan
I): Li y&u & ci cach cdc hoat ddng nghiép vu thi
tuc HQDT theo xu hudng hién dai nhiim gidi quyét
thi we nhanh gon va hiéu qué. (Hinh 1).

3. K&t qua nghién cdu

3.1. M6 td mdu khdo sdt

Trong t3ng s6 185 doanh nghiép hdi dip hap 1&
thi ¢6 138 doanh nghiép doanh nghiép (chi€m
74.6%) sé truc (i&p dén cd quan HQ lién quan dé
dugc hudng din khi giip kho khin. SI dung dién
thoai d€ )ién lac v6i cong chic HQ 14 31 doanh
nghiép (chi€m 16.8%), ti€p dén c6 11 doanh
nghiép dung thy dién a€ lién lac (chi€m 5.9%),
14t it (02) doanh nghiép dung viin bin d€ lién lac
vgi cong chirc HQ.

$8 1-Thang 1/2019 131



TAP Chi CONG THUONG

Hinh 1: M8 hinh nghién cttu ly thuyét

Thanh phdn hé théng

Hi
Thanh phéntin cdy |- \\H2~.\\
T

[Crh phénen obn |-+ e
[T i cém héno - s

3.2. Phén tich h¢ s Cronbach’s alpha

Bdng 1. Hé s6 Cronbach’s alpha clia
thanh phan thong do

T =
Nestin 4 ;,::':2( Cronb:Sh?:Alpha

Thanh phén hé thdng 04 0.909
‘Thanhphantincay | 08 0.882
Thanh phan dap Ung 05 0.675
Thanh phén an toan 04 0.884
Thanh phan cam thong| 04 0.889

' Thanh phan quan Iy 07 0.678 ‘
Thanh phan hai long 03 | 0.816

3.3. Phan tich nhan (' khdm phd EFA

3.3.1. Phan tich nhén 16 khdm phd thang do cdc
thanh phén CLDV

Thang do CLDV gém 6 thanh phin dugc do
biing 23 bi€n quan sdt dat dé tin ciy Cronbach's
alpha ti€p tuc duge dua vio phin tich nhin (3. K&t
qui kiém djnh Bartleu vdi sig = 0.000 va chi s&
KMO =0.915 > 0.5 déu ddp tng dudc yéu ciu. Tai
cdc mitc gid i Eigenvalues = 1.079, phan tich
nhan t& d4 trich dwdc S nhan 18 va vét phudng sai
trich 13 73.844% (16n hon 50%) dat yéu cau.

3.3.2. Phan tich nhan 16" khdm phd thang do
thanh phdn héi long

K&t qud ki€m dinh Bartleu (Bartlett's test of
sphericity) trong bang ki€m dinh KMO va
Bartleu's vdi sig = 0.000 va chi s6 KMO = 0.691
déu ddp dng duge yéu ciu. Tai mic gid i
Eigenvalues = 2.206, di trich dugc mdt nhin & tir
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ba bi€n quan sdt vd vgi phuong sai trich I
73.520% (160 hon 50%) dat yéu ciu.

3.4. Phén tich tuong quan (Bing 2).

Phén tich wong quan bing hé s& twdng quan
Pearson cho thi'y c6 sy tuang quan giifa thanh phan
CLDV véi thinh phéin hai 1dng vi nhitng méi lién
hé ndy 1a cing chiéu. Cdc gid tri sig. déu nhé
(=0.000). do vy ching déu cé y nghia vé mit
thdng ké&. Péng thdi ciing c6 (wang quan giita cde
thanh phan CLDV v4i nhau nén md&i quan hé giita
cdc thanh phin nay cin phdi xem xét ky trong
phin phin tich héi qui wyén tinh bdi dusi diy
nhim tranh hién tugng da cong twy€n giia cdc bién
doe lp.

3.5. Phan tich héi qui tuyén tinh bi

K&t qua phin tich hdi qui bdi tai Bing 3, céc
gid tri Sjg. tuang ing v4i cdc thanh phin PV, HT.
AT, CT, QL lan lugt la: 0.010, 0.003. 0.000, 0.030
vi 0.000 déu rat nhd. Vi viy, c6 thé khing dinh
cdc thanh phan ndy cé y nghia trong md hinh.
(Béng 3).

V@i tip dir liéu thu dugce trong pham vi nghién
cifu clia dé 1ai thi phudng trinh hdi qui boi thé hién
nhitng thanh phin tdc dong dugc sip x&p W cao
xudng thap dya theo hé s6 beta da chudn héa dén
su bai long cia doanh nghiép c6 dang:

HL = 0.304*PV + 0.258*AT + 0.234*CT

+ 0.202*HT + 0.156*QL

Trong d6:

HL: Thanh phan hai long cda doanh nghiép.

PV: Thanh phdn phyc vu.

AT: Thanh phin an toan. CT: Thanh phin cim
théng HT: Thanh phdn hé thdng.

QL: Thanh phin quan ly.

K&t qud phan tich héi qui cho thiy cdc bién
trong thang do cht lugng dich vy c6 hé s8 B déu
duong nén tat ca cdc y€u 16 trong mo hinh hdi qui
Anh hudng cing chiéu dén sy hai long cla doanh
nghiép.

4. Ki&n nghi

Dua vao k&t qua nghién cifu di dudgc phan tich
va (nh hinh thyc 1€ hién nay cho thiy ¢6 5 thanh
phan chal lugng dich vu thi e HQDT tdc dong
duong d€n sy hai long cia doanh nghiép. Viéc
nang cao sy hai 1ong cha doanh nghiép dgi vdi dich
vy thi tuc HQBT cin thuc hién theo thit y wu tién
theo mifc d6 tdc déng tlr cao dén thip cla chc
thanh phin trong m hinh k&t qua nghién ciu dya




QUAN TR - QUAN LY

Bdng 2. Ma frén tudng quan gitta céc thanh phén nghién ciu

| Correlations
{ PV HT AT cT aL HL
| Pearson Comelation 1 402 557+ .594** 381" 728"
W Sig. (2-taled) 000 1000 1000 000 | .000
- Pearson Correlation 402 1 456" 479* A456** 626
Sig. (2-tailed) .000 .000 .000 000 .000
Pearson Correlation 557 456** 1 645 .368** 728"
A Sig. (2-talled) 000 .000 B 000 | 000 000
i - Pearson Correlation 594 | 479 645" 1 391 739
Sig. (2-tailed) .000 000 000 000 .000
Pearson Correlation 381* 456** .368"* 391 1 551
. Sig. (2-aled) 000 000 000 000 1000
HL Pearson Correlation 728 . 626 .72}3“ 739 i 551** 1
Sig. (2-tailed) | 000 1000 000 1000 000
**. Correlation is significant at the 0.01 level (2-tailed).
BAng 3. K&t qua phan tich héi qui béi
‘ Coefficients®
i e e
‘ Model c:;as:h':;nq:éa :éecshoug'?::a' T Sig. Thaing ke da cong tuyén
B Std. Error Beta Tolerance VIF
Héng s8 -.061 176 -.344 731
PV 217 032 304 6.820 010 577 1.734
| HT 224 046 202 | 4850 | .003 661 1514
| AT 187 034 .258 5470 .000 S 1935
cr 72 036 234 4.775 030 AT7 2.098
QL 184 047 156 3.951 .000 732 1.366

vio hé s6 B chudn héa nhu sau: thanh phin phuc
vy, thinh phﬁn an toan, thanh phin cam théng,
thanh phin hé thdng va cudi ciing 12 thanh phin
quén ly.

Vé thanh phin ndng hic phuc vy: Qua khdo sit
doanh nghiép cho thdy mifc dé hai 1dng cia doanh
nghiép cé lién quan mit (hi€t véi nhin (6 con
ngudi, trong d6 y&u 16 ning luc phuc vu cha mdtsd
cong chic hdi quan cdn rat han ché, khdng xem
doanh nghiép Ia d6i tdc. Chinh V1 vdy, xiy dung
di ngii HQ 12 nhiém vu cdp thi€1 d€ nang cao
ning lyc, hiéu qua cdng tac quan ly hoat dong xudt
nhap khiu va mie d¢ hai long cda doanh nghiép.

Sy hat long cBa doanh nghiép d6i vdi cong chiic
HQ chua cao lién quan dén sy sin sing phuc vy
doanh nghiép thuc hién thi tee HQBT khi duge
yéu ciu k& ca ngodi gidy hanh chinh va cong chic
HQ hiém chinh.

Vé thanh phdn an toén: Hién nay viéc thi€u chi
trong cdng tdc bdo mdt va an ninh mang di va
dang giy ra nhirng thiét hai ning né cho 16 chic,
doanh nghiép, ¢4 nhin tai Viét Num, Nhitng thdng
ké gin diy cho thay thiét hai do bio mit, an ninh
mang kém da giiy ra thiét hat 10 16n vi ngay cang
ting tai Viet Nam. Trong khi d6, cong tic bdo mat,
an ninh mang cla cic (8 chic, cd nhan va doanh
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nghiép vin con hét sic 13ng 1éo. R4t nhiéu cd
nhin, doanh nghiép phan dnh hé thdng thong tin,
dit liéu ndi by bi xdm nhip trdi phép, giy dnh
hudng dé&n hoat dong kinh doanh. Tuy nhién, hé
thdng dit liéu cda cdc nan nhin khong hé duge
trang bi nhifng thi€t bi bdo mal, canh bdo, phdt
hi¢n xam nhép.. gdy khé khin cho viéc truy tim
nguyén nhin m&1 dir liéu.

Vé thanh phan cim thong: Chi cuc HQ KCX
Linh Trung cén dé ra cdc chi s6 d€ do ludng ddnh
cu thé va phin cdng ddu mdi chd tr ciing nhu
ciic ddn vi ¢6 trdch nhiém phéi hgp thuc hién. Tir
danh muc ndy, cdc don vi thude v trye thudc lai cu
thé héa thanh cdc nhiém vy cu thé trong trog quy.
thdng. tuan d& 1ri€n khai thyc hién c6 hiéu qua.

Vé thanh phdn hé théng: Hé thdng khai bdo
HQDBT dugc thyc hién w déng bing phan mém

TAILIEU THAM KHAO:

ti€p nhan phdn hdi, cap s& 13 khai va phan ludng
¢ dong nén cin tinh chinh xic cao va 8¢ d6 phin
héi nhanh.

Vé thanh phdn quén ly: D& rit ngdn thdi gian
thong quan dién tif nén chuyén d8i manh mé hon
nita phuang thifc quan 1y tir ki€m tra trong thong
quan sang ki€m tra sau théng quan va ning cao
nang lyc, hidu qui quan Iy Nha nudc vé Hii quan,
Cuc Hai quan Thanh pha H4 Chi Minh nén chi dao
cdc Chi cyc cifa khdu 4p dung manh mé phuong
phip quén Iy rii ro d& gidm 1i 1& ki€m tra thyc 1€
hang héa, ting 1} 1é mién kiém tra hd sd, tao sy
thudn 1¢i 18 da cho doanh nghiép. Viéc chuyén
uén ki€m sang hau ki€m 12 budc di tich cve ¢é
nganh Hai quan dip ing cic yéu cdu vé cdi cach,
phdt tnén va hién dai héa har quan phi hdp véi
thong 1é qudc (& m
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ABSTRACT:

The study was conducted at the Customs Branch of Linh Trung Export Processing Zone
(EPZ) 10 analyze components of quality in electronic customs services (E-customs services) and
the impact of these components on the satisfaction of enterprises using the E-customs services.
By using the qualitative research method to draw a scale on the quality of E-customs services,
this scale has six components, namely system, reliability, response, safety, sympathy and
management with 26 observed variables while the scale on the satisfaction of enterprises with
the E-customs services includes three observed variables. By using the linear regression
analysis according 1o the Enter method, the results show that the satisfaction of enterprises with
E-customs services is affected by five components, namely service, safety, sympathy, system
and management.

Keywords: Electronic customs, Export processing zones, customs procedures, the quality of
services.
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