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TOMTAT: 
Nghidn cfJu dffdc tien hanh tai Chi cue Hai quan khu ehe xua't (KCX) Linh Trung nham phdn 

tich cdc nhdn td tao ndn nhffng tiianh phdn chd't Irfdng dich vu thd tue hai quan didn tff (HQDT) 
vd tdc ddng ciaa cfie thdnh phdn nay dd'n sff hdi ldng ei}a doanh nghidp sff dung dich vu HQDT. 
Ke't qud nghidn cffu dinh tinh thang do thanh phan chd't Iffdng dich vu tbia tiac HQDT bao gdm 
6 thanh phan: he thdng, tin cdy, dap ffng, an loan, cam thdng va qudn ly vdi 26 bien quan sdt 
va thang do thdnh phan hai ldng bao gdm 3 bie'n quan sdt. Kd't qud phdn tich hdi qui tuyd'n tinh 
bdi theo phffdng phdp Enter cho thd'y 5 thanh phan, bao gdm: phuc vu, an toan, cam thong, he 
thd'ng vd qua ly, tdc ddng dd'n sff hai long cua doanh nghidp sff dung dich vu HQDT. 

Tuf khoa: Hai quan dien tff, khu chd xud't, thu tuc hdi quan, chd't Irfdng dich vu. 

1. Gidri thi^u 
Vide thrfc hien thu tuc hdi quan didn iff gdp 

phan day nhanh tid'n do cai each, hien dai hda, 
dien tff hda cae thu tuc hdnh chinh trong linh vifc 
quan ly nhd nrfdc drfde giao; thuc day viec phd'i 
hdp, phan cdng, phdn cd'p chat che hdn giffa cdc 
cd quan quan nha nffdc irong quan ly boat ddng 
thffdng mai, xua't nhap khau. Tff dd gdp phan thffc 
hidn muc tieu, nhiem vu hidn dai hda nen hdnh 
chinh Nhd nffdc. Thrfc hien ihu luc hai quan didn 
iff se gdp phan day nhanh tie'n dp cai each, hien 
dai hda, dien tff hda cdc thu tuc hanh chinh trong 
ITnh vife hai quan 

Chd't Iffdng dieh vu didn tff da nhdn dffdc sff 
quan tdm ciaa cdc nhd nghien cffu trong nhffng nam 
gan ddy do tam quan trpng eua no, cha't Irfdng dich 

vu didn tff da drfde cdng nhdn la mdt trong nhffng 
ye'u id quan trpng cho tinh bdn vffng cua to chffe va 
thffdc do cho thanh lich cffa td chffe. Nhieu nha 
nghidn cffu dd nhdn ra rang, chia khda quyd't dinh 
sff thanh cdng hay thd't bai cua Chinh phu didn til 
Id chd't Iffdng dich vu dien tff (trich trf Mohammed 
va cdng SLf, 2010). 

2. Cflf sflf ly thuye't va md hinh nghien cuTu 
2.1. Thu tiJLC Hdi quan dien tie 
"Thu tuc Hai quan didn tff la thu tue hdi quan 

trong dd viec khai, tie'p nhan, xff ly thdng tin khai 
hai quan, trao ddi cdc thdng tin khde theo quy dinh 
cua phdp luat ve thu tuc hdi quan giffa cdc ben co 
lien quan thffc hidn thdng qua He thd'ng xff ly dii 
lieu didn iff hdi quan" (Nghi dinh sd 87/2012/ND 
- CP, dieu 3). Trong dd: 
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Phffdng tidn didn tff dffdc hieu la phffdng tidn 
boat dpng dffa tten edng nghd didn, didn tff, ky 
thuat sd', tff linh, ttuydn ddn khdng day, quang hoc, 
didn iff hoae edng nghe tffdng tff. 

He thdng xff ly dff lieu didn tff cua cd quan HQ 
Id hd thdng tte'p nhan vd xff ly giao dich dien tff vd 
HQ do TCHQ qudn ly, lap trung, thd'ng nha't. 

Thu tuc HQDT dffdc thffc hidn tten ed sd LuSt 
HQ; cdc Ludt vd thud', cac Nghi dinh cua Chinh 
phu quy dinh ehi tie't thi hdnh cdc Luat ve thud'; 
Ludt Giao dich didn tff va cdc van ban quy pham 
phap luat hffdng dan thi hdnh; cdc didu ffde qud'c 
te' cd lidn quan dd'n HQ ma Vidt Nam la thanh 
vien. 

Ngoai ra, thu luc HQDT cdn dam bao dffdc xay 
difng ttdn nguydn tac tudn thu cdc chuan mffc qud'c 
td' ve td khai HQ, chffng tff HQ va cdc nguyen tac 
ttao ddi dff hdu didn tff; drfa trdn cd sd phdn lich 
thdng tin, danh gid vide chd'p hdnh phap Iuat cua 
doanh nghidp, mffc dp rui ro ve vi pham phdp luat 
trong qudn ly HQ thdng qua he thd'ng xff ly dff lidu 
dien tff HQ. 

2.2. Chd't It^ng dieh va cdng 
Chat Iffdng dieh vu cdng Id chat Iffdng dich vu 

dffdc phan dnh qua sff cam nhan cua khach hang ve 
mffc dp ddp ffng ydu cdu. Nhff vdy, mudn xac dinh 
dffde cac tidu ehi phan dnh chat Iffdng cua dich vu 
edng, can phai tid'n hanh hai vide: 

- Mot Id, xde dinh xem khdch hang (cdng dan, 
td ehffe) dai ra nhffng ydu eau gi ddi vdi tffng loai 
dich vu hanh chinh cdng. Vide xdc dinh khdch 
hang can nhffng gi d mpt dieh vu hanh chinh cdng 
can tid'n hanh mdt cudc didu tra hay phdng vd'n dd'i 
vdi nhdm khach hang thffdng xuyen sff dung djch 
vu nay. 

- Hai Id, xac dinh nhffng ye'u id tao ndn dae tinh 
cua dich vu hdnh chinh cdng dd. De xde dinh, 
chiing ta can xem xet day du ta't ca cae ye'u td' vd 
qua trinh tao nen dieh vu hdnh chinh cdng 

2.3. Sif hdi long cda khdch hdng 
Cd nhidu quan diem khde nhau ddnh gid vd 

mffc dp hai long cua khdch bang. Kotier & Keller 
(2006) cho ring sff hai long la mffc do cua trang 
thai cam gidc cua mpt ngffdi bat ngudn tff viec so 
sdnh cam nhdn ve mot san pham khi sff dung so 
vdi mong ddi ve sdn pham cua ngrfdi dd. Theo do, 
sff hdi Idng cd ba cd'p dd nhff sau: (1) Ne'u nhdn 
thffc ci3a khdch hang nhd hdn ky vong thi khdch 

hang cam nhan khdng hai ldng. (2) Ndu nhdn thffc 
cua khdch hang bdng ky vpng thi khdch hang cam 
nhdn hdi long. (3) Nd'u nhdn thffc cua khach hang 
Idn hdn ky vong thi khach hdng cam nhdn thich 
thu. Theo Oliver (1997) sff hai long cua khach 
hang Id mdt phan ffng mang tinh cdm xuc cua 
khach hang ve nhan thffc cua hp dd'i vdi mdt san 
pham hay dich vu. 

2.4. Mo hinh nghien cHu de xuat 
Dffa tren cd sd ly thuyd't ve dich vu cdng, chd't 

Irfdng djch vu edng, md hinh 5 thanh phan ehd'l 
Irfdng dich vu vd ihang do SERVQUAL cua 
Parasuraman (1985, 1988), nghien cffu "chat Irfdng 
dich vu cua chinh phii didn tff" cua Mohammed va 
edng srf (2010), md hinh va thang do cua Nguyen 
Thi Hdng Lam (2011), md hinh nghidn cffu ly 
thuyet va cdc gia thuye't ddnh gia sff hai ldng cua 
doanh nghidp dd'i vdi thu tuc HQDT tai Chi cue HQ 
KCX Linh Trung dffdc dd xud't nhff sau: 

Thdnh phdn he thong: He thd'ng khai bao 
HQDT gdm phdn mdm va dffdng truydn. 

Thdnh phdn tin cqy: Ld ye'u td' the hidn khd 
nang ma thu tuc HQDT dffdc thrfc hien dung va 
chinh xde. 

Thanh phdn ddp itng: La ye'u to' lien quan de'n 
kha nang gidi quyd't thu luc HQDT mpt each nhanh 
chdng, kip thdi, diing ban khdng cham ttd. 

Thdnh phdn an todn: La ye'u to the hien mffc 
dd an todn cho doanh nghidp khi thffc hidn khai 
bdo HQDT. 

Thdnh phan cdm thdng (hieu nhu cdu doanh 
nghiep): La mffc dp md thu luc HQDT cung cd'p 
nhffng tidn ieh phii hdp nhu eau cua doanh nghiep. 

Thdnh phdn qudn ly (cdi tien phUdng thdc qudn 
ly): La yd'u td cai each cac boat ddng nghiep vu thii 
tuc HQDT theo xu hrfdng hidn dai nhdm gidi quyd't 
thu tuc nhanh gon va hieu qua. (Hinh 1). 

3. Kd't qua nghidn cl^u 
3.1. Mo td mdu khdo sdt 
Trong tdng so 185 doanh nghidp hdi ddp hdp Id 

thi cd 138 doanh nghiep doanh nghiep (chie'm 
74.6%) se trffc tie'p dd'n cd quan HQ lidn quan de 
dffdc hffdng dan khi gap khd khan. Sff dung dien 
thoai de lien lac vdi cdng chffe HQ la 31 doanh 
nghiep (chie'm 16.8%), tid'p de'n cd 11 doanh 
nghidp dung thrf dien tff de lien lac (chie'm 5.9%), 
rat il (02) doanh nghiep diing van bdn dd lidn lac 
vdi edng chffe HQ. 
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Hinh 1: Mo hinh nghien cCfu ly thuyet 

Thdnh phan hf thong 

Thdnh phan tin cdy 

Thanh phan dap Cfng 

Thdnh phan an todn 

Thdnh phan cdm thong 

Thdnh phan quan ly 

3.2. Phdn tich he so Cronbaeh's alpha 

Bdng 1. He so' Cronbaeh's alpho cua 
thdnh phan thang do 

Nhan to 

Thanh phan he thong 

Thanh phSn tin cay 

Thanh phan dap Lfng 

Thanh phan an toan 

Thanh phan cam thSng 

Thanh phan quan ly 

Thanh phSn hai long 

S^Tbien 

quan sat 

04 

08 

05 

04 

04 

07 

03 

H$so 

Cronbaeh's Alpha 

0.909 

0.882 

0.675 

0.884 

0.889 

0.678 

0.816 

3.3. Phdn tich nhdn td khdm phd EFA 
3.3.1. Phdn lich nhdn lokhdmphd thang do cdc 

thdnh phdn CLDV 
Thang do CLDV gdm 6 thdnh phan dffde do 

bang 23 bien quan sat dai dp tin cay Cronbaeh's 
alpha tid'p tuc dffdc dffa vdo phan tich nhan td. Kd'l 
qua kiem dinh Barllett vdi sig = 0.000 vd chi sd' 
KMO = 0.915 > 0.5 deu ddp ffng dffdc yeu cau. Tai 
cac mffc gid tri Eigenvalues = 1.079, phan tieh 
nhdn Id' da trich dffde 5 nhdn to' va vdi phffdng sai 
trich la 73.844% (Idn hdn 50%) dat ydu cau. 

3.3.2. Phdn lich nhdn to khdm phd thang do 
thdnh phdn hdi long 

Ke't qua kidm dinh Bartlett (Bartlett's test of 
sphericity) trong bang kiem dinh KMO va 
Bartlett's vdi sig = 0.000 va chi sd KMO = 0.691 
ddu dap ffng dffdc yeu eau. Tai mffc gid tri 
Eigenvalues = 2.206, da trich dffdc mdt nhan to' iff 

ba bid'n quan sat vd vdi phffdng sai trich la 
73.520% (Idn hdn 50%) dat ydu cau. 

3.4. Phdn tich tUcfng quan (Bdng 2). 
Phan tich tffdng quan bang hd so' irfdng quan 

Pearson eho thd'y cd sff tffdng quan giffa Ihanh phdn 
CLDV vdi thdnh phan hdi long va nhffng md'i lidn 
he nay Id cung chieu. Cdc gid tri sig. ddu nho 
(=0.000), do vay ehung ddu cd y nghia vd mat 
thdng ke. Ddng thdi eung cd tffdng quan giffa cdc 
thanh phan CLDV vdi nhau ndn mdi quan he giffa 
cae thdnh phan nay cdn phdi xem xet ky irong 
phan phdn lich hdi qui tuyd'n tinh bdi dffdi dSy 
nham trdnh hien tffdng da cdng luye'n giffa cdc bien 
ddc lap. 

3.5. Phdn tich hoi qui tuyen tinh b$i 
Kdt qua phdn tich hdi qui bdi tai Bang 3, cac 

gia tri Sig. trfdng ffng vdi ede thdnh phan PV, HT, 
AT, CT, QL lan Iffdt la: 0.010,0.003,0.000,0.030 
vd 0.000 deu rd't nhd. Vi vay, cd the khang dinh 
cdc thanh phan ndy cd y nghia ttong md hinh. 
(Bang 3). 

Vdi tdp dff lieu Ihu dffdc trong pham vi nghidn 
cffu cua de lai thi phffdng trinh hdi qui bdi thd hidn 
nhffng thanh phan tdc ddng dffdc sap xd'p tff cao 
xud'ng thd'p dffa theo he so beta da chud'n hda den 
sff hdi ldng cua doanh nghidp cd dang: 

HL = 0.304*PV + 0.25S*AT + 6.234*CT 
+ 0.202*HT + 0.156*QL 

Trong dd: 
HL: Thdnh phan hai Idng eua doanh nghiep. 
PV: Thdnh phan phuc vu. 
AT: Thanh phdn an loan. CT: Thanh phan cam 

ihdng HT: Thanh phan he thd'ng. 
QL: Thanh phdn quan Iy. 
Kd't qua phdn tich hdi qui cho tha'y cdc bien 

irong thang do chd't Iffdng djch vu cd hd so' P diu 
dffdng ndn td't cd cdc ye'u id' ttong md hinh hdi qui 
anh hrfdng cung chieu dd'n srf hdi long cua doanh 
nghidp. 

4. Kid'n nghi 
Drfa vdo ke't qua nghien cffu da drfde phdn tich 

vd tinh hinh thrfc td' hidn nay cho thd'y cd 5 thdnh 
phan chd't Irfdng dieh vu thu tuc HQDT tdc ddng 
drfdng de'n sff hai Idng cua doanh nghiep. Vide 
ndng cao sff hai Idng cua doanh nghiep ddi vdi dich 
vu thia tuc HQDT can thffc hidn theo thff tff ffu tien 
theo mffc dd tac dong iff eao dd'n thd'p eua cdc 
thanh phdn ttong md hinb ke't qua nghien cffu diJa 
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Bang 2. Ma trdn tifdng quan glCfa cdc thdnh phdn nghien cCfu 

Conflations 

PV 

HT 

AT 

CT 

QL 

HL 

Peareon Correlation 

Sig. (2-taileci) 

Pearson Correlation 

Sig. (2-tailed) 

Pearson Correlation 

Sig. (2-tailed) 

Pearson Correlation 

Sig. (2-tailed) 

Pearson Correlation 

Sig. (2-tailed) 

Pearson Correlation 

Sig. (2-lailed) 

PV 

1 

.402" 

.000 

.557" 

000 

.594" 

.000 

3 8 1 " 

000 

.728" 

.000 

HT 

.402" 

000 

1 

456" 

.000 

.479" 

000 

456" 

000 

.626" 

.000 

AT 

.557" 

.000 

.456" 

,000 

1 

645" 

000 

,368" 

.000 

.728" 

.000 

CT 

.694" 

.000 

.479" 

.000 

.645" 

.000 

1 

.391" 

,000 

.739" 

.000 

QL 

.381" 

.000 

.456" 

000 

.368" 

.000 

3 9 1 " 

000 

1 

,551" 

,000 

HL 

,728" 

,000 

626" 

.000 

.728" 

.000 

.739" 

.000 

.551" 

.000 

1 

'. Correlation is significant at tlie 0.01 level {2-tailed). 

Bang 3. Ke't qua phdn tich hdi qui bdi 

Coefficients" 

Model 

1 

HIng so 

PV 

HT 

AT 

CT 

QL 

He so hoi qui 
chua chuan hoa 

B 

-.061 

.217 

.224 

.187 

.172 

184 

Std. Error 

.176 

032 

046 

.034 

.036 

047 

He so hoi qui 
da chuan hoa 

Beta 

304 

.202 J 

.258 

.234 

.156 

T 

-.344 

6.820 

4.850 

5 470 

4.775 

3.951 

Sig. 

.731 

.010 

.003 

.000 

,030 

,000 

Thong ke da cong luy§n 

Tolerance 

.577 

.661 

.517 

.477 

.732 

VIF 

1.734 

1.514 

1 935 

2.098 

1.366 

vao he sd P chuan hda nhff sau: thanh phdn phuc 
vu, thdnh phan an loan, thanh phan earn thdng, 
thanh phdn he thdng va cud'i cung la thanh phan 
qudn ly. 

Ve thdnh phdn ndng luc phiic vu: Qua khao sal 
doanh nghidp cho tha'y mffc dp hai long cua doanh 
nghiep cd Hen quan mat thie't vdi nhdn td' con 
ngrfdi, trong dd ye'u td' nang Irfc phuc vu eua mdt so' 
cdng ehffe hdi quan edn rd't ban che', khdng xem 
doanh nghidp la dd'i tac. Chinh vi vdy, xdy dffng 
ddi ngu HQ la nhiem vu ca'p thie't dd nang cao 
nang life, hieu qud cdng tde quan ly boat dpng xua't 
nhap khdu vd mffc dp hai Idng cua doanh nghiep. 

Sff hai Idng cua doanh nghiep dd'i vdi cdng ehffe 
HQ chffa cao lidn quan dd'n sff san sang phuc vu 
doanh nghiep thffc hien thu tue HQDT khi dffdc 
yeu cau kd cd ngoai gid hanh chinh va cdng chffe 
HQ hem chinh. 

Ve thdnh phdn an todn: Hidn nay vide thid'u chu 
trpng cdng tde bao mat va an ninh mang da va 
dang gay ra nhffng thiet hai nang nd cho td chffe, 
doanh nghidp, cd nhan tai Vidl Nam. Nhffng thdng 
ke gan day eho thay thiet hai do bao mdt, an ninh 
mang kem da gdy ra thidt hai to Idn va ngay cang 
tang tai Viet Nam. Trong khi dd, cdng tdc bdo mat, 
an ninh mang eua cdc td ehffe, ca nhan va doanh 
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nghiep van cdn bet sffe long leo. Râ t nhieu ca 
nhan, doanh nghiep phan dnh he thd'ng thdng tin, 
dff lieu npi bd bi xdm nhdp trdi phep, gdy anh 
hffdng de'n boat dpng kinh doanh. Tuy nhien, he 
thd'ng dff lieu eua cac nan nhan khdng he dffde 
trang bi nhffng thid't bi bao mat, canh bdo, phdt 
hidn xdm nhap... gay khd khan cho vide truy tim 
nguydn nhdn md't dff Heu. 

Ve thdnh phdn cdm thong: Chi cue HQ KCX 
Linh Trung can de ra cae chi so' de do Irfdng ddnh 
gia cu the va phan cdng dau md'i chu tri cung nhrf 
cae ddn vi cd ttach nhiem phd'i hdp thrfc hidn. Tff 
danh mue nay, cdc ddn vi thudc vd trffc thudc lai cu 
thd hda thanh cac nhidm vu eu the irong tiJng quy, 
thdng, tuan de trien khai thrfc hidn cd bidu qua. 

Ve thdnh phdn he thong: He thd'ng khai bao 
HQDT dffdc thffc hien trf dpng bang phdn mdm 

tie'p nhdn phan hdi, cap sd td khai va phan ludng 
tff ddng ndn can tinh chinh xac eao vd td'c do phan 
bdi nhanh. 

Ve thdnh phdn qudn ly; Dd rut ngan thdi gian 
thdng quan didn tff nen chuyen ddi manh me hdn 
nffa phrfdng thffc qudn Iy tff kidm tra trong thdng 
quan sang kidm tra sau thdng quan va ndng cao 
nang lffc, hidu qua quan ly Nha nffdc ve Hai quan. 
Cue Hai quan Thanh phd' Ho Chi Minh nen chi dao 
cac Chi cue cffa khau dp dung manh me phffdng 
phdp quan ly rui ro de giam ti le kiem tta thffc te 
hang hda, tang ti Id miin kiem tra hd sd, tao siI 
thuan Idi td'i da cho doanh nghiep. Viec chuydn tiJ 
lien kiem sang hdu kiem Id bffdc di tieh cffc di 

ngdnh Hdi quan dap ffng cac ydu cau vd cai each, 
phat tnen va hien dai hda hai quan phu hdp vdi 
thdng Id qud'c td' • 
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ABSTRACT: 
The study was conducted at the Customs Branch of Linh Trung Export Processing Zone 

(EPZ) to analyze components of quahty in eleettonic customs services (E-customs services) and 
the impact of these components on the satisfaction of enterprises using the E-cusloms 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 lo 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: Eleettonic customs, Export processing zones, customs procedures, the quality of 
services. 
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