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NGHIEN ctfu Mtfc DQ HAI LONG 
CUA DOANH NGHIEP KHI Sif DUNG 
DICH VU HANH CHINH CONG TAI 

scf KE HOACH VA DAU TlJ TINH LAM DONG 

• N G U Y I N THJ PHUCUNG THAO - DANG HOAI NAM 

T6MTAT: 
Hien nay, chd't Itfdng cung ii'ng dich vu hdnh chinh cdng la cong tdc c^n thiet nham thu hep 

khodng each giffa chlft Itfdng cung tfng dich vu va ky vpng cua td chtfc, cdng dan khi stf dung 
dich vu hdnh chinh. Cha't Itfdng cung tfng dich vu tdt khi dich vu cung tfng dap ii'ng dtfdc hoac 
vtfdt tren mong ddi cua to chtfc, edng dan. Tuy nhidn, de cd the so sanh, xdc dinh dtfdc khoang 
cdch dd, can phai cd nhffng tieu chi ddnh gia cu the, each thtfc thu thdp thdng tin va do Itfdng 
kd't qud mdt each khoa hpc, hdp \f. Bai vie't nghien ctfu thdng qua vide cung ca'p nhtfng dff lieu, 
thdng tin khdch quan ve nhtfng thanh cdng va han chd" trong viec cung tfng dich vu hanh chinh 
cdng, ttf dd cd the nang cao chat Itfcfng cung tfng dich vu cdng mdt cdch hidu qua tai Sd Ke 
hoach va Dau ttf tinh Ldm Ddng (SKH&DT). 

Tiif khoa: Mtfc dp hai Idng, dich vu hanh chinh cdng, doanh nghiep. 

1. Ly do nghidn cu'u 
Theo Nguydn Ddng (2017), vide xay dtfng mdi 

trtfdng dau ttf, kinh doanh thuan ldi cho hoat ddng 
cua doanh nghidp theo tmh than chinh quyen kid'n 
tao phat trien la mpt trong nhffng nhidm vu trong 
tam, dtfdc Ddngbd, chmh quyen cdc cd'p tinh Lam 
Dong quan tdm va thtfc hidn quyd't liet. 

Ttf dd cd the tha'y rang, de thtfc stf kidn toan 
dtfpc bd mdy hdnh chinh d thanh phd'Da Lat, can 
thie't phai kidn loan dtfpc bp mdy id chtfc tai nhffng 
trung tdm hdnh chinh (sd, ban nganh) chii chd't, 
trong dd SKH&DT dtfdc xem Id mdt trong nhtfng 
trung tam hanh chinh trpng did'm. Htfdng tdi muc 
ddu pha'n da'u tinh gpn bd may vd thtfc hidn thu 
tuc hanh chinh hidu qua cao nham thda man tdi da 
stf hai Idng cua khach hang, nhd't Id dd'i vdi cdc 
doanh nghiep, dtfdc xem Id nhtfng dau tau ddng 
life cua nen kinh te da't nudc, thiic day kinh te dia 

phtfdng phat trien ben vffng. Yeu cau ddt ra tid'p 
tuc hoan thien bd may va cO chd' chinh sach song 
hanh vdi vide tim hieu nhtfng nguyen nhan va gia 
tdng stf hai long cua khach hdng (doanh nghiep) 
trong linh vtfc dich vu hdnh chinh cdng ndi chung. 
Theo dd, tdc gia da "Nghidn ctfu mtfc dp hai long 
cua doanh nghiep khi stf dung dich vu hanh chinh 
cdng tai SKH&DT Lam Dong". 

2. Dd'i tu'dng nghien ctfu va phuTcfng phap 
nghien cti'u 

- Ddi tU^ng nghien cdu: Cac yd'u td' tdc ddng 
de'n stf hai long ciia doanh nghidp khi stf dung dich 
vu hanh chinh cdng tai SKH&DT tinh Lam Dong. 

- Phuang phdp nghien cdu: Dff lieu dtfdc thu 
thap bang each phdt bang cau hdi khdo sat tnic 
tie'p de'n tay cdc khdch hdng (doanh nghiep) stf 
dung dich vu cdng tai SKH&DT tai Da Lat giai 
doan 05-11/2018. Mdu dtfpc chpn theo phtfdng 
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phap thudn tidn (Thp & Trang, 2009, p.77). 
Phtfdng phap phan tich dtfdc stf dung de riit 
trich nhdn td Id phtfdng phap phdn tich nhan id 
khdm pha EFA. Phan tich nhan td can It nhd't 
200 quan sdt (Gorsuch, 1983). 

Dtfa theo quy luat kinh nghidm (Bollen, 1989), 
vdi 5 mdu cho mdt tham sd'ean tfdc Itfdng. Nghidn 
ctfu ndy cd 27 bid'n quan sat, do do kich thtfdc mau 
td'i thieu can cho nghien ctfu nay la 135 (5* 27 
tham sd tfdc Itfdng). De ddm bao rui ro vdi ty le 
hdi ddp d mtfc tha'p va tang cd mau de tdng dd tin 
cdy cua nghien ctfu, phdt ra 300 bang khao sat. 

3. Cac gia thuyd't va md hinh nghien ctfu de 
xuS't 

Nghien ctfu ndy dtfdc thtfc hien nham xac dinh 
vd do Itfdng cdc ye'u td' anh htfdng de'n stf hai long 
cua khach hang (doanh nghiep) dd'i vdi dich vu 
hanh chinh cdng tai SKH&DT Lam Ddng. Dtfa vao 
md hinh nghidn ctfu dtfpc de xua't bdi Parasuraman 
va cdng stf (1988) va AbduUah (2006); Cronin & 
Taylor (1992). Ttf dd, tdc gia de xua't md hinh 
nghidn ctfu cung cac gid thuyet sau (Hinh 1): 

Hinh 1: Mo hinh nghien cOu dS xudt 

1 Tin c$y 1 

Nann lUc nhur vu L 
ivang luc pnuc vu |-
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MlJic d$ hai long dia doanh nghi&p khi 
SLf dung d|ch vu hanh chinh cong 
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\. Loai hinh doanh nghidp y* 

^— ——""'̂  
Cdc gid thuydt: 
HI: Co chd' chinh sdch cd anh htfdng tich ctfc 

dd'n sif hai Idng ciia doanh nghiep khi stf dung dich 
vu hdnh chinh cdng tai SKH&DT Lam Dong. 

H2: PhtfPng tien hffu hinh cd anh hffdng tich ctfc 
de'n stf hai Idng ciia doanh nghiep khi stf dung dich 
vu hanh chinh cdng tai SKH&DT Lam Dong 

H3: Stf tin cay cd anhhtfdng tich ctfc de'n stf hdi 
long cua doanh nghidp khi stf dung dich vu hanh 
chinh cdng tai SKH&DT Lam Dong 

H4: Stf dap tfng cd anh htfdng tich ctfc de'n stf 
hai long cua doanh nghiep khi stf dung dich vu 
hanh chinh cdng tai SKH&DT Ldm Dong 

H5: Nang Itfc phuc vu cd anh htfdng tich ctfc 

de'n stf hai Idng ciia doanh nghidp khi stf dung dich 
vu hanh chinh cdng tai SKHVDT Lam Dong 

H6: Stf cam thdng cd anh htfdng tich ctfc de'n sif 
hai Idng cua doanh nghiep khi stf dung dich vu 
hanh chinh cdng tai SKHVDT Lam Ddng. 

4. Phdn tich tUdng quan va hdi quy bdi 
- Phdn tich tUcfng quan: Thtfc hidn phan tich 

ttfdng quan Pearson gitfa cac bie'n dpc lap vdi 
bie'n phu thudc nham khang dinh cd md'i quan he 
tuye'n tinh gitfa bid'n phu thudc vd cdc bid'n ddc 
lap, dieu nay chtfng td vide stf dung phan tich hdi 
quy da bie'n la phu hdp giffa cdc bidn. Gid tri 
tuyet dd'i cua he sd' Pearson cdng gan dd'n I thi 
hai bid'n cd md'i ttfdng quan tuye'n tinh cdng chat 
che. O day, ta stf dung kiem dinh mtfc y nghia 2 
phia vdi mtfc y nghTa a < 0,01 de xac dinh md'i 
quan he tuye'n tinh gitfa cac bid'n dpc lap vdi bie'n 
phu thupc trtfde khi tie'n hanh phan lich hdi quy 
(Trpng & Ngpc, 2008), 

- Phdn tich hoi quy da bie'n: Thtfc hien md 
hinh hda md'i quan he tuye'n tinh gitfa cdc bid'n 
bangmd hinh hdi quy tuye'n tinh. Md hinh nay se 

md ta hinh thtfc ciia md'i 
lidn hd vd qua dd giup la 
dtf dodn dtfdc mtfc dp ciia 
bien phu thudc (vdi dp 
chinh xac trong mdt 
pham vi gidi han) khi 
bid't trtfde gia tri cua bie'n 
ddc lap (Trpng & Ngpc, 
2008). Trong nghidn ctfu 
nay se thtfc hidn hdi quy 
da bie'n theo phtfdng 
phdp Enter de xay dtfng 
phtfdng trinh hdi quy va 

kiem dinh cdc gia thuye't ban dau. 

5. Kiem dinh siy khac biet 
Trong nghien ciJu nay, ngtfdi thtfc hidn ludn vdn 

stf dung hai phtfdng phdp kiem dinh stf khdc bidt 
vdl nhffng trtfdng hpp cu the khdc nhau: 

- Independent Sample T-Test: Ap dung kiem 
dinh stf khac biet trung binh vdi trtfdng hpp bie'n 
dinh tinh cd hai gid tri. Vi du nhtf bie'n gidi tinh 
(nam, nff), .. 

- ANOVA. Giiip so sdnh trj trung binh cua 3 
nhdm trd len. ANOVA cd 3 phtfdng phdp: ANOVA 
I chieu, ANOVA 2 chieu va MANOVA. Tuy nhien, 
trong pham vi nghidn ctfu nay, tdc gia stf dung 
phtfdng phdp ANOVA I chieu (One-Way ANOVA). 
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Bang. Thang do stf dung cho nghien cCfu 

STT 

1 

2 

3 

4 

5 

6 

7 

Yeu to 

Co che chinh 
sach {CCCS) 

Cd sd vdt 
chat (CSVC) 
(PhUdng tidn 

hiiu hinh) 

Thai dp dng 
XLJ (TDUX) 
(Sy cam 
thdng) 

Nang luc 
phuc vu 

(NLPV) (Sy 
dam bao) 

Mdc dp dap 
ling (MDDU) 
(SU hdi dap) 

Dp tin 
cay(DTC) 

(Sy tin cay) 

Mile dp hai 
Idng cue DN 

(MDHL) 

BiSh quan sat 

Chinh sach phap luat cua SKH&DT thd'ng nhat, rd rang 

Quy trinh thu tuc cua SKH&OT ddn gian, de"thyc hien 

Co che chinh sach cua SKH&DT the hien tinh cdng khai, mmh bach 

Co che chinh sach cua SKH&DT the hien tinh dan chO, cdng bang 

SKH&DT cd trang thiet bi hien dai dien 

Ndi ddu xe va chd"ngdi chd cua SKH&DT dUdc bd tri day du, tao sy thoai mai 

Miic dp ve sinh chung va cdng trinh phu ciia SKH&DT dam bao yeu cau 

Noi thuc hien cac djch vu hanh chinh cua SKH&DT thu^n loi, thoang mat 

Cdng chdc cua SKH&DT cd thai dp dng x(j Ijch sy, tdn trpng doanh nghiep 

Cdng chdc cua SKH&DT the hien sy quan tam den doanh nghiep 

Doanh nghiep thudng khdng phai tra them cac khoan chi phi khdng chinh thdc 
khi giao dich vdi SKH&DT va phat tnen 

Cdng chile cua SKH&DT lam viec cdng tam, khach quan 

Hanh Vi cdng chCfc cua SKH&DT ngay cang tao sy tin tudng doi vdi doanh 
nghiep 

Doanh nghiep cam thay an toan khi thyc hien giao djch vdi SKH&DT 

Cdng chtfc SKH&OT bao gid cung td ra Ijch sy, nha nhan vdi doanh nghiep 

Cdng chiJc SKH&DT cd du kien thdc de' tra Idi cac cau hdi cua ban. 

Thdi gian thyc hien cho mdt dich vu hanh chinh tai SKH&DT nhanh chdng 

Thdi gian giai quyet xong mdt dich vu hanh chinh ciia SKHSDT ludn dung hen 

Thdi gian de doanh nghiep chd den luat giai quyet ho so tai SKH&OT la chap 
nhan duoc 

SKH&DT ludn sdn sang dap dng, giai quyet moi khieu nai, thac mac cua doanh 
nghiep 

SKH&DT iudn thyc hien dung quy trinh dupe cdng khai 

SKH&DT dam bao gid giac lam viec dung quy dmh 

SKH&DT cd thu tuc hanh chinh dOn gian. 

Cac bieu maij ho so cua SKH&DT cd sy thong nhat, rd rang, de'thyc hien 

Tdi hai Idng vdi chat luong djch vu hanh chinh cdng tai SKH&DT 

Tdi hoan toan an tam tin tu6ng t<hi giao dich vdi SKH&DT 

Chat luong dich vy hanh chinh tai SKH&DT vUdt ngoai sy mong doi cua tdi 

Nguon 

Paasuraman, 
Zeithaml, & 
Berry (1988) 

Parasuraman, 
Zeithaml, & 
Berry (1988) 1 

Parasuraman, 
Zeithaml, & 
Berry (1988) 

Parasuraman, 
Zeithaml, & 
Berry (1988) 

Parasuraman, 
Zeithaml, & 
Berry (1988) 

1 
1 

Parasuraman, 
Zeithaml, & 
Berry (1988) 

Parasuraman, 
Zeithami, & 
Berry (1988) 

6. Ke't qua nghien ctfu 
6.1. Thd'ng ke mo td 
Ty Id khach hang phan bdkha chdnh lech, ty Id 

khach hang la doanh nghiep tu nhdn dtfdc phdng 

van chie'm ty trong cao nha't (60.2%) trong khi dd 
ly Id khach hdng la doanh nghiep lidn doanh 
(0.7%) va doanh nghidp cd vd'n dau ttf ntfdc ngodi 
(14.1%) chid'm ty trpng khdng dang ke trong khi 
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dd ty le khach hdng doanh nghidp nha ntfdc chi 
chie'm 25%. Bdn canh dd, da sd' doanh nghidp 
tham gia khao sat cd so nam boat ddng ttf 1-10 
ndm, sd doanh nghiep hoat ddng ttf trdn 10 ndm 
khdng dang ke. Stf chenh lech trdn se dan dd'n stf 
thien lech ve mdu dai didn cd the anh htfdng de'n 
dp tin cdy cua nghidn ctfu khi tie'n hanh so sanh sif 
khac bidt giffa cac mdu. Day la nhtfdc diem ciia 
phtfdng phap nghien ctfu thuan tidn. 

6.2. Kiim dinh dg tin c4y ciia thang do 
Da sd' cac bie'n quan sat deu cd he so' ttfdng 

quan bie'n tdng cao hdn 0,3 vd he sd' Cronbach 
alpha > 0,6 do dd deu dat ydu cau (cac bie'n quan 
sat cd he so' ttfdng quan bien tdng Idn hdn 0.3). 

6.3. Phdn tich nhdn tdEFA 
6.3.1. Phdn tich nhan td khdm phd EFA cho bie'n 

doc lap 
PhtfOng phdp Principal Component vdi phep 

quay Varimax cho tha'y cd 6 nhdn td dtfdc riit ra 
theo tidu chi eigenvalue (sd Itfdng nhdn td dtfdc 
xac dmh d nhan td' cd eigenvalue td'i thieu bang 1 
va phtfdng sai trich > 0,5 (Gerbing va Anderson, 
1988)) vdi cac tham sd thd'ng kd (kidm dinh 
Bartlett, kiem dinh BCMO, kich thtfdc mau) deu dat 
tidu chud'n. Tuy nhidn, cdc bid'n quan sdt DTC04, 
NLPV04, TDUX04 khdng dat ydu cau de dd gia tri 
vd gid tri phan bidt, do dd tdc gid tid'n hdnh loai 
bd lan Itfpt bid'n quan sat DTC04, NLPV04 va 
TDUX04 trong 3 lan phan tich nhan td sau dd. 

- He sd KMO = 0,851 > 0,5' cho tha'y dff lieu 
phu hdp de de thtfc hien phan tich nhan id khdm 
phd. 

- Kiem dmh Bariett: Sig = 0,000 < 0,05. Kd'l 
ludn: cdc bie'n quan sat cd md'i ttfdng quan vdi nhau 
irong tdng the, vide phdn tich nhan td Id phii hpp 
ddi vdi tap dff lieu dang xet. 

-Theo tieu chi eigenvalue: dnhdntd'dtfdc trich 
ra ddu cd gid tri eigenvalue Idn hdn I (dat tidu 
chuan) va phtfdng sai trich > 0,5 bdng 67.294% 
(dat tieu chuan), dieu nay cd nghia la 6 nhdn td' 
dtfdc rut ra cd the giai thich dtfdc 67.294% stf bid'n 
thidn cua tap dff lieu, 

Sau khi kiem tra dp phu hpp ciia thang do, cdc 
nhan td'dtfdc trich ra phii hpp vdi cd sd ly thuyd't 
do dd dtfpc thdng nha't goi ten nhtf luc dau. 

6.3.2. Phdn tich EFA cho bien phu thuoc stf hdi 
Idng 

- Gia tri KMO=0,632 > 0,5: Kd't luan: dff lieu phii 
hdp de de thtfc hien phdn tich nhan td'khdm pha. 

- Mdt nhdn to dtfdc trich ra cd gid tri eigenvalue 
Idn hdn 1 (= 1,805), dam bdo tinh ddn htfdng vd 
phtfdng sai trich > 0,5 bang 60.181% (dat tidu 
chuan), dieu nay c6 nghia la nhan td' dtfdc rut ra cd 
the giai thich dtfdc 60.181% thay doi ciia nhan td' 
stf hdi Idng cua doanh nghiep. 

- He sdtai nhdn td'cua nam bid'n quan sdt deu 
Idn hdn 0,5: dat ydu can. Sau khi kiem tra dp phu 
hdp cua thang do, nhan to' dtfdc trich ra dtfdc thd'ng 
nha't goi ten nhu luc dau. 

7. Kidm dinh gia thuyd't nghidn ed'u 
7.1. Kiem dinh he sdtUOng quan 
Ta't ca cac nhan to' ddc lap deu cd ttfdng quan 

vdi nhdn to' phu thudc (td't ca cdc kidm dinh deu 
cd y nghia thd'ng kd (< 5%) vdi dp tin cay 95%) do 
dd dat yeu cau trtfde khi tie'n hdnh phan tich hdi 

quy. 
7.2. Kiem dinh gid thuyet vd phan tich hoi quy 

da Men 1 
So sdnh anh htfdng ciia cdc nhdm trong mdi 

bie'n kiem sodt tdi y djnh mua rau an todn, 
Kid'm dinh Levene test (Loai hinh doanh 

nghiep): Sig = 0,000 < 0.05. Ket luan: Phtfdng sai 
gitfa cdc nhdm khdng ddng nha't do do khdng du 
didu kidn de phan tich tidp ANOVA, 

Kiem dinh Levene test (Thdi gian hoat dpng): 
Sig = 0,171> 0.05: Ke't luan phtfdng sai gitfa cdc 
nhdm ddng nhd't, dii dieu kidn de phan lich 
ANOVA, 

Kiem dinh ANOVA test: Sig = 0,000 < 0,05, 
Kd't ludn cd stf khdc bidt ve stf hai Idng ciia doanh 
nghidp theo thdi gian hoat ddng. 

8. Thao luan va ham y quan tri 
Yd'u td "Cd sd vdt chd't" cd he so' hdi quy pi = 

0,447 cd nghia la khi cac yd'u td'khac la khdng ddi 
va khdng tinh de'n anh htfdng cua cdc yd'u td'khac 
md nghidn ctfu khdng xem xet thi mdt cdch trung 
binh khi cam nhan tich ctfc (hoac tidu cu'c) cua 
khdch hang dd'i vdi cd sd vat cha't ciia to chtfc tang 
len 1 ddn vi thi stf hdi long cua khdch hang vdi 
chat Itfdng dich vu hdnh chinh cdng se tang len 
(hoac giam di) len 0,447 ddn vi (44,7%) (Sig = 
0,000 < 0,05). Dieu nay ham y la nd'u td chtfc 
mud'n cai thien cha't Itfdng dich vu hdnh chinh 
cdng dtfa vdo stf hdi Idng cua doanh nghidp thi 
can thie't phai cd bidn phdp de nang cao chd't 
Itfdng cd sd vat chd't cua td chtfc. Trong khi dd, 
"Mtfc dp dap tfng" cd he sd' hdi quy a2 = 0,417 
mpt cdch trung binh khi cam nhdn tich cue (hodc 
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tieu ctfc) ciia doanh nghiep dd'i vdi cac mtfc dp 
dap tfng ciia td chtfc ciia td chtfc tdng Idn 1 ddn vi 
thi stf hdi Idng cua doanh nghidp vdi cha't Itfdng 
dich vu hdnh chinh cdng se tang len (hoac giam 
di) Idn 0,417 ddn vi(4l,7%) Dieu nay ham y rdng 
nd'u doanh nghiep cd nhan thtfc tich ctfc ve mtfc 
dp dap tfng ciia td chtfc thi hp se hai Idng cao hdn 
vdi chd't Itfdng dich vu hanh chinh cdng ciia td 
chtfc do dd ne'u td chtfc mud'n cdi thien cha't lUdng 
dich vu hdnh chinh cdng dtfa vao stf hai Idng ciia 
doanh nghidp thi can thid't phai cd bien phdp de 
nang cao stf dap tfng cho khdch hang. Dd'i vdi 
SKHVDT tinh Ldm Dong, 

SKH&DT cdn tham gia xay dtfng cac chinh 
sach, kd' hoach, chtfdng trinh trd giup cdc doanh 
nghiep nhd vd vtfa; phd'i hdp thao gd khd khdn, 
vtfdng mac trong san xud't - kinh doanh ciia cac 
doanh nghidp; tham gia tham mtfu cho UBND tinh 
trong td chtfc vd thtfc hidn cdc hdi nghi dd'i thoai 
giffa chinh quyen va doanh nghiep; phd'i hdp de 
xud't tuyen dtfdng, khen thtfdng cac ca nhdn, td 
chtfc cd thdnh tich xud't sac trong hoat ddng san 
xua't - kinh doanh vd cdng tdc xa hdi. 

Trong thdi gian tdi, UBND Tinh chi dao cac sd, 
nganh va dia phtfdng trien khai cd hidu qua cac 
nhidm vu CCHC, ddc bidt Id tid'p tuc thtfc hidn vd 
hodn thidn vide danh gid, cdng bd' chi so CCHC 
ca'p sd, huyen, cd'p xd. 

Cdc td chtfc ndn tap trung nang cao cha't Itfdng 
ciia cac yd'u to'thudc ve cha't Itfdng dich vu. Ngoai 

ra, cdn cd mdt so' nhtfng ye'u td' khdc ciing cd tac 
ddng dd'n stf hai Idng ciia doanh nghidp ma nghien 
ctfu nay chtfa xem xet de'n, nhtf: cam nhdn cua 
khach hang, stf truyen mieng tich ctfc, stf e ngai 
vdi cac thii tuc hanh chinh,... can dtfdc nghidn ctfu 
ky hdn trong cdc nghien ctfu sau. 

9. Han chd'cua nghien ci?u 
Mac dii nghien ctfu nay dd stf dung md hinh 

truyen thd'ng va each tid'p cdn phd bie'n ve cha't 
Itfdng dich vu hien nay trdn thd'gidi dtfdi gdc dp 
cac hoc gia nghien ctfu va kd' thffa cd chon Ipc 
md hinh nghien ctfu cua Parasuraman va cdng stf 
(1988) vd Abdullah (2006); Cronin & Taylor 
(1992), mtfc dp giai thich cua md hinh nay ciia 
chi dat d mtfc 86.6%. Dieu ndy cd nghTa la vdn 
cdn nhffng ye'u to' khac ma nghidn ctfu chtfa xem 
xet de'n trong md hinh nay de giai thich stf hai 
long cua khdch hang do do cdc nghidn ctfu tie'p 
theo nen xem xet nhffng ye'u to'mdi cd tdc ddng 
de'n ddi ttfdng nghidn ctfu nay, Trong dieu kidn 
han hep ve Ihdi gian nghien ctfu, chi phi va kha 
nang cd ban, tac gia stf dung phtfdng phdp la'y 
mau thudn tien, so'Itfdng mdu cdn khd khiem td'n 
so vdi so' Itfdng khdch hdng ddng dao (doanh 
nghidp) cua ca tinh Lam Dong. Ngoai ra, de 
thuan tien cho nghien ctfu, tac gia stf dung 
phtfdng phap Id'y mdu thudn tien, do dd dan tdi 
mdu kha chenh lech gitfa cdc nhdm doanh 
nghiep, khdng ihe kiem dinh stf khac bidt giffa 
cac nhdm dat dp tin cdy cao • 
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ABSTRACT: 
It is necessary to improve the quality of public administrative services in order to narrow the 

gap betvi'een the quality of service provision and the expectation of organiztions and individuals 
who use public administrative services. The quality of public administrative services is rated as 
good v/hen it meets or surpasses the expectation level of organizations and individuals who use 
the public administrative services. However, to measure exactiy the gap betwwen the quality of 
service provision and the expectation of organiztions and individuals who use public 
administrative services, it is necessary to lay down specific evaluation criteria, establish an 
appropriate information collection method and a scientific evaluation method. This study 
presents data and objective information about success and limitations of the public 
administrative services provision, thereby improving the quahty of public administrative 
services provision at Department of Planning and Investment Lam Dong Province. 
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