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TOM TAT:

Hién nay, chit lugng cung ting dich vy hanh chinh céng 12 cong téc cin thi€t nhim thu hep
khodng cach gifta chat lugng cung dng dich vu vi ky vong cda t3 chic, cong dan khi sit dung
dich vu hinh chinh. Chdt lugng cung @ng dich vu (51 khi dich vu cung g d4p ding dugc hoac
vugt trén mong dgi cia 18 chitc, cong din. Tuy nhién, dé c6 thé so sinh, xic dinh dudc khodng
céch d6, cAn phai c6 nhimng tidu chi ddnh gid cu thé, cich thic thu thép thong tin va do ludng
k&1 qud mdt cach khoa hoc, hgp Iy Ba1 viét nghién cdu thong qua viéc cung c4p nhirng dir ligu,
thdng tin khach quan vé& nhifng thanh cdng va han ch€ trong viéc cung ¢ng dich vy hanh chinh
cong, i d6 ¢6 thé ning cao chit lugng cung ng dich vu cong mdt cdch hiéu qui tai S& K&

hoach va Pau w iinh Lim Déng (SKH&PT).

Tu khéa: Mifc do hai 1dng, dich vu hanh chinh cong, doanh nghi§p.

1. Ly do nghién cifu

Theo Nguyén Bong (2017), viéc xdy dimg mdi
tredng dau w, kinh doanh thuin Igi cho hoat déng
cda doanh nghiép theo unh thin chinh quyén ki€n
1a0 phat rién 12 mot trong nhitng nhiém vu trong
tAm, dugc Pang bd, chinh quyén cic cap tinh Lim
Dong quan (dm v thyuc hién quy€t liét.

Tir 46 ¢6 thé thay ring, d€ thuc sy kién 10an
duge bd mdy hanh chinh & thiinh phd Ba Lat, can
thi€l phai kién todn dugc bd miy 16 chc tai nhitng
trung tim hinh chinh (sd, ban nganh) chd chél,
trong d6 SKH&DT duge xem [a mot trong nhirng
trung tim hanh chinh trong diém. Hudng t8i muc
tiéu phan dau tinh gon bd mdy vi thyc hién thi
tuc hanh chinh hi¢u qud cao nhiim théa man 151 da
su hai long cda khdch hang. nhat la d6i vdi cic
doath nghiép, duge xem lii nhitng dau thu dong
lyc ciia nén kinh t& dit nudc., thic ddy kinh 1€ dia
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phudng phat ri€n bén vizng. Yéu ciu dat ra ti€p
tuc hoan thién bd may va cd ché chinh sach song
hanh véi viée tim hi€u nhitng nguyén nhan va gia
tang su hai Jong cia khich hang (doanh nghiép)
trong Iinh vue dich vy hanh chinh cdng n6i chung.
Theo d6, tdc gid da “Nghién citu mitc d6 hai dng
ciia doanh nghiép khi s dung dich vu hanh chinh
cong tai SKH&PT Linm D«’Sng'".

2. D4i twgng nghién cifu va phuong phép
nghién cifu

- D6t tugng nghién ciu: Cic y&u (8 1ic dong
A&n s hat ldong cda doanh nghiép khi sit dung dich
vu hanh chinh cong tai SKH&DT tinh Lim Déng.

- Pliong phdp nghién ctu: Dit Jiéu dugce thu
thap bliing cich phdt bing ciu hoi khio st tnge
1i€p dé€n tay cdc khdch hang (doanh nghiép) st
dung dich vu cong tai SKH&PT 11 Pa Lat giat
doan 05-11/2018. Mau dugc chon theo phudng
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phdp thuin tién (Thp & Trang, 2009, p.77).
Phudng phap phan tich duge si dung d€ rit
trich nhin 18 14 phudng phép phan tich nhin &
khim phd EFA. Phin tich nhin & cin it nhat
200 quan sdt (Gorsuch, 1983).

Dua theo quy luat kinh nghiém (Bollen. 1989),
v6i 5 miu cho mét tham & can v6c lugng. Nghién
cttu ndy c6 27 bién quan sdt, do 46 kich thude mau
t81 thi€u can cho nghién cifu ndy 14 135 (5% 27
tham s6 wdc lugng). DE dim bio rii ro vai ty 1&
héj dip & mifc thip va ting cd miu A€ ting dd tin
cily clia nghién ctu, phét ra 300 bang khdo sdt.

3. C4c gid thuy€t va mé hinh nghién ciu dé
xubt

Nghién ctiu nay dugc thyc hién nhiim xdc dinh
vi do Iudng cic y&u 18 anh hudng d&n su hii long
clia khéch hing (doanh nghiép) d6i véi dich vu
hinh chinh cong tai SKH&DT Lam Pong. Dya vao
mb6 hinh nghién citu dutic dé xuat bd Parasuraman
vi cOng su (1988) vit Abdullah (2006); Cronin &
Taylor (1992). T d6, téc gid dé xuat méd hinh
nghién ctru cling cic gid thuy&t sau (Hinh 1):

Hinh 1: M6 hinh nghién citu dé xudt

Coch&chinhsach [ —-H

d&n sirhailong cha doanh nghiép khi sif dung dich
vy hanh chinh cong tai SKHVDT Lam Déng

H6: Sy cam théng ¢6 anh hudng tich cyc dén sy
hai long cda doanh nghiép khi st dung dich vu
hanh chinh cong tai SKHVDT Lam Béng.

4. Phan tich tugng quan va hdi quy boi

- Phén tich twong quan: Thyc hién phin tich
wdng quan Pearson gia cdc bign déc lap véi
bi€n phu thudc nhim khing dinh ¢6 m&i quan he
tuyén tinh giita bién phy thudc vi cic bién dée
13p, didu nay ching 18 viéc st dung phan tich hdi
quy da bi€n 12 phd hgp gitra cdc bi€n. Gid tri
tuyét d8i ciia hé sd Pearson cang gan dén 1 (hi
hai bi€n c6 m&i twong quan lwyén tinh cing chat
ché. G ddy, ta stt dung ki€m dinh mdc ¢ nghia 2
phia v6i mitc ¥ nghia & < 0,01 d€ xic dinh m&i
quan hé tuy€n tinh giita cdc bién dac lap v6i bi€n
phu thude trude khi uén hanh phan tich hdi quy
(Trong & Ngoc, 2008).

- Phén tich hoi quy da bién: Thyc hién mé
hinh h6a m&i quan hé ty€n tinh gitta cic bi€n
biing md hinh hdi quy tuy€n tinh. M6 hinh nay sé&

md t4 hinh thirc cda mai
lién hé vi qua dé gitip ta
_ du dodn dugc mitc 49 ciia
Y bién phu thude (vdi do

. = H2
Phuong tign hdu hinh | ——"*——>{ M 44 hai léng ciia doanh nghiép khi

st dung dich vu hanh chinh cdng

e

chinh xdc trong mot
pham vi gidi han) khi

XN}

[ o
Nang lyc phyc vu S, | B
Cam théng SR, | B

Cdc gid thuyét:

HI: C0o ché chinh sich c6 dnh hudng tich cyc
dén sy hai long ciia doanh nghiép khi sif dung dich
vu hanh chinh cong tai SKH&BT Lim Déng.

H2: Phwsang tién hitu hinh c6 dnh hudng tich e
dé&n su hai long cha doanh nghiép khi st dung dich
vy hanh chinh ¢ong tai SKH&DT Lam Déng

H3: S tin ciy ¢6 anh hudng tich cye dén sy hai
long cda doanh nghiép khi st dung dich vu hanh
chinh cang tai SKH&PT Lam Pong

H4: Sy ddp tng ¢ anh hudng tich cyc d&n sy
hai 1dng cda doanh nghiép khi sit dung dich vy
hanh chinh céng tai SKH&DT Lam Pong

HS: Ning luc phuc vu ¢6 dnh hudng tich cuc

Loali hinh doanh nghiép

T bigt trude gid tri cia bién
| doce lip (Trong & Ngoc,
2008). Trong nghién ciu
iy sé thuc hién hdi quy
da bién theo phudng
phip Enter dé xdy dyng
phudng trinh hai quy va
kidm dinh cdc gid thuyé&1 ban dau.

5. Ki@m dinh s khac biét

Trong nghién ciru nay, ngudi thuc hién luén vin
st dung hai phudng phiip ki€m dinh sy khdc biét
vdi nhitng trugng hop cu thé khic nhau:

- Independent Sample T-Test: Ap dung ki€m
dinh sy khdc biét trung binh vdi trudng hgp bi€n
dinh tinh c6 hai gid tri. Vi du nhu bi€n gidi tinh
(nam, nd), ..

- ANOVA. Guip so sinh tri (rung binh cba 3
nhdém 1rd 1én. ANOVA ¢6 3 phugng phap: ANOVA
| chidu, ANOVA 2 chidu vd MANOVA. Tuy nhién.
wong pham vi nghién cifu ndy. tic gid st dung
phuang phip ANOVA I chidu (One-Way ANOVA).

Bién kiém soat:
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BAng. Thang do su dung cho nghién cfu

[ STT Yéu t& Biéh quan sat Ngudn
‘ Chinh sé&ch phap luat cia SKH&DT théng nhét, 16 rang
: Cd ché chinh | Quy trinh thu tuc ctia SKH&DT don gian, dé thuc hién rZaitheml 4
‘ sach (CCCS) | Co ché chinh sach clia SKHADT thé hién tinh cong khai, minh bach Bery (1958)
Cd ché chinh sach cla SKH&DT thé hién tinh dan chu, cong béng
Ca'sévat SKH&DT c6 trang thiét bi hién dai dién i N
2 chét (CSVC) | Noi déu xe va ch ngdi ché cia SKH&DT duoc b tri ddy d, tao sy thodi mai | * <ot
(Phuang tién | Mitc d¢ vé sinh chung va céng trinh phu clia SKH&DT dam bo yéu cdu Berry (1988)
hitu hinh) - 5 e hign céc dich vy hanh chinh cia SKH&BT thuan o1, thoang mal
Céng chiic cia SKH&DT cé thai dd Uing xd lich sy, ton trong doanh nghiép
1;':15('.?861;? Cong chuc clia SKH&DT thé hién sy quan tm dén doanh nghiép Parasuraman,
3 (Sycam | Doanh nghiép thusng khing phi tra thém cac khoan chi phi khong chinh thilc Zeithaml, &
thong) | KN g1ao dich véi SKH&BT va phat tnén Berry (1988)
Cong chuc cia SKH&DT lam viéc cong tam, khach quan
Hanh v c6ng chic cia SKH&DT ngdy cang tao sy tin tudng ddi véi doanh
Nang luc | nghiép % ;
4 (ij)v(usu Doanh nghiép cam thay an toan khi thyc hién giao dich vi SKH&DT Zeitham), &
aam bao) | COng chiic SKHADT bao gid ciing t6 ra lich sy, nha nhan vé1 doanh nghiép Berry (1988)
Cang chic SKH&DT co dU kién thic dé tra I8 cac cau hdi cla ban.
Thai gian thyc hién cho mét dich vu hanh chinh tai SKH8DT nhanh chéng
Thdi gian gidi quyét xong mét dich vy hanh chinh cia SKH&DT lubn ding hen |
Micdodap T —— R . ek )
5 | ing (MBBU) ::g:\g;:;cds doanh nghiép chd dén lugt giai quyét hé sa tai SKH&DT la chap Zeithaml, &
(Suhdidap) | Berry (1988)
SKH&DT ludn san sang dap dng, gial quyét moi khiéu nai, théc mac cua doanh
nghiép #
T_ | SKH&BT ludn thyc hién diing quy trinh dugc cong khai
BOln  [SKH&DT dam bao gid gidc Iam viéc dang quy dinh Parasuraman,
8 | OTO) | HaDT o6 thi tuc hanh chinh don gié zeltigmi s |
(Sytin cay) |SK e haniy cnioh don glen Berry (1988) |
Céc biu mau hé s6 cia SKH&DT 6 sy thdng nhét, rd rang, d& thyc hign
Mic do hai Téi hai long véi chét luong dich vu hanh chinh cong tai SKH&DT Par 0
7 | léng clia DN | Toi hoan toan an tam tin tudng khi giao djch véi SKH&DT Zeithaml, &
(MBHL) Chat luong dich vy hanh chinh tai SKH&DT vuot ngoai sy mong doi clia toi J‘ Berry (1988)

6. K&t qua nghién citu

6.1. Théng ké m

Ty 1€ khich hang phiin bd khi chénh léch, 1y lé
khéch himg |3 doanh nghiép tr nhin duoc phéng

S td
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v chi€m 1y trong cao nhit (60.2%) trong khi d6
ty 1& khdch hang la doanh nghiép lién doanh
(0.7%) va doanh nghiép cé vén diu w nude ngoai
(14.1%) chi€m ty trong khdng ding ké rong khi
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d6 1y 1& khich hiang doanh nghiép nhi nudc chi
chi€m 25%. Bén canh do, da s6 doanh nghiép
tham gia khio sit c6 s6 nim hoat déng wr 1-10
nim, 58 doanh nghi¢p hoat dong i trén 10 nim
khong ddng k€. Sy chénh léch trén sé din dén sy
thién léch vé& miu dai di¢n c6 thé anh hudng dén
d6 tin cay cha nghién ciu khi t€n hanh so sanh sy
khac biét gitta cic miu. Day la nhuge di€m cla
phudng phdp nghién ciiu thudn tién.

6.2. Kiém dinh d tin c@y ciia thang do

Pa 56 cic bi€n quan sit déu cé hé s& wong
quan bién t8ng cao hon 0.3 va hé s& Cronbach
alpha > 0,6 do d6 déu dat yéu ciu (cic bi€n quan
s41 ¢6 hé s8 tudng quan bién dng [6n hon 0.3).

6.3. Phén tich nhén (6’ EFA

6.3.1. Phan tich nhdn 16" khdm phd EFA cho bién
déc lip

Phuong phip Principal Component véi phép
quay Varimax cho thdy cé 6 nhan & dudc rit ra
theo tiéu chi eigenvalue (s6 lugng nhin 18 dugc
xdc dinh & nhan 8 ¢ eigenvalue t3i thi€u bing |
va phudng sai trich > 0,5 (Gerbing va Anderson,
1988)) vdi cic tham s& Ihﬁng ké (ki€m dinh
Bartleut, ki€m dinh KMO, kich thuée miu) déu dat
tiéu chudn. Tuy nhién, cdc bi€n quan sit DTCO4,
NLPVO4, TDUX04 khong dat yéu cdu dé do gis tn
vii gid tri phan biét, do d6 tdc gia ti€n hanh Joai
bd 1dn gt bien quan sit DTCO4, NLPVO4 va
TDUXO04 trong 3 1an phan tich nhin (& sau dé.

- Hé 50 KMO = 0,851 > 0.5 cho thdy dit liéu
phir hap dé dé thyc hién phan tich nhan 13 khadm
phd.

- Ki€m dh Barleti: Sig = 0,000 < 0,05. Két
luan: cic bi€n quan sdt cé mdi tong quan vdi nhau
trong 18ng thé, viéc phan tich nhdn 13 13 phir hop
d6i v6i tip dir liéu dang xét.

- Theo tiéu chi cigenvalue: 6 nhan (& dugc trich
ra déu co gid tri eigenvalue 16n hon 1 (dat tiéu
chuin) vi phuong sai trich > 0.5 biing 67.294%

(dat tiéu chudn). diéu nity c6 nghia 13 6 nhan t6

dude rit ra c6 thé iai thich dudc 67.294% sy bi€n
thién cia tip dir liéu.

Sau khi ki€m tra do phii hp cda thang do, cdc
nhin & dudc trich ra phit hgp vdi cd s3 1y thuyét
do d6 dugc thang nhat goi tén nhu lic ddu.

6.3.2. Phan tich EFA cho bién phu thugc sit haii
long

- Gid trf KM0=0.632 > 0.5: K&1 ludn: di¥ liéu phd
hdp d€ d€ thyc hién phin tich nhan t8 kham phé.

- Mt nhan & dugc trich ra ¢6 gid i eigenvalue
1dn hon 1 (= 1,805), ddm bdo tinh don hudng va
phuang sai trich > 0,5 biing 60.181% (dat tiéu
chudn), diéu ndy ¢6 nghia 3 nhan 18 duge rilt ra c§
thé gidi thich dwoc 60.181% thay d8i cda nhan &
su hai 10ng cda doanh nghiép.

- Hé s6 tai nhan 3 clia nam bi€n quan sit déu
1n hon 0,5: dat yéu ciu. Sau khi ki€m tra d phi
hdp ctia thang do, nhin 8 dude trich ra dudc thng
nhét goi tén nhu ldc dau.

7. Ki€m dinh gii thuy€t nghién cifu

7.1. Kiém dinh hé sé tdong quan

Tat cd cdc nhin 18 doc 1ap déu 6 wong quan
v6i nhan 18 phy thude (131 ca cic ki€ém dinh déu
c6 § nghia théng ké (< 5%) v61 dd tin cay 95%) do
d6 dat yéu cdu rude khi ti&n hanh phan tich hoi
quy.

7.2. Kiém dinh gid thuyét va phdn tich héi quy
da bién 1

So sdnh dnh hudng ciia cdc nhém trong mbi
bi&n ki€m so4t 61 y dinh mua rau an loin.

Ki€m dinh Levene test (Loai hinh doanh
nghiép): Sig = 0,000 < 0.05. K tuan: Phudng sai
gilfa cic nhém khong ddng nhat do d6 khéng dd
diéu kién d€ pban tich u&€p ANOVA.

Kiém dinh Levene test (Thdi gian hoat déng):
Sig = 0.171> 0.05: K&t luan phuong sai gita cic
nhém déng nhdt, di diéu kién dé phan tich
ANOVA.

Kiém dinh ANOVA test: Sig = 0,000 < 0,05.
K&t 1udn ¢6 sy khic biét vé su hai long cia doanh
nghiép theo thdi gian hoat dgng.

8. Thao lugn va ham § quén (ri

Y&u 18 “Cd 56 vat chal” c6 hé s8 hdt quy B, =
0,447 6 nghia [a khi cdc yéu 18 khac 14 khong d3i
vi khéng tinh d€n dnh hudng cla cdc y&u 18 khic
ma nghién citu khong xem xét thi mot cach trung
binh khi cdm nhén tich cye (hofic uéu cyc) cia
khach hang d6i véi co s§ vit chat ctia 18 chife tang
1&n 1 dgn vi thi su hai 1dng cla khdch hing véi
chdt lugng dich vu hanh chinh cong sé ting lén
(hodc gidm di) [€n 0.447 ddn vi (44.7%) (Sig =
0,000 < 0,05). Piéu ndy ham y la néu 14 chirc
mudn cai thién chat lugng dich vu hinh chinh
cdng dua vao sy hai long cda doanh nghiép thi
cin thi€l phdi c6 bién phdp dé ning cao chdt
lugng co s§ vit chit cia (8 chde. Trong khi d6,
“Muc d3 dp Gng” c6 hé s8 hdi quy 42 = 0.417
madt cdch trung binh khi cdm nhan tich cuc (hoiic
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uéu cuc) cda doanh nghlép déi vdi cic mic do
d4p tng cia (6 chic clia (6 chife tang 1én 1 don vi
thi sy hai 1ong cia doanh nghiép vdi chdt lugng
dich vu hanh chinh cdng sé tang Ién (hodc gidm
di)1én 0,417 ddn vi (41,7%) Diéunay hamy ring
néu doanh nghiép c6 nhan thie tich cyc vé miic
46 dap \tng cia 18 chiee thi ho sé hai ldng cao han
v@i chit lugng dich vu hanh chinh céng cida &
chire do d6 néu 13 chitc mud cai thién chal luong
dich vu hanh chinh cong dva vio sy hit ldng cia
doanh nghiép thi cin thi€t phi cé bién phap dé
ning cao sy ddp ing cho khdch hang. D&i vdi
SKHVDT tinh Lim Bdng,

SKH&PT cdn tham gia xiiy dung cdc chinh
sdch. k& hoach, chuong trinh tr6 gidp cdc doanh
nghiép nhé va vira; phdi hgp thio gd khé khan,
vidng mic trong sdn xuit - kinh doanh clla cic
doanh nghlcp tham gia tham muu cho UBND (inh
trong t& chitc va thye hién cic hoi nghy dét thoai
giita chinh quyén va doanh nghiép; ph6i hgp dé
Xudt tuyén duang, khen thudng cic cd nhén, (&
chitc ¢é thanh tich xudt sdc trong hoat dong sin
Xuat - kinh doanh va cong tic xa hoi.

Trong (hdi gian t8i, UBND Tinh chi dao cdc sd.
nganh va dia phudng wrién khai ¢6 hiéu qué cic
nhiém vy CCHC, dic bigt 12 (i€p tyc thyc hién va
hoan thién viéc ddnh gid, cong bd chi 56 CCHC
cip sd, huyén, cap xa.

Cic 18 chic nén tap trung nang cao chit lugng
clia cdc y&u 18 thude vé chit lugng dich v, Ngoii
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STUDYING THE SATISFACTION LEVEL OF ENTERPRISES
WHEN USING THE PUBLIC ADMINISTRATIVE SERVICES
PROVIDING BY DEPARTMENT OF PLANNING
AND INVESTMENT LAM DONG PROVINCE

® Ph.D NGUYEN THI PHUONG THAO
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® DANG HOAI LAM
Department of Planning and investment Lam Dong Province

ABSTRACT:

It is necessary 10 improve the quality of public admunistrative services in order to narrow the
gap between 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 when it meets or surpasses the expectation level of organizations and individuals who use
the public administrative services. However, to measure exactly 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 quality of pubhc adminisirauve
services provision at Department of Planning and [nvestment Lam Dong Province.

Keywords: Satisfaction level, public administrative services, enterprise.
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