
TAP CHi CONG THirOlNG 

CAC YEU TO ANH HlJdNG DEN SU HAI LONG 
CUA NGlJCfl DAN KHI Si/ DUNG DICH VU 

HANH CHINH CONG T^I UY BAN NHAN DAN 
THANH PHO VUNG TAU 

• PHAM NGQC Dl/C(NG - TRUCiNG THE HAI 

TOM TAT: 
Dd tai "Cdc yeu td' anh hffdng de'n sff hai Idng cua ngffdi dSn khi sff dung dich vu hanh chinh 

cdng lai Thanh phd Vilng Tau" nham mue dieh xac dinh cac yeu td dnh hffdng den sff hai Idng 
cua ngffdi ddn khi hp sff dung cde dieh vu hanh chinh cdng tai Uy ban; Td'ng hdp cde ly Ihuydt 
v& xay drfng md hinh nghidn cffu ve cac ye'u to anh hffdng de'n sff hai Idng cua ngffdi dan ddi vdi 
sff cung ffng cac dich vu hanh chinh edng tai UBND Thanh phd Vung Tau; Do Iffdng tdc ddng 
ciia tffng ydu id' dd'i vdi sff hai long cfla ngffdi ddn; Kidm dinh sff khac biel ve sff hai Idng theo 
gidi tinh, dd tudi, nghd nghiep, trinh dd, mffc dp sffdung dieh vu. Qua dddd xud't ede ham y qudn 
tri, giup lanh dao UBND Thanh phd dffa ra nhffng giai phap phu hdp nham nang cao mffe dp hai 
Idng ciia ngffdi dan. 

Tiif khoa: Sff hdi long, dieh vu hanh chinh cdng. 

I. D§t vS'n d§ 
Tren the' gidi cQng nhff d Viet Nam hidn nay 

da cd mdt so' bdi nghien effu de cap de'n sff hai 
Idng cua ngffdi dan ve dich vu hanh chinh cdng 
vdi cac quan didm, trf trfdng eung nhrf hrfdng tie'p 
edn khdc nhau. Tuy nhien, den ihdi diem hien tai 
van chrfa cd nghien cffu chinh thffc nao ve srf hai 
long eua ngrfdi dan dd'i vdi dich vu hanh chinh 
cdng drfdc thrfc hien lai UBND thanh phd' Vung 
Tau. Hdn nffa, UBND Thanh phd hidn cung da 
va dang trien khai xay dffng mdt chinh quyen 
than thien, hien dai, hrfdng de'n mdt nen hanh 
chinh edng hoan thien, gan gui vdi ngrfdi dan hdn 
trdng trfdng lai. 

1. Ket qua nghidn cffu 
1.1. Ket qud thong ke mo td 
1.1.1. Gidi tinh 
Trong so' 170 mdu khao sat ed 92 ngrfdi la nam 

chiem 54.1% va cd 78 ngrfdi la nff chie'm 45.9% 
trong tdng sd' khao sat. Ty le nam nff ciing gin 
bdng nhau ndn mffc dp phan tan ddng deu, khong 
cd srf ehenh lech qua nhieu giffa nhffng ngrfdi difdc 
khao sat. 

1.1.2. Do tuoi 
Trong sd 170 mdu khao sat ed 48 ngrfdi cd d6 

tudi drfdi 25 tudi chid'm 28.2%; dp tudi tff 25 ddn 34 
tudi cd 41 ngrfdi chie'm 24.1 %; dp tudi tff 35 dd'n 49 
tudi ed 38 ngffdi chie'm 22.4%; dd Iudi tff 50 den 60 
cd 25 ngrfdi chiem 14.7% va dp tuoi tren 60 tu^i c6 
18 ngrfdi chie'm 10.6%. 

1.1.3. Nghe nghiip 
Trong tdng sd 170 mdu khao sal cd 40 ngffdi la 

cdng chffc vidn chffc chie'm 23.5%; 49 ngffdi la 
sinh vien chidm 28.8%; 23 ngrfdi nghi brfu chiem 
13.5%; 25 ngrfdi la npi trd/lao ddng trf do chiem 
14.7% va 10 ngrfdi lam nghe khae chiem 5.9%. 
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1.1.4. Trinh do hoc vd'n 
Trong tdng sd 170 mlu khao sat ed 17 ngffdi 

biel dpc, bid't vid't chiem 10%; 35 ngrfdi cd trinh dp 
phd thdng chiem 20.6%; 43 ngffdi cd trinh dp Day 
nghd/Trung cd̂ p chiem 25.3%; 42 ngrfdi cd trinh dp 
cao dang/dai hpe chid'm 24.7% va 33 ngrfdi cd trinh 
dp dai hpc trd len chie'm 19.4%. 

1.1.5. Mdc do sd dung dich vu 
Trong tdng sd'170 mau khao sdt cd 31 ngffdi cd 

mrfcdO sffdung hang ngay chid'm 18.2%; 66 ngffdi 
cd mffc dp sff dung hang luin chie'm 38.8%; 58 
ngffdi ed mffc dp sff dung hang thang chie'm 34,1 % 
va 15 ngffdi cd mffe dp sff dung hang nam chiem 
8.8%. 

1.2. Ki't qud kiem dinh thang do Cronbach 's 
Alpha 

1.2.1. Thang do tie'p can dich vu 
Thang do "Tidp can dich vu" cd he so 

Cronbach's Alpha la 0.778 (> 0.6), he sd nay cd y 
nghia, tuy nhidn he so tffdng quan bid'n long ciia 
bidnTCDVl la 0.051 nhd hdn tieu chuan cho phep 
(0.3) ndn phdi loai bid'n nay ra dd tinh todn lai hd sd' 
Cronbach's Alpha cho thang do nay. 

7.2.2. Thang do ndng lUc cua nhdn viin 
Thang do "Nang life ciia nhan vidn" cd he so' 

Cronbach's Alpha la 0.822 (> 0.6), he sd' nay ed y 
nghia va sff dung dffdc trong cac phdn lich tid'p 
theo. Cache so'trfdng quan bid'n tong eiia ede bie'n 
trong thang do deu > 0.3 (Idn hdn lidu chuan cho 
phep la 0.3). Bdn eanh dd, he so' Alpha ne'u loai 
eua cdc bie'n deu nhd hdn he so Cronbach's Alpha 
ndn cac bid'n trong thang do ndy deu drfdc sff dung 
trong phdn lich tidp theo. 

1.2.3. Thang do thdi do phuc vu cda nhdn viin 
(Bdng 1.1). 

1.2.4. Thang do thu tue hdnh chinh 
Thang do "Thii tue hanh ehinh" ed hd sd 

Cronbach's Alpha la 0.825 (>0.6), he sd'nay cd y 
nghia va sff dung drfpc trong eac phan tich tie'p 
theo. Cache sdlffdng quan bien tdng eua cae bid'n 
trong thang do deu > 0.3 (ldn hdn lieu chuan cho 
phep la 0.3). 

1.2.5. Thang do ke't qud gidi quye't thu tuc 
Thang do "Kd't qua giai quye't ihii tue " cd he sd 

Cronbach's Alpha Id 0.821 (>0.6), he sdnayed y 
nghia va sff dung dffdc Irong cac phan tich tie'p 

Bang 1.1. Ket qua kiem djnh thang do thai dp phuc vu cua nhan vien 

Thong ke d$ tin c$y 

Gia tr| Cronbach Alpha 

0.826 

So bleh quan sat 

5 

Item-Total Statistics 

Vui ve, c6i md ktii tiep niian, xLf ly va tra î et 
qua(TDNVI) 

Kiiong lam viec rieng trong gici hanh chinh 
{TDNV2) 

Khong nhung nhieu, phign ha ngudi dan khi 
giai quyet ho so (TDNV3) 

Ddi xii cong bang vdi tat ca mpi ngudi 

(TDNV4) 

Biet xinldlngUdidSn khi ban thannhSn vien 

pham sai sdt, Cham trehd so (TDNV5) 

Trung binh thang 
do neu bleh nay 

b| loal bo 

15,49 

15.59 

15.49 

15,51 

15.52 

PhUdng sal ttiang 
do neu bien nay b| 

loalbd 

4.015 

4.031 

4.393 

4.027 

4.417 

TUdng quan 
bl§h-tdng 
hi$u chfnh 

0.662 

0.633 

0.576 

0.634 

0.603 

Gia tn Cronbach 
Alpha n@u bl§h 

nay b| loalbd 

0.779 

0.788 

0.804 

0.788 

0.797 

Ngudn: Kit qud xd ly so liiu tren SPSS 
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theo. Cae he sd' tffdng quan bid'n tong eiia cac bie'n 
trong thang do deu > 0.3 (ldn hdn tieu chuan cho 
phep la 0.3). 

1.2.6. Thang do phdn hoi, gdp y 
Thang do "Phan hdi gdp y" cd he so 

Cronbach's Alpha la 0.865 (> 0.6), he sd'nay cd y 
nghia va sff dung drfdc trong eae phan tich tiep 
theo. Cac he sd tffdng quan bid'n tdng ciia cac bie'n 
trong thang do deu > 0.3 (ldn hdn tidu chud'n cho 
phep la 0.3).. 

1.2.7. Thang do suhdi long 
Thang do "Sff hai Idng" cd he sd Cronbach's 

Alpha la 0.864 (> 0.6), he sd nay cd y nghia va sff 
dung drfdc trdng cdc phan tich tiep theo. Cac he sd 
tffdng quan bid'n tdng ciia cac bid'n trong thang do 
deu > 0.3 (ldn hdn tidu ehuin cho phep la 0.3). 

1.3. Ki't qud phdn tich nhdn to khdm phd 
(EFA) 

Sau khi phdn tich Cronbach's Alpha, he sd' tin 
eay eua cdc thang do deu Idn hdn 0.6; ede hd so' 
tffdng quan bie'n tdng deu Idn hdn 0.3; chi cd bie'n 
TCDVl (Dia didm thuan tidn, dd nhan bie't) thd'p 
hdn 0.3 khdng dii tin cay ndn da hi loai. Do dd, khi 
phan tich nhan td' kham phd se loai bd bid'n 
TCDVl va phan lich nhan Id' dffdc tie'n hanh theo 
phffdng phap trich ydu td' Principal Component 
Analist vdi phdp xoay Varimax, ke't qua nhff sau: 

1.3.1. Kiem dinh ttnh thich hop cua EFA 

Bang 1.2. Kiem djnh KMO va Bartlett 

KMO and BartletTs Test 

He so KMO 

Kiem 
djnh 

Bartlett 

Gia tn Chi binh phUdng xap xi 

df 

Sig. 

0.762 

2062.448 

378 

0.000 

Nguon: Ki't qud xvt ly sd'lieu trin SPSS 

Ta cd KMO = 0.762, thda man dieu kien 0.5 < 
KMO < 1, phan tich nhan id' kham phd la thich hdp 
eho dff lieu thffc le'. 

1.3.2. Kiem dinh mdc dd gidi thich cua cdc bie'n 
quan sdt dd'i vdi nhdn to 

Cdt Cumulative eho bidt tri sd'phffdng sai trich 
la 63.864%. Dieu nay cd nghia la 63.864% thay 
ddi ciia cdc yd'u td dffdc giai thich bdi ede bien 
quan sat. 

1.3.3. Ke't qud ctia mo hinh EFA 
Cd 6 yeu to'dai dien cho viec danh gid srf hai 

long ciia ngffdi ddn khi sff dung dich vu hanh chinh 
cdng tai phffdng. 

Yeu to 1 (Component 1) bao gdm cdc bien: 
TCDV2, TCDV3, TCDV4, TCDV5, TCDV6, 
TCDV7. Dat ten cho yd'u id nay la TCDV (Tiep 
can dich vu). 

Yeu to 2 (Component 2) bao gdm cdc bie'n: 
TTHCl, TTHC2, TTHC3, TTHC4, TTHC5. Dat 
ten eho yd'u id' nay la TTHC (Thu tuc hanh chinh). 

Yi'u to 3 (Component 3) bao gdm cde bie'n: 
TDNVl, TDNV2, TDNV3, TDNV4, TDNV5. Dat 
ten cho ye'u td' nay la TDNV (Thai dp ciia nhan 
vien). 

Yeu to 4 (Component 4) bao gdm cdc bid'n: 
PHGYl, PHGY2, PHGY3, PHGY4. Dat ten cho 
yd'u td'nay la PHGY (Phdn hdi gdp y). 

Yi'u to 5 (Component 5) bao gdm cac bicD: 
NLNVl, NLNV2, NLNV3, NLNV4. Dat ten cho 
ye'u td' nay la NLNV (Nang life cua nhdn vien). 

Yi'u td' 6 (Component 6) bao gdm cdc bien: 
KQTTl, KQTT2, KQTT3, KQTT4. Dat ten cho 
ye'u id nay la KQTT (Kd't qua giai quyd't Ihu luc). 

1.4. Ke't qud phdn tich tiOMg quan vd hoi quy 
1.4.1. Kit qud phdn tich tucfng quan 
Xet dd'n mffc dp tffdng quan, ke't qud cho ±S'y, 

mdi quan he manh nhat la md'i quan he giffa bidn 
ddc lap F6 (kel qua giai quye'l thii tuc) vdi bien 
phu thude SAT (sff hai long ehung) vdi he sdlffdng 
quan bang 0.521, tie'p dd'n la F3 (thai dp ciia nhan 
vie n) vdi he sd tffdng quan bdng 0.440, liep ddn la 
F5 (nang Iffe cua nhan vidn) vdi he sd tffdng quan 
bang 0.404, lie'p de'n la F4 (phan hdi gdp y) vdi he' 
sd' tffdng quan bang 0.297, va cud'i ciing la Fl (hep 
can dich vu). 

1.4.2. Kiem dinh mdc do phii hop cua mo hinh 
* Mffc dp giai thich cua md hinh (Bang 1.3). 
Kd't qua cho tha'y R̂  hieu chinh (Adjusted R 

Square) la 0.526. Nhff vay, cd the ke'l luan 52.6% 
thay ddi trong sff hai Idng eua ngffdi dan dffde giai 
thich bdi 5 bid'n ddc lap. 

* Mffc dp phu hdp (Bang 1.4). 
Gid sff Ho la md hinh khdng phu hdp. 

Hi la md hinh phu hdp. 
Ta cd Sig. <=0.01, ed the kd't luan r^ng md hinh 

drfa ra phu hdp vdi dff lidu thffc td (chd'p nhan HI, 
bac bd HO). Hay ndi edch khdc, cac bidn ddc lap 
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Bang 1.3. Tom tdt mo hinh 

ldm tat md hinh 

Mo 
hinh 

1 

Gia 

tnR 

0.735 

Rblnh 
phUdng 

0.640 

Rblnh 
phUdng 

hl§u chinh 

0.526 

Sai so 
chuan cua 
udc ludng 

0.37288 

Thdng ke thay doi 

R Square 
Change 

0.540 

F Change 

38.548 

df1 

5 

df2 

164 

Sig.F 
Change 

0.000 

ill 

2.137 

Ngudn: Ket qud xvl ly so liiu tren SPSS 

Bdng 1.4. Phan tich phUOng sai (ANOVA) 

ANOVA" 

Md hinh 

1 

Hdi quy 

Phan du 

Tdng cong 

Tong cac binh phUdng 

26.798 

22.802 

49.601 

df 

5 

164 

169 

Tmng binh binh phudng 

5.360 

0.139 

F 

38.548 

Sig. 

0.000 

cd trfdng quan tuydn tinh vdi bid'n phu thudc vdi 
mffc dp tin cdy 99%. 

1.4.3. Kiim dinh he .so hoi quy 
Cdc bid'n Fl, F3, F4, F5, F6 cd Sig.<=0.05, do 

do cac bid'n nay trfdng quan cd y nghia vdi bid'n Srf 
hai long chung (SAT) vdi dp dn cay 95%. 

Phffdng tiinh hdi quy ehrfa chuan hda: 
SAT=-1.476 + 0.231*F1 + 0.362*F3 

+ 0.198*F4 + 0.214*F5 + 372*F6 
1.4.4. Kiem dinh phucmg sai cua phdn du thay 

doi 
Ci 5 bid'n deu cd mrfe y nghia (Sig.) ldn hdn 

0.05. Nhff vay, kiem dinh Spearman eho bid't 
phffdng sai ciia phan dff khdng thay ddi. Qua cac 
kidm dinh eiia md hinh hdi quy, cac bid'n ed y 
nghia Ihd'ng ke bao gdm: Fl, F3, F4, F5, F6. 

1.4.5. Thdo ludn ke't qud hoi quy 
Bie'n TCDV ddng gdp 16.45%, bid'n TDNV 

ddng gdp 24.63%, bie'n PHGY ddng gdp 15.26%, 
bien NLNV ddng gdp 16.74% va bie'n KQTT ddng 
gdp 26.92%. Nhrf vay, thff tff anh hffdng ciia ede 
yeu id de'n sff hai Idng ciia ngffdi ddn la KQTT, 
TDNV, NLNV, TCDV vd PHGY. 

Ta cd Phffdng trinh hdi quy chud'n hda: 
SAT = 0.223*FI + 0.334*F3 + 0.207*F4 

+ 0.227*F5 + 0.365*F6 
Nhan xet: 

Nguon: Ki't qud xd ly so liiu trin SPSS 

-10.3651 la he sd hdi quy ldn nhat, do vay F6 la 
gid tri tae ddng manh nhd't de'n SAT. 

-10. 3341 la he so hdi quy ldn thff hai, do vay F3 
la gid tri tde ddng thff hai dd'n SAT. 

-10.2271 ia he sd'hdi quy ldn thff ba, do vay F5 
la gia tri tdc ddng thff ba dd'n SAT. 

-10.2231 la he sd hdi quy Idn thff tff, do vdy Fl 
la gia tri tac ddng thff iff dd'n SAT. 

-10.2071 Id hd sdhdi quy nhd nha't, do vdy F4 Id 
gid tri lac ddng thff nam den SAT. 

1.5. Do dm cdc vipham gid dinh hoi quy 
1.5.1. Kiem dinh da cong tuyen 
Tff kd't qua, ta nhan tha'y gia tri VIF ciia cac 

bid'n ddc lap deu trfdng dd'i nhd, trong dd bid'n ddc 
lapF5cd gia tri VIF cao nha't eh! bang 1,176. Theo 
quan diem cua Hoang Trong va Chu Nguyen 
Mdng Ngpc (2008) thi gia tri VIF> 10 thi mdi lam 
md hinh bi da cdng tuyd'n. Vi vay, cd thd kd'l ludn, 
md hinh khdng xay ra hien trfdng da cdng luye'n. 

1.5.2. Gid dinh phdn phoi chudn cua phdn du 
Bidu do tan sd Histogram eho thay dffdng cong 

phan phdi chuan ddt chdng len bieu do, gid Iri 
trung binh ra't nhd gan bang 0 (mean=-4.31E-15) 
va dp lech ehuan gan bdng 1 (Std.Dev=0.985), 
dieu nay cho tha'y phan phdi ciia phan dff xd'p xi 
chuan. 

1.5.3. Gid dinh lien he tuyi'n tinh 
Xem xel md'i quan he giffa phan dff chuan hda 

So 2-Thang 2/2019 255 



TAP CHi CONG THKlNG 

va gia tri dff doan thdng qua bidu do phan tan, 
nd'u gia dinh lidn he tuye'n tinh va phffdng sai 
bang nhau dffdc thda man thi se khdng cd lidn hd 
giffa gid tri dff dodn va phan dff chuan hda, ehung 
se phan tan ngau nhien xung quanh mdt dffdng 
di qua true tung dp 0 va khdng tao thanh mdi hinh 
cu thd. 

1.6. Ke't qua kiem dinh sd khdc biet v$ stf hdi 
long cua ngddi ddn theo dgc diem nhdn khdu hpc 

1.6.1. Kiem dinh sU khdc biet theo gidi tinh 
Ke't qua kiem dinh Levene eho thd'y, gia tri Sig 

= 0.633 >0.05 nen phrfdng sai giffa hai gidi tinh la 
khdng khde nhau. 

Gid trj Sig T-lest=0.292 >0.05 do dd khdng cd 
srf khae bidl ve srf hai long eua ngrfdi dan ed gidi 
linh khdc nhau. 

1.6.2. Kiem dinh sU khdc biit theo dd tudi 
Kd't qua kidm dinh Levene cho tha'y, gid tri Sig 

= 0.336 >0.05 ndn phrfdng sai giffa cdc nhdm tudi 
la khdng khdc nhau. 

Kd't qua kidm dinh ANOVA cho tha'y, bang ke't 
qua cd gia tri Sig = 0.670 > 0.05, ndn ed ed sd 
khang dinh khdng cd srf khdc biel ve sff hai long 
ciia ngrfdi dan d nhffng nhdm tudi khde nhau. 

1.6.3. Kiem dinh sukhdc biet theo nghe nghiep 
Ke'l qua kidm dinh ANOVA cho tha'y, bang ke't 

qud cd gid tri Sig = 0.778 > 0.05, ndn cd cd sd 
khang dinh khdng cd sff khac bidt ve srf hai long 
eiia ngffdi ddn d nhffng nhdm nghe nghiep khae 
nhau. 

1.6.4. Kiim dinh su khdc biet theo trinh do 
Ket qua kidm dinh Levene cho tha'y, gia tri Sig 

= 0.286 >0.05 nen phrfdng sai giffa cdc nhdm trinh 
dp la khdng khac nhau. 

Kd'lquakidmdinh ANOVA cho thd'y, bang ke't 
qua cd gid tri Sig = 0.586 > 0.05, nen cd ed sd 
khang dinh khdng ed sff khae biet ve sff hai long 
ciia ngffdi dan d nhffng nhdm trinh do khae nhau. 

1.6.5. Kiem dinh su khdc biet theo mdc do sd 
dung dich vu 

Ket qud kidm dinh Levene eho tha'y, gia tri Sig 
= 0.688 >0.05 ndn phffdng sai giffa cac nhdm mffc 
dp sff dung la khdng khac nhau. 

Ke't qua kiem dinh ANOVA eho tha'y, bang ke't 
qua ed gia tri Sig = 0.307 

> 0.05, nen cd cd sd khang dinh khdng cd srf 
khdc bidt ve sff hai Idng eiia ngffdi ddn d nhffng 
nhdm mffe dp sff dung khac nhau. 

2. Ham y quan tri 
2.1. Ke't qud gidi quyi't thu tifC 
Mot Id, xdy dffng hd sd thed ddi qud trinh ldm 

vide, quy dinh trach nhiem rang bude giffa cdc 
phdng ban, cac bd phan chuydn mdn trong giai 
quyd't edng viec nham dam bao kd't qua dau ra d̂ y 
dii, chinh xac. 

Hai Id, phai cd sff phd'i hdp chat che giffa cac 
phdng ban ehuyen mdn, thffdng xuyen ra sodl cai 
tie'n quy trinh tff khau tid'p nhdn, thu ly, luan 
ehuyen va tra ke't qua dam bao ddng thdi gian quy 
dinh. 

Ba la, thffdng xuydn cdp nhat, nidm ydi cdc loai 
phi, le phi trong tffng linh vffc, dam bao thu diing, 
thu du Iheo quy dinh cua Nha nffde. 

Bdn la, nham dd't kiem thdi gian, chi phi cho 
ngffdi ddn, UBND phffdng nen trien khai vide thifc 
hien tie'p nhan va tra hd sd ke't qua giai quyet thii 
luc hanh chinh thdng qua bffu dien can cff vao 
Quye'l dinh sd 45/2016/QD-TTg ke tff ngay 
16/12/2016. 

2.2. Thdi d$ cua nhdn vien 
Yd'u Id' thdi dp cua nhan vien ddng vai trd quan 

trpng thff hai tdc ddng de'n sff hai long cua ngrfdi 
dan. 

Do dd, nham hffdng de'n xdy dffng mdt chinh 
quydn than thien, ddp ffng ngay cang cao srf h&i 
long ciia ngrfdi dan can thrfc hidn cac nhdm gi3i 
phap sau: 

Mot Id, nang eao linh than trach nhidm, thai dp 
lam viec phuc vu ngffdi dan dd'i vdi CBCC trrfc 
tid'p lam viec tai bd phan tiep nhdn hd sd vd trS 
kdl qua thdng qua vide kidm tra, gidm sat thffdng 
xuydn hoac dot xua't. 

Hai la, thffdng xuydn hpp danh gia ndi bd giifa 
nhffng CBCC lam vide tai bd phan tiep nhan h6 sd 
va Ira kd't qud, thang than gdp y, trao ddi kinh 
nghidm dd giiip nhau eung lien bd, trdnh be phdi 
chia re doan ke't npi bd. 

Ba la, can xay dffng che dp khen thffdng hdp 
ly, xff l-y ngay dd'i vdi nhffng irffdng hdp CBCC cii 
bidu hidn tidu cffc, khdng de tdi dien nhffng tieu 
cffc dd trong trfdng lai. 

2.3. Ndng lde cua nhdn vien 
Ye'u to nang Irfe eua nhdn vidn ddng vai tr6 

quan trpng thff ba lde ddng den sff hai long cua 
ngffdi dan. 

Dd nang eao hdn nffa sff hai long eua ngffdi dan 
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can tap trung thffc hidn cac nhdm giai phap sau: 
Mot Id, tid'p luc kien loan va nang cao trinh dp 

chuyen mdn nghiep vu cua CBCC thdng qua vide 
tap hud'n, bdi dffdng nang cao Irinh dp; 

Hai Id, ben canh bdi dffdng ehuydn mdn nghiep 
vu, CBCC eIn dffdc trang bi nhffng ky nang giao 
tiep, ky nang xff ly tinh hud'ng de xff ly cdng vide 
hieu qua, nhanh chdng. 

2.4. Tie'p can dich vu 
Ye'u td'lid'p can dich vu ddng vai trd quan trpng 

thff tff lac ddng dd'n srf hai idng cua ngffdi dan. 
Mgt Id, Ihffe hien nghiem tiic quy chd' ldm vide, 

tang cffdng kidm tra, kidm sodl viec cha'p hanh ndi 
quy quy ehd' lam vide, dac bidt la gid gid'c lam 
viec, ben canh dd cdn phai kidm soat hieu qua 
cdng viec... 

Hai id, bd phan tiep nhan hd sd va tra ke'l qua 
dffde coi la bd mat eiia Uy ban, do dd de lao drfde 
d'n trfdng va thien cam dd'i vdi ngrfdi dan c^n thie't 
phai quy dinh chat che vide thrfc hien ddng phuc 
cho dpi ngu CBCC lam vide tai bd phan nay, dam 
bao trang phuc dong bd, lich srf, trfdm td't. 

Ba Id, xua't phdt tff nhu eau thiel yeu cua ngrfdi 

dan, Uy ban can xem xdt trang bi Ihem may 
photocopy, mdy in de ngffdi dan sff dung mdt mat 
giam bdt thdi gian di lai, ehi phi cho ngffdi dan, mat 
khac tao nen bp mat khang trang, hidn dai cho 
chinh quyen dia phrfdng. 

2.5. Phdn hoi gop y 
Yd'u Id'phan hdi gdp y ddng vai trd quan trpng 

thff ndm lac dpng It nha't dd'n sff hai Idng ciia ngffdi 
dan. 

Tuy nhien gia ti-i trung binh tha'p hdn so vdi cac 
thang do khac, vi vay, de dap ffng ngay cang eao 
sff hai idng ciia ngffdi dan e^n thrfc hidn cdc nhdm 
giai phdp sau: 

Mot Id, niem yet day dii, cdng khai sd' dien 
thoai lanh dao, drfdng ddy ndng d nhffng ndi thuan 
tien, ngffdi dan dd nhin thay nhat. 

Hai Id, thffdng xuydn thu thdp phid'u khao sal 
dich vu tai UBND, hdng luan nen md thung phid'u 
de tdng hdp y kid'n trinh lanh dao xem xet. 

Ba Id, ihie't lap cd che phan hdi nhffng y kie'n 
cua ngffdi dan mdt cdch nhanh chdng, kip thdi, quy 
dinh ro trdch nhiem cho can bp liep nhan ciing nhrf 
lanh dao phu tiach • 
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ABSTRACT: 
This article with the topic of "Factors affectmg people's satisfaction vi'hen using pubhc 

administrative services in Vung Tau City" aims lo identify factors affecting people's satisfaction 
when they use public administrative services al the People's Committee of Vung Tau City. 
Based on theories, this article develops a research model about factors affecting people's 
satisfaction about public administrative services provided by the People's Committee of Vung 
Tau City, measures the impact of each factor on the satisfaction of people and verifies 
differeneies in the satisfaction of people in terms of gender, age, occupation, education level and 
usage level of services. Thereby, this article proposes governance implications to help leaders of 
the People's Committee of Vung Tau City to produce appropriate solutions to improve the 
satisfaction of people when using the public administrative services al the committee. 
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