TAP CHi CONG THUONG

CAC YEU TO ANH HUGNG PEN SU HAI LONG
CUA NGUOGI DAN KHI st DUNG DICH VU
HANH CHINH CONG TAI UY BAN NHAN DAN
THANH PHO VUNG TAU
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TOM TAT:

Dé t2i “Cdc y&u 16 dnh hudng d€n su hai 1ong clia ngudi din khi st dung dich vy hanh chinh
cong tai Thanh phd Viing TAu" nhim muyc dich x4c dinh cdc yeu 13 4nh hufmg d€n sy hdi long
cda ngudi din khi ho st dung cdc dich vy hinh chinh cong tai Uy ban; T8ng hgp céc Iy thuyét
va xay dung mo hioh nghién citu vé& cac y&u 18 Anh hudng d&n sy hai iong cba ngudi dén d6i véi
sy cung tng c4c dich vu hanh chinh cong tai UBND Thinh ph& Viing Tau; Do ludng tdc dong
cla timg y&u 18 dbi vdi sy hiii long cla ngudi din; Ki€m dinh su khéc biét vé sy hai 1dng theo
gidi tinh, d3 wéi, nghé nghiép, trinh d6, mdc 46 st dung dich vu. Qua d6 d& xuit cdc ham ¥ quin
tri, gidp lanh dao UBND Thanh phd dwa ra nhiing gidi phap phd hgp nhim nang cao mac d6 hai

1ong clia ngudi dén.

TW khéa: Sy hai ldng, dich vu hanh chinh cdng.

1. Dit yin dé

Trén th€ gi6i ciing nhu & Viét Nam hién nay
dd c6 mét s6 bai nghién cttu dé cap dén sy hai
15ng ciia ngudi dan vé dich vy hanh chinh cong
véi cdc quan di€m, 1 wéng cung nhu hu’dng liép
cin khic nhau. Tuy nhién, dé€n thdi diém hlén tai
vin chua c6 nghién ciu chinh thic nao vé sy hai
long clia ngudi dan déi véi dich vy hanh chinh
cong duge thuc hién 1ai UBND thanh phé Viing
Tau. Hon nita, UBND Thinh phd hién ciing di
va dang tri€n khai xay dung mét chinh quyén
than thién, hién daj, hudng dé€n mot nén hinh
chinh céng hoan thién, gan gdi v6i ngudi din hon
trong tuong lai.

1. K&t qua nghién cifu

1.1. Két qud théng ké mé td

1.1.1. Gidi rinh

Trong s6 170 mdu khdo sit c6 92 ngudi 12 nam
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chiém 54 1% va c6 78 ngudsi 12 nit chi€m 45. 9
trong 18ng s6 khao sit. Ty 1& nam nit ciing gin
bing nhau nén mdc dé phan tén dng déu, khong
¢6 sy chénh léch qud nhiéu giita nhitng ngudi duge
khdo sat.

1.1.2. P$ di

Trong s6 170 mau khio sit c6 48 ngudi c6 46
wéi dusi 25 wéi chi€m 28.2%:; A6 i tir 25 dén 34
i c6 41 ngudsi chi€m 24.1%: do wi i 35 d&n 49
wdi cd 38 ngudsi chidm 22.4%; db wdi oy 50 dén 60
¢6 25 ngudi chi€m 14.7% va a6 tudi trén 60 tudi cé
18 ngudsi chi€m 10.6%.

1.1.3. Nghé nghi¢p

Trong 16ng s6 170 miu khio sit c6 40 ngudi Id
cong chite vién chite chi€m 23.5%; 49 ngudi 12
sinh vién chi€m 28.8%; 23 ngudi nght huu chiém
13.5%: 25 ngudi 14 ndi trg/lao dong ty do chiém
14.7% va 10 ngudi 1am nghé khic chiém 5.9%.
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1.14. Trinh (I() hoc vin

Trong 18ng 53 170 mAu khio sdt c6 17 ngudsi
bi€t doc, bi€t vi€t chi€m 10%; 35 ngudi c6 trinh do
phd théng chiém 20.6%; 43 ngudi c6 trinh dd Day
nghé/Trung c&p chi€m 25.3%; 42 ngudi c6 trinh 4
cao dﬁng/dai hoc chi€ém 24.7% va 33 ngudi cd trinh
d6 dai hoc trd 1€n chi€m 19.4%.

1.1.5. Mirc @ sit dung dich vu

Trong t8ng 56 170 mau khio st c6 31 ngudsi c6
mic do sir dung hang ngdy chiém 18.2%; 66 ngudi
¢6 mic dd s dung hang tuan chi€m 38.8%; 58
ngudi c6 mic dd st dung hang thing chi€m 34.1%
vi 15 ngudi c6 mitc d6 si dung hiang nim chiém
8.8%.

1.2, Két gud kiém dinh thang do Cronbach’s
Alpha

1.2.1. Thang do 1iép can djch vu

Thang do “Tiép can dich vu" c6 hé s&
Cronbach's Alpha 12 0.778 (> 0.6), hé s& n.xy oy
nghia, tuy nhién bé s tudng quan bi€n Gng cla
bign TCDV 1 12 0.051 nhé hon tiéu chuin cho phép
(0.3) nén phai loai bién ny ra d€ tinh to4n lai hé s&
Cronbach’s Alpha cho thang do nay.

1.2.2. Thang do niing lic ciia nhdn vién

Thang do “Nang lyc cia nhin vién™ ¢6 hé s&
Cronbach’s Alpha la 0.822 (> 0.6), hé s6 nay cb ¥
nghia va st dung dugc trong céc phén tich tiép
theo. C4c hé s& wiong quan bién tdng clia cdc bién
trong thang do déu > 0.3 (I6n hon ti€u chudn cho
phép 12 0.3). Bén canh dd, hé s& Alpha néu loai
ciia cdc bi€n déu nhé hon hé s& Cronbach’s Alpha
nén céc bi€n trong thang do nay déu dugc stf dung
trong phan tich ti€p theo.

1.2.3. Thang do thdi 3¢ phuc vu cia nhan vién
(Bdng 1.1).

1.2.4. Thang do tini tuc hanh chinh

Thang do “Thi twc hanh chinh” ¢é hé s&
Cronbach's Alpha 1a 0.825 (> 0.6), h¢ s& niy c6 §
nghia vi sit dung dugc trong cdc phan tich ti€p
theo. Céc hé s& wong quan bién tdng cla cic bign
trong thang do déu > 0.3 (16n hon tiéu chuin cho
phép 14 0.3).

1.2.5. Thang do két qud gidi quyél thii tuc

Thang do “K&tqua gidi quy&t thd tuc” ¢6 hé s&
Cronbach's Alpha 12 0.821 (> 0.6). hé s& nay ¢6 §
nghia vA st dung dugc trong cdc phan tich ti€p

B&ng 1.1. K&t qud kiém dinh thang do thdi dé phuc vu clia nhan vién

Théng ké df tin cay
Gié tr) Cronbach Alpha S& bién quan sét
0.826 5
ltem-Total Staﬂsus
Trung binh thang Phuong salthang | Tuongquan | Giatr Cronbach
dondublénnay | donsublénnayby | bidn-t3ng | Alphanéubién
by loai bd loal bd hidu chinh nay bj loal bd
Vui v&, cbi md khi ti€p nhan, xf Iy va tra két
qua (TONV1) 15.49 4.015 0.662 0.779
Khong lam viéc riéng trong gié hanh chinh
(TDNV2) 16.59 4.031 0.633 0.788
Khéng nhing nhiéu, phién ha ngudi dan khi 4
5.49 4. .576 0.804
| gidi quyat hé so (TDNV3) 3% ¢
D6i xU cong bang vdi tat ¢ moi ngudi 1551 4027 0.634 0788
(TDNV4)
Biét xin 161 nguéi dan khi ban than nhan vién
. 156.52 4.417 0.603 0.797
pham sai s6t, cham tr& hd sd (TDNVS5)

Nguén: Két qua xit ly s6'liéu trén SPSS
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theo. Cic hé s twdng quan bién 18ng cia cdc bién
trong thang do d&u > 0.3 (I6n hon tiéu chuin cho
phép 1 0.3).

1.2.6. Thang do phan héi, gép y

Thang do “Phdn hdi gép ¥” c6 hé s&
Cronbach’s Alpha I2 0.865 (> 0.6), hé s& ndy c6 ¥
nghia v2 sif dung dudc trong céc phan tich tiép
theo. Cdc hé s6 twong quan bién tdng cia cdc bién
trong thang do déu > 0.3 (16n hon tiéu chudn cho
phép 13 0.3)..

1.2.7. Thang do su hai long

Thang do “Sy hai long" ¢6 hé s§ Cronbach's
Alpha 12 0.864 (> 0.6). hé 58 nay c6 ¥ nghia va s
dung dugc trong cic phan tich ti€p theo. C4c hé s&
tudng quan bi€n dng cda cdc bién trong thang do
déu > 0.3 (16n hon tiéu chudn cho phép 1 0.3).

1.3. Két qud phdn tich nhdn 16" khdm phd
(EFA)

Sau khi phén tich Cronbach’s Alpha, hé s6 tin
cdy clia c4c thang do déu I6n hon 0.6; céc hé s6
wong quan bién dng déu I6n bon 0.3; chi cé bién
TCDVI (Pia diém thuan tién, d& nhin bict) thip
hdn 0.3 khéng di tin cdy nén di bj loai. Do d6, khi
phan tich nhin 18 khdm phd sé loai bé bi&n
TCDV1 vA phan tich nhin &' dugc ti€n hanh theo
phudng phép trich y&u & Principal Component
Analist v6i phép xoay Varimax, k€t qua nhu sau:

1.3.1. Kiém dinh tinh thich hop ciia EFA

BAng 1.2. Kiém dinh KMO va Barllett

KMO and Bartlett's Test
Ha s6 KMO 0.762
Wiém ‘ Gi4 try chi binh phuong x&p xi | 2062.448
dinh df 378
Bartlett Sig. 0.000 |

Nguén: Két qua xi Iy s6'ligu trén SPSS

Ta c6 KMO = 0.762, thda man diéu kién 0.5 <
KMO < 1, phan tich nhin t§ khdm phi 13 thich hgp
cho dit liéu thyc (€.

1.3.2. Kiém dinh mite d gidi thich clia cdc bién
quan st di vdi nhén 16

C6t Cumulative cho bi€t trj s6 phuang sai trich
1a 63.864%. Diéu ndy c6 nghia 1a 63.864% thay
déi cha cdc y&u 18 dugc gidi thich bdi cdc bign
quan sit.
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1.3.3. Két qua ciia mo hinh EFA

C6 6 y&u (6 dai dién cho viéc ddnh gid sy hi
1dng cia ngudi dan khi st dung dich vu hanh chioh
cong tai phudng.

Yéu 16" 1 (Component 1) bao gbm céc bién:
TCDV2, TCDV3, TCDV4, TCDVS5, TCDVs,
TCDV7. Bat én cho yéu (8 nay 12 TCDV (Tip
can dich vy).

Yéu 16 2 (Component 2) bao gdm cédc bién:
TTHCI, TTHC2, TTHC3, TTHC4, TTHCS. bat
tén cho yé’u 15 nay 13 TTHC (Thd tuc hanh chinh).

Yéu 16 3 (Component 3) bao gdm cdc bién;
TONVI, TDNV2. TDNV3, TDNV4, TDNVS. bjt
tén cho y&u (8 nay 1a TDNV (Th4i dd cda nhin
vién).

Yéu 16 4 (Component 4) bao gbm cdc bién:
PHGY1, PHGY2, PHGY3, PHGY4. Bit tén cho
y&€u 18 nay 13 PHGY (Phdn hoi gép y).

Yéu 165 (Component 5) bao gom cic bién:
NLNVI[, NLNV2, NLNV3, NLNV4. B3t tén cho
y&u (8 nay 1a NLNV (Ning lyc cda nhin vién).

Yéu 16 6 (Component 6) bao gdm céc bién:
KQTTI, KQTT2, KQTT3, KQTT4. Bt tén cho
y&u (& nay 1A KQTT (K&t qua giai quy€t th ryc).

1.4, Két qud phdn tich tiong quan va hoi quy

1.4.1. K&t qud phan tich tuong quan

Xét d€n mac A8 tudng quan, k&t qua cho Lhay,
m&i quan hé¢ manh nhat Ii m&i quan hé gitra bi€n
adc¢ 1ap F6 (k&t qua gidi quy€t thd tuc) véi bién
phu thudc SAT (syf hai long chung) v6i hé s6 fudag
quan biing 0.521, ti€p d&n 12 F3 (th4i do cia nhin
vién) v6i hé s6 tuang quan bing 0.440, (i€p dén 13
F5 (niing lyc ciia nhan vién) v8i hé s8 wdng quan
biing 0.404. i€p d€n 1a F4 (phan hdi gép ) véihé
56 twong quan bing 0.297, va cudi cang 1 F1 (6€p
can dich vu).

1.4.2. Kiém dinh mie d6 phit hgp ciia mé hinh

* Mtc d6 gidi thich ciia mé hinh (Bang 1.3).

K&t qua cho thd'y R? hiéu chinh (Adjusted R
Square) 12 0.526. Nhu vay, ¢6 thé két luin 52.6%
thay d8i trong su hai 1ong cda ngudi din dugc gidi
thich bdi 5 bi€n doc 1ap.

* Mite do phis hgp (Bing 1.4).

Gid sif Ho 12 mé hinh khdng phd hgp.

H, 12 mé binh pbi hop.

Ta c6 Sig. <=0.01, ¢6 thé két ludn riing mé hinh
dva ra phil hgp vdi dir liéu thyc & (chdp nhan HI,
bac bd HO). Hay néi cdch khic, cac bién déc lip
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BAng 1.3. T6m tat mé hinh

L Tom &t ma hinh ]
w ok | o | e [ Tt = |
hih | R | phuong | LT | e luong Ch::‘g’:’ FChange| dft | df2 csra.:e Watson
u 0.735 | 0.540 0.526 0.37288 0.540 38.518 5 164 0.000 2137 |
Nguén: Két qud xit Iy 56 liéu rén SPSS
8dng 1.4. Phan tich phudng sai (ANOVA)
ANOVA®
Mé hinh Téng céc binh phudng df Trung binh binh phuong F Sig.
H6i quy 26.798 5 5.360 38.548 0.000
1 Phén du 22.802 164 0.139
| Téng cong 49.601 169

6 twong quan tuy€n tinh vai bién phu thugc véi
mifc 8§ tin cdy 99%.

1.4.3. Kiém dinh hé 56 hdi quy

Céc bi€n F1, F3, F4, F5, F6 ¢6 Sig.<=0.05, do
d6 cdc bi€n ndy wWong quan c6 ¥ nghia vdi bién Sy
hai long chung (SAT) v6i 9 tin cdy 95%.

Phuang trinh hdi quy chua chun héa:

SAT="1.476 + 0.231*F1 + 0.362*F3

+0.198%F4 + 0.214*F5 + 372*F6

1.4.4. Kiém dinh phitong sai ciia phén di thay
dsi

C3 5 bié€n déu c6 muc § nghia (Sig.) 1dn han
0.05. Nhy vdy, kiém dinh Spearman cho biél
phudng sai cia phin du khéng thay déi. Qua cdc
kiém dinh cda mé hinh hdi quy, cdc bi&n ¢6 y
nghia thang ké bao gom: F1. F3, F4, F5, F6.

1.4.5. Thdo lugn két qud héi quy

Bi€n TCDV déng gép 16.45%. bicn TDNV
déng gép 24.63%. bién PHGY dong gop 15.26%,
bién NLNV déng gép 16.74% va bi€n KQTT déng
20p 26.92%. Nhu viy, thit tw dnh hudng cda cic
y€u (& d&n sy hai Jong cla ngudi dén la KQTT,
TDNV, NLNV, TCDV va PHGY.

Ta c6 Phudng trinh héi quy chuan hoa:

SAT = 0.223*F| + 0.334*F3 + 0.207*F4

+0.227%F5 + 0.365*F6
Nhin xét:

Nguon: Két qud xi Iy 56 ligu trén SPSS

-10.3651 1 hé 58 hdi quy 16n nbat, do viy F6 I
gi4 tri tdc dong manh nhit d&n SAT.

~10. 334112 hé 56 hdi quy |6n thet hai, do viy F3
12 gid tri tic ddug thit hai dén SAT.

-10.2271 14 hé s& hdi quy 16n thd ba, do vay F5
1a gi4 tri tdc déng tht ba dén SAT.

-10.2231 12 hé s6 hdi quy 16n th tv, do vy F1
12 gid trj tdc dong thif tr dén SAT.

210.2071 13 hé 6 hdi quy nhd nhat, do viy F4 (3
gid tri tdc dong thi nam d&n SAT.

1.5. Do tim céc vi pham gid dinh héi quy

1.5.1. Kiém dinh da cong tuvén

T k€t qud, ta nhan thiy gid tri VIF cla cic
bién dgc 1ap déu wong ddi nhé. rong dé bien doe
lap F5 ¢6 gid tri VIF cao nhit chi bing 1,176. Theo
quan di€ém cda Hoang Trong va Chu Nguyén
Mdng Ngoc (2008) thi gid tri VIF > 10 thi méilam
mb hinh bj da céng tuy&n. Vi viy, c6 thé kél lugn.
mé hinh khang x3y ra hién wgng da cdng wyén.

1.5.2. Gid dinh phén phéi chudn ciia phan die

Biéu d6 tdn 56 Histogram cho thi'y dudng cong
phin ph&i chuin dit chdng 1&n bi€u db, gid tri
trung binh rat nhd gan bing 0 (mean=-4.31E-15)
vi dé léch chudn gin bing | (Std.Dev=0.985).
diéu ndy cho thdy phan phdi cda phin du xap xi
chudn.

1.5.3. Gid djnh lién hé 1yén tinh

Xem xét moi quan hé gita phin du chuin hda
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va gid tri dy dodn thdng qua bidu a8 phan tdn,
néu gid dinh 1ién hé tuy€n tinh va phuong sai
biing nhau dugc théa man thi sé khéng c6 lién hé
gilfa gi4 i du dodn va phin du chuin hda, ching
s& phan tdn ngdu nhién xung quanh mot dudng
di qua truc tung d6 0 va khéng tao thanh mt hinh
cu thé.

1.6. Két qud kiém djnh su khdc bigt vé su hai
long ciia nguoi ddn theo dic diém nhan khiu hoc
1.6.1. Kiém dinh si khdc bi¢1 theo gidi tinh

K&t qua ki€m dinh Levene cho thiy, gid iri Sig
=0.633 >0.05 nén phuong sai giita hai gidi tinh la
khong khdc nhau.

Gid tri Sig T-test=0.292 >0.05 do d6 khong c6
sy khac biét vé sy hai long cia ngudi dan c6 gidi
tinh khéc nhau.

1.6.2. Kiém dinh s khdc biét theo 4 tudi

K& qué kiém dinh Levene cho thy, gi4 trj Sig
=0.336 >0.05 nén phuong sai giifa c4c ohém i
la khdng khdc nhau.

K&t qua ki€m dinh ANOVA cho thiy, béng két
qud c6 gid tri Sig = 0.670 > 0.05, nén ¢6 cd 58
khing dinh khdng c6 sy khdc biét vé sy hai long
cla ngudi dan & nhizng nhém tudi khéc nhau.

1.6.3. Kiém dinh su khdc biét theo nghé nghi¢p

Két qui kiém dinh ANOVA cho thiy, bing k&t
qud c6 gid tri Sig = 0.778 > 0.05, nén ¢6 ¢o s8
khiing dinh khdng c6 sy khac biét vé sy hai long
clia ngudi dan ¢ nhitng nhém nghé nghiép khic
nhau.

1.6.4. Kiém dinh sy khdc bi¢1 theo trinh 33

K€t qua ki€m dinh Levene cho thiy, gia trj Sig
=0.286 >0.05 nén phuong sai gitta cac nhom trinh
d6 12 khong khdc nhau.

K€t qu ki€m dinh ANOVA cho thdy, bing két
qua cé gid tri Sig = 0.586 > 0.05, nén c6 cd 8
khing dinh khong c6 sy khdc bigt vé sur hii long
clia ngudi din & nhitng nhém trinh 4 khdc nhau.

1.6.5. Kiém dinh su khdc bié1 theo muic d¢ sit
dung dich vu

K&t qua ki€m dinh Levene cho thdy, gid tri Sig
= 0.688 >0.05 nén phuong sai gita c4c nhém mic
40 st dung 1a khong khdc nhau.

K&t qud ki€m dinh ANOVA cho thiy, bing két
qud 6 gid tri Sig = 0.307

> 0.05, nén c6 cd & khing dinh khéng c6 su
khdc biét vé sy hai 1ong cha ngudi dan 8 nhitng
nhém mide d6 st dung khdc nhau.
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2.Ham y quén tri

2.1. Keét qud gidi quyét thii tue

MGt la, xiy dung hé sd theo dBi qud trinh lim
viéc, quy dinh trdch nhiém ring budc giita cdc
phdng ban, cdc by phin chuyén mén trong gidi
quyét cong viéc nhiim dam bdo k&t qud ddu ra diy
di, chinh xdc.

Hai 13, phdi c6 sy phdi hgp chit ché gila cic
phdng ban chuy&n mén, thudng xuyén ra soét cdi
1i€n quy trinh tr khau ti€p nhan, thy 1y, Juin
chuyén va trd k€t qud ddm bio ding thdi gian quy
dinh.

Ba la, thudng xuyén cip nhat, niém yé&t céc loai
phi, 1& phi trong ting iinh vife, ddm bao thu diing,
thu Qi theo quy dinh clia Nha nudc.

B la, nhim 1i€t kiém thdi gian, chi phf cho
ngudsi dan, UBND phuting nén tri€n khai viéc thye
hién ti€p nhin va trd hd so két qua gidi quyét thi
tuc hanh chinh thdng qua buu dién cén cif vao
Quyét dinh s& 45/2016/QD-TTg k€ tf ngay
16/12/2016.

2.2. Thdi dp ctia nhén vién

Y&u 8 thdi d§ cia nhin vién déng vai trd quan
trong thi hai tdc ddng d€n sy hai ldong cha ngusi
dan.

Do 46, nhdm hudng dén xiy dyng mot chinh
quyén thin thién, ddp ¢ng ngly cang cao sy hai
long ciia ngudi dan cin thuc hign cdc nhém gidi
phdp sau:

Mét la, ning cao tinh thin rach nhiém, th4i d§
lam viéc phuc vu ngudi din d8i vdi CBCC urye
tiép lam viéc tai by phan nép nhan hd so va ud
k&1 qua thong qua viéc kiém tra, gidm sat thuding
xuyén hoic ddt xuat.

Hai la, thuGng xuyén hop dinh gid ndi b gita
nhitng CBCC lam viéc tai bd phiin ti€p nhin hé so
vi tra k&t qud, thing thin gép y, trao ddi kinh
nghiém d€ gitip nhau ciing ti€n bé. ranh be phéi
chia ré doan k€&t ndi bo.

Ba la, cdn xiy dyng ch€ db khen thudng hdp
ly, x{t Iy ngay 48 vdi nhitng trudng hgp CBCC c6
biéu hién tiéu cuc, khong d€ t4i dién nhitng tidu
cuc dd trong twong lai.

2.3. Nang Iutc ciia nhén vién

Y&u 18 nang hyc cda nhan vién déng vai trd
quan trong thif ba tdc dong d&n sy hai long cla
ngudi dan.

D€ nang cao hon nita sy hai long cia ngudi din
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cin13p trung thie hién cdc nhém gidi phip sau:

M¢1 la, ti€p wc kién 10an vi ning cao trinh do
chuyé&n mén nghiép vu ciia CBCC thong qua viéce
tip hudn, bdi dudng ning cao tinh do;

Hai la, bén canh bdi dudng chuyén mén nghiép
vy, CBCC cdn duge trang bi nhﬂng k¥ ning giao
1i€p, k¥ niing xi¥ 1y tinh hudng d€ x& ly cong viec
hiéu qua, nhanh chéng.

2.4. Tiép cdn dich vu

Y&u 18 GEp cin dich vy déng vai trd quan trong
thit or tdc dong dé€n sy hai tong cda ngudi dan.

M1 la. thyc hign nghiém tic quy ch& lam viéc,
ting cuding ki€m tra, ki€m sod1 viéc chdp hanh ndi
quy quy ché 1am viéc, dic biét 1a gid gidc 1am
viéc, bén canh d6 con phii ki€m so4t hiéu qud
cong viéc...

Hai la. b phin nep nhin hé s0 va tra k€t qua
dugc coi 14 b mit ciia Uy ban, do d6 4€ tao dugc
in wong va thién cdm d3i vai ngudi din can thi&t
phdi quy dinh chit ché viéc thyc hién ddng phuc
cho déi ngli CBCC lam viéc 1ai bd phin ndy, ddm
bio trang phuc déng bd, lich su, trdm (41,

Ba 12, xudt phdt t nhu cdu thiét y&u cda ngudi

TATLIEU THAM KHAO:
Tai ligu tigng Vigt:

dan, Uy ban can xem xét trang bi thém mdy
photocopy, may in dé ngudi din sit dung mét mat
gidm bat thai gian di lai, chi phi cho ngudi déin, mit
khic tao nén by mit khang trang, hién dgi cho
chinh quyén dia phwang.

2.5. Phdn héigdp y

Yé&u 18 phdn hdi gép y d6ng vai trd quan rong
thd niim 1dc déng ft nhat d€n sy hii long cia ngudi
dan.

Tuy nhién gi tri trung binh thip hon so véi cdc
thang do khdc, v viy, d€ ddp dng ngay cing cao
su hailong ciia ngudi din cin thyc hién cdc nhém
2idi phap sau:

Mér 14, niém y€t ddy di, cong khai s6 dién
thoai lanh dao, duding diy néng & nhing ndi thuin
1ién, ngudi dan dé nhin thiy nhat.

Hai la, thudng xuyén thu thip phi€u khdo sat
dich vu tai UBND, hiing win nén md thung phi€u
d€ ng hgp y kigh trinh 1dnh dao xem xét.

Ba la, thiét 1ap cd ch& phin hdi nhirng y kién
cba ngudi dan mdt cach nhanh chéng, kip thdi, quy
dinh rd trich nhiém cho c4n bj ti€p nhin ciing nhw
linh dao phu trdch @

1. B§ Ni v (2015), Chi s hai long cia ngugi dan, 16 chitc dBi vdi sy phyc vy ciia co quan hanh chinh nhé nude,
Ha Nji.

2. Nguyén Hu Héi va Lé Van Hoa (2010). Tiéu chi ddnh gid chdt lugng cung g dich vy céng tai cdc co quan
hanh chinh nha mude. Tap chi T6 chitc nha nude, 56'3:39-42.

3. Dink Phi H5 (2014). Pintong phdp nghién citie kinh t& va viét hein van thac si. Nha xudt bin Phuong Déng,
Thanh phé' H6 Chi Minh.

4. V6 Nguyén Khanh (2011). Déanh gid sy hai long ciia ngui déin doi voi dich vu hanh chinh céng khi ing dung
1iéu chudn Iso tai Uy ban nhan dén Quén ) Thimh phd’ H6 Chi Minh, Lugn van, Pai hoc Kinh 1€ Thanh phé' H6
Cht Minh, 10] 1r.

5. Kotler. P. & Amstrong, G. (2004). Nhitng nguyén 1§ 1iép thj (1ip 2). Hupnh Vein Thanh dich, Nhé xudl bin
Théng ké. Ha Néi.

6. Lé Chi Mai (2006). Dich vy hanh chinh eong. Nha xudt bén Ly lugn chinh trj. Ha Noi.

7. Nguyén Dinh Tho va Nguyén Thi Mai Trang (2007). Nghién citu thj iruedng, Nha xudt bin Bai hoc quéc gia,
Thémh phé' H6 Chi Minh, 3211r.

8. Nguyén Binh Tho va Nguyén Thi Mai Trang (2011). Gido trinh nghién criu thy meimg, Nha xubt bin Lao dgng.
Ha NGi, 2591r.

$6 2 - Théng 2/2019 257



TAP CHi CONG THUONG

Tai ligu tidng Anh:

1. Cronin, J.J. and Taylor, S.A. (1992). Measuring service qualiry: A reexamination and extension, Journal of
markering, 56: 55-68.

2. Grénroos, C. (1984). A Service Quality Model and Its Marketing Implications. European Journal of Marketing.
pp. 36-44.

3. Dr. Kenneth N.Wanjau. (2012). Factors Affecting Provision of Service Quality in the Public Health Sector: A Case
of Kenyatra National Hospital. International Journal of Humanities and Social Science, 13:722-124.

Ngay nhén bai: 16/1/2019
Ngay phan bign dinh gid va sifa chia: 26/1/2019
Ngay chidp nhin ding bai: 6/2/2019

Théng tin tdc gid:

1. TS. PHAM NGQC DUGNG

Trung Dai hpc Tai chinh Markeling

2. TRUGNG THE HAL

Hoc vién cao hoc Pai hoc Qubc t& Hing Bang

FACTORS AFFECTING PEOPLE'S SATISFACTION
WHEN USING THE PUBLIC ADMINISTRATIVE SERVICES
IN THE PEOPLE'S COMMITTEE OF VUNG TAU CITY

@ Ph.D PHAM NGOC DUONG
University of Marketing and Finance

©® TRUONG THE HAI
Masters student, Hong Bong Internationol University

ABSTRACT:

This article with the topic of “Factors affecting people's satisfaction when using public
administrative services in Vung Tau City™ aims (o identify factors affecting people's satisfaction
when they use public adminisirative services al the People’s Committee of Vung Tau City.
Based on theories, this article develops a research model about faclors affecting people's
satisfaction about public adminisirative services provided by the People’s Committee of Vung
Tau City, measures the impact of each factor on the satisfaction of people and verifies
differencies 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 at the committee.

Keywords: Satisfaction, public administrative services.
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