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TOM TAT:

Nghién cttu ndy nhim myc dich xac dinh c4c nhan (8 anh hudng d&n chat lugng dich vy cong
trong linh vyc d&1 dai trén dia ban tinh Lam Bdng. Qua phan tich hdi quy c6 4 gia thuy€t dudc
ch&p nhio: (H1+) Sy dép ting, (H2+) Quy trinh thi tuc, (H3+) Phudng tién hitu hinh, (H4+) Sy
tin cay. Nghién ctfu 43 dua mt s8 4é xut nhiim h3 trg chinh quyén dia phuong trong viéc ning
cao chit lugng dich vu cdng vé d4t dai trén dia ban tinh Lim Déng.

K&t qua nghién cdu chi ra ring khdng ¢6 sy khic biét khi ddnh gid chat lugng dich vu cong
trong Iinh vyc da1 dai d&i véi gidi tinh, loai hinh sit dung dich vu va dia ban khao s4t: ¢6 sy khic
biét d3i v6i trinh 8% hgc v&n khéc nhau cla déi wgng dugc khdo saL

Tir khéa: Cha't Iugng dich vy, sy hai long, dich vu c8ng dit dai.

1. Dt vin dé

Tryée day, trong cd ché k& hoach hda tip
trung, cdc dich vu cdng chi do cdc cd quan nha
nu6c ddm nhiém (Nguyén Vin Trinh, Tr5n Vin
Phwdng, 2017). Tuy nhién, khi chuy&n nén kinh (&
sang van hinh theo ¢d ché kinh 1€ thi trudng c6
s diéu (i€t cha Nha nude, Pang va Nhi nudc da
chu trudng xd héi hda dich vu cdng, cho phép cdc
thanh phén kinh 1€ tham gia vao cung cip mét s&
dich vy céng khong lién quan d€n quéc phong an
ninh v din dan hinh thinh nén thi trudng cung
g cdc dich vy céng. Xd hoi cdng phét tcién thi
yéu cdu vé chil lugng dich vu cing cao (Lé Binh
Ca, 2012). Do d6. nghién cifu chal lugng dich vu
cdng 13 mat cong tdc hél sifc quan trong va phii
dugc thye hién thudng xuyén, lién e d& cd thé
cdi ti€n va diéu chinh san phim dich vu kip thdi
nh3m d4p tng mong mudn clia ngudi dan. 1t d6

phuc vu ngudi dan t8t han, lAm cho ngudi din
ngay cang tin wdng vio chinh quydn va sy linh
dao clia Pang. Trén cd sd d6, viéc im hiéu nhing
y&u t§ dnh hudng d&€n chil lugng dich vu cong 12
di¢u kién cd bn, then chél nhat ¢€ nang cao duge
chit lugng dich vy cong.

Lam Déng la tinh thuéc mién ndi phia Nam
Tiy Nguyén, theo théng ké dinh gid chi s6 nang
Iyc canh tranh th T4y Nguyén - 13 khu vuc duy
nhdt 1rén ¢i nude khéng ¢6 tinh cé chi s§ ning
lyyc canh tranh & mic (8t; trong d6. Lam Bdng 13
tinh dugc duge dénh gid  mie khi, v6i s§ diém
la 58,66 di€m (Phong Thuong mai vad Céng
nghiép Viét Naro VCCI, 2016). Thém viio d6, két
qué ddnh gis chi s6 hailong cta cd nhan, 18 chic
d8i vdi sy phuc vu clia cd quan nha nudc (SIPAS)
ndm 2016 do B3 Noi vu tri€n khai thi tinh LAm
Déng ¢6 chi s& hai long chua cao. Khdo sit mifc
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46 hai long & tinh Lim Péng qua 4 Joai dich vu:
cip gidy phép xay dung, gidy ching nhan quyén
st dung dat, dang ky khai sinh vd ding ky ket
h6n dat mirc dd hai long vé toan b qué trinh thuc
hién chi tlt 68-75%, trong 46 thap nhat 13 chi s
vé c&p gidy chitng nhdn quyén st dung dat. Biéu
nay chifng 14 ring, ch&t lugng dich vu cong trong
46 c6 dich vu cong vé quan ly dit dai con thap.
Tit thire (& trén, dé tii “Céc nhin t6 dnh hudng
dén chat lugng dich vu cong trong linh vyc dat
dai trén dja ban tinh LAim Déng“ c4n thi€t a€ thyc
hién nhim x4c dinh cdc nban t& 4nh hudng dén
chdt lugng dich vu c6ng trong linh vyc dat dai
dbng thdi dva ra mot s& dé xudt nhim hd trg
chinh quyén dia pbuong néng cao chat lugng dich
vy cdng trong linh virc nay.

2. Cd s6 1y thuy&t va md hinh nghién ciu

Chialt lugng dich vy duge xem nhu khodng c4ch
giita mong ddi vé dich vy va nhén thitc ciia khdch
hang khi s dung dich vu (Parasuraman & ctg
(1985, 1988). Chat Jugng dich vu la sy dip tng
mong ddi ciia khdch hang d8i véi dich vy va lam
thda mian nhu cdu dé (Edvardson, Thomson &
Ovretveit (1994)). Lehtinen &Lehtinen (1982) cho
12 chdt lugng dich vu phadi dudc dénh gi4 wén hai
khia canh bao gdm qud trinh cung c4p dich vu va
k€&t qué ciia dich vu.

Mot s6 nha nghién ciu di gidi quy&t bai todn
chat lugng dich vu dng dung vao cdc dich vu cdng
(Wisniewski va Donnelly, 1996, Rowley, 1998,
Wisniewski, 2001, Brysland va Curry, 2001).
Brysland va Curry (2001) cho bi€t, md hinh chat
lugng dich vu Parasuraman & ctg (1991) da hd trg
rd rang viéc sit dung thang do SERVQUAL trong
khu vuc cbng.

Nghién cttu clia P.Ramseook-Munhurrun, S.D.
Lukea-Bhiwajee, P.Naidoo (2010) vé Chit lugng
dich vu tai khu vue dich vu céng ciing 3 sit dung
SERVQUAL d€ phan tich, ddnh gid vé chit lugng
dich vu cong tai Mauritius. Theo d6, nghién citu
di dia ra ndm thanh phin cla chat lugng dich vy
cong gém: (1) Su tin cay (Reliability), Sy dép dng
(Responsiveness), (3) Ning luc phuc vu (Assur-
ance), (4) S ddng cam (Empathy), (5) Phudng tién
hitu hinh (Tangibility).

Nghién cfu cia V6 Doan Xuén Trudng vé Gidi
phip nang cao chfl lugng dich vy cong tai S
Céng Thuong thanh ph6 H4 Chi Minh giai doan
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2015-2020 da dua ra md hinh phan tich chét Iugng
dich vu c8ng gdm: (1) Nang lye phuc vu, (2) Sy
dSng cdm, (3) Phuong tién hitu hinh, (4) St tin ciy
vA (5) Sy dép iing.

V5 Nguyén Khanh (2011) da tién hinh do
ludng sy hai long vé dich vy hanh chinh cong tai
UBND Quiin 1. Sy hiii long ciia ngudi dan vé& dich
vu hanh chinh c6ng tai UBND quan 1 chju dnh
hudng bdi 4 nhin 8. K&t qui kiém dinh cho thiy
4 thanh phin ndy cé quan hé cdng chiéu véi chit
lugng dich vu hanh chinh cong.

Chua nhiéu nghién cdu trong do ludng chit
lugng dich vu cdng vé linh virc dat dai. Nghién ctu
cha  P.Ramseook-Munhurrun, S.D.  Lukea-
Bhiwajee, P.Naidoo (2010) kha phd hop véi dé i
tac gid. Tuy nhién, nghién citu cia P.Ramseook -
Munhurrun, S.D.Lukea - Bhiwajee, P.Naidoo
(2010) dugc phat tri€n va ki€m dinh tai Mauritus
v6i mdi tedng vin hod vi diéu kién phat trién h¢
th&ng dich vu c8ng khéc Viét Nam.

Dich vu cong trong linh vuc dat dai dic biét hon
so v6i cdc nganh dich vy théng thudng. Vi viy,
nhém tic gid st dung mé hinh SERVQUAL
(Parasuraman & ctg, 1985) ¢6 diéu chinh: Cic nhén
8 Anh hudng dén chat lugng dich vu cong trong
Iinh virc d4t dai trén dia ban tinh Lim Dng = f (sy
tin cdy, sy cdm thdng, ning luyc phuc vu, phudng
tién hifu hinh, quy trinh thd tyc).

HI: Y&u 13 tin cdy tdc dong cling chidu dén sy
hai long vé chdt lugng dich vy cong 44t dai

H1: Y&u t8 sy cdm thong tac dong cing chiéu
dé&n sy hai long vé chit lugng dich vu cdng d4t dai

HI: Y&u18 su d4p ding tac dong ciing chiéu dén
su hii long ve chit lugng dich vy cong d4t dai

HI: Y&u t8 ning lyc phuc vy tdc djng ciing
chiéu d€n sy hai long vé chat lugng dich vy cong
44t dai

HI: Y&u 18 phuong tién hitu hinh téc djng cdng
chiéu d€n su hai Idng vé chat lugng dich vu cdng
dit dai

HI: Y&u 18 quy trinh thi tyc tdc dng clng
chi€u d&n su hai 1dng vé chat lugng dich vu cong
dat dai.

+ Phitomg phdp phén tich

Sit dung phuong phdp hdi quy da bi&€n nhim
kiém dinh cdc nhan 18 thong qua c4c gif trj, dd tin
cdy va mifc 46 phd hgp cda cdc thang do, ki€m
dinh mé hinh nghién citu, xdc dinh mdc d6 anb
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hudng chia cic nhan (& d€n chat lugng dich vu cong
vé linh vyc 33t dai.

Nghién eitu dugc thue hién vdi s6 bang ciu hdi
dua vao phdn tich 12 285 bang khio s4t tr TP. Ba
Lat, TP. Bdo Ljc, huyén Lam Ha, huyén C4t Tién
nhim kiém dinh lai thang do trong mé hinh nghién
cttu. B&n dia phuong tiéu biéu dude chon lwa néu
1rén Ia ndi c6 nhu cdu dang ky hé sd lién quan dén
41 dai 16n va da dang nhi't theo thdng ké cia Van
phong DKDD tinh Lim Déng.

Théng tin 10 bing cau héi khido sét duge xii ly
bing phan mém SPSS, s& dung cdng cu phan tich
thdng ké mé 3, ki€m dinh thang do (Cronbach’s
Alpha), phin tich hdi da bi€n vdi phin mém
SPSS 20

3. K&t qua nghién ciu

3.1. Théng ké mdu nghién citu

D&\ tugng nghién ciu 12 nhirng hd gia dinh, cd
nhin st dung dich vu céng trong linh vyc d4t dai
trén dia ban tinh Lim Pdng bao gdm: TP. Pi Lat,
TP. Bdo Léc, huyén Lam Ha, huyén Cat Tién. C6
350 béng ciu hdi dugc phat ra, thu vé 310 bing,
loai trY 27 bing khéng dat yéu cdu, con lai 285
bing dugc ma hoéa va dua vao SPSS 20.0 d€ phan
tich. K&t qua théng ké cia mdu nghién citu, cdc
dic di€m miu (h€ hién nhu sau:

- Gidi tinh: nit 48,07%. nam 51,93 %; : Trinh 4§
hoc vdn: THPT 30,53% ., TC-CP 17.89%. PH
44,91%, SPH 6,67%

- Loai hinh sit dung dich vu: Cap Gidy ching
nhan quyén s dung dat 28,77 %, Trich luc. trich
do 14,78%, Chuyén nhudng quyén sit dung dit
15,79%, Cac loai hinh khéc 40.70%

- Pia diém khio sit: TP. Pa Lat 24,91%. Bio
Ldc 34,74%, huyén Lam Ha 24,56%, huyén Cit
Tién 15,79%.

3.2. Ki¢m dinh dé tin cdy ciia thang do

K&t qué ki€m dinh thsng do cho thdy cdc bién
déu c6 hé s& Cronbach Anpha >0,5 vi c6 hé s&
twdng quan véi bi€n 16ng 16n hon 0,33 (Nguyén
Dinh Tho, Nguyé&n Thi Mai Trang, 2009). Cic bién
ndy dugc st dung trong phin tich EFA (i€p theo.

4, Phan tich y&€u 18 kham phi EFA

Ké&1 qua rit trich 1dn 2, thang do con 131 26 bi€n
dugc trich thAnh 5 nhém v6i 13ng phuong sai trich
dat: 70,156 % (dat yéu cdu >50%) thé hién S nhan
18 riit ra gii thich dugc 70,156 % bién thién cda dir
liéu; hé 56 Eiginvalue c6 gid tri >1. HE s6tdi nhan

(factor loading) déu 16n hon 0,5 nén céc bién quan
sdt déu quan ong, cdc khai niém nghién ctu dat
gid tri hoi tu. He s& KMO dat 0,923 (dat yéu cdu
>0,5) thé hién sy thich hgp cia phén tich nhin &,
kiém dinh Bartlett's Test of Sphericity dat y nghia
théng ké (sig < 0,05). (Béng 1).

K&t qua phan tich y&u 18 thang do hai long chat
lugng dich vu cong cho thay KMO = 0,685 thda
man yéu ciu. Ki€ém dinh Barleus ¢6 y nghi thng
ké (sig=0,000) nén c4c bi€n quan st wong quan
nhau trong t8ng thé. (Bang 2).

Bdng 2. Hé 56 Cronbach Anpha

_ . | S&bisn | Cronbach | TUO"9 uan
Bién quan sat uan sét| Anpha bién tong
a P nhé nhat

Nhén {6 sy dap
ing 7 0915 0,651
Nhan t& quy trinh
th tue 4 0.893 0,743
Nhan t& phucng
tign hdu hinh S| 08 | 0708
Nhan t6 Sy tin
chy 5 0,838 0,440
Nhan t6 nang lvc
phyc vy 5 0,811 0,599

4. Phan tich hdi quy

K&t qua phén tich phudng sai ANOVA cho thiy
F=73,305 v6i gid tri sig=0,000 chitng t6 mo hinh
héi quy La phis hop véi tip di lidu . HE 6 Durbin-
Watson =1,876 <2 cho th&y khéng c6 sy tuong
quan gii¥a cic bién trong mé hinh. Hé s6 VIF < 10.
Chiing 16 khong xay ra hién tugng da céng tuyén.
Hé 56 R didu chinh = 0,560 cho thiy 56% sy bién
thién cta bi&€n phu thudc dude giai thich béi cic
bi€n ddc lap. Phuong trinh hdi quy chua chudn héa
=0,333+SDU*0,125+PTHH*0,123+QTTT*0,445+
STC*0,179+NLPV*0,75

Cic hé s6 hdi quy déu mang diu dudng thé
hién cde bi€n doc 14p twdng quan ti 1¢ thudn vdi sy
hai long chat lugng dich vu. Bang 3.

5. Ki€m dinh sy khéc biét

Kiém dinh T-test cho thay. khdng sy khac biét
gidi tinh gifa nam va nif trong ddnh gid chal lugng
dich vu céng trong linh vyre di1 dai trén dia ban
tinh Lim Pdng véi mitc y nghia 5%.
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Bang 1. Két qud phan tich nhan t6

Bién

Hé s&'tal nhan t5

3

DU4 s#in sang gilp dd

DU3 dé& dang lién hé

DU2 dich vy nhanh chéng

DU1 thong bao tién trinh

DUS5 dé dang dap (ing

CT5 nhan dugc su cam thong

CT3 biét lang nghe

PT4 trang phuc gon gang lich sy

786

PTS5 13i ligu huéng dan day du, dé hiéu

72

PT3 khong gia thodi méi

754

PT1cosd vat chdt ddm bao

696

PT2 trang thiét by CNTT

875

QT3 quy trinh xt Iy thong tin niém y&t phd hop

QT2 thai gian giai quyét hé so ding

QT4 cong khai thil tuc

QTS cbng khai van ban

TC2 dich vy nhu da hia

742

TC1 diing dich vy I&n ddu

,665

QT1 thanh phan hé sd hop Iy

,600

TC4 cam thay an tam

599

TC5 nhan dugc sy chic chin

532

PV2 c6 kién thuc chuyén mon

PV4 kha nang truyén dat

PV3 nhéan lyc dam bao

CT2 hiéu dling nhu cdu

PV1 giao tiép niém nd

KMO

923

Tong phuong sai trich

70,156%
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BAng 3. Két qud phan tich héi quy

U d C Standardized Ci ‘ ]
Model t Sig.

‘ B Std. Emor Beta \
h (Constant) 333 239 1,393 165
] 125 061 125 2,043 042
‘ PTHH 123 062 15 1,977 049
QrTT 445 061 412 7,240 000
STC 179 068 169 2,619 009
NLPV 075 069 057 1,089 211

K&t qud kiém dinh ANOVA cho thay & miic y
nghia 5% thi cdc nhan 16 cho thiy khéng c6 sy
khéc biét ¢ y nghia théng ké gida loai hinh s
dung dich vu dén ddnh gid chat lvgng dich vu
cong, khong ¢ sy khdc bigt c6 y nghia théng ké vé
danh gi4 chat lugng dich vu céng gilfa cdc dia ban
khio s4t, ¢d su khdc biét ¢ § nghia théng ké vé&
mifc 43 ddnh gid chal lugng dich vy cong gilta 4
nhém hoc van.

Ham § chinh sdch

Vé quy trinht thii tue: Cai tién trinh o ti€p nhan,
2idi quy€l vi giao trd hd sd thong qua viée diy
manh trién khai gidi quy&t hd sd truc wyén. BS uri
uhin vién hudng din cong din, 18 chife sir dung
céc phan mém tra clu, 18y phigu w dpng... tao diéu
kién thudn 1gi cho viéc (ra citu théng tin, ghip cho
cong dan, cic 8 chitc khi ti€p cin dich vy c6 thé
d& dang hi€u va thye hign nhanh chéng. Nigm y&t
cdng khai cdc loai phi, 1& phi sit dyng dich vu tai bd
phin ti€p nhan va trd k€1 qud.

Ve si 1in cGy: Phii nd lyc khong ngdng nhiim
ning cao tin nhiém vi tin wéng tuyét ddi khi st
dung dich vu hanh chinh céng cu thé nhu: ting
46 mite do chinh xdc khi thyc hién dich vy, ludn
thire hién cdc dich vy hianh chinh theo ding
nhitng gi di cam K&, dic biét trong qud trinh Liép
nhin va xi Iy cong viéc. gidi quyét nhanh chdng,
chinh xdc, cong bing. théa ddng cdc ki€n nghi,

TAILIEU THAM KHAO:

phin 4nh cda nhin din nhim tao léng tin cia
nhian dén.

Su ddp tng: Tang cudng niing luc ddp Ung
khich hang théng qua viéc cong khai duting day
néng, hom thu g6p ¥, s8 dién thoai cla cic cdn bd
linh dao d€ nhin din dugc biél, phin dnh nhing
vin dé lién quan dén gidi quyét dich vu cdng trong
Jinh vyc dt dai.

Vé phitong tién hiew hinh: Cin ning cdp va phd
vi€n cdc vin ban phap ludt, si dung thi diém ban
hudng dan thi we dich vu céng, Trang bi thém
méy quét hd s d€ ngudi din dé ding theo déi cdc
giao dich v6i VPDKDBD, tir d6 ho ¢6 thé ki€m tra
xem hé s¢ clia ho dang dudc gidi quyél & b nio,
1i€n 4§ ra sao vA vudng mic.

Vé nding lic phuc vy: Tang cudng cong tac dao
1ao chuyén siu, bbi dudng vé chuyén mén, nghiép
vu, k¥ ning giao ti€p nhim nang cao ning lyc cho
d6i ngd cdn bd. Ning cao y thice wrich nhiém va
tinh thdn 1am viéc; thii do lich su, thin thién cda
déi ngii nhan vién khi ti€p nhin va gidi quyét hd
sd cla cong dan. Can c6 chinh sich thu hit ngudn
nhan lyc ¢6 trinh d¢ cao, dic biét can dé’y manh
sy minh bach trong cong tic tuyén dung (day 1a
1on 1ai trong nhiéu nam trude diy) d€ cé duge doi
ngii nhin vién ¢6 chit lugng. phuc vy 181 nhit nhu
cdu sit dung dich vy cang trong linh vuc dat dai
ngay cang ting

1 Lé Pink Ca, 2012. Nehién cin sit hai Iong ciia cong dan doi voi sic har long vé dich vy cong vé Il viee nha
dat rqi UBND huyén Hoa Vang, TP. Da Néng. Ludn van thac si Dai hoe Da Neing.

2 Nguyén Pinh Tho & Nguydn Thi Mai Trang, 2009. Nghién ciu khoa hoc trong quin iri kinh doanh, NXB Thoig ké.

$6 2 - Thang 2/2019 283



TAP CHi CONG THUONE

3 Nguyén Van Trinh, Tran Van Phuong, 2017. X héi hda dich viu cong trong qud trinh phat trién thi trieimg dich
vy cong trén dia ban thanh phé' H6 Chi Minh. Thuc trang vér giGi phdp.

4 Parasuraman, A., V.A Zeithaml, & L.L. Berry, 1985. SERVQUAL: A Conceptual Model of service quality and
its implications for future reseach, . Journal of marketing. 49 (4):41-50.

5 V6 Doin Xudn Trieomg, 2015.Gidi phdp ning cao chdt hamg dich vy cong 1ai S& Cong Thuong thdnh phé' Hé
Chf Minh giai doan 2015-2020. Lugin van thac st Dai hpe kinh 1& TP. H5 Chi Minh.

6 Vo Nguvén Khanh . 2011, Do luong sy hai long vé dich vu hanh chinh céng tai UBND Qudn 1. Ludn van Thac
sT Dai hoc Kinh 1€ TP. HCM.

7 P.Rumseook-Munhurrun, S.D. Lukea-Bhiwajee. P.Naidoo, 2010. Service Qualiry in the Public Service.
Imternational Journal of Management and Marketing Research, 3: 37-50.

8 Wisniewski va Donnelly, 1996.Measuring service quality in the public sector: the potential for SERVQUAL. Total
Quality Management and Business Excellence, Vol. 7. No. 4, p. 357-365.

9 Wisniewski, M. & Donnelly, 1996. Measuring service quality in the public sector: the potential for SERVQUAL,
Total Quality Management, Vol. 7(4), p.357-365.

10 Wisniewski, 2001. Using SERVQUAL to assess customer satisfaction with public sector services, Managing
Service Quality. vol. /1. p. 380-388.
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FACTORS IMPACTING THE QUALITY OF PUBLIC SERVICES
RELATED TO LAND ISSUES IN LAM DONG PROVINCE

® Master. NGUYEN THI HOANG YEN
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ABSTRACT:

This research aims to determine factors affecting the quality of public services related to land
issues in Lam Dong Province. Through carrying out the regression analysis, there are four
accepted hypothese, namely (H1 +) Response. (H2 +) Procedures, (H3 +) Tangible means,
(H4 +) Reliability. The study proposes some suggestions lo support local authorities in improving
the quality of public services related to land issues in Lam Dong Province. The study’s results
reveal that there is no difference in the quality of public services related to land issues in terms
of gender, type of services and survey area. However, there are differences in the education level
of respondents in this study.

Keywords: The quality of services, satisfaction, public services related to land issues.
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