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CAC NHAN TO ANH Hl/dNG 
DEN CHAT LIT0NG DICH VU CONG 
TRONG LINH VlJC DAT DAI TREN 

DIA BAN TINH LAM DONG 

• N G U Y I N TH! HOANG YEN 

TOM TAT: 
Nghidn cffu ndy nham muc dieh xdc dinh cdc nhdn td anh hrfdng de'n chat Irfdng dich vu cdng 

ttong ITnh vrfc da't dai tren dia ban tinh Lam Dong. Qua phan tich hdi quy cd 4 gia Ihuydt drfdc 
chap nhan: (H14-) Srf ddp ffng, (H2+) Quy trinh thff luc, (H3+) Phffdng lidn hffu hinh, (H4+) Sff 
tin cdy. Nghidn cuXi da dffa mpt so de xua't nham hd tip chinh quyen dia phffPng trong vide nang 
cao cha't Iffdng dich vu cdng ve da't dai trdn dia bdn llnh Ldm Ddng. 

Kdt qud nghidn crfu chi ra rang khdng cd srf khac biel khi danh gia cha't Irfdng dich vu cdng 
ttong iTnh vrfc da't dai dd'i vdi gidi llnh, loai hinh sff dung dich vu va dia ban khao sdt; cd srf khdc 
biet ddi vdi trtnh dd hoc vd'n khde nhau eua dd'i trfdng drfdc khao sal. 

Tuf khoa: Chat Irfdng dich vu, srf hai Idng, dich vu cdng dat dai. 

1. Dgt vd'n dd 
Trrfdc day, trong ed ehd' kd' hoach hda tap 

trung, edc dich vu cdng chi do cdc cd quan nhd 
nrfdc dam nhiem {Nguyen Vdn Trinh, Trin Van 
Phrfdng, 2017). Tuy nhien, khi chuyen nen kinh Id' 
sang van hanh theo cd che' kinh td' thi trrfdng cd 
srf didu net ciia Nha nrfdc, Dang vd Nhd nrfdc da 
chu irrfdng xd hdi hda dich vu edng, cho phep cac 
thanh phan kinh te' tham gia vao cung cd'p mdi so' 
dich vu edng khdng Hen quan de'n qud'c phdng an 
ninh va dan dan hinh thanh nen thi trrfdng eung 
ffng cac dich vu cdng. Xd hdi cang phat trien thi 
yeu clu ve ch^l Iffdng dich vu cdng cao (Ld Dinh 
Ca, 2012). Do do, nghien cffu cha't Irfdng dich vu 
cdng la mdt cdng tdc he'l sffc quan trpng va phdi 
dffpc thrfc hien thrfdng xuyen, lidn luc de cd the 
cai tien va dieu chinh san pha'm dich vu kip thdi 
nham dap ffng mong mud'n cua ngffdi dan, tff dd 

phuc vu ngffdi ddn td't hdn, ldm cho ngffdi dan 
ngay cang tin trfdng vdo chinh quyen va srf lanh 
dao cua Dang, Trdn ed sci do, vide tim hieu nhffng 
ye'u Id' anh hffdng de'n chd't Iffdng dich vu cdng la 
dieu kien cd ban, then ehd't nha't dd nang cao dffdc 
cha't Iffpng dich vu cdng. 

Lam Dong Id tinh thudc mien nui phia Nam 
Tay Nguyen, iheo ihd'ng ke danh gia chi so'nang 
Iffc canh ttanh thi Tdy Nguyen •- Id khu vffc duy 
nhat tren ea nrfdc khdng cd tinh cd chi sd' nang 
life canh tranh d mffc Id'l; trong dd. Lam Dong Id 
tinh dffdc dffde danh gid d mffc kha, vdi sd' diem 
la 58,66 diem (Phdng Thrfdng mai va Cdng 
nghidp Viet Nam VCCI, 2016). Thdm vdo dd, kd't 
qua danh gid chi sd' hai Idng ciia cd nhan, to chrfc 
dd'i vdi srf phuc vu ciia cP quan nha nrfdc (SIPAS) 
nam 2016 do Bp Npi vu tridn khai Ihi linh Lam 
Ddng cd chi sd'hdi long chffa cao, Khao sdl mffc 
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dp hdi long d tinh Lam Dong qua 4 loai dich vu: 
cap giay phep xay dffng, gid'y chrfng nhdn quyen 
sff dung dd't, dang ky khai sinh va dang ky ke't 
hdn dat mrfe dd hdi long ve toan bd qua ttinh thrfc 
hien chi trf 68-75%, trong do thd'p nhd't la chi so' 
ve ca'p gid'y chrfng nhdn quydn sff dung dat. Dieu 
ndy chffng to rang, cha't Irfdng dich vu cdng trong 
dd cd dich vu cdng ve quan ly dd't dai cdn tha'p. 
Tff thrfc Id' trdn, dd tdi "Cdc nhan id' anh hrfdng 
de'n cha't Irfpng dich vu cdng trong linh vrfe da't 
dai trdn dia ban tinh Ldm Ddng" eIn thidt de thrfc 
hien nham xdc dinh cdc nhdn to' anh hrfdng de'n 
chat Irfdng dich vu edng trong linh vrfc da't dai 
ddng thdi drfa ra mpt so' de xua't nham hd trd 
chinh quyen dia phrfdng nang cao cha't lrfdng dich 
vu cdng trong ITnh vrfc ndy. 

2. Cd sd ly thuye't va mo hinh nghien cu'u 
Chd't Irfdng dich vu drfdc xem nhrf khoang each 

giffa mong dpi vd dich vu va nhdn Ihffc cua khdch 
hdng khi sff dung dich vu (Parasuraman & ctg 
(1985, 1988). Chd't Irfpng dich vu Id srf dap rfng 
mong dpi ciia khach hang ddi vdi dich vu va lam 
thda man nhu clu dd (Edvardson, Thomson & 
Ovretveit (1994)). Lehtinen &Lehtinen (1982) eho 
la ehd't Irfdng dich vu phai drfdc danh gia tten hai 
khia canh bao gdm qud trinh cung cd'p dich vu vd 
kd't qua cua dich vu. 

Mpl sd nhd nghidn crfu da giai quye't bai loan 
ehd't Irfdng dich vu rfng dung vao cac dieh vu cdng 
(Wisniewski vd Donnelly, 1996, Rowley, 1998, 
Wisniewski, 2001, Brysland vd Curry, 2001). 
Brysland va Curry (2001) cho Met, md hinh chd'i 
Irfpng dich vu Parasuraman & ctg (1991) da hd ttd 
rd rang viec sff dung thang do SERVQUAL irong 
khu vrfc cdng. 

Nghien cffu cua P.Ramseook-Munhurrun, S.D. 
Lukea-Bhiwajee, P.Naidoo (2010) vd Chdt Irfdng 
dich vu tai Idiu vrfc dich vu cdng cung da sff dung 
SERVQUAL de phdn tich, ddnh gia ve cha't Iffpng 
dich vu cdng tai Mauritius. Theo dd, nghien cffu 
da dffa ra nam thanh phin cua chat Irfdng dich vu 
cdng gdm: (1) Srf tin cdy (Reliability), Srf dap rfng 
(Responsiveness), (3) Nang Irfc phuc vu (Assur­
ance), (4) Sff ddng cam (Empathy), (5) Phrfdng tidn 
hffu hinh (Tangibility). 

Nghidn crfu cua Vd Doan Xudn Trrfdng vd Giai 
phdp nang cao cha't Irfdng dich vu edng tai Sd 
Cdng Thrfdng thanh phd' Ho Chi Minh giai doan 

2015-2020 da drfa ra md hinh phdn tich chd't Irfdng 
dich vu cong gdm: (1) Nang life phuc vu, (2) Srf 
ddng cam, (3) PhrfPng tien hiJu hinh, (4) Sff tin cdy 
va (5) Sff dap ffng. 

Vd Nguyen Khanh (2011) dd tie'n hdnh do 
Irfdng srf hai long ve dich vu hanh chinh cdng tai 
UBND Qudn 1. Srf hdi long cua ngrfdi dan vd dich 
vu hanh chinh cdng tai UBND quan I chju anh 
hrfdng bdi 4 nhan to'. Kd't qua kidm dinh cho Ihjy 
4 thanh phan nay ed quan he ciing chieu vdi chEit 
Irfdng dich vu hanh chinh cdng. 

Chrfa nhieu nghien crfu ttong do Irfdng chat 
Irfpng dich vu cdng ve Hnh vrfc dd't dai. Nghien ciiu 
eua P.Ramseook-Munhurrun, S.D. Lukea-
Bhiwajee, P.Naidoo (2010) kha phu hpp vdi dl tai 
tdc gia. Tuy nhien, nghien cffu eua P.Ramseook-
Munhurrun, S.D.Lukea - Bhiwajee, P.Naidoo 
(2010) drfpc phdt trien va kiem dinh lai Mauritus 
vdi mdi trffdng vdn hod vd didu kien phat trien h& 
thd'ng dich vu cdng khdc Viet Nam. 

Dich vu cdng ttong ITnh vrfc da't dai dac biet hPn 
so vdi cdc nganh dich vu thdng Ihrfdng. Vi vSy, 
nhdm tde gia sff dung md hinh SERVQUAL 
(Parasuraman & ctg, 1985) cd dieu chinh: Cac nhdn 
to' anh hrfdng de'n chd't Irfdng dich vu cdng ttong 
linh vrfc da't dai tten dia ban tinh Lam Dong = f (si( 
tin cay, sff cam thdng, ndng Irfe phuc vu, phrfdng 
tidn hiJu hinh, quy tnnh thu tuc). 

HI: Ye'u td' tin cay tac ddng cung chidu den sff 
hdi long vd chd't Irfdng dich vu cdng dd't dai 

HI: Ye'u id' sff cam thdng tac ddng eung chilu 
dd'n srf hdi long ve cha't Irfdng dich vu cdng dd't dai 

H1: Ye'u td' srf dap rfng tdc ddng cung chidu ddn 
srf hdi long ve cha'l Irfdng dich vu cdng da't dai 

HI: Ye'u to' nang life phuc vu tac dpng cung 
chidu de'n srf hdi long vd chdt Irfdng dich vu cdng 
da't dai 

HI: Ye'u to phrfdng tien hffu hinh lac dpng cung 
chidu de'n sif hai Idng vd chd't Iffdng dieh vu cdng 
da't dai 

HI: Ye'u td' quy trinh thu tuc tac dpng ciing 
chidu de'n sff hai long vd chd't Irfdng dich vu cdng 
da't dai. 

+ Phuong phdp phdn tich 
Sff dung phffdng phap hdi quy da bie'n nhdm 

kidm dinh cdc nhdn to'thong qua cac gia tti, dp, tin 
cay va mffc dp phil hpp ciia cac thang do, kidm 
dinh md hinh nghidn crfu, xdc dinh mrfe dp anh 
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hrfdng cua cac nhdn Id' de'n ehd'l Iffdng dieh vu cdng 
ve ITnh vffc dd't dai. 

Nghidn effu drfpc thffc hidn vdi sd' bang cau hdi 
drfa vdo phan tich la 285 bang khao sat trf TP. Da 
Lai, TP. Bao Lde, huyen Lam Hd, huyen Cdt Tidn 
nham kidm dinh lai thang do ttong md hinh nghien 
cffu. Bd'n dia phrfdng lieu bieu drfdc ehpn Irfa neu 
ttdn la ndi ed nhu clu dang ky hd sd lidn quan dd'n 
dat dai ldn va da dang nhd'l theo Ihd'ng ke cua Van 
phdng DKDD tinh Lam Dong. 

Thdng tin iff bang cdu hdi khdo sdt drfdc xff ly 
bang phan mem SPSS, sff dung cdng cu phan tich 
thd'ng ke md la, kidm dinh thang do (Cronbach's 
Alpha), phdn tich hdi da bie'n vdi phan mem 
SPSS 20 

3. Kd't qua nghien cihi 
3.1. Thdng ke mdu nghien cdu 
Dd'i trfdng nghien cffu la nhffng hd gia dinh, ca 

nhan sff dung dich vu cdng ttong ITnh vrfc da't dai 
trdn dia ban tinh Lam Dong bao gdm: TP. Da Lai, 
TP. Bao Lde, huydn Lam Ha, huyen Cat Tien. Cd 
350 bang cdu hdi drfdc phdt ra, thu vd 310 bang, 
loai trff 27 bang khdng dat yeu cau, cdn lai 285 
bang drfdc ma hda vd drfa vdo SPSS 20.0 de phan 
tich. Ket qua thd'ng ke ciia mau nghien cffu, cac 
ddc diem mdu the hidn nhrf sau: 

- Gidi tinh: nff 48,07%, nam 51,93 %;; Trinh dp 
hpc van: THPT 30,53% , TC-CD 17,89%, DH 
44,91%, SDH 6,67% 

- Loai hinh sff dung dich vu: Cap Gia'y chffng 
nhan quydn sff dung da't 28,77 %, Trich luc, trich 
do 14,78%, Chuydn nhrfpng quydn sff dung dal 
15,79%, Cac loai hinh khdc 40,70% 

- Dia didm khao sat: TP. Da Lai 24,91%, Bao 
Lpc 34,74%, huyen Lam Hd 24,56%, huydn Cat 
Tien 15,79%. 

3.2. Kiem dinh do tin cdy cda thang do 
Kd't qua kiera dinh thsng do cho thd'y cae bid'n 

ddu cd hd sd'Cronbach Anpha >0,5 va cd he so' 
Iffdng quan vdi bie'n tdng Idn hdn 0,33 (Nguydn 
Dinh Tho, Nguydn Thi Mai Trang, 2009). Cdc bid'n 
nay dffpc sff dung trong phdn tich EFA lie'p theo. 

4. Phan tich yd'u td" kham pha EFA 
Kd't qua rut trich lan 2, thang do cdn lai 26 bie'n 

drfpc trich thanh 5 nhdm vdi tdng phrfPng sai trich 
dat: 70,156 % (dal ydu cau >50%) ihd hien 5 nhdn 
idrdlra giai Ihich drfpc 70,156 % bie'n Ihidncua dff 
lieu; he sdEiglnvalue cd gid tri >I. He soldi nhan 

(factor loading) deu ldn hPn 0,5 nen cac bien quan 
sdt deu quan ttpng, cac khai nidm nghidn cffu dat 
gia tti hdi tu. Hd so KMO dat 0,923 (dat yeu can 
> 0,5) the hien sff thich hpp cua phdn lich nhdn td', 
kiem dinh Bartlett's Test of Sphericity dat y nghTa 
Ihd'ng kd (sig < 0,05). (Bang 1). 

Ke't qua phdn tich yd'u td' thang do hai long cha't 
Irfdng dich vu cdng cho iha'y KMO = 0,685 thda 
man yeu cau. Kiem dinh Barletts cd y nghT thd'ng 
ke (sig=0,000) ndn cac bie'n quan sdt Irfdng quan 
nhau trong tdng the. (Bang 2). 

Bang 2. He so Cronbach Anpha 

Bien quan sat 

Nhdn td su dap 
ling 

Nhan td quy trinh 
thii tuc 

Nhan to phUdng 
ti$n hOu hinh 

Nhan to SLI tin 
cay 

Nhan td nang luc 
phuc vu 

So bleh 
quan sat 

7 

4 

5 

5 

5 

Cronbach 
Anpha 

0,915 

0,893 

0,894 

0,838 

0,811 

Tuong quan 
bien tdng 
nhd nh t̂ 

0,651 

0,743 

0,706 

0,440 

0,599 

4. PhSn tich hoi quy 
Ke'l qua phdn tich phrfdng sai ANOVA cho ihay 

F=73,305 vdi gia iri sig=0,000 chffng id md hinh 
hdi quy la phu hdp vdi tap dff lieu . He sd' Durbin-
Watson =1,876 <2 cho Ihd'y khdng ed sff trfdng 
quan giffa edc bid'n trong md hinh. He so VIF < 10. 
Chffng td khdng xay ra hidn tffdng da edng tuyd'n. 
He sd' R dieu chinh = 0,560 cho thd'y 56% sff bien 
thien cua bie'n phu thudc dffpc giai thich bdi cdc 
bie'n dpc lap. PhrfPng trinh hdi quy chrfa chuan hda 
=0,333+SDU*0,125+PTHH*0,123-HQTTT*0,445+ 
STC*0,179+NLPV*0,75 

Cde he so' hdi quy deu mang dd'u drfdng the 
hien cdc bie'n ddc lap trfdng quan ti le thuan vdi srf 
hai Idng chd't Irfdng dich vu. Bang 3. 

5. Kiem dinh sit khac biet 
Kiem dinh T-test cho tha'y, khdng srf khac biel 

gidi tinh giffa nam vd nfl trong danh gia chat Irfdng 
dich vu cdng ttong ITnh vrfc dal dai tren dia ban 
tinh Lam Dong vdi mrfe y nghTa 5%. 
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Bdng 1. Ket quo phan tich nhdn to 

Bien 

DU4 san sang giup dS 

DU3 de'dang lien he 

DU2 djch vu nhanh chong 

DU1 thong bao tie'n trinh 

DU5 de'dang dap Ling 

CT5 nh$n dude su cam thdng 

CT3 biet lang nghe 

PT4 trang phuc gpn gang l|ch sy 

PT5 tai lieu hudng 6an day du, d^ hieu 

PT3 khong gia thoai mai 

PT1 CO sd vat chat dam bao 

PT2 trang thiet bl CNTT 

QT3 quy trinh xO iy thong tin niem yet phu hpp 

QT2 thdi gian giai quye't ho so dung 

QT4 cong khai thu tuc 

QT5 cdng khai van ban 

TC2 d|ch vu nhu da hiia 

TC1 dung dich vu lan dau 

QT1 thanh phan ho sd hdp ly 

TC4 cam th^y an tam 

TC5 nhan dupc su chac chan 

PV2 cd ki^n thLlc chuyen mdn 

PV4 kha nang truyen dat 

PV3 nhan iuc dam bao 

CT2 hieu dung nhu cau 

PV1 giac tiep niem nd 

KMO 

long phuang sai trich 

H$ scTtai nhan to 

1 

,813 

,797 

,764 

,745 

,660 

,572 

,571 

2 

,786 

,772 

,754 

,696 

,675 

3 

,799 

,793 

,682 

,672 

4 

,742 

,665 

,600 

,599 

,532 

5 

1̂ 

••n 

;-i 

.J 
"1 

.j 

,765 

,739 

,668 

,608 

,583 

,923 

70,(56% 
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Bang 3. Ket qud phan tich hoi quy 

1 

(Constant) 

SDU 

PTHH 

QTTT 

STC 

NLPV 

Unstandardized Coefficients 

B 

,333 

,126 

,123 

,445 

,179 

,075 

Std. Error 

,239 

,061 

,062 

,061 

,068 

,069 

Standanjized CoelTicients 

Beta 

,125 

,115 

,412 

,169 

,067 

t 

1,393 

2,043 

1,977 

7,240 

2,619 

1,089 

Sig. 

,165 

,042 

,049 

,000 

,009 

,277 

Kd't qua kiem djnh ANOVA cho tha'y d mffc y 
nghia 5% thi cde nhdn td' cho tha'y khdng cd srf 
khac biel cd y nghia thong ke giffa loai hmh sff 
dung dich vu dd'n danh gid chat Irfdng dich vu 
cdng, khdng cd srf khdc biel cd y ngMa thd'ng kd vl 
ddnh gia cha't Iffdng dich vu cdng giffa cac dia ban 
khao sal, cd sff khdc biel cd y nghTa thd'ng kd v^ 
mffc dp danh gia chat Iffdng dich vu cdng giffa 4 
nhdm hpc vd'n. 

Hdm y chinh sdch 
Ve quy trinh thu tuc: Cai tid'n trinh trf tie'p nhan, 

giai quye't vd giao tra hd sd thdng qua vide dd"y 
manh trien khai giai quye'l hd sd trffc tuyen. Bd' tri 
nhdn vidn hrfdng ddn edng ddn, td ehffe sff dung 
cac phan mem tra cffu, lay phie'u trf dpng... tao dieu 
Iden thudn ldi cho viec tra crfu thdng tin, giup cho 
cdng dan, cac id chffc khi lie'p can dich vu cd the 
de dang hieu va thrfc hidn nhanh chdng. Niem ye'l 
cdng khai cac loai phi, le phi sff dung dich vu tai bd 
phdn tie'p nhan vd trd kd't qua. 

Ve sii tin cdy: Phai nd Iffc khdng ngffng nham 
ndng cao tin nhiem va tin tffdng tuyet dd'i khi sff 
dung dich vu hanh chinh cdng cu the nhrf: tang 
dd mffc dp ehinh xac khi thffc hien dich vu, ludn 
thrfc hien cac dich vu hdnh chinh theo dung 
nhffng gi dd cam ke't, ddc biet trong qud trinh tid'p 
nhdn va xu" ly cdng viec, giai quye't nhanh chdng, 
chinh xac, cdng bdng, thda dang cae kie'n nghi. 

phan anh cua nhan dan nham lao Idng lin cua 
nhdn ddn. 

Su ddp ling: Tang cffdng nang Iffc dap ffng 
khdch hdng thdng qua vide cdng khai drfdng day 
ndng, hdm thrf gdp y, sd'dien ihoai cua cdc can bd 
ldnh dao de nhdn dan drfdc bie't, phan anh nhffng 
va'n de lien quan de'n giai quyd't dich vu cdng ttong 
ITnh vffc da't dai. 

Ve phuong tien hdu hinh: Can ndng ca'p va phd 
vie'n cac vdn ban phap ludt, su" dung thi diem ban 
hrfdng dan thu tuc dich vu cdng. Trang bi them 
may quel hd sd de ngrfdi ddn de dang theo ddi cac 
giao dich vdi VPDKDD, iff dd hp cd the kiem tra 
xem hd sd cua hp dang dffpc giai quye'l d bp ndo, 
tie'n do ra sao vd vrfdng mac. 

Ve ndng lucphuc vu: Tang crfdng cdng lac dao 
lao chuyen sdu, bdi drfdng ve chuydn mdn, nghiep 
vu, ky nang giao lie'p nham ndng cao ndng Irfc cho 
ddi ngii cdn bd. Ndng cao y thrfc trdch nhiem vd 
linh than lam viec; thai dd lieh srf, thdn thidn effa 
dpi ngu nhan vien khi tie'p nhdn vd giai quye'l hd 
sd cua cdng dan. Ctn ed chinh sach thu hut ngudn 
nhdn Irfc cd trinh dp cao, ddc biet can day manh 
srf minh bach trong cdng lac tuyen dung (day la 
tdn tai trong nhieu nam trrfdc ddy) de cd ddiic dpi 
ngO nhdn vidn cd chd't Irfdng, phuc vu td't nha't nhu 
cau sff dung dich vu cdng irong ITnh vffc dd't dai 
ngay cang tang • 
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ABSTRACT: 
This research aims to determine factors affectmg the quality of public services related to land 

issues in Lam Dong Province. Through carrying out the regression analysis, there are four 
accepted hypodiese, namely (HI +) Response, (H2 +) Procedures, (H3 +) Tangible means, 
(H4 +) Reliability. The smdy proposes some suggestions lo support local authorities in miproving 
die quality of pubhc services related to land issues m 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, diere are differences in the education level 
of respondents in this study. 
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