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Mot so nhan to anh huong d^n su hai long cua ngudi dan 
ve tinh hinh thuc hien tieu chi xay drnig co so ha tSng 
giao thong nong thon trong xay drnig nong thon moi 
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Bai viet danh gia vige thuc hien cae tigu chi xay dyng ha tang giao thdng ndng thdn theo tigu chudn ndng thdn 
mdi nhu mdt loai hinh dieh vu cdng, khi ngudi dan (khaeh hang) nhan thiie td vg chdt luong dieh vy cdng nay 
dem lai thi hp sg iing hd vd ddng gdp nhdm nang eao chdt lupng va tign dp thye bign eac dieh vy edng nay. 
Kdt qua nghien ciiu chi ra 05 tieu ehi danh gia su hai long eua ngudi dan ve xay dung ha tang giao thdng ndng 
thdn theo chudn ndng thdn mdi la, (1) Vg xay dyng quy hoach va kg hoach phat tridn eo sd ha tdng GTNT theo 
tieu chi ndng thdn mdi; (2) Ve cdng tdc chi dao xay dung co sd ha tdng GTNN theo tigu chi NTM; (3) Vg ngudn 
vd'n va cdng tac huy ddng vdn eho xay dung GTNN theo tigu chudn NTM; (4) Vg cdng tdc qudn ly dau tu xSy 
dyng CO sd ha tdng giao thdng ndng thdn theo tidu chi NTM; (5) Ve cdng tac kidm tra, giam sat, danh gia thye 
hien ke hoach xay dung eo sd ha tdng giao thdng ndng thdn theo tigu ehi NTM. 

1. Ly iuan chung ve sir hai idng 
* Quan nigm vg su hai Idng 
Cd nhieu quan diem danh gia khae nhau vg su hai 

Idng eua khaeh hang. Sy hai Idng eiia khach hang la 
phan ling cua hp vg sy khac bigt cam nhan gitra kinh 
nghiem da bidt va sy mong dpi (Parasuraman va edng 
sy, 1988). Nghia la, kinh nghiem da biet cua khach 
hang khi sir dyng mdt hang hda, djeh vy va ket qua 
sau khi hang hda, djeh vu dupc cung edp. 

Tir viee phan tich y kien ciia cac chuyen gia cho 
thdy SHL khach hang cd vai trd tac ddng ddi vdi muc 
tieu, chien lupc phat tridn ctia td chtre, doanh nghigp. 
Vide thda ma khach hang trd thanh mdt myc tidu 
quan trpng trong vige nang eao chdt lupng dieh vu, gitr 
viing su trung thanh, nang cao nang Iyc canh tranh 
ciia td ehirc, doanh nghigp. Khaeh hang duoc thda 
man la mdt yeu td quan trpng dg duy tri dupe thanh 
edng lau dai trpng kinh doanh va cac chien lupc kinh 
doanh phu hop nhdm thu htit va duy tri khach hang 
(ZeithamI va ctg 1996). 

Tuong ty nhu vay, SHL ciia ngudi dan ed anh 
hudng Idn tdi muc tigu phat trien, ehig'n lupe phat 
tiien ciia moi dja phuong, la co sd dg dia phupng cd 
nhiing bien phap eai tid'n nham nang cao chat lupng 
diachj vy cdng va ho trp cho ngudi dan, tir dd cd thg 
xay dimg va thye hien thanh cdng eac chien lupc 
nhdm dat dupe myc tieu ma Dang va Nha nude da dat 
ra cho dia phuong. 

* Mdi quan he gitra chdt lupng djch vu va sy hai 
Idng ciia khaeh hang 

ZeithamI va edng sy: su hai Idng eua khach hang la 
mpt khai nigm tdng quat ndi Ign su thda man ciia hp 
khi tigu dting mdt dich vu, edn ndi ddn chat Iirpng dich 
vy la quan tam ddn cae thanh phan cy thg cua djch 
vu. Oliver khdng djnh, chdt lupng djch vu dnh hudng 
dgn miie dd thda man cua khaeh hang. Nghia la, chdt 
lupng dieh vu dupe xac dinh bdi nhieu nhan td khSc 
nhau, la mdt phdn nhan td quyet djnh su hai Idng. 

Nhu vay, cac nghign cthi da chi ra rdng, chdt lupng 
dieh vu la tien dd eua sy thda man va la nhan to chu 
yeu anh hudng tdi sy hai long. 

* Cde md hinh do ludng chdt lupng dieh vu thdng 
qua su hai Idng 

Md hinh chat lupng ehiic nang va chat luong ky 
thuat ciia Gronroos, md hinh nay danh gia chdt lupng 
djch vu dya trdn ba digm thigt yg'u la: (1) phan biet 
chdt luong ehtic nang vdi chat Itrpng ky thu^t; (2) hinh 
anh ed anh hudng tdi chat lupng dieh vy; (3) Cam 
nhan vd chdt lupng dich vu la sy khac biet giiia djch 
vu mong dpi va dieh vu cam nhan. 

Md hinh ly thuyet ve chi sd hai long ciia khach 
hang (CSl), Md hinh nay dupc iing dung nhdm do 
ludng su thda man eiia khach hang ddi vdi cae nganh, 
cae doanh nghiep dich vy, Theo md hinh nay sy hai 
long eiia khaeh hang dupc do thdng qua mdi quan he 
nhan qua xudt phdt ttr nhung bign sd khdi tao nhu: su 
mong dpi eua khach hang; hinh anh eua doanh 
nghigp va san phdm; chdt lupng cam nh^n va gid til 
cam nhan vg san pham hoac djch vu di kem den cdc 
bien sd ket qua ciia su hai long nhu su tmng thdnh 
hay sy than phidn eiia khaeh hang. 



Md hinh ehat lupng dieh vu Servqual ciia 
Parasuraman (1985) do ludng chdt lupng dich vy 
thdng qua hieu sd gitia mtrc dp cam nh^n vdi gia tri ky 
vpng. Md hinh nay danh gia chdt luong djch vy qua 10 
thdnh phdn [12]. Sau dd, cae nhd nghign eiiu da tdng 
hpp va dua ra thang do Servqual gdm 5 thanh phdn 
ehinh la: (1) Phircmg tign htiu hinh; (2) Dd tin eay; (3) 
Su ddp ting; (4) Su phyc vy; va (5) Sy earn thdng. 

2. Chinh sach xay dirng nong thon mai 
Cd nhigu tai ligu khac nhau trinh bay khai niem, 

quan didm vd ndng thdn mdi, ehdng ban, theo tac gia 
Duong Tudn Kigt tiii ndng thdn mdi Id ndng thdn md 
trong dd ddi sdng vat chat, van hoa, tinh thdn eua 
ngudi dan khdng ngirng duoc nang eao, giam ddn sy 
edch bigt giua ndng thdn va thanh thj. Ndng dan dupe 
dao tao, tigp thu cac tign bd ky thuat tign tign, cd ban 
linh ehinh tri viing vang, ddng vai trd lam ehii ndng 
thdn mdi. 

Nghi quyet 26-NQ/T.U eua Ban chdp hanh Tmng 
trong Dang khda X ve ndng nghigp, ndng dan va ndng 
thdn da xac djnh: Ndng thdn mdi la khu vuc ndng thdn 
cd kdt edu ha tdng kinh te - xa hdi timg bude hien dai; 
CO edu kinh tg va eae hinh thiie td chiie sdn xudt hpp 
Iy, gdn ndng nghigp vdi phat tridn nhanh cdng nghigp, 
dieh vu; gdn phat trien ndng thdn vdi dd thj theo quy 
hoach; xa hdi ndng thdn dan chii, dn dinh, giau ban 
sdc van hda dan tde; mdi trudng sinh thai dupc bao 
vg; an ninh trat ty duoc giu vimg; ddi sdng vat chat, 
tinh thdn cua ngudi dan ngay cang dupe nang eao; 
theo dinh hudng xa hdi chu nghia. 

Chinh sdeh xay diing ndng thdn mdi la tap hpp cae 
chii truong va hanh dong eua chinh phu nhdm tao cho 
ndng thdn phdt trien bang each tae ddng vao vige 
cung edp cdc yeu td dau vao (ddt dai, lao ddng, von, 
eo sd ha tdng), tae ddng tdi gia ddu vao hay gia ddu ra 
trong ndng thdn, tae ddng ve viec thay ddi td ehiie, 
trong dd thi tnrdng dau vao va cd ddu ra dupc thye 
hidn, tde ddng vao ehuyen giao edng nghd. 

3. Noi dung danh gia sir hai ibng cua ngnoi dan 
ve xay dung cir sn ha tang giao thong nong thon 
theo tieu chi nong thon moi 

3.1. Danh gia ve xAy drnig quy hoach va kd 
hoach phat trien co sd ha tang GTNT theo tieu chi 
ndng thon mdi 

Cdng tac quy hoach giao thdng ndng thdn dupe xay 
dung trgn co sd djnh hudng phat trien kinh te xa hdi, 
kd thtra he thdng kdt cau ha tdng giao thdng cu, tuan 
thii quy hoach phdt trign giao thdng ciia edp trgn va 
phdi phan ky thye hidn quy hpaeh (dam bdo ydu td 
ngudn lue dg dua quy hoach vao thuc tien). Co sd 
chuan xde eho edng tdc Idp quy hoach la phai xac 
dmh rd didm manh, diem ydu co hpi va thach thtic dd 
dinh hudng phat tridn giao thdng. Quy hoach eo sd ha 

tdng GTNT dupe chia lam hai mang: Quy hoach eac 
tuydn dudng huygn va quy hoach cde tuygn dudng 
cdn lai. 

Qudn ly lap quy hoaeh cung thye hidn theo md 
hinh qudn ly theo ddu ra, Idy myc dich ciia cdng tae 
lap quy hoaeh de chi dao, Idy muc tigu dd lam mdc 
thuc hien dg nang cao chdt lupng ddu ra (Hd so quy 
hoaeh); cac boat ddng lap quy hoach phai dam bao 
tinh khoa hpe, nang luc ciia eae bd phan tham gia 
phai dap trng ygu edu chuyen mdn; edc can cii €6 ldp 
quy hoach phai dam bao tinh chinh xac. 

Nhu vay, dd danh gid sy hai long ciia ngudi dan vg 
tidu chi nay, ta cdn danh gia thdng qua eac chi tidu 
nhu: Cdng tac quy hoach giao thdng ndng thdn cd 
dupc xay dyng trdn eo sd djnh hudng phat tridn kinh 
te xa hdi dia phuong hay khdng; Quy hoach giao thdng 
ndng thdn cd sy kdt ndi cac tuyd'n dudng qude Id, 
dudng tinh, dudng huydn va cac khu vue dan cu, khu 
vuc san xudt hay khdng; Ngudi dan dupc tham gia 
ddng gdp y kien khi quy hoaeh giao thdng ndng thdn 
hay khdng; hang nam cd thye hign dieu chinh quy 
hoaeh theo sy can ddi cdc ngudn luc cua tinh, huydn, 
xa va nhan dan hay khdng; hay ngudi dan dupc tham 
gia kidm tra, giam sat edng tae quy hoaeh giao thdng 
ndng thdn hay khdng?... 

3.2. Banh gia vg cdng tac chi dao xay dung co 
sd ha tang GTNN theo tidu chi NTM 

San phdm ddu tidn cua edng tae lanh d^o, ehi dao 
xay dung co sd ha tang GTNT la myc tigu va chii 
truong dau tu diing trude khi quyg't dinh ddu tu. Myc 
tigu ciia cdng tac lanh dao xay dyng co sd ha tdng 
GTNT theo tigu ehi NTM cua edc edp la khuygn khieh 
dupe cae chii the ty ehu linh boat xay dimg, tdi uu 
mang ludi GTNT ciia huyen trong khoang thdi gian 
ngdn nhdt nhung trong qua trinh dd vdn phai tuan thu 
cac quy dmh hien hanh. Cdng tac chi dao theo nguydn 
tde phan quygn, giao edng vide va giao quyen de thue 
hidn cdng vide, khuyen khich sy tu chii linh boat ctia 
cap thuc hign. 

Nhu vay, de danh gia su hai Idng ciia ngudi dan vg 
tigu chi nay thi cd thg danh gia thdng qua cae ehi tigu 
nhu: Cdng tac chi dao cd theo nguygn tdc phan quyen, 
giao cdng viec va giao quygn dd thye hien edng vige, 
khuygn khieh su ty ehu linh hoat ciia cap thye hien 
hay khdng; Dja phuong da ed Ban xay dung NTM cap 
huyen. Ban quan ly edp xa, Ban Phat tridn thdn hay 
chua; Cae Ban ehi dao xay dung NTM d eac edp thue 
hign ehi dao ed theo dung quy hoaeh, ehirc nang; 
Cdng tac tuygn tmygn xay dyng ha tdng GTNT trong 
xay dung NTM dupe phd bien rdng rai den ngudi dan 
hay khdng?... 

3.3. Danh gia vd ngudn vdn va cdng tac huy 
dong vd'n cho xdy dung GTNN theo tieu chuan NTM 

Vd'n Chuong trinh mue tigu qude gia xay dimg 
ndng thdn mdi,theo Quyg't dinh 800/QD-TTg ngay 
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04/6/2010 ciia Thii tudng Chinh phii, dupe huy ddng ttr 
ngan sach chiem ty trpng Idn nhdt, khoang 40% tong 
ngudn vd'n thuc hien, tigp den la vdn tin dyng (khoang 
30%), vdn tir cac doanh nghiep va cae td chiie kinh td 
khac (khoang 20%) va huy dpng ddng gdp cua cdng 
ddng dan cu (khoang 10%).Tu vi tri, vai trd, dac diem 
cua CP sd ha tang GTNT thi Ngan sach ddng vai trd chu 
dao va vdn tti huy ddng sy ddng gdp eua cong dong 
ddng vai trd bd sung. 

De danh gia sy hai long ciia ngudi dan vg tigu chi 
nay, ta cd the danh gid thdng qua edc ehi sd: Ngudn 
vdn phue vu eho xay dung giao thdng ndng thdn ed 
dupe da d^ng hda tir Ngan sach cac cap, vdn vay tin 
dyng, vdn xa hdi hda,... hay khdng; Ngudn vd'n ehi eho 
xay dung ha tdng GTNT trong xay dung NTM dupc chi 
thep mire dd tm tign: Dudng huyen, xa, thdn...; Ngudn 
vd'n chi cho xay dyng ha tang GTNT trong xay dyng 
NTM dupe chi theo quy hoach, ke hoaeh hay khdng; 
Chinh quygn ed thye hign edng khai ve cac khoan chi 
cho xay dung giao thdng ndng thdn hay khdng?... 

3.4. Danh gia ve cong tac quan ly ddu tu x&y 
dung CO so ha tdng giao thdng ndng thdn theo tieu 
clii NTM 

Quan ly xay dyng eac tuyen ducmg GTNT trong xay 
dung NTM la cdng tac hoaeh dinh, theo ddi va kidm 
soat tdt ed nhiing vdn dd ctia mpt dy an va didu hanh 
mpi thanh phan theim gia vao du an dd nham dat dupc 
nhting muc tidu eiia dy an diing thdi ban vdi eae chi 
phi, chdt lupng va kha nang thye hien chuydn bidt. 
Quan ly dg dat mue tieu hay eac ddu ra ed gia tri cao 
nhdt ddi vdi myc tigu va cd ehi phi thdp nhat. Ndi each 
khde qudn ly dg ddm bao ddng tiidi tinh higu qua, 
hieu luc dd'i vdi edng tae dau tu xay dyng co sd ha 
tdng GTNT trong xay dung NTM. 

Dd danh gia sy hai Idng ciia ngudi dan ddi vdi tidu 
chi nay thi ed thd danh gia qua cae ehi tigu nhu: Quan 
ly ddu tu xay dung co sd ha tdng GTNT ed theo md 
hinh ehudi ket qua hay khdng; Viee quan ly dau tu xay 
dyng CO sd ha tang GTNT ed dupc thuc hien d tdt ca 
cae edp tti huyen xudng tdi timg thdn xdm hay khdng; 
Ngudi dan ed dupe tham gia giam sat ehat che cac 
ngudn luc dau vao ciia xay dyng giao thdng ndng thdn 
hay khdng; Ngudi dan cd dupc tham gia vap tat ca eac 
hpat ddng eiia qua trinh xay dung CP sd ha tdng GTNT 
nhu: chudn bi, xay dung, kidm tra chdt lupng, nghiem 
thu, tdi chinh, nhan sy... 

3.5. Ddnh gia vg cdng tac kidm tra, giam sat, 
danh gia thuc hign ke hoach xay dung co sd ha 
tang giao thdng nong thdn theo tigu chi NTM 

Kigm tra, gidm sat, danh gia viee thuc hien kd 
hoaeh xay dung eo sd ha tang GTNT theo tieu ehi NTM 
la hoat ddng khdng the thigu eiia nha lanh dao quan 
ly, la yeu td cau thanh ciia cdng tac quan ly xay dung 
nham dam bao qua trinh thuc hien hudng dung myc 
tieu, ed su dieu ehinh hpp Iy khi cdc hoat ddng xay 
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dyng ehju sy tac dgng ciia cac ygu td chua dupc tinh 
den de giam tbidu nii ro khi thye hign. 

Nhu vay, dg danh gia sy hai long ciia ngudi dan vd 
tigu chi nay, ta ed thd danh gia thdng qua cae chi tigu 
nhu: Ban chi dao xay dyng NTM eac edp thudng xuydn 
kigm tra, gidm sat vige xay dyng co sd ha tang GTNT 
hay khdng; Cdng ey cua kigm tra, giam sat ed phdi la 
ban ke hoach thuc hign, cac bdo cdo tign dd, tai 
chinh... hay khdng; Hoat ddng kigm tra, giam sdt dupc 
tien hdnh ed sy tham gia eiia ngudi ddn dja phuong 
hay khdng; Cae bao eao kidm tra, giam sdt ddm bao 
tinh tmng thuc, chinh xde va dupc cdng bd rdng rai 
hay khdng; Bd phan kidm tra phai ed nang Iyc chuyen 
mdn, phdm chdt d^o dti'c va ddc I$p vdi eac bd phSn 
bi kiem tra hay khdng?... 

4. Ket iuan 
Qua vide phan tich cdc nghidn ciiu d trpng va ngoai 

nude vg sy hai Idng eiia khaeh hang, ehinh saeh ciia 
Nha nude ve xay dyng ndng thdn mdi, tac gia da khai 
quat ndn 05 tieu chi danh gia su hai Idng eiia ngudi 
dan ve xay dung CP sd ha tdng giao thdng ndng thdn 
theo tigu ehi ndng thdn mdi bao gdm, (I) Ve xay dung 
quy hoaeh va kg hoach phat ti-ien CP sd ha tdng GTNT 
tiieo tigu chi ndng thdn mdi; (2) Vd cdng tac chi dao 
xay dyng co sd ha tang GTNN theo tigu chi NTM; (3) 
Vg ngudn vdn va cdng tde huy ddng vdn cho xay dyng 
GTNN theo tigu chudn NTM; (4) Ve edng tae qudn ly 
ddu tu xay dyng co sd ha tdng giao thdng ndng thdn 
theo tidu chi NTM; (5) Vg cdng tac kiem tra, gidm sat, 
danh gia thye hien ke hoach xay dung eo sd ha tdng 
giao thdng ndng thdn theo tigu ehi NTM. Kdt qua 
nghign eiiu nay tao co sd ly Iuan cho vige danh gia sy 
hai long ciia ngudi dan vg eac eac tigu ehi xay dyng 
ndng thdn mdi, gitip cae nha qudn ly trong linh vyc 
ehinh saeh cdng cd them can cti eho vige danh gia 
hieu qua eiia ehupng trinh muc tieu Qude gia vd xdy 
dyng ndng thdn mdi./. 
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