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Tom tdt: Sic dung cdc bien do ludng su hdi long cua ngudi ddn di ddnh gid chuc ndng 

phgc vi^ cua chinh phu cd mdt y nghia thtcc tien vd cung to ldn. Tuy nhiin, ddnh gid su hdi 

long cua ngudi ddn cdn thdng qua cdc dir lieu ndo? nhirng dir lieu do ludng ndo duac coi la 
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phu cua mpt sd qudc gia tren thi gidi vd de xudt nhicng gdi md de Viet Nam cd the tham khdo. 
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1. N$i ham sp* hai Idng ciia ngu-di dan 

Tren thd gidi da cd nhieu nghien ciiu tiep 

can khdi ni^m "hdi Idng" dudi nhiing gde dp 

khdc nhau. Cardozo Id ngudi dau tien nghien 

CIIU vl mong dpi vd sy hdi long cua khach 

hang vao nam 1965. Sau dd, cd rat nhieu 

nghien cdu bat dau khai thac vd di sdu vdo 

vin d l ndy vdi nhiing phuang phdp do ludng 

va giai thich khac nhau ve sy hai Idng, nhung 

vdn khdng dua ra dupe rapt dinh nghTa thdng 

nhit. Ban dau, quan nipm ve sy hdi Idng dupe 

tiep can chu yeu ttong ITnh vuc kinh doanh 

vdi khdi niem trung tam Id sy hdi Idng cua 

khach hang. Cung vdi sy phat trien cua kinh 

te vd xu hudng toan cau hda, qua trinh cai 

each hanh chirih vdi myc tieu xdy dyng nen 

"hdnh chinh phyc vy", ngudi ddn ttd thdnh 

ngucri thy hudng djch vy. Id khdch hdng cua 

nen hanh chinh da md ra cdch tiep can ve 

sy hdi Idng d gde dp rdng hon. Dd la sy hdi 

Idng ddi vdi cdc dich vu cdng do cdc ca quan 

cdng quyen cung dng. Theo dd, su hai long 

* TS, Trucmg Bgi hpc Npi vy Hd Npi 
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Id sy khdc biet giiia ky vpng cua khdch hang 

va cam nhgn thyc t l md hp nhan duoc [1]. 

Oliver (1997) cho ring sy hdi Idng Id muc 

dp ciia trang tiidi cam gidc ciia mdt ngudi bdt 

ngudn tu viec so sdnh kdt qud thu dupe tu 

san pham vdi nhung ky vpng cua ngudi dd. 

Nd dupe xem xet d ba mdc dp: (1) Neu ket 

qud nhgn dupe it ban mong dpi thi chu the su 

dyng dich vy se cam thdy khdng hai Idng; (2) 

N I U kit qud djch vu bang mdc mong dpi thi 

chu thd su dyng djch vy se hdi long vd ban 

nua; (3) neu ket qua dich vy nhgn dupe nhieu 

hon mong dpi thi chu the su dyng dich vy se 

rat hai Idng va thich thu vdi djch vy do [2]. 

Nghien ciiu den mdi quan h^ giiia sy hdi Idng 

va chat lupng dich vu, Ferh vd Russell (1984) 

cho rang sy hdi Idng Id sy phdn dng cua chii 

the su dyng djch vy ddi vdi viec dupe dap 

ling nhiing mong mudn md hp da djnh hinh 

td ddu [3]. Quan diem ndy phan nao tning 

vdi Kang va Jeffrey (2004) khi cho ring sy 

hdi Idng cua chu the sd dyng dich vu chinh la 

ttang thdi, cam nhan cua hp ddi vdi nhd cung 

cap dich vy sau khi da su dyng chimg. Theo 

dd, sy hdi Idng la cdm giac vui thich hoac ky 

vpng cua mdt ngudi bdt ngudn tu su so sdnh 

cam nhdn vdi mong dpi vl mdt sdn phim. 

Do do, sy hai Idng cua khach hdng cd ba cap 

dp: neu nhan thdc nhd hon ky vpng thi khdch 

hdng cam n h ^ khdng hai Idng; nlu nhan 

thdc bing ky vpng thi khdch hang cam nhgn 

hdi Idng; nlu nhdn thuc Idn hon ky vpng thi 

khach hdng cam nhdn hai Idng hoac thich thu. 

Su hdi Idng cua khdch hdng dupe djnh nghTa 

nhu la ket qud cua sy danh gia cdm tinh vd 

nhan thuc. Hai Idng la hdm sd ciia mong dpi, 

cdm nhgn cimg vdi khodng each giiia cam 

nhdn va mong dpi.Tu nhiing quan diem tten, 

cd the nhdn thay: sy hai Idng cua khach hdng 

la viec hp can cu vao nhiing hieu biet ddi vdi 

djch vy raa hinh thdnh nen nhung danh gia 

hogc phdn doan chu quan cua minh ve djch 

vu dd. Dd Id mpt dang cdm gidc ve tam ly 

sau khi nhu cdu cua khach hang da dupe thda 

man. Sy hdi long ciia khdch hang dupe hinh 

thdnh dya tten ca sd nhung ttdi nghiem dac 

biet, dupe tich liiy sau khi sd dyng djch vu, 

khdch hang se cd sy so sanh giiia hien thuc 

va ky vpng, tu dd hinh thanh sy ddnh gid vua 

long hay khdng vda Idng. 

2. M^i quan h^ giua trpng s6 danh gia 

va mdc dd hai long cua ngudi dan 

Ddi vdi chinh phu nhieu nude, phyc vu 

ngudi dan va thda man nhu ciu cua ngucri 

dan la tdn chi boat ddng. Do do ngudi ddn 

vua Id khach hdng, vua Id ddi tupng qudn 

ly ciia cdc co quan cdng quyen, Idng tin vd 

sy trung thanh cua khach hang (ngudi dan) 

ddi vdi chinh phu dupe quylt djnh bdi sy hai 

Idng cua ngudi ddn ddi vdi chinh phu. Vi vdy, 

su dyng cac do ludng sy hai Idng cua ngudi 

ddn de danh gia chuc nang phyc vy ciia chinh 

phu cd mdt y nghTa thye tiln vd cimg to ldn. 

Phuang thdc danh gia sy hai Idng ciia ngudi 

ddn hien nay d mpt sd qudc gia tten the gidi 

deu tdp trung vao danh gia sy hai long cua 

ngudi dan nhdm do lucmg ndng lyc cung dng 

djch vy cdng vd chat lupng cung iing djch vy 

cdng cua chinh phu. Chdt lupng dich vy cong 

ciia chinh phu dupe do ludng bang moi ldn 

cdng chiing tiep nhan cdc djch vu cua chinh 

phu thi djch vy dd cd the ddp dng dupe ky 
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Hinh 2.1: M6 hinh kit can chi so hai long ngirdi ddn nude My (ACS!) 

vpng va nhu cau cua ngudi dan tim kiem hay 

khdng. Do dd, can do lucmg dupe "chat lupng 

toan dien", qudn ly chat lupng toan dien chinh 

Id do ludng bang phuang phap khoa hpc tten 

cac phuong dien cua ca qua ttmh cung ung va 

su dyng dich vy vd duong nhien, su hdi long 

cua ngudi ddn la tnmg tam cua todn bp qua 

trinh do ludng dd. 

Dua sd lieu ddnh gid su hai Idng ciia ngudi 

ddn 1dm ttpng sd de do ludng chdt lupng djch 

vu cdng ciia chinh phu la mdt ttong nhiing 

van d l dupe nhieu qudc gia tten the gidi quan 

tam. Md hinh chi sd do ludng sy hai long cua 

ngudi dan (customer sat is facion index, CSI) 

da dupe sd dyng de do ludng sy hai long cua 

ngudi ddn ddi vdi chat lupng dich vy hoac sdn 

phim dupe cung dng. Nam 1989, Thuy Diln 

la qudc gia ddu tidn tren the gidi xdy dyng 

chi sd hai Idng cua ngudi dan mang quy rad 

qudc gia. Sau dd, 20 qudc gia khdc: My, Ddc, 

Canada, Han Qudc,cung da ldn lupt xdy 

dyng chi sd CSI, chi sd sy hdi long ngudi dan 

cua nude My dupe xdy dyng dya tren chi sd 

hdi Idng ngudi ddn ciia Thyy Dien. Md hinh 

ehi sd hai long ngudi ddn ciia My (ACSI) 

dupe dp dung d nhieu qudc gia khac tten the 

gidi, vi nd can cu vao Ly thuyet hai Idng de 

khara pha va xac dinh cac yeu td dnh hudng 

den chi sd hdi Idng cua ngudi ddn, ciing nhu 

chi sd hai long cua ngudi dan vd co che tac 

ddng giua cac yeu td nay [4]. Ly thuyet hdi 

long khdng chi Id co sd dl xdy dyng md hinh 

chi sd hai Idng cua ngudi dan, raa cdn la zcs 

sd de phan tich vd ddnh gid kit qud do ludng 

chi sd hdi long cua ngudi dan. Ly thuyet hai 

long tin rang su hai long cua ngudi dan lien 

quan den ky vpng trudc khi su dyng dich vy 

va hieu sudt sau ban hang cua cdc san phara 
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Nhantd 
quan trie 

Hinh 2.2: Mo hinh ket cau chi %k hai long ngudi dan Trung Quoe 

hoac dich vu cd lidn quan. 
Trong hinh 2.1, tdng thi sy hdi Idng cua 

ngudi dan dupe dat d ttong he thdng nhan 
qua tuang tdc lan nhau va chju anh hudng 
cua nhau, do 6 biln dinh lupng cau thdnh: ky 
vpng cua khach hdng se dnh hudng den sy 
cdm nhdn cua khdch hang ddi vdi chat lupng. 
Hai nhan td nay lgi ciing dnh hudng den sy 
cam nhdn gia tri, sau dd cd 3 biln djnh lupng 
ndy ddng thdi tac ddng den mdc dp bang Idng 
ciia khdch hang. Mdc dp hai Idng eua khach 
hdng td dd dupe chia thdnh: khach hang trung 
thdnh va khdch hang than philn (khdch hang 
khdng hai Idng). 

Trung Qudc, vdi rad hinh Chinh phu phyc 
vu ngudi ddn, da xdy dyng md hinh do ludng 
sy hdi Idng ngudi dan theo cdch rieng cua 
minh. Theo dd, bien djnh lupng Idng tinng 
thanh cua ngudi dan dupe thay thi bdng dp 
tin nhiem ciia ngudi ddn, ddng thdi gia tang 
nhieu hem cac nhan tii chit lupng dnh hudng 
den cara nhdn cua ngudi ddn [5] 

Nhu vdy, cd the thay cdc nhdn td chat 
lupng la yeu td dnh hudng den sy edm nhan 
chit lupng sdn phdm, cung la nhihig quan ttac 
lupng do ludng su cdm nhan. Ky vpng ciia 
khdch hang vdi ham y Id khdch hang mong 
dpi nhan dupe logi sdn phdm hoac dich vu 
chit lupng tdt, dac biet la chit lupng cung 
ling djch vy cdng cua Chinh phu. Do dd, 
radi sy ky vpng cua khdch hang Igi tuong 
ling vdi mdt bien lupng quan ttac. Sy hai 
long ciia khach hang chiu anh hudng cua 3 
yeu td: cdm nhdn chit luang, ky vpng khach 
hang va cam nhan gid trj. Muc dp hdi long 
cua khach hdng se chi phdi den dp tin nhidm 
vd than phien cua khach hang, dgc bî t mdc 
dp than philn cua khdch hang cOng chi phdi 
din muc dp tin nhiem cua khdch hdng ddi vdi 
chit luong cung dng dich vu cdng cua Chinh 
phu. Hon nua, ttong qua tiinh phdn tich dilu 
tta cdc nhan tu chit lupng dnh hudng din 
cara nhgn chit lupng dich vy cua ngudi dan, 
Trung Qudc da chi ra dupe 6 nhdn tii cd dnh 
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hudng ldn ddn sy cdm nhdn chit lupng cua 
ngudi dan, bao gdm: hieu qud quan Iy xa hpi 
cua Chinh phu; hipu suit dich vu hdnh chinh 
cua Chinh phu; td chit ciia cdng chuc; hieu 
qud djch vy cua Chinh phu; tieu chi djch vy; 
hanh vi ciia Chinh phu. Tiiy theo cdc cdng cy 
ddnh gid vd muc dich do ludng, mdi rapt nhdn 
td quan ttac lgi tuong ung vdi rat nhilu biln 
lupng quan ttic khdc nhau. 

Trpng sd ddnh gid rauc dp hai long cua 
ngudi dan se can cu theo mye dich va cdc 
cdng cu ddnh gia md qudc gia do lya chpn. 
My va rapt sd qudc gia khac coi ngudi dan 
nhu la mpt khach hang nen dl ttpng sd vdo 
sy trung thdnh cua khach hang, Trung Qudc 
lai coi sy hai Idng cua ngudi ddn Id muc dich 
de phuc vu, lay tdn chi phyc vy nhan dan 
lam kim chi nam nen ttpng sd sy hai Idng 
cua ngudi ddn dupe dgt vdo sy tin nhiem cua 
ngudi ddn ddnh cho cac boat ddng cung iing 
dich vu cdng ciia Chinh phu. 

Xay dyng hp thdng tieu chi danh gid sy 
hdi long cua ngudi ddn Id co sd dl dieu tta 
vd phdn tich sd lipu, khien cho dgc tinh phdn 
dnh ciia cac yeu td tucmg quan se anh hudng 
den mdc dO do ludng sy hai Idng cua ngudi 
ddn. Vi vay, thiet ke npi dung cdc cdu hdi ttac 
nghiem cdn dya tten sy danh gia va chung 
minh ttpng sd nao anh hudng nhieu nhdt den 
sy hai Idng cua ngudi dan. Ngodi ra, cin 
can cu vao su khdc nhau ve thi che kinh te, 
chinh trj, sy khdc nhau giiia cdc vung, miln, 
khu vyc dd thilt kl cdc npi dung ddnh gid 
va tim ttpng sd. Vi dy, ddi vdi cdc ca quan 
hdnh chinh thupc cdc khu vyc thanh phd cdng 
nghiep dupe thanh lap tu Idu ddi thi cdn thilt 

ke ttpng tara vao cdc tieu chi: mdc dO thay 
ddi dien mao thdnh phd, dien tich binh quan 
nha d cua dan cu, ty le ngudi cd vî c 1dm... 
Ddi vdi cac thdnh phd mdi thdnh lap lai can 
xay dyng cdc tieu chi ddnh gid: ty Ip cay xanh 
trong thdnh phd; mdc dp thi trudng hda; sy 
gia tang cda ty le ngudi cd vî c Idm... Dac 
bipt, tiirdc tien can ttpng tdm do ludng sy ky 
vpng ciia ngudi dan (ddy chinh la ttpng sd 
quan ttpng dnh hudng din sy hai long cua 
ngudi dan), tii do danh gia sy cam nhan chit 
lupng dich vy cdng cua hp. Tu su ky vpng den 
su cam nhdn se hinh thanh nen rauc dp hdi 
Idng cua ngudi dan. Giao su Mark H. Mooer 
cho rang: ttong qud trinh ngudi dan tiep nhdn 
cac djch vy cdng md chinh phu cung iing, cdc 
gia tri md hp cdm nhdn dupe chinh la cac lpi 
ich ve xa hdi, thu tyc hdnh chinh... va cac chi 
phi phdi bd ra ttong qud trinh hudng thy dich 
vy [5]. Ngudi dan ludn mang mdt y thdc chu 
quan ca nhdn rdt mgnh ttong viec dupe danh 
gid cac loai hinh djch vy cdng ma chinh phu 
eung ling cd thda man hay khdng. Do dd, radi 
mOt ngudi ddn iai cd sy cara nhgn khac nhau 
ve chat luong dich vu. Cac nhd khoa hpc da 
chi ra muc dp cam nhan khdc nhau cua ngudi 
ddn vl cdc loai hinh djch vu. Ngudi dan 
khdng chu ttpng nhieu vao viec chinh phu da 
dau tu bao nhieu tien vdo cdc loai hinh dich 
vy cdng vd khdi lupng cdc loai hinh djch vu 
cdng nhieu the nao, hp chi danh gia muc dp 
thda man, su phu hpp cua cdc logi hinh djch 
vy do vd chi phi phdi bd ra. 

3. M$t vai gffi md cho ĥ  th6ng ddnh gia 
su- hdi Idng ciia ngudi dan Vî t Nam hî n 
nay 
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De thyc hi?n myc tieu xay dyng Chinh 

phii liem chinh, kien tgo, hanh ddng Chinh 

phu Viet Nam da ed rdt nhieu gidi phdp nham 

nang cao chit lupng hogt ddng va co cdu td 

chuc ciia bd mdy cdc co quan cdng quyen. Mdt 

trong nhiing nhiem vu ttpng tam la xay dung, 

hodn thien the che phdp luat, cdi cdch hdnh 

chinh, cai thien mdi trudng kinh doanh, tao 

dieu kien thudn lpi nhat cho ngudi dan. Hien 

nay, cd 3 kenh danh gia su hdi Idng cua ngudi 

ddn, doanh nghiep ddi vdi hogt dpng chinh 

quyen. Dd la chi sd ddnh gid ndng lyc canh 

ttanh cip tinh (PCI), chi sd hieu qud vd hanh 

chinh cdng (PAPI), chi so hdi long ve sy phyc 

vy hanh chinh (SIPAS). PCI dupe xay dyng 

tten CO sd ddnh gid cua cdc doanh nghiep. Do 

vay, chi sd ndy phdn dnh vl mdi trudng dau 

tu va kinh doanh cua dia phuong. Qua PCI 

cd the thdy dupe mdt sd thyc ttgng dieu hdnh 

kinh te cua chinh quyen cdc tinh, cdc diem 

manh diem yeu, ciing nhu xdc djnh dupe 

chinh quyln dia phuong ndo cd chit lupng 

dieu hdnh kinh te tdt vd cde doanh nghiep hdi 

Idng. Tu do, giiip chinh quyen cdc tinh, thanh 

phd nhdn biet dupe mdi trudng kinh doanh 

cua minh hi^n dang cdn nhiing yeu kem gi 

can phdi khac phyc de dap iing yeu cau cua 

doanh nghiep. Tuy nhien, PCI radi chi dp 

dyng khao sat doanh nghiep tai cdc tinh, thdnh 

phd theo phuang phap chpn mdu ngdu nhien 

phan td. Dieu nay din din nlu doanh nghiep 

danh gid cao thdi qud hoac tieu eye thdi qua 

se dnh hudng den sy phdt ttiln mdi trudng 

kinh doanh thyc t l cua tinh dd [6]. PAPI la 

cdng cy ddnh gid muc dp hieu qua dilu bdnh, 

qudn ly nha nude, thyc tiii ehinh sach vd cung 

ling dich vu cdng cua chinh quyen cdc cap 

dya ttdn ttai nghiem, danh gia cua ngudi ddn 

khi tuang tac vdi cdc cap chinh quyen dja 

phuang. PAPI dupe ddnh gia qua 6 true n0i 

dung; sy tham gia cua ngudi dan d cdp co 

sd; cdng khai, rainh bach; ttdch nhi$m gidi 

trinh vdi ngudi dan; kiem sodt tham nhung 

ttong khu vyc cdng; thu ti^c hanh chinh cdng; 

cung irng dich vy cdng, ttong dd, cd 22 ndi 

dung thanh phdn va 92 chi sd ve hi^u qua 

qudn hi va hdnh ehmh cdng. Tuy nhien, ttong 

dd chua cd ddnh gia ndo lien quan den sy ky 

vpng ciia ngudi ddn nhim so sanh sy ddnh gia 

cua ngudi ddn trudc va sau khi su dyng cdc 

djch vu. SIPAS (Chi sd hai long vl sy phyc 

vy hanh chinh) dupe xdc dinh tten ca sd khao 

sat su hai Idng cua ngudi ddn, td chuc ddi vdi 

viec cung iing dich vy hanh chinh cdng tai 63 

tinh, thanh phd true thudc tnmg uong, d cd 3 

cip hdnh chinh tgi dia phuong. Ngodi ra, Bd 

Ndi vii cdn ban hdnh Quyet djnh 2640 vl viec 

phe duyet Dd dn "Do ludng su hdi Idng cua 

ngudi dan, td chuc ddi vdi sy phyc vy ciia ca 

quan hanh chinh nha nude giai doan 2017 -

2020". Van bdn ndy thay till Quylt djnh 1383 

ban hanh cudi nara 2012. O van bdn ban hanh 

nara 2012, sy hdi Idng cua ngudi dan vdi ca 

quan hdnh ehinh nhd nude dupe ddnh gia dya 

tten 13 tieu chi. Cdn theo quy dinh mdi, cdc 

ylu td do ludng su hdi long ciia ngudi dan, 

td chuc bao gdm 5 yeu td co ban vdi 22 tieu 

chi cy thi [7]. Theo dd, cd thi tiiiy dupe Viet 

Nam dang dgt ttpng tdm vao tieu chi ddnh gia 

sy hdi Idng cua ngudi dan vdo: sy cdra nhan 

cua ngudi dan ma chua cd tieu chi lien quan 

den su ky vpng cua ngudi dan. 
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Can cd vao nhung luan gidi vl ca che hinh 

thanh nen sy hdi Idng cua ngudi dan vd nhiing 

chi sd do ludng v l sy hdi Idng ciia ngudi dan 

raa Viet Nara dang dp dyng hien nay, cd till 

thay Chinh phii Viet Nara mac du da rit nd 

luc cd gang ttong vdn de nang cao hieu qua 

djch vu cdng nham thda man nhu ciu cua 

ngudi dan, hudng tdi rapt chinh phu phyc vy, 

phdt trien nhung ttong cdc tieu chi ddnh gia 

ve sy hdi Idng ciia ngudi ddn, Viet Nam da bd 

qua mdt phan vd cung quan ttpng. Dd chinh 

Id sy ky vpng cua ngudi dan. Qua thyc t l kinh 

nghiem cua cdc qudc gia cung nhu cdc nghien 

cdu cua cac hpc gia tten thi gidi cd thi nhgn 

thay: rapt ttong nhung thanh cdng cua viec 

nang cao hieu qud chdt lupng djch vy cdng 

(dac biet la chdt lupng dpi ngy can bd cdng 

chde) khdng the bd qua yeu td "sy ky vpng". 

Bdi vi su ky vpng cua ngudi ddn tdc dpng 

tryc tiep den sy cam nhgn cua ngudi ddn ddn 

den mue dp hdi long cua ngudi ddn. 

Do dd, nham nang cao ban nua hidu qua 

cua de an do ludng sy hai Idng cua ngudi dan, 

Viet Nam cdn chu y nhiing van de lien quan 

den ddnh gid sy ky vpng cua ngudi ddn nhu 

sau: 

Thic nhdt, do lucmg muc dp hai Idng cua 

ngudi dan khdng chi Id viec tiSp thu y kien 

ddng gdp ddnh gia ciia ngudi dan de gidm sdt 

vd ddnh gia lai can bd cdng chuc, ma phai 

coi day Id mdt khdu quan ttpng trong quy 

trinh thyc hien cdi cdch hanh chinh nhd nude, 

hudng tdi nang cao ban nua chat lupng djch 

vy cdng. Vi vay, can phdi cd co chi gidm 

sat vice danh gia sy hai Idng ciia ngudi dan. 

Khau gidm sdt danh gid ndy phdi dupe cdc 

don vj trung gian, ddc lap, khach quan thyc 

hien, ttanh viec vua "ddnh ttdng - vda thdi 

cdi". Khdu giam sat, ddnh gia cd chinh xdc va 

khach quan thi ket qua khdo sdt mdc dd hdi 

Idng mdi cong bang va minh bgch, gdp phan 

hoan thien ke hoach cdi each hdnh chinh, 

ddng thdi cd nhung dieu chinh ve mat thu tyc 

ngay rapt tdt hon. 

Thic hai, ngoai phuang phdp phdng vin 

tryc tiep ngudi dan v l cdc thu tiic, quy tiinh 

va thdi dp phyc vy cua dpi ngii can bd cdng 

chuc, can thyc hien ddnh gid tu gde nhin 

ddi tupng dupe phuc vu la ngudi dan, nham 

nghien ciiu ve sy ky vpng trudc va sau khi thy 

hudng cac loai hinh dich vu cdng, dgc bipt la 

dich vy hdnh chinh cdng. Tu dd, cd the thiy 

dupe mdt each khdch quan nhdt muc dp dap 

ling cua khu vyc cdng ddi vdi ngudi dan. Dd 

chinh Id ky vpng thuc te cua ngudi dan khi 

dupe hdi ve sdn phdm, djch vy cd dap ling 

dupe ky vpng ban ddu cua hp khdng. Bdi vi 

sy ky vpng cua ngudi dan la tieu chi khdng 

the dp dgt (do dd rdt khdch quan), ciing la tieu 

chi myc tieu de cac ca quan nha nude phuc 

vy ngudi dan d dja phuang do mdt each hieu 

qua nhdt. Vi du, trudc khi di Idm thu tyc hdnh 

chinh, ngudi dan se cd nhung ky vpng rieng 

cua rainh ve noi ma rainh sap tdi (co sd vat 

chit, thdi dp phyc vy...), sau khi da lam xong 

thu tuc hp se cd nhiing danh gia chinh xac 

nhat ve sy hai Idng ciia minh ddi vdi dich vy 

vda dupe cung dng. 

Thic ba, ttong cac tieu chi ddnh gid cdn 

cd them tieu chi ve "kha nang gidi thi?u sdn 

phdm dich vy cho ban be, ngudi thdn". Day 

ciing Id mdt trong nhiing tieu chi ddnh gia 
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khach quan nhit sy hai Idng cua ngudi dan. 

Cdng cd nhilu ngudi bilt den sdn pham dich 

vu dd thdng qua sy gidi tiii?u thi cdng chiing 

td ngudi dan da rit bang Idng vdi sdn pham 

dupe cung ling, Bdi ngudi ddn cd bang Idng 

thi mdi cd khd ndng gidi thieu cac san pham 

djch vy da sd dyng cho nhiing ngudi khac. 

Tieu chi nay la mdt ttong nhung phuang 

phap maketting "truyen mi?ng" huu hi?u nhdt 

dupe cac doanh nghiep sd dyng ttong cdng 

tdc qudng bd, tijyen truyen sdn pham. 

Thic tu, d l ddnh gid ro ban ky vpng cua 

ngudi ddn ddi vdi chit lupng cua sdn pham 

dich vy cin hudng tdi ddnh gia ttdi nghiem 

vl mpt djch vu ly tudng ciia ngudi ddn, cung 

chinh la myc tieu ma cai each hanh chinh 

hudng tdi nham phyc vu tdt hon, thda man 

hon cac yeu ciu cua ngudi ddn va doanh 

nghiep. Djch vy ttai nghiem d ddy chinh la 

dl cap den khd nang xay dyng mdt md hinh 

dich vy cdng phu hop vdi dia phuang, sau dd 

de ngudi ddn dia phuang dd ttdi nghiem vd 

cd nhung y kien ddng gdp tryc tiep cho md 

hinh. Neu lam dupe nhu vay, khdng nhiing 

gdp phin ndng cao hon nira hieu qua danh gia 

sy hdi long cua ngudi dan ma cdn tang cudng 

ttdch nhiem cho dja phuang ciing nhu ttdch 

nhiem cua dpi ngii cdn bd cdng chuc. 

Tdm lgi, c6 2 ddi tupng can nghidn cdu 

danh gia mdc dp hai Idng ve chdt luong djch 

vy cdng, dd Id ngudi ddn vd cac doanh nghiep/ 

td chuc. Mdc dp hdi Idng ciia ngudi ddn dupe 

nang cao se gdp phdn tgo nen sy ddng thugn 

cao cua xa hpi, cdn ddi vdi doanh nghiep/ td 

chuc muc dp hai long duac nang cao thi tao ra 

radi tniimg kinh doanh tdt, cdng bing vd lanh 

manh, gdp phin gidm chi phi gid thanh, nang 

cao nang lyc cgnh ttanh, thu hiit diu tu, phdt 

tiiln kinh t l xa hpi. Vi vay, phan tich ttpng sd 

cdc tidu chi dnh hudng den mdc dp hai Idng 

cua ngudi dan, dl xuit cdc gidi phdp theo thu 

ty uu tien Id nhi^m vy ttpng tam ttong qua 

tiinh cdi cdch hanh chinh d \^et Nam./ 
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