Kinh té & Chinh sdch
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TREN PIA BAN HUYEN CAM MY, TINH PONG NAI
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TOM TAT

Su hai 1ong ctia ngudi dan 1a mot trong nhitng nhan t& quan trong phan anh chét lvong dich vu hanh chinh cong
do co quan hanh chinh nha nuéc cung cip. Nghién ctru ndy tap trung vao viée xac dinh cac nhan t6 anh hudng
dén su hai long cua nguoi dan dbi véi dich vy hanh chinh cong trén dia ban huyén Cam My, tinh Déng Nai.
Nghién ciru da khao sat 227 ngudi dan dang sir dung dich vu hanh chinh cong trén dia ban nghién ctru. Két qua
phan tich nhan t6 kham pha (Exporatory Factor Analysis — EFA) da x4c dinh dwoc 4 nhém nhan t6, bao gdm:
(1) Nang lyc phuc vy cia can bd; (2) Qui trinh va thu tuc phuc vy; (3) Thai d¢ va mirc 6 phuc vy; (4) Co sd vat
chat, c6 anh huong dang ké téi sy hai long cuia ngudi dan vé chét lugng dich vu hanh chinh cong trén dia ban
huyén CAm My, tinh D@)ng Nai. Duya trén két qua nghién cuu, mot s6 giai phap twong ng da duoc dé xudt nhim
g6p phan nang cao chat lugng dich vu hanh chinh cong trén dia ban nghién ctru néi riéng va cac dia phuong

khac trong ca nudc ndi chung.

Tir khéa: Chét lwgng dich vu, EFA, hanh chinh cong, si hai long.

I. PAT VAN PE

Trong thoi ky hoi nhap phat trién kinh té
hién nay viéc thuc hién dich vu hanh chinh
cong 1a mot trong nhimg nhiém vu cép thiét
nhim thuc hién muc tiéu xay dung mot nén
hanh chinh dan chu, trong sach viing manh,
chuyén nghiép, 1y nhan dan lam gbc. Theo do,
nhiéu chu truong, co ché, chinh sach méi duge
cu thé hoa trong cac dé an, quy hoach, ké
hoach, chuong trinh phat trién kinh té - xa hoi
nham thu hat dau tu, giai phong mit bang, xay
dung khu cong nghiép, hd tro cac thanh phan
kinh té phat trién, tao hanh lang phép 1y théng
thoang, thudn loi cho hoat dong cua doanh
nghiép, nha ddu tu va ning cao doi sbng
nguoi dan.

Tuy nhién, theo nhu danh gia thyc tién, hién
nay cong tac dich vu hanh chinh cong trén
pham vi cd nudc no6i chung va trén dia ban
huyén Cam My, tinh Pong Nai noi riéng van
chua dap Gmg yéu cau phat trién, cu thé 1a chit
luong, hi€éu qua chua cao, chua tao dugc budc
chuyén bién c6 tinh dot pha. Viéc xay dung va
hoan thién co ché, chinh sach trén mét sb linh
vuc con cham va chua dﬁy du; thu tuc hanh
chinh con qua nhiéu, giai quyét céng viéc hanh
chinh & mot s6 linh vuc nhu: dat dai, dau tu du
an, dang ky va cp phép kinh doanh... con gay

phién ha cho t6 chirc va nhan dan; viéc tmg
dung cong nghé thong tin va ap dung hé théng
quan 1y chat lugng trong cac co quan hanh
chinh chua chat ch&. Piéu nay dd anh huong
tryc tiép dén viéc giai quyét cong viée cua
ngudi dan, giam 10ng tin cta nhan dan déi véi
nha nudc va by may hanh chinh nha nudc.
Chinh vi 1y do trén, viéc nghién ctru cac nhan
t6 anh huong dén sy hai long cta ngudi dan
d6i v6i chat luong dich vu hanh chinh cong
trén dia ban huyén Cim My, tinh Pdng Nai
1am co s& cho viéc d& xuét cac giai phap nham
nang cao chat lugng dich vu hanh chinh céng
trén dia ban nghién ciru 13 rt can thiét va co ¥
nghia thyc tién cao.
II. PHUONG PHAP NGHIEN CUU
2.1. Co s6 Iy thuyét
2.1.1. Cac khdi ni¢m cé lién quan
a. Chit lwong dich vu

Chét luong la tat ca dic diém, dic tinh cua
san pham, dich vy lién quan t6i kha nang lam
thoa man nhitng nhu cAu tiém 4n hodc duoc
xac dinh. San phém hodc dich vu ¢6 chit luong
khi n6 dap g hodc vuot mong doi cua khach
hang (Kotler va Keller, 2009).

C6 nhiéu quan diém va cach dinh nghia
khéac nhau vé dich vu. Chéng han nhu dich vu
la nhiing hoat dong hay lgi ich ma doanh
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nghiép c6 thé cong hién cho khach hang nhim
thiét lap, cung c¢b va md rong nhimg quan hé va
hop tac lau dai véi khach hang (Kotler va Gary,
2004). Parasuraman va cong sy (1985) tong
hop duoc dich vu c6 ba dac tinh, bao gém: tinh
v0 hinh (intangibility), tinh khac biét
(heterogeneity) va tinh khong thé tach roi
(inseparability).

Parasuraman va cong su (1988) dua ra thang
do chat luwong dich vu SERVQUAL & do
ludng chét lwong dich vu gdm 5 thanh phén co
ban: (1) Phuong tién hitu hinh (Tangibles); (2)
by tin cdy (Reliability); (3) DPap ung
(Responsiveness); (4) Pam bao (Assurance);
(5) Cam thoéng (Empathy). Ngoai ra dé do
ludng chat lugng dich vu ciing c6 phuwong phéap
tiép cén khac, chan han nhu Gronroos (1984)
dé nghi vé chét luong dich vu dugc danh gia
bang cach so sanh giita gia tri ma khach hang
mong doi trude khi st dung dich vu va gia tri
ma khach hang nhan dugc khi st dung dich vu
va do luong chét lugng dich vu boi ba tiéu chi:
chat luong k¥ thuat, chit luong chuc niang va
hinh anh, hay chét lugng dich vu dugc danh gia
trén hai khia canh: qua trinh cung cap dich vu va
két qua cua dich vu (Lehtinen va Lehtinen, 1982).
b. Dich vu hanh chinh cong

Theo Nguyén Hiru Hai va L& Vin Hoa
(2010), dich vy hanh chinh cong la hoat dong
do céc tdchtrc hanh chinh thuc hién lién quan
dén viéc phuc vu cac quyén va nghia vu co ban
cua cong dan va phuc vu viéc quan ly nha
nude. V& co ban dich vu nay do co quan nha
nudc thuc hién.

Vé mat phap 1y, nghi dinh s6 43/2011/ND-
CP ngay 13/6/2011 cua Chinh phu xac dinh:
“Dich vu hanh chinh cong 1a nhiing dich vu
lién quan dén hoat dong thuc thi phép luat,
khong nhdm muc tiéu loi nhuan, do co quan
nha nuée c6 tham quyén cdp cho to chirc, ca
nhan dué6i hinh thire cac loai gidy to c6 gia tri
phap 1y trong cac linh vuc ma co quan nha
nudc d6 quan ly”.

Nhu vay, dich vu hanh chinh cong la cac
hoat dong ciia co quan hanh chinh nha nudc

cung cip cho ngudi dan theo nhitng quy dinh
ciia phap luat va khéng nhim muc dich loi
nhuan. Trong d6, cong dan thuc hién dich vu
nay khong c6 quyén lya chon ma phai nhan
nhitng dich vy bt budc theo cac quy dinh cua
phép luat.
c. Sw hai long

C6 nhiéu khdi niém khac nhau vé sy hai
long no6i chung cua khach hang va cling c6 kha
nhiéu tranh luan vé khai niém nay. Sy hai long
la su khac biét gitra ky vong ctia khach hang va
cam nhan thuc t& ma ho nhan duoc (Fornell,
1992), sy hai long hodc su thét vong sau khi
tiéu dung, dwgc hiéu nhu 13 phan ung cua
khach hang vé viéc danh gia bang cam nhan su
khéc nhau gitra ky vong trude khi ti€éu dung véi
cam nhéan thuc t& vé san phém sau khi tiéu
dung no. Sy hai long 1a cam giéc vui thich hoac
thit vong ctia mot ngudi bt ngudn tir viée so
sanh sy thé hién cia san phém, dich vu cam
nhan duoc véi mong doi cua khach hang. Néu
san pham dap tmg mong doi thi khach hang hai
1ong va néu vuot qua mong doi, khach hang rat
hai long va vui thich (Kotler va Keller, 2009).

Su hai long cua khach hang tuy thudc vao
nang suét thuc hién ma nguoi ta cdm nhan
duoc tir mot san phém hodc mot dich vu khi no
cung cap gia tri so voi ky vong ctia ngudi mua.
Néu kha nang thyc hién cua san phém kém hon
ky vong ciia ngudi mua, ngudi mua s& bi that
vong. Néu kha ning thyc hién cta né phu hop
v6i ky vong ciia ngudi mua, ngudi mua s€ hai
1ong. Néu kha ning thyc hién ctia né con nhiéu
hon ca ky vong cua ngudi mua, ngudi mua s€
phan kich (Kotler va Gary, 2004).

banh gia chung, su hai long 1a sy so sanh
gitra 1g1 ich thuc té cam nhan duogc va nhirng
ky vong. Néu loi ich thuc té khong nhu ky
vong thi khach hang s& that vong. Con néu loi
ich thyc té dap Gmg voi ky vong da dit ra thi
khach hang s& hai long, néu loi ich thuc té cao
hon ky vong cua khach hang thi s€ tao ra hién
tuong hai long cao hon hodc 1a hai long vuot
qua mong doi.
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d. Méi quan hé giiva chit lwong dich vu va sw
hai long khach hang

Chat lwong dich vu va su hai long tuy 14 hai
khai ni¢m khac nhau nhung c6 lién h¢ chat ché
véi nhau trong nghién ctu vé dich wvu
(Parasuraman va cong su, 1988). Parasuraman
va cong su (1993) cho rang, giita chit luong
dich vy va sy hai long ctua khéach hang ton tai
mot sé khac bigt, ma diém khic biét co ban 1a
van dé& “nhan qua”. Con Zeithaml (2000) thi
cho rang sy hai long cta khach hang bi tac
dong boi nhidu yéu t6 nhu: Chat lugng san
phém, chét luong dich vu, gia ca, yéu td tinh
hudng, yéu t6 vé dic diém c4 nhan. Ly do 1a
chét lugng dich vu ¢6 lién quan dén viéc cung
cép dich vy, con su thod man chi danh gid dugc
sau khi da st dung dich vu; nhu vay, chét
luong dich vu 1a nguyén nhan dan dén su thoa
man, hai long. Chat luong dich vu va sy hai
long cia khach hang c6 lién quan nhau, dich vu
c6 chét luong cao dan t6i su hai long cua khach
hang ciing ting 1én, khong nén do luong chat
luong dich vy ma khong danh gid hai long cia
khéch hang (Cronin va Taylor, 1992; Kotler va

Mirc 6 phuc vu (MDPV) H,

Thai do phuc vu cta can bo
(TBPV)

5

H, [ SU HAI LONG\'Hl
—\ CHUNG (HLC) /e

S

Keller, 2009; Olajide, 2011).
2.1.2. M6 hinh nghién ciru

Duya trén tong quan nghién ciru trén thé giéi
trudc day nhu: Vién nghién ctru xa hdi hoc
MORI (2004) cua Anh Qudc, Rodrigues va
cong su (2009), Ramseook-Munhurrun va cong
su (2010) cua Truong Pai hoc Cong nghé
Mauritius; ciing nhu cac nghién ctru trong nudc
nhu: Nguyén Quang Thuay (2011), Lé Dan
(2011), Nguyén Tuan Hai (2014) va dic thu
cua dich vu hanh chinh cong, m6 hinh nghién
ctru cac yéu t6 anh hudng dén su hai long cia
nguodi dan vé chat luong dich vu hanh chinh
cong trén dia ban huyén Cam My, tinh Pong
Nai duoc xdy dung dya trén b thang do
SERVPERF. M6 hinh héi qui duge viét dudi
dang nhu sau:

HLC =By +p;CSVC + B,QTTT+ BsMbBPV+

BsTBPV+ BsNLCB

Trong d6: SHC: Sy hai long chung; CSVC:
Co s& vat chat; QTTT: Qui trinh thu tuc;
MDPV: Murc d6 phuc vy; TBPV: Thai d6 phuc
vy; NLCB: Nang lyc can bg; Bi: Hé s6 hoi quy
clia cac bién sb (voi i=1+5).

Qui trinh, tha tuc (QTTT)

H,

Co s vt chat (CSVC)

-

Nang luc can bo
(NLCB)

Hinh 1. M hinh cac yéu t6 anh hwéng dén sy hai 1ong ciia nguwoi din
ddi v6i chét lwong dich vu hanh chinh cong

Cic gia thuyét ciia nghién ctru:

- Hy: Phuong tién hiru hinh cang t6t khach
hang danh gia chat lwong dich vy hanh chinh
cOng cang cao;

- Hy: Qui trinh thu tuc cang rdé rang, minh
bach thi nguoi dan danh gia chét luong dich vu
hanh chinh cong cang cao;

- Hs: Murc d6 phuc vu cang tot thi ngudi
dan danh gia chét luong dich vu hanh chinh

cOng cang cao;

- Hy: Théi d9 phuc vu cia cén bd cang lich
sy, than thién thi nguoi dan danh gia chat
luong dich vy hanh chinh cong cang cao;

- Hs: K§ nang, kién thtrc ciia can bd cang
cao thi nguoi dan danh gia chit luong dich vu
hanh chinh cong cang cao;

Trong nghién ctru cac bién quan sat st dung
thang do Likert 5 mirc d6 va chi tiét duge mo ta
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trong bang 2. Bang 2 cho thdy c6 5 nhom thang
do tiém nang (co6 tong s6 27 bién quan sat) anh
huéng dén sy hai long cua nguoi dan vé chit
luong dich vu hanh chinh cong trén dia ban

huyén Cam My, tinh Dong Nai; 1 thang do 13 1
chi ti€éu dai dién cho sy hai long chung cua
nguoi dan.

Bing 2. Thang do cac yéu to anh hwong dén sy hai long ciia ngwdi dan ddi véi chét lwong dich vu
hanh chinh céng trén dia ban huyén Cim My, tinh Pong Nai

STT Nhém cic nhén td Ky hiéu
Co s& vat chat CSVC
1 Su bay tri, sdp xép noi tiép nhan va hoan tra ho so 1a hop 1y, thuan loi dé giao tiép, lien CSVCI
hé véi can bo
2 Noi tiép nhan va hoan tra hd so c6 day du tién nghi (ban ghé ngdi cho, but, quat, dich CSVC2
vu photocopy...)
3 Noi tiép nhan va hoan tra ho so hién dai (may lay sé tw dong, mdy vi tinh, may thu ~CSVC3
nhan y kién dong gop ctia ngudi dan)
4 Céc thong tin hudng dan, biéu mau, thu tuc duge niém yét, dan day du, thuan loi khi  CSVC4
tra cuu.
5 Céc thong tin hudng dn, biéu mau, thu tuc duge thiét ké thuan loi cho viéc tra citu  CSVCS
thong tin
6  Diadiém va cach thirc trong giit xe thuan loi dé dén giao dich CSVC6
11 Quy trinh thi tuc QTTT
1 Quy trinh tht tuc minh bach, 13 rang va thuan 1gi cho qua trinh giao dich QTTTI
2 Yéu cau cac loai hd so, thi1 tuc 1a dung phap luat QTTT2
3 H6 so duoc giao tra lai cho nguoi dan khong bi sai sot QTTT3
4 Hb so duoc tra lai khong bi thiéu sot, mat mat QTTT4
5 Thoi gian tra hd so khéng bi tré so véi gidy hen QTTTS
6  Nguoi dan khong phai di lai nhiéu 1an dé 1am hd so QTTT6
7 Lich tiép dan dugc cong khai va thuan loi dé giao dich QTTT7?
8 Mirc 1& phi cho cac thu tuc hd so 1a phi hop QTTTS
11 Mibrc d§ phuc vu MbDPV
1 Nguoi dan dé dang lién lac, giao tiép v6i can bo thy 1y hd so MDbPV1
2 Can b giai quyet hd so mét cach linh hoat, kip thoi MDPV2
3 Can b co gang dé hiéu duoc nhitng yéu cau, nguyén vong ctia ngudi din MDbPV3
4 Nhing thic mac ciia nguoi dan duge can b tra 101 thoa dang MbPV4
5 Can b6 c6 sy hudng dan dic biét cho nhimg truong hop kho khan MDPV5
6 Ngudi dan c6 thé duoc giao tiép, bay t6 ¥ kién véi 1anh dao cao nhat MDPV6
v Thai do phuc vu ciia can bg TPV
1 Cén bd khong phén biét dbi xtr, phuc vu cong bang déi v6i moi ngudi dan TPPV1
2 Canbo cd thai d¢ lich sy khi tiép nhan va hoan tra h so TDPV2
3 Cén bd c6 thai do than thién khi tra 101 nhimg thic mic ciia ngudi dan TDPV3
4 Cén bo chi dan rd rang, can k& quy trinh giai quyét ho so TbPV4
5 Cén bd khong gdy nhiing nhidu, phién ha khi giai quyét hd so TDPV5
A\ Néng lyc cta can b NLCB
1 Cén bo co ky ning giao tiép t6t NLCBI
2 Cén bd c6 kién thire va k§ ning giai quyét cong viée NLCB2
3 Cén bd rat thanh thao chuyén mén, nghiép vu NLCB3
4 Cén bo co thé dua ra nhitng chi dan ding d4n khi nguoi dan can tu van NLCB4
VIII  Sw hai long chung vé chit lwong dich vu hanh chinh céng HLC

2.2. Phuong phap nghién ciru
2.2.1. Dir liéu nghién curu

- Thong tin thir cip dugc thu thap thong qua
cac van ban, tai li€u luu hanh cia UBND
huyén va cac xa trén dia ban huyén Cam My,

tinh Pong Nai; cic 4n pham, tap chi chuyén
nganh, internet...

- Théong tin so cip duoc thu thap thong qua
phuong phap diéu tra chon miu ngiu nhién
phan ting voi bang cau hoi khao sat cac ddi
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tuong 13 ngudi dan dén thyc hién dich vu hanh
chinh cong tai by phan 1 ctra thuoc UBND
huyén Cam MY, cling nhu tai cac xa.
2.2.2. Phuwong phdp nghién ciru
a. Phuwong phdp chon mdu nghién ciru

Dung luong mau chinh thirc: Phuwong phap
phan tich dir liéu duoc st dung cho nghién ctu
nay la phuong phap phan tich dua trén m6 hinh
phan tich nhan t6 kham pha. Dé dat duoc udc
luong tin cdy cho phuong phap niy, mau
thuong phai coé kich thudc du 16n. Dya theo
kinh nghiém cua Hair va cong su (2010), dung
lwong mau téi thiéu ddi véi mo hinh phan tich
nhan t6 kham pha téi thiéu 1a 5 quan sat (tot
nhat 13 tir 10 quan sat tro 1én) cho mot tham sé
wéc luong, md hinh 1y thuyét c6 29 tham sb
can wdc luong (Bang 2), do d6 kich thudc mau
t6i thiéu can thiét cho nghién ctru chinh thirc 1a
145 quan sat. Téng s6 nguoi dan duoc khao sat
1a 250, tuy nhién s6 phiéu khao sat dam bao
yéu cau 1a 227 phiéu; vi vay tinh dai dién cua
mau dam bao cho viéc phan tich.
b. Phwong phap xur ly, phdn tich

Nghién ctru sir dung phian mém phan tich
thong ké IBM SPSS 23.0 cho 4p dung phén
tich nhan t6 kham pha EFA cho viéc xac dinh

cac nhan t6 anh hudong chi yéu dén sy hai long
ctia ngudi dan d6i véi chét lugng dich vy hanh
chinh cong trén dia ban huyén Cam MY, tinh
DPong Nai. Két qua tir phan tich nhéan t kham
pha EFA co6 thé lam co s& cho viéc dé xuét mot
s6 giai phap nham nang cao chét luong dich vu
hanh chinh cong trén dia ban nghién cuu.
III. KET QUA NGHIEN CU'U, THAO LUAN
3.1. Két qua nghién ciru
3.1.1. Kiém dinh chit lwong thang do bang hé
sé6 Cronbach Alpha

Thang do va d6 tin cdy cta cac bién quan sat
dugc danh gia bang hé sé Cronbach’s Alpha va
phuong phap phén tich nhan t6 kham pha EFA
(Exploratory Factor Analysis). Yéu ciu dé
thang do duoc cha‘ip nhén 14 loai bé céac bién co
hé sé twong quan so véi bién tong (Corrected
Item — Total Correlation) nho hon 0,3 va hé $6
Cronbach’s Alpha nho ctia nhom nhén t6 hon
0,6. Hon nita trong phén tich nhan t6 kham pha
EFA, nhiing bién c6 hé sb tai nhan tb (Factor
Loading) nhé hon 0,5 s€ bi loai khoi thang do
vi ¢6 twong quan kém voi nhan t§ tiém an.
Budc cudi cung 13 kiém dinh mo hinh bang
phuong phap héi quy da bién v6i mirc y nghia
thong ké 5%.

Bang 3. Tong hop két qué phan tich chét lwgng thang do bing hé s Cronbach Alpha

STT Nhém bién S6 bién Cronbach Alpha
1 Co s vét chat (CSVC) 4 0,668
2 Qui trinh, thu tyc hanh chinh (QTTT) 8 0,813
3 Miic d6 phuc vu (MPPV) 6 0,765
4 Thai d6 phuc vu (TDPV) 5 0,704
5 Néng luc cta can bo (NLCB) 4 0,756

Qua két qua kiém dinh chit lugng thang do
& bang 3 ta thdy hé s6 Cronbach Alpha cua cac
nhém nhéan t6 déu 16n hon 0,6. Nhu vdy hé
thdng thang do duoc xdy dung gdm 5 thang do
dam bao chat luong tot véi 27 bién quan sat
dic trung (loai 2 bién khéng dam bao chat
luong thang do CSVC5 va CSVC6).

(Nguon: Tinh todn tir s6 liéu diéu tra 2017)

3.1.2. Két qud phén tich nhén t6 khdm phd -
EFA
a. Kiém dinh tinh thich hop cua EFA

Trong bang 4 ta c6 KMO = 0,759 théa man
diéu kién 0,5 < KMO < 1, nhu vay phan tich nhan
t6 kham pha 14 thich hop cho dit liéu thuc té.

Bang 4. Kiém dinh KMO va Bartlett

Thudc do KMO (Kaiser-Meyer-Olkin Measure of Sampling Adequacy.) 0,759
2 -
Kiém dinh Bartlett Gia tri (Ap?rox. Chi-Square) 717,310
(Bartlett's Test of Sphericity) Bac tr do (df) 55
P Y Mtrc vy nghia (Sig.) 0,000

(Nguon: Tinh todn tir s6 liéu diéu tra 2017)
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b. Kiém dinh twong quan cia cdc bién quan sdt
trong thuoc do dai dién

Trong bang 4 ta thiy kiém dinh Bartlett c6
mirc y nghia théng ké Sig. = 0,000 < 0,05, nhu
vay cac bién quan sat ¢ tuong quan tuyén tinh
voi nhan t6 dai dién.

c. Kiém dinh mirc dé gidi thich cua cac bién
quan sdt doi voi nhan t6

Cot tan suat tich lily (Cumulative) cia bang
5 cho biét tri sb phuong sai trich 1a 68,654%
didu nay c6 nghia 1a 68,654% thay doi cua cac
nhan t6 duogc giai thich boi cac bién quan sat.

Bang 5. Tong phwong sai dwgre giai thich (Total Variance Explained)

Téng binh phwong ciia hé sé
tai nhén to dugc trich
(Extraction Sums of Squared

Eigenvalues khéi tao
(Initial Eigenvalues)

Téng binh phwong
cuia h¢ so tdai nhan to6
xoay (Rotation Sums

i . of Squared
Nhén to Loadings) Loadings)
% cua % cua
x Ty 1€ % 2 Ty 1€ % F
Tong phlro.’ng tich liiy Tong phu’o.’ng tich liiy Tong
sai sai
1 3,798 34,526 34,526 3,798 34,526 34,526 2,229
2 1,415 12,861 47,386 1,415 12,861 47,386 2,087
3 1,242 11,287 58,673 1,242 11,287 58,673 1,667
4 1,098 9,981 68,654 1,098 9,981 68,654 1,569
5 , 127 6,610 75,265
10 ,340 3,094 97,119
11 ,317 2,881 100,000

d. Két qua ciia mé hinh

Qua kiém dinh chat luong thang do va kiém
dinh két qua cua phan tich EFA, xac dinh c6 5
thang do dai dién cho cac nhan t6 anh huong
dén su hai long cua ngudi dan dén chit luong

(Nguon: Tinh todn tir s6 liéu diéu tra 2017)

dich vu hanh chinh c6ng va 1 thang do dai dién
su hai 1ong cia nguoi dan ddi véi chat luong
cua cac dich vu hanh chinh cong trén dia ban
huyén Cam My, tinh Dong Nai (Bang 6).

Bang 6. Mé hinh diéu chinh qua kiém dinh Crobach Alpha va phan tich nhan t6 kham pha

STT Thang do Bién dic trung Giai thich thang do
1 TMPV (F1) TbPV3, TDPV4, MDPV1, MDPV2 Thai d6 va muc d6 phuc vu
2 NLPV (F2) NLPV1, NLPV2, NLPV3 Nang luc phuc vu cua can bd
3 QTTT (F3) QTTT3, QTTT4 Qui trinh, thu tuc phuc vu
4 CSVC (F4) CSVCl1, CSvC2 Co so vt chat
5 HLC HLC Su hai long chung

e. Phén tich héi qui da bién

Pé nhan dién cac yéu td anh huong dén su
hai long ctia ngudi dan d6i véi chat luong dich
vu dich vy hanh chinh cong trén dia ban huyén
Cam MY, tinh Pong Nai, mé hinh twong quan
tong thé co dang:

HLC = f(F1, F2, F3, F4)

Trong do: HLC: Bién phu thudc; F1, F2, F3,
F4: Bién doc lap.

Viéc xem xét trong cac yéu tb F1 dén F4

(Nguon: Tinh todn tir s6 liéu diéu tra 2017)

yéu td nao that su tac dong dang ké dén su hai
long ctia ngudi dan ddi voi chat lwong dich vu
hanh chinh cong trén dia ban huyén Cam My,
tinh Pong Naisé thuc hién duoc bang phuong
trinh hdi qui tuyén tinh:
SHL = Bo+piTMPV + B,NLPV + B;QTTT +
B4CSVC

Trong d6, cac bién dua vao phan tich hdi qui
duoc xac dinh béng cach tinh diém cua cac
nhan t6 (Factor score).
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hoéi qui luén ludn ton tai véi muc do tin cay
99%.

Trong bang 7, voi1 muc y nghia Sig. <0,01
cta kiém dinh F, c6 thé két luan réng mo hinh

Bang 7. Tém tit két qua mé hinh hdi qui tuyén tinh da bién (Model Summary)

H§ 50 . H¢sohoi  Giatri Mire dd
Ae . Mirc y . A . X
hoi qui cr g - qui tuyet dong Tam quan
Y S Gia tri nghia 2 % s L2 N
Bien doc 13p chua P ~ VIF chuin doi gop cia trong cua
2 t thong ke . . L 1Lk c o pek

chuin (Sig.) hda cua cac bien  cac bién

héa (B) & (Beta)  Beta (%)
(Constant) 4,004  130,833%*** 0,000 1,000
F1 (TMPV) ,187 6,111%** 0,000 1,000 0,317 0,317 26,11 3
F2 (NLPV) ,231 7,537*%** 0,000 1,000 0,391 0,391 32,21 1
F3 (QTTT) ,210 6,856%** 0,000 1,000 0,356 0,356 29,32 2
F4 (CSVO) ,089 2,886%** 0,004 1,000 0,150 0,150 12,36 4
Téng 1,214 100,0
Bién sb phu thuoc: HLC - Sy hai long chung cua ngudi dan
Dung lugng mau quan st 227
F 37,37***
Hg s0 R? 0,402
H¢ 56 R” hi¢u chinh 0,392
Durbin Watson 2,187

Chi chu: *** Muc y nghia < 0,01; ** Muc y nghia < 0,05; * Muc y nghia < 0,10 (Ki€ém dinh 2 phia)

Histogram
Dependent Variable: HLC

Mean = 4 35E-16
404 31:1 _‘D_‘q'-' =099

Frequency
1
-.._____T

el

T T T
-4 -2 o 2

Regression Standardized Residual

(Nguon: Tinh todn tir s6 liéu diéu tra 2017)

Scatterplot
Dependent Variable: HLC

Regression Standardized Predicted Value

T
4 3 0

Regression Standardized Residual

Hinh 2. Biéu d6 két qua kiém dinh phan dw thudc phan phdi chuin va hién twong phuong sai
ciia phéan du thay déi
(Nguén: Tinh todn tir s6 liéu diéu tra 2017)

Duya trén két qua phan tich tir bang 7 ta thy
hé s6 R? hiéu chinh 0,392. Nhu vay, 39,2% su
thay d6i vé su hai 10ng cta nguoi dan vé chat
luong dich hanh chinh cong trén dia ban huyén
Cam My, tinh Pong Nai dugc giai thich boi
céc bién doc lap ctia mo hinh. Nhu vay co thé
két luan rang mo hinh dua ra 13 phu hop véi dir
ligu thyc té.

Két qua & bang 7 cho thay hé s6 phong dai
phuong sai (VIF) déu nho hon 10, nhu vy mé
hinh hdi qui khong cé hién twong da cong
tuyén. Hé s6 Durbin Watson (1 < d = 2,187<
3), nhu vidy mo hinh hdi qui khong co hién
tuong tu twong quan.

Kiém tra gia dinh phan du c6 phan phdi
chuan: str dung biéu d6 tin s6 Q-Q plot dé
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khao sat phan phdi ciia phan du. Dir lidu c6
phan phdi chuan néu cac quan sat thuc té tap
trung sat dudng chéo. Thong qua biéu dd phan
phéi ciia phan du Q-Q plot, cho thiy phan du
c¢6 phan phéi chuén.

Kiém tra gia dinh phuong sai cia phan du
khong d6i: Néu d6 16n cua phan du ting hay
giam cung véi gia tri cia bién phu thudc thi gia
dinh nay bi vi pham. Qua d6 thi Scatter thé
hién mbi quan hé giita bién phu thudc va phan
du, ta thiy cac quan sat phan tan ngau nhién.
Nhu vay, phan du va phan bién phu thudc
khong ¢6 mbi lién hé hay khong c6 hién tuong
phuong sai ctia phan du thay doi.

Cot mirc y nghia théng ké (cot Sig.) & bang
7 cho thiy tit ca cac bién TMPV(Thai do va
muc do phuc vu), NLPV (Nang lyc phuc vu),
QTTT (Qui trinh, thu tuc phuc vu), CSVC (Co
s& vat chdt) déu c6 mirc ¥ nghia théng ké
<0,01. Nhu vay, tat ca 4 nhan to trén déu co
anh huong dang ké dén sy hai long cua nguoi
dan d6i v6i chit luong cac dich vu hanh chinh
cong trén dia ban huyén Cam My, tinh Pong
Nai véi dg tin cay 99%.

3.2. Théio luian

Tir két qua mo hinh hdi quy cho thiy, mdi
quan hé gitra bién phu thudc (Su hai long
chung) va 4 bién doc lap duoc thé hién dudi
phuong trinh hdi quy sau:

HLC =4,004 + 0,187TMPV + 0,231NLPV

+0,210QTTT + 0,089CSVC

Céc bién doc lap TMPV, NLPV, QTTT va
CSVC c¢6 quan hé cing chiéu véi bién phu
thudéc HLC. Pé xac dinh mtc do anh hudng
cua cac bién sb doc lap dén bién phu thudc dua
vao hé sb hoi quy da duoc chuin hoa. Cac hé
s6 hdi quy dd dugc chudn héa co thé duoc
chuyén d6i duéi dang ty 1 phan trim dugc thé
hién trong bang 7.

Qua két qua bang 7 ta thay thir ty tam quan
trong cua cac bién s6 anh huong dén sy hai
long nhu sau: cao nhét 1a F2 “Nang luc phuc vu
cua can bo” (32,21%), F3 “Qui trinh, thu tuc
phuc vu” (29,32%); tiép dén 1a F1 “Thai do va
mirc d6 phuc vu” (26,11%) va thap nhét 1a F4
“Co s6 vat chat” (12,36%).

Qua phan tich nhan t6 kham pha EFA, thang
do chit luvong dich vu SERVPERF khi 4p dung
vao chat luong dich vu hanh chinh cong chi ra
rﬁng cac thanh phﬁn chét luong dich vy hanh
chinh cong trén dia ban huyén Cim My, tinh
DPong Nai, bao gdm: Ning lic phuc vu ciia can
bd; Qui trinh, thu tuc phuc vu; Thai do va muc
dd phuc vu va Co s¢ vat chét co tac dong dang
ké va cuing chiéu dén sy hai long ciia ngudi dén
la phu hop voi nhan xét cua cac nghién ctru
trude day (Cronin va Taylor, 1992; Kotler va
Keller, 2009; Nguyén Quang Thuy, 2011; Lé
Dan, 2011; Nguyén Tuan Hai, 2014).

3.3. Goi mé cac giai phap gép phin néng
cao chit lwong dich vu hanh chinh céng trén
dia ban huyén Cim My, tinh Pong Nai

3.3.1. Ndng cao nang lwc phuc vu cua can bg

Két qua nghién ctru d3 chi ra rang ning luc
cua can bd c6 anh huong 16n nhéat dén su hai
1ong ctia nguoi dan vé dich vy hang chinh cong
trén dia ban nghién ctru. Vi vdy, UBND huyén
Cam My can c6 nhiing giai phap nhu sau:

(1) Cai thién k¥ ning giao tiép tot hon cho
can b9, cong chirc. T chire cac khoa tap huén
nang cao k¥ ning giao tiép cho can bd cong
chtrc nhu: kha nang thuyét phuc, k¥ ning nghe,
k¥ ning phan doan tinh hudng nhanh két hop
v6i thong tin dé dua ra quyét dinh giai quyét
thu tuc hanh chinh cho ngudi dan mdt cach
chinh xéc.

(2) Bdi dudng kién thirc, chuyén mén va ky
ning giai quyét cong viéc cho can bo, cong
chirc. Déng thoi xay dung ké hoach dao tao
ngén han va dai han cho can bd. Viéc bdi
dudng co thé thuc hién ngay tai don vi dé cap
nhat kip thoi nhitng van ban phap luat mai,
trang bi tai chd nhiing kién thirc, nghiép vu con
thiéu hodc yéu. Déng thoi, huyén Cam My,
tinh Pong Nai c6 thé t6 chirc cac budi hoc hoi
kinh nghiém tai cac dia phuong c6 md hinh
cai tién hay dé cho cén bo, cong chuc hoc tap
thuc té.

(3) Pam bao can bo dua ra nhiing chi dan
dung din cho ngudi dan. Thuc hién vin hoa
“Thu xin 16i” d6i v6i nguoi dan trong truong
hop xé4c dinh can bd di tu vin sai quy trinh
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hodc thu tuc hd so, tra két qua tré hen cho
nguoi dan. Viéc nay s€ nang cao y thuc va
trach nhiém cua can bg, cong chic hon trong
viéc hudng dan ngudi dan thyuc hién cac thi tuc
hd so.
3.3.2. Hoan thién quy trinh thii tuc hé so dé
thuc hién cdc dich vu hanh chinh cong

Theo két qua nghién ctru, qui trinh va thu
tuc hd so 1a yéu t6 nguoi dan quan tim nhiéu
thi hai sau yéu td ning luc cta can bo trong
qué trinh giao dich tai UBND huyén. Do do,
trong thoi gian t6i, lanh dao huyén Cam My,
tinh Pong Nai can c6 su wu tién hang dau trong
viéc thuc hién nhiing giai phdp, chi dao lién
quan dén khau hd so, qui trinh va tha tuc hanh
chinh cho ngudi dan. Huyén can tip trung dua
ra giai phdp thuc hién nhu sau: (1) Quy trinh
tha tuc can minh bach, 1 rang va thuan loi cho
qué trinh giao dich cua nguoi dan; (2) Bam bao
ho so cua ngudi dan duoc thuc hién ding quy
trinh va phap luat, tranh di lai nhiéu lan dé lam
hé so.
3.3.3. Khong ngung cdi thién thai d¢ va mirc
d¢ phuc vu ciia cdn bp doi véi nguwoi din

Théai d6 phuc vu cia can bd, cong chirc cling
1a nhirng yéu t6 c6 tac dong nhat dinh dén sy
hai long cua nguoi dan. Do d6, dang sau viéc
cai thién t6t yéu cau vé hd so va quy trinh giao
dich thi yéu té tic phong can bo ciing can timg
budc duge cai thién. Do d6, van dé vé thai do
phuc vu ctua can bd can dugc quan tam cai
thién trudc tién trong vin dé con nguoi. Theo
cac ndi dung khao sat trong thang do thai do
phuc vu ctia can bo ma két qua nghién ctru da
chi ra, huyén Cam My, tinh Pdng Nai can luu
y thuc hién nhitng gidi phép sau: (1) Thuong
xuyén td chirc bdi dudng vé 1y luan chinh tri,
dao dirc cho can bo; (2) Xay dung hé thong lay
v kién dong gép cua nguoi dan; (3) Kiém tra
két qua ghi hinh cta hé thong camera tai bo
phan tiép dan; (4) Xy dung lich truc tiép cong
dan hodc 1ap duong day nong cua lanh dao cao
nhat ctia cac bo phan (trudng bd phan tiép nhan
va tra két qua, truong phong Tai nguyén,
truong phong Tu phap...) va ldnh dao cao nhat
huyén dé nguoi dan c6 thé kién nghi nhiing van

dé kéo dai, can bo cap dudi khong giai quyét
thoa dang cho nguoi dan.

Vé muc do phuc vu cta can bg, hién nay cac
quy dinh ctia phap luat vé trach nhiém cong vu
ctia can bd, cong chirc kha diy du, rd rang. Tuy
nhién d6i véi can bo, cong chuc lam viéc dung,
nhung chua da dé tao ra két qua theo yéu cau,
hodc 1am viéc mot cach cam churng, lam vura du
bon phéan, ¢t sao khong pham phai khuyét
diém hay bénh “v6 cam” cua can by, cong chirc
tirc 1a chua hoan thanh trach nhiém coéng wvu,
mirc d6 phuc vu yéu kém chua c6 quy dinh cu
thé va ché tai xur 1y. Vi vdy, huyén cin phai c6
cac giai phap goép phan ting cuong muc do
phuc vu cta can bd cong chuc, bao gom: (1)
Thdng nhat nhén thirc vé tinh cap thiét cta viéc
nang cao trach nhi¢ém muc do phuc vu cia doi
ngii can by, cong chuc. Theo do, phai xac dinh
& van dé ct 1561 cua cai cach hanh chinh 14
nang cao trach nhiém cua cén bg, cong chirc;
(2) Tiép tuc hoan thién, phan céng quan 1y can
bd, cong chiic theo huong quy dinh rd nhiém
vy, thAm quyén cua tung vi tri vi¢c lam va chuc
danh can bg, cong chuc tai b phan mot cira;
(3) P6i mé6i phuong thirc lam viée cia cic co
quan phdi hop va cong tac quan 1y can bo, cong
chtic cua tung co quan; (4) Tang cuong ky
cuong, ky luat hanh chinh gin véi ning cao
dao duc cong vy, dao duc nghé nghiép cua doi
ngii can bg, cong chuc; (5) Tang cudng cong
khai, minh bach trong hoat dong cua cac co
quan nha nudc va trach nhiém giai trinh cta
can bg, cong chuc; hoan thién co ché giam sat
cua nguoi dan, td chac ddi voi hoat dong cua
can bg, cong churc.

3.3.4. Chui trong dau tw dén cdc yéu t6 lién
quan dén co sé vit chit

Pé thyc hién hiéu qua co ché mét cura lién
thong hién dai, UBND Huyén can dau tu cai
tao, nang cap phong lam viéc ctia bd phén tiép
nhan va tra két qua thudc van phong HDND va
UBND cap huyén, trang bi ddy du co s¢ vt
chét, trang thiét bi dién tir hién dai va 4p dung
phén mém dién tir nham tin hoc hoa tt ca cac
giao dich hanh chinh giita c4 nhan, t6 chuc véi
co quan hanh chinh nha nudc va gilra cac co
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quan hanh chinh nha nudc v6i nhau trong viéce
cong khai, huéng din, tiép nhan hd so, giai
quyét dén tra két qua cho ca nhan, t6 chirc theo
co ché mot cira, mot ctra lién thong trén tat ca
cac linh vuc thudc thdm quyén giai quyét cua
co quan hanh chinh nha nudc ¢ dia phuong. Do
do6, phai dic biét dau tu cho bd phan tiép nhan
va tra két qua theo hudng nang cip va bd sung
cac phuong tién lam vi¢c cua can bd, cong
chirc, bé tri hé théng camera kiém soat, trang bi
day du may photo; may tinh c6 ndi mang, bang
dién tir tra clru, hudng din thu tuc hd so, hé
thdng quét ma vach kiém tra két qua giai quyét
hd so, déy manh viéc st dung cac phén mém
chuén hoa theo quy trinh.
IV. KET LUAN

Viéc nghién ctru cac nhan t6 anh huong dén
su hai long cta ngudi dan doi véi chat luong
dich vu hanh chinh cong 14 rat cép thiét s& giup
cho céc co quan quéan 1y nha nudc phat huy cac
yéu t6 tich cyc, quan trong va han ché cac yéu
t6 tiéu cuc dé gop phan nang cao chét luong
dich vu hanh chinh cong. Nghién ctru nay co
muc tiéu xdy dung va kiém dinh mé hinh biéu
thi mbi quan hé giira cic nhan té anh hudng va
sy hai long ctia nguoi dan dang su dung cac
dich vu hanh chinh cong.

bé dat muc tiéu nghién cuu trén, dé tai
nghién ctru dd khao sat bang bang hoi cho 227
nguoi dan dang su dung cac dich vu hanh chinh
cong trén dia ban huyén Cam My, tinh Pong
Nai va nghién ctru ciling da g dung phan tich
nhan t6 kham pha va da xac dinh dugc 4 nhan
t6 anh huong chi yéu dén su hai 1ong cua
ngudi dan ddi v6i dich vu hanh chinh céng trén
dia ban nghién ctru theo tha tu tam quan trong,
bao gdm: (1) Nang luc phuc vu cta can bo; (2)
Qui trinh, thu tuc phuc vy; (3) Thai d¢ va muc
do phuc vu; (4) Co sé vat chit. Trén co s& cac
nhan t6 anh hudng, mot sd giai phap ciing da
dugc dé xuat nhim nang cao chét lugng dich
vu hanh chinh céng trén dia ban nghién cuu
theo thir ty vu ti€n cua céac giai phap theo muc
d6 anh hudng cta cac nhén td.
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FACTORS INFLUENCING SATISFACTION OF PEOPLE FOR QUALITY
OF PUBLIC ADMINISTRATION SERVICES IN CAM MY DISTRICT,
DONG NAI PROVINCE

Pham Thi Hue', LeDinh Hai’
'2Vietham National University of Forestry

SUMMARY

Satisfaction of customers is one of the most inportant factors that reflect quality of public administration
services provided by state administrative agencies. The main objective of this study is to identify key factors
significanlty affecting satisfaction of people for quality of public administration services provided by state
administrative agencies in Cam My district, Dong Nai province. In this study, the study surveyed 227 people
who are using public administration services in the study area. Results of exploratory factor analysis indicated
that 4 main factors, including: (1) Competence of government officials; (2) Service procedure; (3) Service
attitude and level; (4) Tangibles significantly affected the satisfaction of people for quality of public
administration services provided by state administrative agencies in the study area. The findings of this research,
therefore, provide implications for solution development, with aims improving quality of public administration
services in the study area in particular and other locations in Vietnam in general.

Keywords: Exploratory factor analysis (EFA), public administration, satisfaction, service quality.
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