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NGHIEN CUU CAC YEU TO ANH HUGNG
PEN SU HATI LONG CUA NGUGI DAN
POI VOI CHAT LUGNG DICH VU
HANH CHINH CONG: KHAO SAT
THUC NGHIEM TAI UBND PHUONG
THAC GIAN, THANH PHO PA NANG

® PHAN THANH HAI - NGUYEN QUANG TUAN

TOM TAT:

Nghién citu ndy dugc thuc hién nhim do ludng cdc y&u td dnh hudng dén sy hai long clia
ngudi dan d6i véi chat lugng cdc dich vu hanh chinh cong dugc cung cidp bdi UBND phudng
Thac Gidn, Thanh phd Pa Niang. MAu khéo sat gdm 350 ngudi din c6 st dung c4c dich vu hanh
chinh cdng khic nhau tai UBND phudng trong thdi gian vita qua. K&t qua cho thay c6 6 yé&u td
c6 4nh hudng thuin chiéu dé€n sy hai long clda ngudi din 12 ning lyc clia doi ngii cdn bo cdng
chiic, phuong tién hitu hinh, d6 tin cdy, chi phi s&t dung dich vu, thdi dd va tinh than phuc vu, co
ché€ gidm sat va gép y. Tir két qua nghién citu, tic gid dua ra mot s6 goi y cho nha quén 1y cdc
cap trong viéc hoan thién mdt s6 cdc chinh sich, qua d6 nhim nang cao hon nita sy hai long clia
ngudi dan d6i véi chat lugng dich vu hanh chinh cong tai UBND phudng trong thdi gian dén.

T khéa: Sy hai long, chi't lugng dich vu, hanh chinh c6ng, UBND phudng Thac Gidn, TP.

ba Néng.

1. Giéi thiéu

Phudng Thac Gidn thudéc quian Thanh Khé,
thanh phé Pa Ning 1a phudng trong diém vé kinh
t€, vin héa, xa hdi cla quan, vdi vi tri dia 1i nim
ngay tai trung tdm ctia thanh phd, c6 dién tich
0,77km?. Theo bdo cdo cia UBND phudng Thac
Gién, tinh d&n thdi diém hién tai, phudng c6 gin
4.200 hd v6i xap xi 20.000 nhan khau trong 9 khu
dan cu (46 t8 dan phd). UBND phudng Thac Gidn
la co quan qudn 1y hanh chinh c¢6 nhiém vy phat
trién kinh t€ - xi hoi, qudc phong an ninh, thuc hién
thu - chi ngan sdch nha nudc. Trong sudt qud trinh

hoat dong, UBND phudng ludn dic bi€t chi trong
dén viéc céi ti€n, khong ngirng nang cao hon nita
chat lugng cac dich vu hanh chinh cong tai dia ban.

Thong qua viéc thuc hién nghién cttu khdo st
su hai 1ong khi sit dung dich vu hanh chinh cong tai
UBND phudng tir phia ngudi din, nha quan ly cdac
cAp c6 thé nim bit duge va khic phuc dudgc cic
di€ém han ch& trong qu4 trinh tri€n khai cung cip
dich vu hanh chinh cong. Tir d6, dua ra nhitng dé
Xuit, gidi phdp, ki€n nghi nhim nang cao hon nita
chat lugng ctia dich vu. Pay ciing chinh 1a muc tiéu
céc tdc gid dua ra phan tich trong bai viét.

$6 2 - Thang 2/2018 171
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2. Co s6 1y thuyét

2.1. Dich vu va chét lugng ctia dich vu

- Dich vu 1a mdt loai hang héa kinh t€ dic biét,
vo hinh khac biét so vdi cac san pham hang héa
hitu hinh khdc. DP6i véi linh vy cong thi cdn ci
vao Nghi dinh s6 43/2011/ND-CP ngay 13/6/2011
cta Chinh pht: “Dich vu hanh chinh cong 1a nhitng
dich vu lién quan d&€n hoat dong thuc thi phap luat,
khong nhim muc tiéu 1gi nhun, do co quan nha
nuée ¢ thim quyén cap cho td chiic, cd nhan dudi
hinh thitc cdc loai gidy t6 ¢ gia tri phdp 1y trong
cdc linh vyc ma c¢d quan nha nudc d6 quan 1y ”(
Khodn 3 Piéu 3 Nghi dinh sd 43/2011/ND-CP
ngay 13/6/2011 cta Chinh pht).

Tur khdi niém trén, ¢6 th€ hi€u dich vu hanh
chinh céng & c4p phudng 1a nhitng dich vu lién
quan dé&n chitc ning quin ly nha nudc cia UBND
cap phudng, do cdc c¢d quan quin 1y nha nudc cé
thAim quyén & cAp phudng thyc hién nhim cung
cAp cho cdc t§ chiic, ca nhan cic loai gidy t& phap
ly nhu: ding ky, cAp gidy phép, cAp gidy chitng
nhan, cong ching, ho tich...

- Chat lugng dich vu 12 mic do khdc nhau gitta
st mong dgi ca ngudi tiéu dung vé€ dich vu va
nhin thic cia ho vé k&t qua dich vu. Parasuraman
va cong su (1988) tirng dua ra mudi khia canh khac
nhau cda chat lugng dich vu. Piéu nady cho thiy
ring chit lugng dich vu 1a mot khai niém bao ham
nhiéu khia canh, né 12 mdt chi tiéu tdng hop clia
cdc nhan 8 khdc nhau.

2.2. Sy hai long ciia khdch hang

Su hai long khdch hang 1a trang thdi cdm xic
d6i v6i san pham dich vu da tirng st dung (Spreng
va cdng su., 1996). Su hai long ctia khdch hang 1a
mitc dd trang thdi cdm gidc clia mot ngudi bit
ngudn tir viéc so sanh k&t qua thu dugc tir viéc tiéu
diing sdn phdm/dich vu vdi nhitng ky vong ctia anh
ta (Kotler, 1996).

2.3. M6i quan h¢ giita chét lugng dich vu va su
hai long ctia khdch hang

Nhiéu nghién citu cho thdy chat lugng dich vu
va sy théa min khdch hang ¢6 méi quan hé mat
thi€t véi nhau, chat lugng dich vu 1a nguyén nhan
va su hai long 1a k&t qud. Quan hé giita chat lugng
dich vu va sy théa man khdch hang la quan hé
cuing chiéu, chat lugng dich vu c6 4nh hudng tich
cuc dé€n cdm nhan clia khach hang.

Trong linh vuc nghién citu chat lugng dich vu
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va sy hai long, thda man khdch hang da dugc ciac
nha nghién cttu thyc hién mot cdch c¢6 hé thdng
trong nhiéu nim qua. Trong d6 phai ké d&€n mot
s6 mo6 hinh ndi ti€ng 13 m6 hinh SERVQUAL
(Parasuraman va cQng su, 1988).

Da&i véi linh vue cong da c6 nhiéu cong bd clia
cdc tdc gid k€ thira nghién cifu trén cd sd thang
do SERQUAL. Tiéu bi€u nhu md hinh d4nh gid
st hai long ctia ngudi dian doi vdi dich vu hanh
chinh cong khi @ng dung tiéu chuidn ISO tai
UBND quén 1, Thanh phd H6 Chi Minh véi 5 y&u
t8: Su tin cdy; Co s vat cha't; Kha ning phuc vu;
Quy trinh thd tyc. Trong khi d6, khi nghién ctu
vé ddnh gid mdc do hai long cla cong din, t8
chitc d6i véi dich vu hanh chinh cong trén dia ban
TP Pa Ning, tdc gid Lé Dan (2012) da dé xuit
md hinh véi 7 y&u t6: Cdn bo, cdng chitc; Co s6
vat chit; Cong khai cong vu; Thdi gian [am viéc;
Thd tuc quy trinh 1am viéc; Phi, 1€ phi; Cd ch&
gidm sdt va gép y. Cung thdi gian d6, Vién
Nghién cttu Kinh t&€ xa hoi thanh phd Pa Ning
(2012) khi dé xud't nghién cttu vé sy hai long clia
t6 chifc, cong dan d6i v6i chat lugng dich vu cong
n6i chung trén dia ban thanh phd da dua ra 4 yé&u
t6 d6 1a: Mitc do thuan tién; Khd ning ddp tng
dich vu; Chi phi st dung dich vu; Co ché& phdn
héi, g6p ¥, khi€u nai t& cdo.. Ngoai cdc cong
trinh trén, con c6 mot sd cdc tdc gia cling da cong
b6 cdc nghién ctu tudng ty nhu Nguyén Vin
Ngoc va Phan Tan Phét (2012), Nguyén Hitu Hai
va Lé Vin Hoa (2010), Phan Thi Dinh (2013)...

3. M6 hinh nghién citu

M5 hinh nghién citu ndy dudc thi€t k& dva trén
nén tdng md hinh SERVQUAL ctia Parasuraman
va cong su (1988) k&t hgp vdi cdc nghién citu clia
Lé Dan (2012), V6 Nguyén Khanh (2011), Vién
Nghién cttu Kinh t&€ xa hoi Pa Ndng (2012)... T
mo hinh nghién cttu, tdc gid dua ra gid thuyét
nghién ctu nhu sau:

H1: Do tin cdy tai UBND phudng Thac Gidn c6
dnh hudng tich cuc dén sy hai long clia ngudi dan
ddi véi chat lugng dich vu hanh chinh cong.

H2: Phuong tién hitu hinh tai UBND phudng
Thac Gidn c6 4nh hudng tich cyc d&n sy hai long
clia ngudi dan ddi véi cha't lugng dich vu hanh
chinh cong.

H3: Nédng lyc doi ngii cdn bd cdng chic tai
UBND phudng Thac Gidn c¢6 anh hudng tich cuc
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dé&n sy hai long clia ngudi dan ddi vdi chat lugng
dich vu hanh chinh cong.

H4: Thdi do va tinh than phuc vu clia ddi ngii
cdn bd cong chitc tai UBND phudng Thac Gidn c6
dnh hudng tich cuc dé€n sy hai long cla ngudi dan
d6i véi chat lugng dich vu hanh chinh cong.

HS5: Co ché gidm sit, gép y tai UBND phudng
Thac Gidn c6 4nh hudng tich cuc d€n sy hai long
clia ngudi dan ddi véi chat lugng dich vu hanh
chinh cong.

H6: Chi phi st dung dich vu tai UBND phudng
Thac Gidn c6 4nh hudng tich cyc d&€n sy hai long
clla ngudi dan ddi véi chat lugng dich vu hanh
chinh cong.

M6 hinh nghién cifu dé nghi dudc trinh bay
nhu sau:

Hinh 1: M6 hinh nghién ciu céac yéu t6 anh hudng dén su hai long ctia ngudi dan déi vai
chét lugng djch vu hanh chinh céng do UBND phudng Thac Gian cung cap

Do tin cdy (TC)

Phwong tién hitu hinh (HH)

Nang lyc can bd cong chirc (NL)

diéu tra tryc ti€p tai tru s& ti€p dan va bd phan
hanh chinh mot cta cia UBND phuding. Cin cif dé
thuc hién viéc chon miu & quy mo rong dé 1a dua
trén k¥ thuat phdng van siu chuyén gia, thio luan
nhém thi v6i 10 ngudi dan ban diu trinh bay &
muc phuong phdp nghién cttu duéi day doi véi
bang cau hdi dudc thi€t 1ap trén nén ting 1y thuyét
dé cip & trén. Viéc chon miu dién rong dudc thuc
hién theo phuong phdp chon mau thuén tién, khach
quan, ngau nhién doi véi cdc ngudi dan ¢d st dung
dich vu hanh chinh Cong tai UBND phutng. Trong
s6 380 bang cAu héi tdng hop dugc thi c6 mot sd
bang cdu hdi bi loai bd do ngudi din chua hoan
thanh toan bd cdc cau hdi. Do d6, miu nghién citu
chinh thic Ia n = 350.

4.2. Phuong phdp nghién ciu

4.2.1. Nghién cttu
dinh tinh

Tédc gid st dung
hai phuong phdp
nghién cttu chinh, d6
la nghién cdu dinh
tinh va nghién ctu
dinh lugng. Trong d6,
nghién cttu dinh tinh

SU HAILONG
CUA NGU'OI
DAN POI VOI
CHAT LUQNG

Théi d6 va tinh than phuc vu (TD)

Giam sat, gop ¥ (GS)

Chi phi st dung dich vu HC cdng (CP)

4. Phuong phap nghién ciu

4.1. Phuong phdp chon mdu va thu thip dit ligu

Nghién cttu dugc thuc hién qua thong qua 01
bing cau hdi v6i thang do cap bac Likert véi 5

diém bdi diy la thang do s dung mdt diy s

duong. Céc chi bdo dugc ddnh gid véi lva chon s&
1 12 hoan toan khong ddng y vé6i phat biéu, lua
chon s6 5 1a hoan toan ddng y véi phdt biu va
mifc do ddng y phdt biéu ting dan tir 1 d&n 5.
Nghién cttu ndy 14y mau 380 ngudi din c6 st
dung dich vu hanh chinh cdng trong quy I va quy
II nim 2017 thdng qua phuong thifc dién vao phi€u

dugc thyc hién thong

DICH VU HANH o PR
qua vi€c thu thap, tim

CHINH CONG hi€u, ddnh gid va
DO UBND tdng hop tai liéu,

tham khédo cdc thang

PHUONG THAC a
do va cé diéu chinh

GIAN CUNG PR SR
dé phu hgp véi diéu
CApP

kién cda UBND
phudng Thac Gidn.
Viéc diéu chinh thang
do dugc thyc hién dua trén két qud cla céc cudc
phdng van sdu vdi chuyén gia va thido luAn nhém
v6i 10 ngudi dan dén st dung dich vu.

4.2.2. Nghién cttu dinh luong

Nghién ctu dinh lugng dugc ti€n hanh thong
qua viéc thu thap dit liéu diéu tra bing ciu hdi va
xtt ly bing phan mém SPSS dé& phan tich dit liéu
bing cdc ky thuat: phan tich mo t3, ki€m dinh
Cronbachs Alpha, phan tich kham phd EFA, phan
tich hdi quy boi.

5. Phan tich dif liéu nghién ciu

5.1. Thong ké mo ta vé mdu nghién citu

Trong s& 350 ngudi din thi c6 Thong tin vé
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mau nghién ctu dugc thé hién chi ti€t trong
Béng 1 nhu sau:

Bang 1. Thong ké mo ta mau diéu tra

Pic diém Tan suat Tie%

Dich vy HC céng st dung N =350 100%
Tu phép hé tich 95 38,6
Chinh sach xa hoi 102 26,3
Khac 153 35,1

Gidi tinh N =350 100%
Nam 177 50,5
N 173 49,5

Nghé nghiép N =350 100%
Cén b6 cong chtic 115 64,3
Hoc sinh sinh vién 135 15,7
Ngui gia huu tri 14 46
Khac 86 15,4

Trinh do hoc vén N = 350 100%
Cép 1, cép 2 39 64,3
Cép3 202 37,7
Trung cép, cao dang 28 19,4
Khac 81 1,7

Nguén: Két qud phan tich tit phdn mém SPSS 16.0

5.2. Kiém dinh h¢ s6’ Cronbachs Alpha

K&t qua ki€m dinh Cronbachs Alpha cho thang
do dugc thé hién tai bing 2 cho thiy cdc thang do
nay déu c6 hé s6 Cronbachs Alpha > 0.6 va hé s&
tuong quan bién tdng > 0.3, dat do tin ciy va dugc
st dung trong phan tich EFA ti€p theo. (Bdng 2)

5.3. Phan tich nhédn t6'kham phd EFA

(a) K&tqua phan tich EFA thang do c4c yéu to

Tir két qua diéu tra, dit liéu dugc phan tich
khdm phd nhéan t§ v6i sy hd trg ctia phan mém
SPSS, sau khi di loai di cdc bi€n c6 hé so factor
loading nhé hon 0.5, k&€t qud phan tich kham pha
nhan t§ cudi ciing thu dugc nhu sau: (Bdng 3)

K&t qua phan tich cho thdy hé s6 KMO = 0.827
> 0.5, ki€m dinh Batlett c6 p-value bing 0.000 <
0.05, phuong sai trich bing 66.659% > 50% (bang
3), cdc hé so factor loading déu 16n hon 0.5, céc
bi€n quan sdt hinh thanh 5 nhan t6. Nhu vy cdc
tiéu chuén khi sit dung phan tich khdm ph4 nhan t&
déu phi hop véi tap dit liéu nghién ciu.

(b) K&t qud phin tich EFA thang do cdc yéu
t& sur hai long clia khdch hang di véi chat lugng
dich vu

K&t qué phan tich EFA cho thdy hé s6 KMO =
0.784 > 0.5, kiém dinh Bartlett c6 p-value biing
0.000 < 0.05, phuong sai trich biang 50.524 % >
50%, cdc bi€n quan sdt chi hinh thanh duy nha't
mdt nhin t6 (Bdng 4). Nhu vay st dung phan tich

Bang 2. K&t qua kiém djnh hé s& Cronbachs Alpha cac thang do

Thang do ::;:':;‘t Cr:';s::hs Ghi ch
D6 tin cay (TC) 4 0.868 Két qua lan 2 sau khi IOT;:?T;O(?;%DS gi)sf)' tuong quan bién téng
Phuong tién hitu hinh (HH) 6 0.875
Niing luc CBCG (NL) 4 0.763 K&t qua 1an 2 sau khi Iognbi1é'r|1él\:)|._g4(§): gi)sc“)' tuong quan bién téng
Can bo céng chuc (CBCC) 4 0.718
Thai do va tinh than phuc vu cla 9 0.855 Két qua 18n 2 sau khiqloai bién TD4 (Do hé sé tuong quan bién téng
CBCC (TD) kim dnh 13n 1 13 0.280 <0,3)
Co ché giam sat, gop y (GS) 5 0.802
Chi phi st dung dich vu (CP) 5 0.699
Su hai long clia khach hang (SHL) 5 0.753

Nguon: Két qud phén tich tic phan mém SPSS 16.0.
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Bang 3. Két qua phan tich EFA d6i véi thang do cac yéu
t6 chat lugng dich vy

Bién Nhan &

quansat [ 1 2 3 4 5 6
HH2 | .869
HH5 | .837
HH1 763
HH4 | .762
HHE | .621
HH3 | .566
TC3 875
TC2 862
TC1 839
TC5 742
GS2 785
GS3 715
GS1 642
GS4 638
CP2 880
CP3 841
CP1 776
NL2 764
NL3 716
NL1 646
NL4 633
TD2 793
TD1 783
T3 751

KMO = 0.827> 0.5, Kiém dinh Batletts Chi-Square
=4.247E3, Sig =0.000 < 0.05
Phuong sai trich = 66.659% > 50%

Nguon: Két qud phan tich tic phdn mém SPSS 16.0

EFA 1a phu hdp va thang do bi&€n phu thudc (sy hai
long ctia khdach hang) chi 1a thang do don hudng.
Nhu v4y sau khi ti€n hanh phéan tich khim
phd nhin t6 tr tip hdp cdc bién quan sdt xdy
dung dugc, khong cé nhidn t6 nao thay ddi. Vi
vdy, m6 hinh nghién cdu va cdc gid thuyét

Bang 4. Két qua phan tich EFA ddi véi bién sy hai long
clia khach hang DN

Bién Component Matrix bién phu thuéc Nhan t6
1
SHL1 297
SHL2 .320
SHL3 310
SHL4 222
SHL5 244

KMO = 0.784 > 0.5, Kiém dinh Batletts Chi-Square =
397.616, Sig =0.000 < 0.05

Phuong sai trich = 50.524% > 50%

Nguébn: Két qud phan tich tic phan mém SPSS 16.0

nghién ctfu van dudc gilt nguyén nhu mé hinh
ban dau.

5.4. Két qua phén tich hoi quy

Tu két qua cta Bdng 5 ta thiy, c6 5 yéu to ¢6
y nghia vé mit thong ké&. P6 1 y&u td vé Do tin
cdy (TC), Phuong ti€n hitu hinh (HH), Thai d6 va
tinh thAn phuc vu ctia d6i ngii CBCC (TP), Co ché&
gidm sdt, gop ¥ (GS), Nang luc ctia d6i ngii CBCC
(NL) va Chi phi st dung dich vu (CP). Vi viy,
phuong trinh hdi quy dudge xdc dinh nhu sau:

SHL = 0.130TC + 0.160HH + 0.172Tb +
0.148GS + 0.240NL + 0.177CP

Bén canh d6 thdng ké F clia phan tich phuong
sai c6 p-value biang 0,000 cho thdy két qua u6c
lugng 1a pht hgp. Gia tri R2 hiéu chinh = 0.650 cho
biét ring cdc bi€n ddc 1ap trong mo hinh cé thé
gidi thich dudc 65% su bi€n thién cla bi€n phu
thudc. Hay néi cach khdc, gid tri R2 hiéu chinh gidi
thich dudc 65% su phit hdp clia mo hinh. Hé s§ VIF
clia cdc bi€n phu thudc trong md hinh déu nhd hon
10 vi vy cho thd'y khong c6 su ton tai clia hién
tugng da cong tuyén.

Ciing ciin ¢t vao két qua cla Bang 5, ta c6 thé
nhan thiy cdc gid thuyé&t déu dudce chap nhan doc
gid tri p-value déu nhd hon (<) 0.05.

Trén cd s§ két qua nghién cttu dinh lugng vé
cdc y&u to dnh hudng dén sy hai 1ong cda ngudi
dan d6i v6i chat lugng dich vu hanh chinh cong
dang dudc thuc hién tai UBND phudng Thac Gidn,
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Bang 5. Két qua phan tich hai quy

Mo hinh Hé s6 chua chudn héa Hé s& da chudn hoéa t Muc y nghia Da cong tuyén
i Sai s6 chudn Beta (Sig.) Tolerance VIF
Hang s6 .567 146 3.893 .000

HH 135 .044 160 3.098 .002 579 1.726

TC .089 .029 130 3.051 .002 .887 1.128

1 CP 137 .042 A77 3.279 .001 539 1.855

NL .166 .032 .240 5.178 .000 761 1.315

™ 154 .047 A72 3.316 .001 .603 1.657

GS 118 .034 148 3.488 .001 919 1.088
R2 hiéu chinh 0.650
F 43.044
Sig. F 0.000a

Nguon: Két qud phan tich tic phdn mém SPSS 16.0

thanh phd Pa Ning, c6 thé rit ra mot s& cac két
luan nhu sau:

- Phuong trinh hdi quy tuy&n tinh boi dugc trich
theo hé s& Beta chudn héa cho thiy, nhan t& sy
ddp tng c6 hé s6 Beta chuin héa cao hon nhiéu
so v6i tit ¢ cdc nhan td con lai. Hé sd Beta chudn
héa clia nhan t& Ning luc cta ddi ngiit CBCC phuc
vu biing 0.24, trong khi hé s& Beta chudn héa clia
tAt cd cdc nhan t& con lai déu nhd hon 0.2. Do d6,
c6 thé két luan dugc rang Ning luc clia doi ngil
CBCC phuc vu dich vu hanh chinh cong dang 1a
y&u t6 4nh hudng manh nhat d€n sy hai long cla
ngudi dan ddi véi viéc phuc vu ctia UBND phudng
Thac Gidn. Piéu d6 c6 thé gii thich ring viéc
huéng din ro rang, cu thé khi ti€p nhan hd so ddm
bdo ding di, mot 1an; phuc vu cong bing, gidi
quyét thda ddng véi tat ca ngudi dan trén nén ting
ki&n thitc chuyén mon t6t clia ddi ngii CBCC hién
dang 1am viéc c¢6 dnh hudng quyét dinh nhat dé€n
sy hai 1ong ctia ngudi dan khi st dung st dung
hanh chinh cong.

- Hé s6 Beta chuidn héa cia cdc nhan td vé thdi
dd phuc vu, phuong tién hitu hinh, dd tin cdy, co
ch€ g6p y gidm sét ciing 1a nhan t6 c6 tdc dong
4nh hudng d&n sy hai long clia ngudi dan d6i véi
chi't luong dich vu hanh chinh cong tai UBND
phudng Thac Gidn.

6. Mot s6 ham y chinh sach

D€ gia ting sy hai long clia ngudi din ddi véi
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viéc st dung dich vu hanh chinh c6ng thi cdc nha
qudn tri can phdi quan tAim dé&n cdc van dé lién
quan dén: C4i thién kha ning phuc vu ngudi dan;
hoan thién diéu kién vat chit va ning cao hon
nita tinh hiéu qua cda quy trinh thd tuc, nang luc
doingii CNCC va chid y d€n co ch€ ti€p nhan, xit
1y va phan hdi cdc yéu cau cla ngudi dan. Cu thé
nhu sau:

- Lanh dao tai UBND phudng Thac Gidn can
phéai chd trong hon nita d&€n viéc ludn duy tri thdi
d6 va kha ning phuc vu t6i da ddi v6i cdc yéu cau,
dé nghi dit ra ciia ngudi dan & bat ky thdi diém
nao. Bdi dich vu hanh chinh cong dic biét trong
linh vuc tw phdp, ho tich, dat dai... ludn c6 nhitng
van dé phifc tap vé mit phap 1y cAn phdi cé sy am
hiéu, tudng tin dé€ gidi ddp, huéng din, hd trg
ngudi dan. Mudn thyc hién dugc diéu nay, doi hdi
UBND phudng phai xay dung mot cach chit ché
quy trinh phuc vy, ning cao niang lyc ctia bd phan
ti€p nhan, phan tich va x Iy thong tin yéu ciu cia
ngudi dan, phdi hgp dong bd gitta cdc bd phan va
thong tin kip thdi nhanh chéng d€ kip thdi trong
viéc ra quy€t dinh cung cip dich vu cho ngudi dan;
quyét dinh dén viéc huy dong va tin dung t8i da
ngudn luc, tai co ciu, sip xE€p nhan su, ddi méi quy
trinh thu tuc.

- Lanh dao tai UBND phudng Thac Gidn cling
cin phdi quan niém ring: Dich vu hanh chinh
cdng ndi ri€éng trong tinh hinh hién nay khéng
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phdi cAu chuyén ngudi dan phdi ty tim dé&n, phdi
chdp nhin quy trinh thi tuc, ty phai chiu trdch
nhiém thuc hién nghia vu, thdi d cia CBCC la
hdach dich, coi thudng ngudi ddn ma la céu
chuyén giéng nhu viéc mot chi thé cung cip dich
vu cho khdch hang. Ngudi din cé quyén dugc
thu hudng mot dich vu hanh chinh cdng t6t twong
xitng vd&i nghia vu ma ho thuc hién déi v6i nha
nuéc. Vi vdy, thi€t nghi cdc lanh dao cia UBND
phudng cling nén tim cdc phudng dn khdc nhau,
ddc biét la viéc khong ngling ting cudng cong
tdc gidm sdt ki€m tra, ling nghe y ki€n gép y
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phdn héi tif ngudi din & tirng mang dich vu, tirng
con ngudi va bd phdn thyc hié€n. Chu trong cong
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- Thém vao d6 viéc khong ngirng dau tu cdi
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ABSTRACT:

This study was conducted to measure the factors that affect peoples' satisfaction with quality
of public administration services. Data collected from 350 people have used the public
administration services in Peoples Committee of Thac Gian Ward. The methods of descriptive
statistics, Cronbachs Alpha, Exploratory Factor Analysis (EFA) are employed in this study. The
research result show that : (1)The capacity of staff, (2)Tangible means, (3)Reliability, (4)Cost of
service, (5)Attitudes and service, (6)Monitoring and feedback mechanisms have a positive
association with the people satisfaction. The results of this paper are a scientific basis for
leaders to make appropriate decisions to improve the quality of public administration services in
the coming time.
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