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NGHIEN CUU SU HAI LONG CUA NGUOI DAN
pOI V1 CHAT LU'O'NG DICH VU HANH CHINH CONG
BO PHAN MOT CUA UBND TP. HUE

TRAN TH GIANG, NGUYEN DINH CHIEN

Nghién citu ddnh gid cdc nhdn té dnh huéng dén su hai long ctia ngudi ddn khi sir dung dich vu hanh chinh
cong tai bé phdin mét cira UBND TP. Hué. S6 liéu ciia nghién ciru duoc thu thdp tir 150 nguai dén sir dung
dich vu hanh chinh cong. Két qud cho thdy, 7 nhdn té dnh huéng dén su hai long cia ngudi ddn déi vai
chat lugng dich vu hanh chinh céng bao gom: Co sé vt chdt; Quy trinh thi tuc; Nang luc phuc vu; Thdi do
phucvu; Su dong cém; Ung dung cong nghé thong tin; Phi va Ié phi. Trong d6, néng luc phuc vu ciia cdn bo

yovel

la nhdn t6 c6 dnh hudng lén nhdt dén su hai long ctia ngudi ddn.

Tir khéa: Chdt lugng dich vu hanh chinh céng, nguoi ddn, su hai long, TP Hué

STUDYING THE SATISFACTION OF PEOPLE WITH PUBLIC
ADMINISTRATIVE SERVICES OF THE ONE-STOP DEPARTMENT
AT THE PEOPLE’S COMMITTEE OF HUE CITY

Tran Thi Giang, Nguyen Dinh Chien

This study evaluates the factors influencing the satisfaction
of citizens when using public administrative services at the
One-stop Department at the People’s Committee of Hue
City. Data for the study were collected from 150 citizens
who used the public administrative services. The results
indicate that there are seven factors that influence citizen
satisfaction with the quality of public administrative
services, including: infrastructure, procedural processes,
service capacity, service attitude, empathy, application of
information technology, and fees. Among these factors,
the service capacity of the staff is identified as the most
influential factor on citizen satisfaction.
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Pat van dé

TP. Hu€ la mét trong nhitng vung cé tiém nang
phat trién kinh t€, van hoa, khoa hoc cong nghé va
gido duc ctia mién Trung nén nhu cau vé dich vu
hanh chinh cdng ngay cang tang cao doi hoi chat
luong dich vu cling can duoc cac co quan hanh chinh
trén dia ban Thanh phé dap tng. Hién nay, trén 90%
cac tha tuc hanh chinh tai Thanh phd dwoc giai quyét
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theo co ch&€ mot ctra. Mac du cong tac cai cach hanh
chinh trén dia ban duoc danh gia la cé hiéu qua, tuy
nhién qua trinh thyc hién van con bdc 16 mét s6 han
ché. Do d6, nghién cttu duoc thuc hién nhdm muc
dich xac dinh cac yéu td anh huong dén su hai long
cuia nguoi dan d6i voi chat lwong dich vu hanh chinh
cong tai b phan mét ctra UBND TP. Hué.

M6 hinh va phuong phap nghién ctu

M6 hinh nghién citu va thang do

Trén co so két hop mét s6 mo hinh nghién ctru veé sy
hai long ctia khach hang, can ct vao viéc thao luan
nhém ciing nhw mét s& nghién cttu thye nghiém trong
va ngoai nudc, nghién ctru nay sé st dung két hop gitra
mot sO thang do mo6 hinh SERVPEFR ctia Cronin &
Taylor (1992) va st dung mot sd thang do tir nghién ctru
ctia Lé Dan (2011) d€ xay dung mo hinh nghién cttu phut
hop. Theo d6, mohinhnghién ctru duocthéhiéndHinh 1.

Duya vao mo hinh nghién cttu dé xudt va nghién
ctru so bd dinh tinh nhom tac gia tién hanh thanh 1ap
bang cau hoi gom 31 bién quan sat do lwong 07 thanh
phén chat luong dich vu hanh chinh cong. Cu thé la:
(1) Co so vat chat (CSVC) gom 05 bién quan sat; (2)
Quy trinh tha tuc (QTTT) gom 08 bién quan sat; (3)
Nang luc phuc vu ctia can b (NLPV) gom 05 bién
quan sat; (4) Thai d6 phuc vu cua can bo (TDPV) gom
5 bién quan sat; (5) Sw dong cam (SDC) gom 4 bién
quan sat; (6) Ung dung cong nghé thong tin trong xtr
ly (CNTT) gom 2 bién quan sat; (7) Phi va 1é phi gom
2 bién quan sat. Ngoai ra, con c6 thanh phan thang do



veé sy hai long cua cong dan bao gom 2 bién quan sat
do luwong hai long két qua dich vu hanh chinh céng.
Phuong phdp nghién cuu

Dé thuc hién nghién cttu, nhom téc gia da khao
sat 200 nguwoi dan st dung dich vu hanh chinh cong
cua UBND TP. Hué. Sau khi nhap di liéu va lam
sach thu vé 150 phiéu hop 1€ dwgc dua vao st dung
trong phan tich, chiém ty 1€ 75%. Nghién ctru nay st
dung thang do Liker 5 mttc do.

Khi nghién cttu cac yéu td anh huong dén chat
leong dich vu hanh chinh cong tai bd phan mot ctra
UBND TP. Hu€, nghién cttu st dung md hinh gom
01 bién phu thudc va 07 bién doc lap nhw sau:

Y =B0+ B1X1+ B2X2 + B3X3 + B4X4 + B5X5 + B6X6 + P7X7 + €

Trong do,

Y: Hai long vé chat lwong dich vu hanh
chinh cong (CL)

X1: Co sd vat chat (CSVQ)

X2: Quy trinh tha tuc (QTTT)

X3: Nang lwc phuc vu cua can bo (NLCB)

X4: Théi do phuc vu cua can bo (TBPV)

X5: Sy déng cam cta can bd (SDC)

X6: Ung dung CNTT trong xtt ly (CNTT)

X7: Phi va 1é phi

Két qua nghién ciu

Kiém dinh dé tin cdy cta cdc bién diéu tra va phan tich
nhdn té khdm phd (EFA)

Két qua nghién ctru 6 Bang 1 cho thady, tit ca cac
hé sd Cronbach’s Alpha cua cac cau hoi ky vong déu
o gid tri cao hon 0,8. Céc cau hoi déu cd hé s tuong
quan bién tong 16n hon 0,3.

Tiép theo, phan tich EFA vdi cac kiém dinh dwoc
dam bao nhu sau: Do tin cdy ctia cac bién quan sat
(Factor loading > 0,5); Kiém dinh tinh thich hop cta
mb hinh (0,5 < KMO = 0,821 < 1,0); Kiém dinh Bartlett
vé tuong quan cta cac bién quan sat (Sig. = 0,00 <

BANG 1: KIEM BINH DO TIN CAY CUA CAC BIEN SO PHAN TiCH

Cachiénphantich  S6  Hésotuong  Hésd Cron-

bién quanbiéntdng bach's Alpha
(o s6 vat chat 5 0,480 0,812
Quy trinh, thi tuc 7 0,438 0,807
Nang luc phucvu 5 0,579 0,870
Thai d6 phucvu 5 0,432 0,804
Su dong cam 4 0,425 0,801
(ong nghé thong tin 2 0,559 0,853
Lé phi 2 0,548 0,825

Ngudn: Xt Iy 6 liéu SPSS cia nhdm tdc gid
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HINH 1: MO HINH NGHIEN CUU BE XUAT

Co S& Vat Chét (CSVC)

Qui trinh, thu tuc (QTTT)

Nang luwc phuc vu ctia can bd (NLCB)

Mirc d6 hai long
vé CL DV HHC tai
bd phan mét clra
UBND thanh phd

Hué(CL)

Sw dong cam cuia can bo (SPC)

Ung dung CNTT trong xt Iy (CNTT)

Phi va 1& phi (Phi)

[ Thai do phuc vu ctia can bo (TBPV)

s ) S U N N N— D

Ngudn: Dé xudt cia nhom tdc gid

0,05); Kiém dinh phuwong sai cdng don = 66,25% >
50%. Diéu nay ching té mo hinh ¢é y nghia thong
ké va dt liéu la phu hgp. Két qua phan tich EFA dat
duoc van gitt nguyén 7 nhan t3 chinh.

Chdt lugng dich vu tai bé phdn mét ciia UBND TP. Hué

Két qua thong ké cho thdy: Diém trung binh
danh gia cdam nhan cua nguoi dan dwoc khao sat vé
cac yéu t6 thanh phan chat lwong dich vu tai bd
phan mét cita UBND TP. Hué c6 gid tri tir 3,82 dén
4,23. Véi gia tri trung binh nay, c6 7 yéu t6 chat
luong dich vu ndm trong khoang hai long (dong y)
dat mirc kha (3,4 -4,2). Trong d6, yéu td nang lwec
phuc vu dugc danh gia cao nhét (diém trung binh
4,2). Ti€p dén la yéu td cong nghé thong tin (81,56%);
1é phi (78,07%); co s& vat chat (77,65%); quy trinh,
thu tuc (76,76%); thai d6 phuc vu (70,96%) va yéu t&
s dong cam c6 ty 1é thap nhat (68,98%). Trong do,
yéu t& can bo ¢8 gang dé hidu dugc nhitng yéu cau,
nguyén vong cuia cong dan co ty t& dong y trd 1én la
thap nhat (67,2%) trong tat ca cac bién quan sat.

Cdc yéu té anh huéng dén su hai long cta ngui dén
déi vai chadt luong dich vu hanh chinh céng tai bé phdn
mét ctra UBND TP. Hué

Bang 2 cho thay, két qua kiém dinh sy phu hop
ctia md hinh cac yéu t6 anh hudng dén chat luong
dich vu c6 gia tri F =12, 249, 6 gid tri Sig. = 0,000 va
hé s6 xac dinh boi R2 (R square) = 0,58 khang dinh
cac yéu td chat lugng dich vu ¢6 anh huong va giai
thich duoc 58% sw hai long ctia nguoi dan. Tat ca cac
bién déu c6 murc y nghia Sig. < 0,05, vdi hé s6 twong
quan twong d6i cao (R = 0,614) thé hién mdi quan hé
chat ché gitra cac bién doc lap véi bién phu thudc. Vi
vay, ham hoi quy trén c6 thé sit dung duoc.

Két qua kiém dinh Durbin - Watson cho gia tri d
= 2,056 nam trong khoang cho phép ctia s§ quan sét
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BANG 2: PHAN TiCH HOI QUY

. Hess | G |, | hise
Cacbién phan tich = . Sig da cong
hoiquy trit v
tuyén VIF
Hé s chan 314 722,000
(o sé vat chat ,062 541,000 1,891
Quy trinh 214 1,566 000 1.421
Nang luc 329 3,652  ,000 1.471
Thai do ,073 723,000 1.748
Su dong cam 019 172,000 1.957
(ong nghé thong tin 212 2,670,000 1.561
Lé phi 047 553,000 1.539
Durbin -Watson 2,056
R-square 0,576
F test 12,249
Sig 0,000

Ngudn: S8 liéu diéu tra va phdn tich cia nhém tdc gid

150 va s6 bién doc lap béng 7. Do d6 c6 thé két luan
rang md hinh khong c6 tw teong quan. Ngoai ra, cac
nhan t& phéng dai phuong sai - VIF déu nho hon 2
cho thdy, hién tuong da cong tuyén gitra cac bién
ddc 1ap khong anh huwong dén mo hinh hoi quy. Do
d6, mo hinh cling thoéa man yéu cau wdc luong OLS.

Két qua mo hinh hoéi quy ¢6 dang nhu sau:

Y=0,314+ 0,062 X1 +0,214 X2 + 0,329X3 + 0,073 X4 + 0,019
X5+ 0,212 X6 + 0,047 X7

Theo phuong trinh hoi quy, cd 7 nhan t& ¢ mdi lién
hé tuyén tinh vdi chat lwong dich vu hanh chinh cong
véi muc y nghia Sig. < 0,05. Tat ca déu o tac dong
duong phan anh ty 1é thuén véi mc do hai long. Qua
phan tich hoi quy da bién cho thay, mo6 hinh xay dung
pht hop véi dix liéu thu dugc va két qua ban dau cho
thay, cac thanh phéan do luong trén déu c6 mitc y nghia
Sig. <0,05 nén cd sy khac biét va cd y nghia thong ké voi
do tin cay 1a 95%. Vi thé chiing anh huong dang ké dén
chat lwong dich vu hanh chinh cong tai bd phan mot
ctta UBND TP. Hué. Chat lwgng dich vu hanh chinh
cong cua UBND TP. Hué chiu tac dong lon nhat boi
nhén t6 nang lwc ctia nhan vién (83 =0,329) va thap nhat
la nhan t6 sy dong cam (85 = 0,019). Diéu nay rat phu
hop véi két qua phan tich thong ké mo ta sy hai long
clia nguoi dan voi yéu t6 nang luc va yéu td dong cam
duoc trinh bay ¢ phan trén.
Két luan

Két qua nghién cttu cho thdy, c6 7 nhan td anh
hudng dén sy hai long ctia nguoi dan d6i voi chat luong
dich vu hanh chinh c6ng bao gom: Co s vat chat; Quy
trinh tht tuc; Nang Iwc phuc vy; Thai do phuc vy, Sw
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dong cam; Ung dung cong nghé thong tin; Phi va 1é phi.
Trong d6, nang luc phuc vu ctia can b la nhan t8 co
anh hudng 16n nhat dén sy hai long ctia nguoi dan.

DPé nang cao sy hai long ctia nguoi dan déi voi
chat lwgng dich vu hanh chinh cong tai bd phan mét
ctra, trong thoi gian téi, UBND TP. Hué can thuc
hién mdt sO giai phap sau:

Thir nhadt, ti€p tuc ra soat ddi ngl can by, cong
chttc duoc ctr dén lam viéc tai bd phan mot ctra
UBNN TP. Hué€ dam bao theo diang chi dao cua
UBND tinh Thtra Thién Hué vé tiéu chuan can bo,
cong chitc va thoi han lam viéc, lya chon can b c6
da thdm quyeén, nang luc, trinh d6 chuyén mon.

Thit hai, quy dinh trach nhiém rang budc gitra cac co
quan, ting can bd, nham dam bao két qua dau ra la cac
van ban, gidy to hanh chinh dwoc chinh xac, dong thoi
phai cd su phdi hop chdt ché gitia cac phong chuyén mon.

Thir ba, thuong xuyén ra soat cai tién quy trinh
thu tuc tir khau tiép nhan, thu ly, luan chuyén va tra
két qua ding thoi gian quy nham dam bao muc tiéu
ma UBND Thanh phd da cam két véi nguoi dan.

Thi? tw, UBND Thanh ph6 can phai dau tu trang bi
may moc, cong nghé hién dai, dong thoi phai cha
trong dén viéc bd tri noi lam viéc ctia td ti€p nhan va
hoan tra ho so & mét noi thuén tién, rdng rai, thoang
mat va ludn duoc don vé sinh sach sé, cting nhu bo tri
bai gitt xe cé trat tw va c6 nguoi trong coi, giam sat dé
tao diéu kién cho nguoi dan dén lam viéc tai bo phan.

Thir nam, tdng cuwong hon ntta cong tac kiém tra,
giam sat va tiép tuc trién khai cac dy an tng dung
cong nghé thdng tin nham phuc vu nodi dung hién
dai hoa nén hanh chinh nha nuédc, nang cao chat
luong, hiéu lwc, hiéu qua cong tac quan ly diéu hanh
cua don vi ciing nhu sy hai long ctia nguroi dan doi
voi cac dich vu hanh chinh cong.
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