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Tém tit

Tt s6 liéu khéo st thudn tién 200 ngudi dan, nhom tdc gid sz(dung cdc phuong phap thong ké mé
td, kiém djnh thang do Cronbach’s A!pha phan tich nhdn 6 khdam phd (EFA) va hoi quy. béi... dé
phan tich. Két qud cho thdy, c6 6 nhdn 6, gom: Co sé vt chét; Neang luc lam viée; Swdong cam;
Thdi do phuc vu; Su tin cdy; Quy trinh thii tuc tde déng tich cuc dén su hai long cita nguoi dan
khi sit dung dich vu hanh chinh céng trong linh viee dét dai tai tai qudn Ninh Kiéu, TP. Can Tho.
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Summary

The authors employ descriptive statistics, Cronbach’s Alpha test, exploratory factor analysis
and multiple regression, etc. to analyze data from an accidental sample of 200 people. The
result identifies 6 factors creating positive impacts on the satisfaction of people when using
public administrative services in the field of land in Ninh Kieu district, Can The city, which

are Facilities; Work capacity; Empathy; Service attitude; Trust; Procedures.
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GIGI THIEU

Ninh Kiéu li don vi hinh chinh cidp quin, tric thudce
TP. Can Thd. Trong thdi gian qua, chinh quyén Quin
dd c¢6 nhiéu nd lyc gidi quyét cdc thi tuc vé linh vue
dat dai. Tuy nhién, ngudi dan c6 hai long, nhin 6 nao
tdc dong dén sy hai long va mic do hai long ctia ho vdi
nhitng nd lyc ctia chinh quyén... Ia nhitng vin dé dit ra,
can phai duge nghién cifu.

Xuét phat tir nhung vin dé di néu, tdc gid thuc hién
nghién ctu “Hai long ciia nguoi déan vé chdt luong dich
vu hanh chinh cong déi voi linh vuc dar dai tai qun
Ninh Kiéu, TP. Can Tho”. Trén cd s& két qud nghién
citu, tdc gid dé xuit gidi phap d€ quan Ninh Kiéu tham
khdo cdi thién su hai long cia ngudi dan.

CO_SG LY THUYET VA PHUONG PHAP
NGHIEN CUU

Cd s6 1y thuyét va mé hinh nghién cifu

Khdi ni¢m dich vu

Theo Zeithaml va Bitner (2000), dich vu la nhiing
hanh vi, qué trinh, cach thd thyc hién mét cong viéc,
nhu: cung cip, hd trg va thdo g cdc khé khin vudng

*Hoc vién Cao hoc, Lép Quén ly kinh té -

méc cla khdch hang nham lam théa méin
nhu ciu va mong dgi cdia khdch hang,

Su hai long

Nghién ctru cia Kotler (2001) cho
thdly, sy thda mén la mdc do cla trang
thdi cdm gidc cla mot ngudi bit ngudn
il viée so sdnh két qud thu dugc tir sdn
phdm vdi nhitng k¥ vong clia ngudi dé.
Theo Tse va Wilton (1998), su hai long
la phan @ng cla ngudi tiéu dung doéi vdi
viéc udc lugng su khdce nhau gilta nhifng
mong mudn trude d6 (hodc nhitng tiéu
chuin cho su thé hién) va su thé hién
thic su cia san pham nhu 12 mot sy chap
nhan sau khi diing né.

Méi quan h¢ giita chat liong dich vu
va su hai long cia khdch hang

Hién nay, tuy vin chua c6 su thong
nhit gilta cdc nha nghién cttu vé chit
lugng dich vu, nhung hau nhu cdc quan
di€ém déu nhin nhin ring chit lugng
dich vu ¢6 méi quan hé mat thiét vdi
sy hai 1ong clia khdach hang (Cronin va
Taylor, 1992). Parasuraman va cdng sy
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(1985, 1988) cho ring, chit lugng dich
vu dnh hudng dé€n mifc do théa man cila
khdch hang. Nghia 12 chi't lugng dich vy
duge xdc dinh bdi nhiéu nhin t6 khdc
nhau, d6 1a mdt nhin t& quyét dinh clia
sif théa mén.

Dich vu hanh chinh cong

Theo Nguyén Nhu Phat (2002), hanh
chinh cong 1a mot dang hoat déng mang
tinh nha nuGe khong thude hoat dong lap
phép hay xét xit. Hanh chinh cdng 14 hoat
dong ban hanh cac van ban hanh chinh va
vi¢c thue hién cdc hanh vi hanh chinh, vi
I¢i ich chung va muc dich chung, khong
theo dudi lgi ich riéng, khong nhim muc
dich ki€m 13i, do chii thé quyén lyc cong
(gbm: c¢6 quan hanh chinh nha nudc,
UBND ciéc cip, s& chuyén nginh) va cdc
t6 chifc tr nguyén khong nim trong bo
mdy nha nudc, nhung duge thanh 1ap va
hoat déng theo luat.

Xudt phat tir ¢ s¢ 1y ludn va cdc
nghién cifu c6 lién quan, tic gid dé xuit
mé hinh nghién citu nhu Hinh. -

Phuong phap nghién cifu

Nghién ctu thuc hién khdo sat 200
ngudi dén st dyng dich vu hanh chinh
cong trén dia ban quin Ninh Kiéu.
Trong d6, 50% tuong dng véi 102 ngudi
st dung dich vu nhiim mua, ban/chuyén
nhugng; 45 ngudi chi€m 22.50% xin cip
gidy chitng nhdn quyén st dung dit lin
diu; S6 ngudi dan sit dung dich vu hanh
chinh ¢6ng nhim muc dich chuyén giao/
cho thué dat va chuyén muc dich sit
dung dit chi€m ty 1é wong dng 12 15%
va 10,5%. Con lai 1a trudng hdp ngudi
din st dung nhim muc dich khdc (nhu
gidi quyé€t tranh chap dit dai) chi€m 1%
mau khao sat. Thai gian thue hién khdo
sat trong ndm 2019. S6 liéu duge dwa vao
phin mém SPSS dé€ phén tich.

KET QUA NGHIEN cUu

Kiém dinh d9 tin cfly ctia cac thang do

M5 hinh nghién cttu dé xuit bao gdm
7 nhém nhan t8, vdi 31 bién quan sét.
Sau khi ki€m dinh d tin cay Cronbach’s
Alpha ciia tat cd cdc thang do, nghién
ciu thu duge 6 thang do cho cdc bién
doc 1ap va 1 thang do cho bién phu thudc
twong (ing véi 28 bién quan sét sau khi
loai di 3 bi€n (NLLVS5, TDDPV5 va
TC5) do khong ddm bdo diéu kién hé
s6 Cronbach’s Alpha 16n hon 0,6 va céc
bién do Iudng déu c6 hé sé twong quan
bi€n - tng 16n hon 0,3. Céc bién quan

Feonomy and Forecast Review

HINH: MO HINH NGHIEN (U PE XUAT

Su tin cay

Coso
vat chat

Ning lue
lam viée

Hai long
clia ngudi din

Thai do
phuc vu

Su ddng cam

Quy trinh
th tue

Nguén: Bé xuat cla lac gia

s4t va thang do ndy s& tiép tuc dugc st dung trong buée
ti€p theo 1a phéan tich EFA.

Phan tich EFA

Phuong phép trich nhén 16 dugc st dung 1a Principal
component Analysis v6i phép xoay Varimax. Thang do
dudc chip nhin khi 0,5 < KMO < 1; hé s6 Sig. = 0,000
ctia ki€m dinh Bartlett cho bi€t cdc bién quan st tuong
quan v6i nhau c6 ¥ nghia thong ké. Bén canh d6, dé
xédc dinh s6 lugng nhém nhén t6 can dua vio phuong
phdp Eigenvalue, vGi phudng phdp nay cho biét chi cé
nhitng nhin 6 nao c6 Eigenvalue 16n hon 1 méi dugc
git lai trong mé hinh phan tich; tdng phuong sai trich
c6 gid tri > 50% va hé s tdi nhan & = 0,5 ching 16 dat
d6 tin cdy thich hdp cho phén tich nhén 8.

Déi véi cdc bien doc lap

Qua ki€m dinh Bartlett cho thiy, Sig.= 0,00 < 5%
=> Bédc b6 H: Céc bi€n khong twong quan véi nhau,
dong thai hé s6 KMO = 0,747 (0,5 < KMO < 1), chitng
td viéc nhom cdc bién véi nhau la thich hap. Nghia 12
cdc bién quan st c6 tuong quan tuyén tinh vdi nhén &
dai dién, bén canh d6, cdc nhin t8 c6 Eigenvalue 16n
hon 1 thod man diéu kién.

Vi vy, tit cd cdc bi€n sau lin phén tich nay déu
dudc giit lai (Bing 1).

Két qua Bidng 1 cho thdy, cdc bi€n quan st dudgc
nhém lai va ¢ sy thay déi thit tu, cu thé nhu sau:

F: Su déng cdm (PC), gbm 4 bién: PCI, PC2,
bC3, bC4,

E_: Su'tin ciy (TC). gdm 4 bién: TC1, TC2, TC3, TC4.

F.: Quy trinh thi tuc (QTTT), gdm 4 bién: QTTT L,
QTTT2, QTTT3, QTTT4.

F,: Co sd vat chdt (CSVC), gébm 5 bi€n: CSVCL,
CSVC2Z, CSVC3, CSVC4, CSVCS.

E.: Thai d6 phuc vu (TPPV), gbm 4 bién: TDPV1,
TBPV2, TBPV3, TDPV4,

F,: Ning lyc lam viéc (NLLV), gobm 4 bi€n: NLLV1,
NLLV2, NLLV3, NLLV4.
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BANG 1: MA TRAN CAC NHAN TO ANH HUGNG Dot vdi bién phu thuje
(ROTATED COMPONENT MATR]XA) Céc bi€n quan sdt trong cic nhom

R | nhén sy hai long cta ngudi dan déi véi
'Itieneﬂ _' F. dich vu hanh chinh cong trong linh vic
PCI dat dai tai quin Ninh Kiéu. K&t qua phin
PC2 tich EFA tir 3 bi€n quan sét ban diu véi
BC3 tdng phudng sai trich dat 83,323% > 50%
BCa ; cho thdy, khd ning gidi thich cho 3 bién
TCI ~ 0858 iél‘ 79,498% tai Eigenvalue 1a 2,500. Hé
TC2 0.874 s0 KMO biing 0,828 va Pvalue ctia kiém
TC3 0743 dinh Bartlett la 0}0{}0 nho hon 905 Nhu
TC4 0.724 v@y, k%lc‘)ng c6 biep nao co hé sO tdi nhéin
QITTI 0.839 tﬁ‘dm‘n 0,5, nén déu dugc gitf lai nhu ban
QTTT2 0.869 dau (H_Ll, HL?2, IJIL3) va van duge goi la
QTTT3 0717 “Su hai long” (Bang 2). o
QTTT " 0’7 =4 Qua phin ticthFA, cd _c,ble_n CEQ Iudng
CSVC] = i trong Ipﬁ hinh déu dat gid tri hoi t vﬁl
CSVED (}?854 phE}p bl?t_.\nén khong E:é ?1&@ 230 b} loai
ooV (‘; 0‘7‘2 7 kl:lo? mo hinh. N ghilaxla cac bien pht hgp
s — dé ué’g_hfmh budc ti€p, 14 phin tich phin
: tich hoi quy.
EINES 0.006 ; K&t qui hdi quy da bién |
TDPV: 0,650 Tir két qua hdi quy (Bing 3), trong s&
TDPV2 0,769 clia cdc nhan t6 tic dong dén mic do hai
IDPV3 0.750 long cla ngudi din dude sdp x€p theo
TOFV4 0,656 mifc d6 gidm din nhu sau:
NLLV1 0,780 F.: Quy trinh thi tyc (QTTT): 0,231
NLLV2 0,666 E.: St tin ¢dy (TC): 0,230
NLLV3 0,683 F.: Théi d6 phuc vu (TBPV): 0,223
NLLV4 0.688 F: Su ddng cam (PC): 0,215
Nguon: Phan tich t& 54 liéu khao sat, 2019 F(‘! Né’mg lue lam viéc (NLLV): 0,205
F,: Cd s& vt chit (CSVC): 0,122
BANG 2: MA TRAN CAC NHAN TO CUA S¢ HAI LONG I oy,
(ROTATED COMPONENT MATRIXA) KET LUAN VA KIEN NGHI GIAI PHAP
Bi¢n quan siit| H¢ s tai nhan 63| KMO|Téng phutong sai trich (%) P p
HLI 0.955| 0.680 83323 ) Két qud AP[‘&“ tich hoi quy (,:ho )t\hayz
HL2 0.892 ch 6 nhan tO anh huQng Cllen muc ‘_io hai
long clia ngudi dan vé chét lugng dich vu
S 0,390 hanh chinh cong d&i véi linh vuc dt dai
Sig. = 0,000 tai quin Ninh Kiéu, TP. Cin Tho, gbm:
Eigenvalue =2,500 Quy trinh thii tuc; Su tin cdy; Thai do phuc
vu: Su dong cam: Ning luc lam viéc cla
BANG 3: KET Q(IA HOI QUY bA BIEN nhan vién; Cd sd vit chat. TrénA cd sd két
oy H ol u nghién cifu, nhém tic gia dé xuat mot
Kyitubich Te"b'& s&’éﬁ cs;)ugﬁ e YR gf)' giﬁ% phép sau:
Hiing s6 -2.343| 0,349] 0,000 Mot la, vé Quy trinh thu tuc: Thoi
F, Su dong cim 0.215| 0,051 0.000] 1,159 gian tdi, chinh quyén Quin can rat ng.’in
F, Sf tin cdy 0.230| 0,044|0,000| 1,186] thdi gian gidi quy€t hd so, han ché ho sd
F, Quy trinh thi twe | 0,231 0.039]0,000] 1,130] tré hen: cdi tién trinh ty tiép nhén, gidi
F, Cd sd vit chit 0.122] 0.049| 0,013} 1,076 quyg[ va gia(} tra hd so thdng qua viée
E, Théi d6 phuc vu 0.223| 0,037/ 0,000/ 1.210]  d4y manh trién khai gidi quyét thi tuc,
E, Ning lye 1am viée | 0,205 0.041] 0,000} L138]  hd sd tryc tuy€n. Pao tao boi dudng ning
50 quan sdt: 200 cao trinh d6 chuyén mon cho ddi ngi cdn
Sig, = 0,000 bd, cong chiic. Xdy dung ch& do cung
R-square = 0,639 cip thong tin vé tién do gidi quy€t hd so
Ghi chii: %, *% % bidu dién miic ¥ nghia théng ké & 1%, 5%,  cho ngudi dan, nhim ting cudng su phdi
10% va ns la khéng c6 ¥ nghia thong ké. hgp gidi quyét ho so, thii tuc gitta cdc cd
Ngudn: S6 liéu diu tra cua tac gia, 2019 quan hanh chinh.
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Hai la, vé Su tin ¢dy: Cong tic kiém
tra ctia lanh dao cdc cdp, cdc nganh cin
dugc thue hién thudng xuyén, gin véi xi
Iy nghiém tic cdc trudng hdp sai pham,
chan chinh ngay hoat ddng clia tiftng co
quan, don vi. Pdng thdi, cong khai duding
diy néng, hom thu gép ¥, sO dién thoai
clia cde ddng chi linh dao d€ ngudi din
bi€t, phdn dnh nhitng vin dé lién quan
dén gidi quy€t dich vu hanh chinh cong.
Ting cudng vai trd gidm sdt cia ngudi
dan trong cOng tdc cdi cich hanh chinh
n6i chung va thu tuc hanh chinh ndi
riéng. Gidi quyét nhanh chéng, chinh
xdc, cong bang, théa ddng cdc ki€n nghi,
phdn dnh cda nhdn din nhim tao long
tin cia nhan dan. Hang ndm, quin Ninh
Kiéu cin & chitc khdo sdt danh gid mic
d6 hai long ctia cong din va (6 chic doi
véi chat hugng dich vu hanh chinh cong,
dic biét la trong linh viic ddt dai.

Ba la, vé Thdi dj phuc vu: Can tiép
tuc phat huy xdy dung bd phin ti€p
nhén va trd k€t qud theo mod hinh “mdt
ctia lién théng hién dai”, ddu t0 cd sd
vt chdt, niém y€t cong khai cdc thi tuc
hanh chinh, cong khai cdc biéu miu, hd
s6. Pong thai, bo tri cdn bd hudng din
cong dan, t& chiic st dung cdc phan mém
tra ciiu, 14y phiéu ty d6ng... tao diéu kién
thudn 1di cho viéc tra ciu thong tin, gitip
cho cong din khi ti€p cin dich vu c6 thé
dé dang hi€u va thyc hién nhanh chéng.

B0 phan ti€p nhén phai & vi tri thudn
tién, 6 bang chi dan rd rang d€ cong dén,
16 chifc lién hé cong tdc dé dang. Pdng
thifi, ting cudng cong tdc, ki€m tra, ra
5041 tit cd cac hd so, thi tuc, tr d6 loai
bé nhitng thi tuc khong cin thi€t, khong
phil hgp véi diéu kién thue 1€ thude thim
quyén, hodc ki€n nghi Thanh phd bii bé

_ TAILIEU THAM KHAO

mot s6 bi€u miu hodc thong tin khéng cin thiét trong
céc bi€u miu,

Bén la, vé Sy dong cam: Do ngudi din dén giao
dich tai Bo phén ti€p nhan hé so v trd két qud ¢6 trinh
d6 khéc nhau, nén cdn bd, cong chitc phai nhan thic
dugce di tugng ti€p xic d€ ¢6 hudng dan phi hgp véi
su hi€u biét cia ngudi dan, ddm bido hudng din ludn
dé thue hién d6i v6i ngudi din, thyuc hién ding ndi quy,
gid gidc lam viéc clia cd quan, tuyét d6i khong giy
phién ha, voi vinh d8i véi ngudi din vdi muc dich thu
Igi riéng. Bi€t ling nghe, biét kiém ch& cdm xic, khi
ti€p xiic v8i ngudi din phii huéng vé phia ngudi din,
Juén nhin vio mit ho va bi€t mim cudi ding ldc, khi
ngudi din néi, cdn bd giao dich cin bay td sy chd ¥ va
khong nén ngit 15i, trir khi muén lam rd mét vin dé
nao do.

Ndm la, vé Néng luc lam viéc ciia nhén vién: Nang
cao chit lugng cdn bd, cong chic. Piy 12 n6i dung rat
¢O bdn vi quan trong trong viéc ning cao chét ludng
d6i ngii cdn bd, cong chie hién nay. Phim chit cdn
bg, cong chiic dugc thé hién & su nhéin thitc ding din.
ddy dd va siu sic cia ho vé cong viée ho dang thuc
hién. Phim chét tri tué clia ngudi ¢dn b, cong chife
hién nay dugc thé hién chi yéu & trinh d6 hoc vin,
trinh do6 lam chi khoa hoc, k¥ thudt; § ning lyc hoat
dong thyc tién; & trinh dd va khd ndng tng xd, giao
ti€p ding didn cta ngudi cdn bd, cong chirc doi véi
cong din va daon vi.

Sdu la, vé Co 56 vt chdt: Nang cip va bd sung cdc
phuong tién lam viéc, nhu: ban giao dich, ti dung hd
sd, tdi liéu; ban d€ coéng din lam gidy t3, gh€ ngdi
chd két qua gidi quy€t cia cong din, trang phuc cla
cin bd lam viée tai bd phin mot clta. Pidu tr mGi hé
thong trang thi€t bi dé€ ting dung cong nghé thong tin
vao gidi quyét cong viéc, nhu: mdy vi tinh, may photo;
mdy scanner 02 mit t6¢ d6 cao; mdy x€p hang tu dong;
béng dién tif tra cttu, hudng din, niém yét thi tuc hd
s¢; hé thdng quét md vach.. Hé théng Camera bao
gbm: Mdy thu hinh, 4m thanh d€ huéng din cong dan
va kiém sodt cia linh dao doi vdi hoat dong caa bod
phan mét cira.Q
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