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Hcli IOng cUa ngu'O'i dan v~ 
cha't lu'Q'ng djch Vl} hclnh chinh cOng 
d6i voi linh vu'c da't dai 

• 
t"i qu~n Ninh Ki~u, TP. C~n Tho 

LE KIM PHQNG' 

T6m t~t 
1u so li~u khd.o sat thu(i,n tifn 200 nguC!i dan, nh6m tac gia sa d¥ng cdc phUCJng phdp thOng ke mo 
ta, kiim djnh thang do Cronbach's Alpha, phan tfch nhan to kham p"hd (EFA) va h6i qu.y bQi ... dl 
phan t£ch. Kit qua cho tMy, c6 6 nhii.n to; g6m: C(J so vi;1t chdt; Nang b,tc tam vifc; St;t d6ng cam; 
Thai dq phw Vf[; Sl,l tin cqy; Quy trinh thU trp; tac d()ng tf.ch Cl,lC din sr,t hai long cua ngum dan 
khi sa dµng djch Vfl l!anh chinh cong trong l'fnh Vl,lC tldt dai t{Ji t(li qu.(in Ninh Kiiu, TP. Cdn Tho. 

Tit khoa: dich Vfl, hai lOng, hank chlnh, llnh vifc da't dai 

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 Tho city, which 
are Facilities; Work capacity; Empathy; Service attitude; Trust; Procedures. 

Keywords: service, satisfaction, administration, field of Land 

GIGI THl~U 

Ninh Ki~u la dc1n vj hanh chinh ca'p qu~n, tn,tc thu¢c 
TP. C~n Tho. Trong th0i gian qua, chinh quy~n Qu~n 
eta c6 nhi€u 116 life giai quye't cac thu t~c v~ linh vt,l'c 
da't dai. Tuy nhien, ngttC:li dan c6 hai long, nhan t6 nao 
tac d()ng de'n SI/ hai long va mU'c d<) hai long cua h9 v(Ji 
nhG'ng n6 life cua chfnh guy€n ... la nhung va'n d~ c1~ t ra, 
dn phai dttcjc nghien ctl'u. 

Xua't phat tu nhling va'n d~ da neu, tac gia thl,!'c hi~n 
nghien cU'u "Hai long cua ngu(!i dan v~ chat lu(Jng df ch 
v~ hlmh chinh cong do'i vO'i llnh v~tc da'c. dai tQi qu<J,n 
Ninh Kdu, TP. Ctin Th(!". Tren cd sd ke't qua nghien 
ctl'u, tac gia d€ xua't giai phap d~ qu~n Ninh Ki€u tham 
khao cai thi~n slf hai long cua ngu'C1i dan. 

CO SO LY THUYET VA PHUONG PHAP 
NGHIEN CVU 

Co slJ ly thuytt va mo hinh nghien cuu 
Khai nifm dich V<t 
Theo Zeithaml va Bitner (2000), dich V~l la nhung 

hanh vi, qua trlnh, each thu thlfc hi~n mQt Cong v i~C, 
nhu: cung ca'p, h6 trcJ va thao go cac kh6 khan vuClng 

mac cua .khach hang nham lam thoa man 
nhu d u va mong dc;li cua khach hang. 

Sr/ hiti long 
Nghien cU'u cua Kotler (2001) cho 

thay, S\f thoa man fa tnUc d() cua tn;mg 
thai cam giac cua m9t ngttdi bat ngu6n 
tlt Vi.~c SO sanh ke'°t qua thu dttc;IC tlr San 
ph§'m v(Jj nhung ky VC.)llg Cua ngu'di d6. 
Theo Tse va Wilton (1998), SI/ hai long 
la phan ling cua nguoi tieu dung d6i voi 
vi~c I.foe lLfcjng slf khac nhau giua nhung 
mong mu6n tntdc d6 (ho~c nhung tieu 
Chu~n cho Slf th~ hi~n) va S\f th€ hi~n 
thlfc Slf cua siin phffm nhtt la m(>t Sl,!' cha'p 
nh~n sau khi dung n6. 

Mo'i quan h~ giila chat fll<fng dtch V(l 

va SI/ hai long CUa kJuich hang 
Hi~n nay, tuy v~n chtfa c6 Slf th6ng 

nha't giua cac nha nghien cuu v~ chat 
ltf(;ing dich Vl), nh\ing hgu nhtt cac quan 
di~m d~u nhln nh~n rhg cha't ltrcjng 
d!ch Vt} c6 m6i quan M m~t thi e't voi 
Slf hai long cua khach hang (Cronin va 
Taylor, 1992). Parasuraman va c()ng Slf 

• HQc vi@n Cao hQc, Ldp Quan ly kinh te -Kh6a 24, Truong E>Gii hQc Clin Thd 
Ng<)y nh(in b<li: 271512020: Ngay phan bi~n: 151612020; Ngay duy~r dcfng: 241612020 
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(1985, 1988) cho d.ng, cha't lu<;ing cljch 
Vl,I anh hudng de'n mt1'c OQ thoa man cua 
khach hang. Nghia la cha't hrqng djch v1,1 
dttoc xac dinh bC1i nhi€u nhan to' khac 
nhau, do la 

0

illQt nhan to' quye'"t dj nh cua 
SJ! thOa man. 

Dfch v~ hanh chtnh c{)ng 
Theo Nguy~n Nhu Phat (2002), hanh 

chlnh cong la m9t d;;tng ho;;tt d9ng mang 
tfnh nha nude khong thuc)c ho~t d()ng l~p 
phap hay xet xii'. Hanh chinh cong la ho~t 
dQng ban hanh cac van ban hanh chlnh va 
vi~c thlfc hi~n cac hanh vj hanh chlnh, vl 
)Qi icb chung va ffi\IC dich Chung, kh6ng 
theo du6i l<;ii ich rieng, kh6ng nham m1,1c 
dfch kie'm lOi, do chu th~ quyen b!c c6ng 
(g6m: Cd quan hanh chlnh nha nttdc, 
UBND cac dip, sC1 chuyen nganh) va cac 
t5 chU'c ti! nguy~n kh6ng n~m trong b() 
may nha OU'OC, nhtfng Olt<;IC thanh l~p Va 
ho~t d()ng theo lu~t. 

Xua't phat tii' CCI sd ly lu~n va cac 
nghien cuu c6 J ien quan, tac gia cl€ xua't 
mo hlnh nghien cttu nhu' Hinh. 

Phu'dng phap nghien cti'u 
Nghien cU'u thl;l'c hi~n kbao sat 200 

ngtfai dan sU' di,mg d!ch v1,1 hanh chfnh 
c6ng tren dja ban qu~n Ninh Ki~u. 
Trong do, 50% tltang U'ng vdi 102 nglloi 
sU' d1,mg dich Vl,I nhhm mua, ban/chuy~n 
nht!Qng; 45 ngui'1i chiem 22,50% xin ca'p 
gia'y chung nh~n quyen sti' d1;mg da't I~n 
d~u; S6 ngudi elfin sti' d1,1ng dich v1,1 hanh 
chlnh c6ng nham in1,1c dfch chuy~n giao/ 
cho thue da't va chuy~n m1,1c dfch sU' 
dvng da't chie'm ty l~ tu'C1ng ling Ja 15% 
va 10,5%. Con l~i la truong hQp nguC1i 
dan sti' d1,1ng nham ml,lc dich khac (nhu 
giai quyet tranh chip aa't dai) chiem 1 % 
mfo khao sat. Th?1i gian thlfc hi~n khao 
sat trong nam 2019. S6 li~u duqc dU'a vao 
phfo m€m SPSS d~ phan tich. 

KET QUA NCHIEN cuu 

l(i~m dinh dQ tin C~y CUa cac thang do 
Mo hlnh nghien cttu ct€ xuilt bao g6m 

7 nh6m nMn t6, vdi 31 bien quan sat. 
Sau khi ki€m d!nh de> tin c~y Cronbach's 
Alpha cua tilt ca cac thang do, nghien 
cuu thu du'<:Jc 6 thang do cho cac bien 
d¢c l~p va 1 thang do cho bien ph~t thu()c 
tll'ong ung vdi 28 bien quan sat sau khi 
lo~i di 3 bi€n (NLL VS, TDDPV5 va 
TCS) do khong dam blto oi€u ki~n h~ 
so Cronbach's Alpha ldn hon 0,6 va cac 
bien do lui'1ng aeu c6 M s6 tuong quan 
bien - t6ng ldn hCln 0,3. Cac bie'n quan 
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sat va thang do nay Se tiep tl,IC du'QC Slt dl,lng trong bU'dc 
tiep theo la phan tich EPA. 

Phan tfch EF A 
Phuang phap trich nhan t6 du'Qc sti' dl,lng la Principal 

component Analysis vdi phep xoay Varimax. Thang do 
duqc cha'p nMn khi 0,5 :S KMO :S 1; M s6 Sig. = 0,000 
cua ki~m d!11h Bartlett cho bie't cac bien quan sat tu'C1ng 
quan vdi nhau c6 y nghia th6ng k6. Ben C<;lnh d6, M 
xac djnh s6 lu'qng nh6m nhan t6 dn dl;l'a vao phu'ong 
phap Eigenvalue, vdi phuong phap nay cho biet chi co 
nhung nhan to' nao co Eigenvalue Wn hon 1 moi duqc 
giu lq.i trong mo hlnh phan tich; t6ng phltClng sai trich 
CO gia trj ?'. 50% va h~ SO tai nhan t62: 0,5 Chung to dq.t 
d9 tin c?y thich h<;ip cho pMn tich nhan t6. 

Dot vdi cac bien dQC llj,p 
Qua kilm djnh Bartlett cho tha'y, Sig.= 0,00 :S 5% 

=> Bae bo H
0

: Cac bie'n khong tuang quan vdi nhau, 
ct6ng thoi h~ so' KMO = 0,747 (0,5 < KMO < l), chang 
to vi~c nh6m cac bien voi nha u la thich h<;ip. NghTa la 
cac bien quan sat c6 tuong quan tu yen tfnh voi nhan t6 
d~i di~n. ben C<;lnh do, cac nhan t6 co Eigenvalue Wn 
hdn 1 thoa man di~u kien. 

Vi v~y. ta't d. die b
0

ie'n sau l~n pban tlch nay cl~u 
duqc giii' l~i (Bang 1). 

Ket qua Bang 1 cho tha'y, cac bien quan sat cltt<;ic 
nh6m l<J,i Va C6 Slf thay a6i thd' llf, Cl,I th~ nhU' sau: 

F
1

: Slf d6ng cam (E>C), g6m 4 bie n: E>Cl , E>C2, 
E>C3,DC4. 

F
2

: St!tin c?y (TC), g6m 4 bie'n: TCl , TC2, TC3, TC4. 
F

3
: Quy trinh thii tl,lc (QTIT), g6m 4 bien: QTTil , 

QTITI, QTTT3, QTTI4. 
F4: CCI so v~t cha't (CSVC), g6m 5 bien: CSVCl, 

CSVC2, CSVC3, CSVC4, CSVC5. 
F

5
: Thai de) ph1,1c v1,1 (TE>PV), g6m 4 bien: TE>PVl, 

TDPV2, TE>PV3, TDPV4. 
F 

6
: Nang h;tc lam vi~c (NLL V), g6m 4 bien: NLL v 1, 

NLLV2, NLLV3, NLLV4. 
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BANG 1: MA TR.;N cAc NHAN TO ANH Hu'dNG 

(ROTATED COMPONENT MATRIXA) 

Tieu chi 
H~ so tai nhan tfi 

F F, F. F, F. 
f)CI 0,821 

f)C2 0,897 

E>C3 0 ,783 

f)C4 0,823 

TC! 0,858 

TC2 0,874 

TC3 0,743 

TC4 0,724 

QTITI 0,889 

QTIT2 0,869 

IQTIT3 0,717 

IOITT4 0,754 

CSVCI 0,694 

CSVC2 0,854 

CSVC3 0,734 

CSVC4 0,667 

CSVC5 0,606 

TE>PVl 0,656 

TE>PV2 0.769 

TE>PV3 0,750 

TE>PV4 0,656 

NLLVI 

NLLV2 

NLLV3 

NLLV4 

FL 

0,780 

0,666 

0,683 

0,688 

Nguon: Phan tich tu so li¢u kh<io sii t, 2019 

BANG 2: MA T~N cAc NHAN To CUA sg HAI LONG 

(ROTATED COMPONENT MATRIXA) 

Bie'n quan sat H~ sfJ tai nMn t6 KMO Tfing pbll'O'ng sai t rfch ( % ) 

HLl 0,955 0,680 83,323 

HL2 0,892 

HL3 0.890 

Sig. = 0,000 

Eigenvalue =2,500 

BANG 3: KET QUA HOI Q(JY DA BIEN 

Ky hi~u bie'n nn bie'n H~ Sai s6 Sig. VIF s61} chuin 
H~ng s6 -2,343 0,349 0,000 

F Sud6ng cam 0,215 0,051 0.000 1,159 

F, Su tin c~y 0,230 0,044 0.000 1,186 
F, Ouv trlnh thu 11;1c 0,231 0,039 0,000 1,130 
F C(J s<"f v~t chlft 0,122 0,049 0.013 1,076 

F Thai d9 ph1,1c vlf 0,223 0,037 0.000 1.2 10 
r, Nang lu'c lam vi~c 0,205 0,041 0,000 1,138 

Si) quan sat: 200 

Sig.= 0,000 

R-square = 0,639 

Ghi ch1I: ***. **, * bilfu diln muc y nghla 1h0/1g ke lt 1%, 5%. 
/0% va /IS /a k/iOng C6 y nghia tho11g ke. 

Nguon: S6 li~u dieu tra cua tac gia, 2019 
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Do'i vm bie'n phtJ. thu,Qc 
Cac bie'n quan sat trong cac nh6m 

nhan SI! hai lOng Cua ngu'oi dan doi v(ji 
d!ch Yl,I hanh chinh Cong trong }Inh VlfC 

aa't Cfai t<,ti qu~n Ninh Ki~u. Ke't qua phan 
tlch EF A tit 3 bie'o quan sat ban d§u vdi 
t6ng phuong sai trich d<,tt 83,323% > 50% 
cho tha'y, kha nang giai thich cho 3 bie'n 
la 79,498% t<,ti Eigenvalue la 2,500. H~ 
so KMO b~ng 0,828 va Pvalue cua ki~m 
djnh Bartlett la 0,000 nho hem 0,05. Nhu' 
v~y. khong c6 bie'n nao c6 h~ s6 di nhan 
t6 duai 0,5, nen d€u c1u'<;5c giu l<,ti nhtt ban 
d~u (HLl, HL2, HL3) va vfin du<;5c gQi la 
"S\t hai tong" (Bang 2). 

Qua phan tlch EFA, cac bie'n do lu?1ng 
trong mo hlnh a~u d<.tt gia tri Mi t\1 va 
phan bi~t, nen khong c6 bie'n nao bj lo~i 
khQi mo hlnh. Nghia la cac bie'n phu h<;Jp 
di rie'n hanh buck tie'p, la phan tich phan 
Lich h6i quy. 

Klt qua b6i quy da bie'n 
Tu ke't qua h6i quy (Bang 3), tr9ng s6 

Cua cac nhan t6 tac d(}ng de'n muc OQ hai 
long cua nglfoi dan c1u<;1c s~p xe'p theo 
mltc d() giam d~n nhu sau: 

Fl: Quy trlnh chu tl,IC (QTTT): 0,231 
F2: St! tin c~y (TC): 0,230 
F5: Thai d() ph1,1c Yt,1 (TDPV): 0,223 
F

1
: SI! d6ng cam (DC): 0,215 

F
6

: Nang life lam vi~c (NLLV): 0,205 
F4 : Co sd v~t cha't (CSVC): 0,122 

KErLU~N VAKIEN NGH! GIAl PHAP 

Ke't qua phfm tich h6i quy cho thfi'y, 
c6 6 nhfrn t6 anh huC1ng c1e'n mltc do hai 
long cua ngtf(ji dan v€ cha't M;fng djch Vl,I 

hanh chinh Cong OOi y(jj linh V\!C dat dai 
~i qu~n Ninh Ki6u, TP. C§n Tho, g6m: 
Quy tr1nh thu t1,1c; Sl,f tin c~y; Thai d9 ph1,1c 
v1,1; St! d6ng cam; Nang ll!c lam vi~c cua 
nhan vien; Co sC1 v~t cha't. Tren co sd ke't 
qua nghien cltu, nh6m tac gia 06 xuat m9t 
so gia i phap sa u: 

MQt la, v~ Quy trinh thu ((le: Thai 
gian toi, chinh quy€n Qu~n dn rut ng~n 
thbi gian giai quyet h6 so, h~n che' h6 so 
tr~ h~n: cai tien trlnh tl,I' tiep nh?n, giai 
quyet va giao tra h6 so thOng qua vi~c 
d~y rn~nh tri~n khai giai quyet thu tl,IC, 

h6 SO trl!c tuye'n. Dao t~o b6i duong nang 
cao trlnh d() chuyen m6n cho d('ii ngG can 
b<), cong ch(fc. Xay dl!ng che d() cung 
ca'p thong tin v€ tien d() giai quyet h6 sef 
cho nguoi dan, nh~m tang cuong st! ph6i 
hqp giai quye't h6 so, thu tl,lc giua cac ca 
quan hanh chlnh. 
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Hai la, vi S~I tin c{j.y: Cong tac ki€m 
tra Cua Hinh dl;lO cac ca'p, cac nganh dn 
dlf<;1c thlfc hi~n ttnrong xuyen, ga'n vdi xii' 
ly nghiem tuc cac tnrong h<;fp sai ph?m, 
chffn chinh ngay ho~t d~ng Cua tltng Cd 
quan, don v~. B6ng tMi, cong khai duC1ng 
day n6ng, hOm thu' g6p y, so di~n tho<;ti 
cua cac d6ng chi Hinh d?O d~ ngu'oi dan 
bie't, phan anh nhung va'n d~ lien quan 
Mn giai quye't dich v1:1 hanh chfnh cong. 
Tang cttong vai tro giam sat cua nguoi 
dan trong cong tac d i each hanh chinh 
n6i chung va thu t1:1c ha nh chfnh n6i 
rieng. Giai quye't nhanh ch6ng, chinh 
x~c. cong ba.ng, thoa dang cac kie'n ngh!, 
phan anh Cua nhan dan nh~ ffi t?O lOng 
tin cua nhan dan. Hang nam, qu~n Ninh 
Ki~u dn t6 chtl'c khao sat da nh gia mU'c 
di) hai long clla cong dan va t6 chU'c do'i 
vdi cha't ltrqng djch vt;i hanh chlnh cong, 
d~c bi~t la trong linh vlfc c.Htt dai. 

Ba la, ..,i Thai do phijc v(l: cfo tie'p 
ll;IC phat huy xay dl,l'ng bQ ph~n tie'p 
nMn va tni ke't qua theo mo hlnh "m<?t 
c\i'a lien thong bi~n d~ i '', d§u t L( Cd Sd 
v~t cha't, niem ye't cong kha i cac thU t1:1c 
hanh chinh, cong khai cac bi~u m~u, h6 
so. D6ng thoi, b6 tr! can bQ huCJng dfin 
Cong dan, t6 Chuc Slt d\lllg cac ph§n m~m 
tra cuu, Ia'y phie'u ti! d(?ng ... t~o di~u ki~n 
thu~n 1<;1i cho vi~c tra cl<u thOng tin, giup 
cho c6ng dan khi tie'p c~n dich v1:1 c6 th~ 
d~ dang hi€u va thl!c hi~n nhanh ch6ng. 

B9 pMn tie'p nli~n phai C1 v! tr! thu~n 
ti~n. c6 bang chi dfin ro rang d€ cong dan, 
t6 chU'c lien h~ cong tac d~ dang. 86ng 
thoi, tang ctiong cong tac, ki€m tra, ra 
soar ta't ca cac hO so, thu t\tC, tU do lo~i 
bo nhung tht1 t1:1c khong dn thie't, khong 
phu h<;fp VOi di~U ki~n th\(C te' thUQC th§'.m 
quy~n, ho?c kie'n nghi Thanh pho' bai bO 

m{)t so bi€u m~u ho?c thOng tin khong d n thie't trong 
cac bi~u mau. 

Bdii la, vi Sl! dong cam : Do ngttoi dan de'n giao 
djch t?i B9 ph~n tie'p nMn h6 sd va tra ke't qua c6 trlnh 
d9 khac nhau, nen can be), cong chd'c phai nh~n thifc 
cM;rc doi tttQng tie'p xuc d~ c6 huong d§n phu h<Jp·voj 
S\( hi€u bie't CUa ngtf(ji dan, dam bao httong dfin luon 
d~ thlJ'C hi~n doi voi ngttoi dan, lht)'C hi~n dung n{)i quy, 
gio gia'c Jam vi~c CUa Cd quan, tuy~t doi khong gay 
phi~n ha, voi Vtnh d6i voj ngU'oi dan vdi ffi\IC dlch tbu 
1<;1i rieng. Bie't l~ng nghe, bie't ki~m che' cam xuc, khi 
tie'p xuc v(1i ngttCJi dan phai huong v~ phia ngttdi dan, 
luon nhln vao ma't he;> va bie't mtm cttoi dung luc, khi 
nguoi dan n6i, can bQ giao djch d n bay to SJ! chu y va 
khong nen ng~t loi, trrr khi mu6n lam ro m(>t va'n d~ 
nao d6. 

Nam la, vi Nang bfc lam vi~c cua nhan vien: Nang 
cao cha't luQng can b(), cong chuc. Day la n<)i dung ra't 
co ban va quan tr9ng trong vi~c nang cao chat lU'<;5ng 
d9i ngu can be), cong chU'c hi~n nay. Phffm cha't can 
b9, c6ng chU'c du'</C th6 hi~n d slf nh~n thtl'c dung dfo, 
d§y du va sau s~c cua h<;> v€ cong viec h<;> dang thl,l'c 
hien. Phff m chat tri tu~ cua nguoi can b9, cong chuc 
hien nay dtt<;1c th6 hi~o chU ye'u o trlnh d() h9c v~fo, 
trlnh dQ Jam chu khoa hc;>c, ky thu~t; (1 nang lJ!c hoc:i.t 
d()ng th\(c ti~n; (J trlnh di) va kta nang ((ng xti', giao 
tie'p dung dan cua ngu'CJi can b(), cong chU'c d6i voi 
cong dan va don vi. 

Sau la, vi C<J Sd vij,t chat: Nang dlp va b6 sung cac 
phttong ci~n lam vi~c, nhu': ban giao d!ch, ru dl,l'ng h6 
so, tai li~u; ban d6 cong dan Jam giay to, ghe' ng6i 
cho k6t qua giai quye't cua cong dan, trang ph1;1c cua 
can b9 lam vi~c tc:t i b9 ph~n m()t cii'a. B§u tu mdi h~ 
th6ng trang lhie't b! d€ ung dl,lng cong ngh~ thong tin 
vao giai quye't cong vi~c, nhtt: may vi tlnh, may photo; 
may scanner 02 m~t t6c d9 cao; may xe'p hang tl! d()ng; 
bang di~n ur tra cuu, h1rong d~n, niem ye't thu t1:1c h6 
so; h~ tha'ng quet ma vc:i.ch ... H~ tha'ng Camera bao 
g6m: May thu hlnh, am thanh d~ hu'ong dfo cong dan 
va ki~m soat cua Hinh d~o d6i vdi ho?t d()ng cua bQ 
pMn m()t ci'.ra.O 
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