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TOM TAT

Chat lwong dich vu 1a mét thuée do vé két qua hoat dong quan trong déi Véi cdc co quan
hanh chinh nha nwoc. Cdi cach thi tuc hanh chinh la khdau dot pha trong cadi cach hanh
chinh. Muc tiéu cia nghién cizu nham danh gid cac nhan to dnh huéng dén sy hai long cua
nguwoi dan, khi sz dung dich v hanh chinh cong vé dang ky quyén sir dung dat tai Uy ban
Nhan dan Qudn Binh Thay, dé tai si dung phwong phdp nghién cvru dinh tinh nham lam r
¥ nghia, xdc nhan, hiéu chinh, bé sung cé&c bién quan sdt do lrong cac khai nni¢m trong mo
hinh nghién czu ly thuyet Nghién ciu dinh luong duot thuc hién véi co mau 355 va xit Iy
s6 ligu bang phan mém SPSS, phan tich hé sé tin cdy Cronbach Alpha , phwong phap phan
tich nhan to khdm phd EFA, phdn tich twong quan, phan tich hoi quy tuyén tinh da bién.
Két qud thu dwroc cung véi nhiing kién nghj va dé xuat cua tac gia nham giup cac nha quan
tri cdi thién dwoc chdt lwong dich vu hanh chinh cong vé ding ky quyén sir dung dat, va cac
thu tuc hanh chinh khac.

Tir khoa: Chdt heong dich vu, hanh chinh céng, quyén siz dung dat, s hai 1ong.

Trich dén: Nguyén Tién Diing, Nguyén Thi Lya va Cao Thi Sen, 2018. C4c nhan t6 anh
hudng dén sy hai long cua ngudi dan trong sir dung dich vu hanh chinh cong vé
dang ky quyén st dung dét tai Uy ban nhan dan Quan Binh Thuy. Tap chi
Nghién ctru khoa hoc va Phat trién kinh té, Truong Dai hoc Tay Do. 04: 1-15.

*Tién s7— Ludt sw Nguyén Tién Diing, Chii tich Héi dong quan tri, Trieong Pai hoc Tdy Do
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1. PAT VAN PE

Cudc cach mang céng nghé 4.0 va
nhitng cai cach vé cac thu tuc dich vu
hanh chinh nha nudc dang dugc dang va
nha nudc quan tdm hang dau, nham thyc
hién muc tiéu dan giau nudc manh. Co
rat nhiéu nhitng chu truong chinh sach
dugc dua ra nhiam tao ra nhitng hanh
lang phép ly thong thoang tao diéu kién
thuan loi cho cac doanh nghiép cling
nhu cac nha dau tu.

Béo cdo vé két qua danh gia sy hai
long cia ngudi dan doi véi sy phuc vu
clia co quan hanh chinh nha nudc (chi s6
SIPAS) nam 2015 — 2016, c6 06 nhém
thi tuc duge danh gia va cho két qua
khac nhau. Nhém 3 thu tuc giai quyét &
cap huyén (gébm: Chting minh thu nhan
dan, Gidy chiing nhan quyén sir dung
dat, gidy phép xay dung nha &) c6 céc
chi s6 thap hon nhom 3 thu tuc danh gia
& cap xa (gom: Gidy dang ky két hon,
Giay khai sinh, va chang thyc). Céc chi
s6 chat luong cta 06 thu tyuc nam trong
khoang 40- 70%, cac chi s6 hai long cua
06 thu tuc khoang 70 — 90%. Trong d6
thii tuc cap giay chang nhan quyén su
dung dat co cac chi so thap nhat va thu
tuc cip gidy ding ky két hén co chi sb
cao nhat.

Trén dia ban ca nudc ndi chung va tai
Uy ban Nhan dan Quan Binh Thay noi
riéng tuy da cai cach thu tuc hanh chinh
dugc thyc hién tir nhiéu nim, nhung
nhin chung van phuc tap, chua dap tng
dugc nhu cau phat trién. Dac biét la
trong linh vuc hanh chinh céng vé cap

gidy chiang nhan quyén st dung nha -
dat, tha tuc con kho hiéu, cham chap,
viéc ap dung cong nghé théng tin con
han ché. Bén canh nguyén nhan khéch
quan vé quy trinh tha tuc, con do han
ché vé ning luc chuyén mén nghiép vu
cua can bo cdng chitrc, chua thuc hién
hét trach nhiém trong giai quyét cong
viéc, van con hd so tré han tap trung ¢
linh vuc dét dai, linh vuc do dac va ban
d6, linh vuc xay dung... Chinh vi vay,
viéc nghién ctu cac yéu té anh hudng
dén sy hai long cia nguoi dan khi st
dung dich vu hanh chinh céng vé diang
Ky quyén str dung dat tai Uy ban nhan
dan quan Binh Thuy I can thiét va cd y
nghia nham dé xuat giai phap cho céac
nha quan tri.

2. PHUONG PHAP NGHIEN CcUU
2.1. Cac khai niém

2.1.1. Khai niém vé chit lwong dich
vu

Dich vu trong kinh té hoc 1a mot loai
san pham kinh té, khong phai 1a vat
phim ma 1a cong viéc cua con ngudi
dudi hinh thai lao dong thé lyc, kién
thire va ky nang chuyén nghi¢p, kha
nang to chtrc va thuong mai (T dién
kinh té - kinh doanh Anh - Viét).

Parasuraman et al. (1988), dan theo
Nguyén Binh Tho et al. (2003) cho rang
chat lugng dich vu chinh 14 khoang cach
giita chat lwong cam nhan va chét luong
ky vong vé dich vu va dua ra thang do
SERVQUAL (service quality) dé do
ludng. Thang do ndy gébm 5 thanh phan:
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Phuong tién hitu hinh, tin cay, dap ung,
dam bao va cam thong.

2.1.2. Khai niém vé dich vu cong

O nudc ta, dich vu cong cong co luc
con dugc goi la dich vu cong ma Pham
Quang L¢ trong sach “Dich vu cong va
xa hoi hod dich vu cong - Mot s6 van dé
ly luan va thuc tién” (Chu Vin Thanh,
2004) dinh nghia la: “nhitng hoat dong
cia cde t6 chire nha nude hodc cia cdce
doanh nghiép, 16 chirc xa hoi, tw nhan
dwoc Nha nwée uy quyén dé thwc hién
nhiém vu do phap ludt quy dinh, dich vu
truc tzep nhitng nhu cau thiét yéu cua
cong dong, céng dan; theo nguyén tdc
khéng vu lgi; ddm bdo sw cong bang va
on dinh xd héi”, va cho rang dich vu
cong bao gom dich vu sw nghiép cong
(hodc phic loi cong cong), dich vu
cong ich va dich vu hanh chinh cong,
d@)ng thdi nhan manh 1a khong dugc 1an
1on v&1 hoat dong cong vu (civil
services) l1a hoat dong hang ngay cua bd
may cong quyén.

2.1.3. Khai niém vé sy hai long va
moi quan hé sy hai 1ong va chat lwong
dich vu

Su hai long 1a cdm giéc vui thich hoac
thit vong ctia mot ngudi bat ngudn tir sy
so sanh cam nhan véi mong doi vé mot
san phém (Kotler, 2000, dan theo Lin,
2003).

Su hai long ciia khach hang va chat
lugng dich vu 1a hai khai niém phén bi¢t
nhung c6 quan hé gan gai véi nhau.
Chat luong dich vu 1a khai niém mang
tinh khach quan, nhan thtc, danh gia,
trong khi hai long 1a su két hop cua céac
thanh phan mang tinh cha quan, dwa vao
cam giac, xuc cam (Shemwell et al.,
1998).

2.2. Co sé dé xudt md hinh nghién
cuu

Duya trén tong quan nghién ciru cia
Affiaine Ahamad (2007), Piéu tra thuc
nghi¢m ctia Masood va cong su (2010),
Sandhu (2011) va nhitng tai liéu nghién
ctru trong nuéc cia PO Hiru Nghiém
(2010), VO Nguyén Khanh (2011), Lé
Ngoc Suong (2011), Pham Thanh Phong
(2016), Nguyén Viét Quédc, Tran Dai
Lam (2014) va co ché dic thu ciia Dich
vu hanh chinh cong, mo6 hinh nghién ctru
dugc xay dung trén bd thang do Likert 5
mic d6 bao gdm cac nhéan t6 dugc ma
hoéa nhu sau: (1) Tiép can dich vu:
TCDV, (2) Trang thiét bi, (3) Thu tuc
hanh chinh, (4) Coéng chic giai quyét
cong viée ciia ngudi dan, (5) Két qua ho
s0, (6) Thoi gian giai quyét: TGGQ, (7)
Chi phi thu tuc, (8) Phan anh: PA. M0
hinh nghién ctru duoc dé xuat ¢ Hinh 1.
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Tiép can dich vu

Trang thiét bi

Thi tuc hanh chinh

Cang chire gidi quyét
cong vieéc cho nguwdri dan

Két qua hd so

Thévi gian gidi quyét

Chi phi lam tha tuc

Phan &nh

Sw hai léng
cla nguwéi dan

Hinh 1. M6 hinh nghién ctru

2.3. Phuwong phap nghién ciru dinh
tinh

Nghién ctru dinh tinh dugc s dung:
phan tich, so sanh, tong hop, théng ké,
mo ta, phuong phéap chuyén gia, khao sat
diéu tra. Muc dich 1a xac dinh lai cac
yéu td ¢ sin trong md hinh, kham pha
cac yéu td anh huong dén sy hai long
clia ngudi dan doi voi chat luong dich
vu hanh chinh cong vé dang ky quyén six
dung dét tai UBND Quan Binh Thuy .

2.4. Phwong phap nghién ciru dinh

lwgng

Nghién ctru dinh lugng: phan tich dir
liéu khao sat bang phan mém SPSS dé:
Kiém tra d¢ tin cdy thang do thong qua

phan tich Cronbach’Alpha. Phan tich
yéu t0 kham pha EFA. Phan tich mdi
tuong quan cua cac yeu t5. Phan tich hoi
quy tuyen tinh da bién dé xac dinh mo
hinh héi quy tuyén tinh qua dé xac dinh
mirc do tac dong cua cac yéu t6 anh
hudng dén sy hai long ctia ngudi dan d6i
voi chét luong dich vu hanh chinh cong
vé dang ky quyén st dung dat tai Uy ban
Nhan dan Quan Binh Thiy, dé kiém
dinh mo6 hinh nghién ctru.

Theo Tabachnick and Fidell (1991),
dé phan tich hoi quy dat duoc két qua tot
nhat, kich ¢c& mau phai thoa man cong
thic n > 8k + 50 (trong d6 n 1a kich c&
mau, k 1a sé bién doc 1ap cua md hinh).
Dua vao bién quan sat trong nghién cau
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nay (31 bién) thi sé lugng mau téi thiéu
1a n > 205 mau, tac gia da tién hanh ma
hoa 355 phiéu hop 1& va tinh dai dién
mau dam bao cho viéc phan tich.
Phuong phap chon mau ngau nhién phan
tang dugc thuc hién véi bang cau hoi
khao sat cac ddi twong 13 ngudi dan dén
thuc hién dich vu hanh chinh cong vé
dang ky quyén sir dung dt tai quan Binh
Thuy.

3. KET QUA NGHIEN CUU
3.1. Co cau miu theo dd tuoi
3.1.1. Co cdu mdu theo gidi tinh

Tong s6 mau du dieu kién khao sat 1a
355, s6 mau thu thap sau khi thuc hién
viéc Kiém tra, trong d6 c6 287 ngudi la
nam chiém 80.85% va nit 1a 68 ngudi
chiém 19.15%.

3.1.2. Co cdu mdu theo d tuoi

Trong nhém khao sat thi nhém co cau
mau theo d6 tudi dudi 30 1a 79 nguoi
chiém 22.25%, tir 30 dén 50 tuoi 1a 254
ngudoi chiém 71.55% con lai trén 50 tudi
13 22 ngudi ty 16 thip nhit chiém 6.2%.

3.2. Panh gia két qua d§ tin cay cia
thang do bang Hé so Cronbach Alpha

Thang do sy hai long vé dich vu ding
ky quyén s dung dat 1a thang do dai
dién cho 8 thanh phan bao gbém: tiéu
chuan dich vu, trang thiét bi, thu tuc
hanh chinh, coéng chirc phuc vu nguoi
dan, két qua ho so, thoi gian giai quyét,
chi phi thyc hién thu tuc, phan anh va sy
hai 1ong. Véi 31 bién dua vao phan tich
két qua kiém dinh cac nhém nhan t6 déu
c6 hé sd Cronbach’s Alpha > 0.6. (Bang
1).
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Bang 1. Bang tong hop két qua kiém dinh cac nhan t va bién quan sat

X Phuong sai Cronbach's
TI|3 ﬂ.lan.% do jeu thang d§ néu Tu’gn & duan Alpha néu loai
o0ai bién nay loai bid bién tong bidn ng
o0ai bién ien nay
Tiép can dich vu: 0.872
TCDV1 10.76 8.475 0.718 0.84
TCDV2 10.88 8.528 0.719 0.84
TCDV3 10.79 8.433 0.731 0.835
TCDV4 10.81 8.121 0.739 0.832
Trang thiét bi: 0.824
TTB1 7.19 3.702 0.707 0.728
TTB2 7.19 3.881 0.673 0.763
TTB3 7.17 3.902 0.658 0.778
Thu tuc hanh chinh: 0.828
TTHC1 7.14 3.884 0.686 0.761
TTHC2 7.13 3.953 0.683 0.764
TTHC3 7.17 3.74 0.687 0.761
Cong chirc giai quyét cong viéc cho nguoi dan: 0.889
CC1 14.23 12.825 0.733 0.864
CC2 14.21 13.086 0.746 0.861
CC3 14.3 13.289 0.73 0.865
CC4 14.3 13.646 0.705 0.87
CC5 14.32 13.118 0.736 0.863
Két qua hd so: 0.808
KQHS1 7.14 3.491 0.646 0.746
KQHS2 7.17 3.551 0.681 0.711
KQHS3 7.09 3.458 0.641 0.752
Thoi gian giai quyét: 0.822
TGGQ1 7.22 3.669 0.666 0.767
TGGQ2 7.17 3.755 0.677 0.754
TGGQ3 7.15 3.728 0.688 0.744
Chi phi lam thu tyc: 0.807
CP1 7.12 3.545 0.655 0.737
CP2 7.15 3.634 0.676 0.716
CP3 7.1 3.461 0.637 0.757

Phan anh: 0.617
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PA1 3.55 0.841 0.452 a
PA2 3.59 1.158 0.452 a
Hai long: 0.822
HL1 14.8958 3.822 0.613 0.788
HL2 14.9352 3.897 0.62 0.786
HL3 14.9239 3.907 0.608 0.789
HL4 14.9465 3.949 0.608 0.789
HL5 14.969 3.9 0.628 0.784

3.3. Két qua phan tich cac nhan t6
kham pha (EFA)

Véi 31 bién cua 8 nhan té thanh phan
dua vao phan tich, két qua di két hop
thanh 8 nhém (khéng c6 bién nao bi
loai). Cac chi sb phan tich dat duoc
KMO = 0.757 > 0.5 (dat yéu cau), kiém
dinh Bartlett Sig. = 0.000 < 0.05 cho biét
cac bién quan sat co twong quan Vi
nhau trong tong thé.

Theo tiéu chuan EigennValue >1 thi
c6 8 nhan t6 duoc rat trich.

(Nguon: X ly tir sé liéu diéu tra, 2017)

Tong phuong sai giai thich bang
72.94% dat yéu cau vi > 50% (Gerbing
& Anderson, 1998), cho biét cac nhan té
c6 ¥ nghia thong ké. Hé sb tai cia nhan
t6 cua 31 bién déu dat > 0.5 ching to cac
bién quan sat nay c6 do tin cay cao (Hair
et al., 2006). Két luan phan tich EFA
phl hop (Bang 2). Kiém dinh muc do
giai thich cua cac bién quan sat ddi Voi
nhan té cot tan suét tich liy (cumutive)
& Bang 3 cho biét tri s6 phuong sai trich
72.94% didu ndy c6 ¥ nghia 13 72.94%
thay ddi cua cac nhan té duoc giai tich
boi cac bién quan sat.

Bang 2. Hé s6 KMO sau kiém tra
Kiém dinh KMO va Bartlett's

Thudc do (Kaiser-Meyer-Olkin Measure of Sampling Adequacy) 757
Kiém dinh Bartlett's Approx. Chi-Square 3740.288
(Bartlett's Test of Sphericity) Bdc tur do (df) 325
Murc y nghia (Sig) .000
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Bang 3. Phuong sai thanh phan (phuong sai thanh phan)

Tépg binh phuong cua h¢

Gia tr1 E khoi tao sO tai nhan t6 duoc rut Tong binh phuong cua

Nhan trich hé sb tai nhan té xoay

to %cta oo %cla 1 ixy % cla . a0

Toéng phuong Ftrchllﬁ Tong phuqng EZhleiﬁfr) Tong phuq’ng EZhleiﬁ?/)

sai sal Sal

1 3675 14137 14.137 3.675 14.137 14137 3.482 13.393 13.393

2 2968 11.414 25550 2.968 11.414 25.550 2.910 11.192 24.585

3 2578 9917 35467 2578 9.917 35.467 2.253 8.665 33.251

4 2406 9.253 44720 2.406 9.253 44720 2.231 8.583 41.834

5 218 8409 53.129 2.186 8.409 53.129 2.229 8.574 50.408

6 1997 7.682 60.811 1.997 7.682 60.811 2.211 8.504 58.912

7 1805 6.944 67.755 1.805 6.944 67.755 2.182 8.394 67.306

8 1349 5190 72945 1.349 5.190 72.945 1466 5.640 72.945
9 594 2285 75.230
10 567 2181 77.411
11 494 1901 79.312
12 478 1.838 81.150
13 451 1.735 82.885
14 437 1.683 84.568
15 430 1.656 86.224
16 393 1513 87.737
17 376  1.444 89.181
18 361 1.389 90.571
19 357 1372 91.943
20 349 1.342 93.285
21 324 1.246 94.531
22 307 1.182 95.713
23 301 1.156 96.869
24 290 1.114 97.983
25 264 1.017 99.000
26 .260 1.000 100.000

(Nguon: Xt Iy tir s6 liéu diéu tra, 2017)
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Bang 4. Ma tran xoay nhan té

Rotated Component Matrixa (ma trdn xoay nhan t6 )

Bién quan sat

cC2
cC5
cC1
cc3
CC4
TCDV4
TCDV3
TCDV2
TCDV1
TTHC1
TTHC2
TTHC3
TTB1
TTB2
TTB3
TGGQ1
TGGQ2
TGGQ3
CP2
CP1
CP3
KQHS2
KQHS3
KQHS1
PA1
PA2

1

841
834
.833
.826
.816

2

.859
.848
.844
.843

Component (nhan t6)

3 4 5 6 7 8

.864
.853
.848

.881
.851
.836
.856
.855
.854
.862
844
.833
.858
.846
.838
.848
.842

(Nguon: Xu ly tir sé liéu diéu tra, 2017)

Eingennvalue > 1, Tong phuong sai trich: 72.945, Hé s6 KMO: 0.757
Mirc y nghia cua kiém dinh Bartlett’s Test: 0.000

9
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Bang 5. Phuong sai trich
Total Variance Explained
Thanh Gia tri ban dau ctia E Binh phuong tong
phan Téng % giaithich %tichliy Tong % giai thich % tich liy
1 2.924 58.471 58.471 2.924 58.471  58.471
2 607 12.143 70.614
3 514 10.290 80.904
4 494 9.885 90.789
5 461 9.211  100.000

(Nguon: Xt Iy tir s6 liéu diéu tra, 2017)

Bang 6. Ma tran xoay cua su hai long

Ma tran xoay

HLS
HL2
HL1
HL3
HL4

Thanh phan
1
J75
.768
.763
.759
.758

3.4. Kiém dinh mirc d9 giai thich
caa mo hinh

Dua trén két qua phan tich tir Bang
3.7 cho thay Hé s R?diéu chinh 13 0.43
cho thay 43.0% su bién thién caa bién
phu thudc (Sy hai 1ong) dugc giai thich
boi 8 yéu t6 doc lap dua vao mé hinh, va

10

(Nguon: Xt Iy tir s6 liéu diéu tra, 2017)

con lai 57% su bién thién cua bién phu
thugc dwoc giai thich bsi cac yéu té
khdc ngoai md hinh va sai s6 ngau
nhién, c6 thé két luan rang mé hinh dua
ra 1a phd hop voi dir liéu thuc té. Hé sé
Durbin-Watson la 1,938 < 3). M6 hinh
hoi quy khéng c6 hién tuong tuwong
quan.
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Bang 7. Kiém dinh giai thich mé hinh

Model Summaryb (giai thich mo hinh)

Mo hinh R  RSquare R diéuchinh Std. Error of the Estimate Durbin-Watson
.665a 443 430 155 1.938

3.5. Kiém dinh sw phu hep cia mé nén két luan rang mo hinh cé ¥ nghia,
hinh tac 14 ton tai it nhat mot méi quan hé
tuyén tinh gira 8 bién doc lap va bién
phu thudc dugc xay dung phu hop vai
téng thé.

Bang 8 trinh bay két qua phan tich
phuong sai ANOVA cua md hinh cho
thdy gia tri F = 34.33 1a twong ddi nho
va gia tri do6 tin cay Sig.= 0.000 < 0.05,

Bang 8. Kiém dinh sy pht hgp mé hinh

ANOVAD
Muc y
M® hinh Sum of Squares df Mean Square F nghia
1  Regression 156.660 8 19.583 34.335 .000a
Residual 197.340 346 570
Total 354.000 354

Sig = 0.979 > 0.05, Thu tuc hanh chinh
(TTHC) c6 gia tri Sig = 0.606 > 0.05 va
Phan anh (PA) co gia tri Sig = 0.171 >
Két qua & Bang 9 cho thidy he s6 0.05 nén cac bien nay khong c6 y nghia
phong dai phuong sai (VIF) déu nho hon  tdc dong den su hai long cua nguoi dan.
10. Nhu vay, md hinh khéng c6 hien MO hinh hoi quy chuan héa cé dang:
tuong da cong tuyen gid tri muc y nghia ~ HL = 0.370CC + 0.306TCDV +

Sig = 0.000 < 0.05) c6 nghia cac bién 1a  0.192TGGQ + 0.219KQHS + 0.351C
Trang thiet bi (TTB) cé gid tri

3.6 Kiém dinh mirc y nghia ciia hé
so hoi quy

11
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Bang 9. Kiém dinh hé sé hoi quy

Coefficientsa (hé sb)

Hé sb chua chuédn He §6 £ A A £
hoa Chlllal’l Thong ké cong tuyén
A hoa _
M® hinh t Sig. ——
std. Do chap
B Error Beta nhép’ cua
bién VIF
(Constant) 3.571E-16 .040 .000 1.000
CcC 370 .040 370 9.222 .000 1.000 1.000
TCDV .306 .040 306 7.630 .000 1.000 1.000
TGGQ 192 .040 192 4777 .000 1.000 1.000
TTB .001 .040 .001 .027 979 1.000 1.000
TTHC -.021 .040 -021 -516 .606 1.000 1.000
KQHS 219 .040 219 5.457 .000 1.000 1.000
CP 351 .040 351 8.756 .000 1.000 1.000
PA -.055 .040 -.055 -1.373 171 1.000 1.000
a. Dependent Variable: HL

4. KET LUAN VA HAM Y QUAN
TRI

4.1. Két luan

Két qua nghién ctru cho thdy co 8
nhan t: Tiép cdn dich vu, trang thiét bi,
thu tuc hanh chinh, cong chuc giai quyet
codng viéc cho nguoi dan, két qua hé so,
thoi gian gidi quyét, chi phi lam thi tuc
va phan anh. Trong do, Cong chirc giai
quyét cong viéc cho ngwoi din (B
0.370), chi phi lam thu tuc (p = 0.351),
tiép can dich vu (B = 0.306), thoi gian
gidi quyét (B = 0.192) trang thiét bi (p =
0.001), 1a cac nhan t6 tac dong manh
nhat dén su hai long ctia nguoi dan, tiép
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dén 1a thii tuc hanh chinh va cubi cing
la phan anh.

4.2. Ham y quan tri

Trén thyc té, viéc dua ra giai phap cai
tién co ché quan 1y ctia mot don vi hanh
chinh Nha nudc 1a mot vin dé hét suc
kho khin va phuc tap, lién quan dén
nhiéu cha truong, chinh sach, lut dinh.
Tuy nhién, trong pham vi nghién clru
nay, duya trén co s& két qua phan tich cac
dir liéu nghién ctru tryc tiép dé dé xuat
mot sb giai phap chu yéu trong viéc
nang cao chét lugng dich vu hanh chinh
vé ding ky quyén sit dung dat cia
UBND quéan Binh Thuy.
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4.2.1. Doi véi cong chire gidi quyét
cong viéc cho nguwoi din

Nhan té coéng chuc giai quyét cong
viéc cho nguoi dan céd taic dong manh
nhat so véi cac nhan td khac dén su hai
long ctia ngudi dan vé ding ky quyén sir
dung dat vi c6 hé sb Beta (voi p =
0.402). Bé nang cao kha ning phuc vu
nguoi dan cao can thyc hién céc giai
phap nhu tap trung boi dudng, nang cao
nang luc nhu tinh nhay bén, kha nang tu
duy nhanh va khoa hoc, phan tich ding
va kip thoi nhitng van dé méi nay sinh;
dong thoi, can huan luyén cho can bo
cong chac cac 16p ky ning vé chuyén
mon nghiép vu va ky ning giao tiép.
Bén canh d6, can tuyén chon can bo co
ning lyc va tdm huyét. B6i méi hinh
thire dao tao, bodi dudng, tly theo mdi
loai cbng chirc dang thuc hién nhiém vu,
c6 ché do khen thuong va hinh thac xur
ly sai pham phd hop. Can thyc hién tot
viéc giao duc chinh tri, tu tuong va y
thac trach nhiém ddi véi nhan dan, véi
dat nuéc cua can bo, cong chic.

4.2.2. Déi véi chi phi lam thii tuc

Nhan té chi phi lam thu tuc cé tac
dong manh dén su hai 1ong cua nguoi
dan vé dang ky quyén st dung dat vi co
hé s6 Beta (v4i p = 0.3).

Pé hoan thién tét hon nita vé cong tac
phi & phi vé dang ky quyén sir dung dat
tai UBND quan Binh Thuy, can bo cong
chuc giai dap, tuyén truyén huéng dan
ngudi dan vé cac biéu phi, mac phi phai
13 ngudi nam viing va co chuyén mén
nghiép vu giai dap dé hiéu, can ting
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cudng Ccac bién phap tuyén truyén,
huéng dan ngudi dan vé cac mac phi,
biéu phi can phai nop trén cac thong tin
dai chdng va ngay tai don vi. Nang cao
ky cuong, ky luat cong tac, chéng moi
hanh vi hach dich ctra quyén nhing
nhiéu gay kho cho ngudi dan.

4.2.3. Doi véi tiép cin dich vu va
thoi gian gidi quyét

Tang cuong cong tac thong tin tuyén
truyén, déy manh thuc hién Uung dung
cong ngh¢ thong tin, qua d6 nhanh giai
quyét hd so d6i véi cac thi tuc trén cac
linh vuc dam bao ty 1& 100% ho so duge
giai quyét dang hen va trudc hen theo co
ché mot ctra, mot cira lién thong

T chirc lam viéc ngay tha 7 hang
tudn dé tiép nhan, giai quyét thu tuc
hanh chinh trén dia ban thanh phd Can
Tho; didy manh cong tic tuyén truyén,
tiép can thong tin ciia nguoi dan qua cac
kénh thong tin vé ngay 1am viéc thi bay
tai b0 phan tiép nhéan va tra két qua cac
cap trén cac phuong tién truyén thong,
dé giam ap luc cong viée cho cong chirc
nhitng ngay thuong trong gio hanh
chinh.

Trién khai ky s6 van ban dién tu, s6
lwong vin ban dién tir phat hanh ky sé
trén tong sb vin ban phét hanh (trir van
ban mat). Piéu nay s& tiét kiem duoc
kinh phi tir viéc phat hanh ky sé vin
ban dién tu.

Tang cuong ung dung ISO trong cung
mg dich vu hanh chinh cong dé duy tri,
cai tién va nang cao hiéu qua dich vy, tdi
uu hoa quy trinh dich vu theo hudéng don
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gian, c}é hiéu, d& thyc hién phu hop véi
thuc té tai dia phuong.

4.2.4. Péi véi nguwoi din

Tim hiéu 1 quy trinh, tha tuc khi
thuc hién cac dich vu hanh chinh theo
nhu cau cia ban than. Dé hiéu 5 quy
trinh, thi tuc va cac gidy to c6 lién quan,
ngudi dan co thé tham khao thong tin tir
Bang niém yét thu tyc hanh chinh, can
bd cong chuc, cac trang mang dién tu,
bao chi... dé thyc hién ddy du trach
nhiém cua minh.

C6 thai d6 than thién, hop tac dbi véi
cac can by cong churc; khong cd nhiing
hanh dong hay thai do gay ap luc 1én can
bo, cong chirc.

Manh dan t6 cdo hanh vi tham nhiling
bat ctr khi ndo phat hién. Kién nghi cho
lanh dao UBND nhitng cong chirc co
hanh vi nhiing nhiéu, thiéu céng bang,
cd tinh gay khé khan cho nguoi dan.
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ABSTRACT

Service quality is an important measure for the performance of the government agencies.
The reform of administrative procedures is a breakthrough of administrative reform. This
study aimed at evaluation factors influencing people's satisfaction when using public
administrative services on land use rights registration at Binh Thuy District People's
Committee. Qualitative study method was used to clarify meaning, validate and supplement
the observational variables and measure the concepts in the theoretical model. Quantitative
evaluation was performed with 355 surveying samples and the data was processed using
SPSS software, Cronbach Alpha reliability analysis, EFA factor analysis, correlation
analysis, regression analysis. The finding of 8 factors effecting to peoples’s satisfaction and
recommendations were established. This result can support the administrators to improve
the quality of public administrative services on land use right registration and other
administrative procedures at district level.

Keywords: Land use rights, public administration, satisfaction, service quality.
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