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Tém tit - Nghién ctru nhim néng cao su hai 1ong ctia ngudi dan dbi véi dich vu hanh chinh cong tai
Trung tdm Hanh chinh céng huyén Tan Thanh, tinh Long An. Mau dir liéu gdm 240 phiéu khao sat tir
thang 6 dén thang 7 nam 2024. Phan tich nhan t6 kham pha (EFA) duoc st dung, két qua nghién ciru chi
ra 4 nhan t6 anh hudng dén sy hai long ctuia nguoi dan l1a vat chét, nang lyc, d@)ng cam va thai d¢ phuc vu.
Qua d6 dé xuat mot sé ham ¥ quan tri nhdm nang cao chat lugng dich vu va sy hai 10ng ciia ngudi dan
d6i voi dich vu hanh chinh cong tai Trung tam Hanh chinh cong huyén Tan Thanh, tinh Long An thoi
gian tdi.

Abstract - The study aims to enhance citizen satisfaction with public administrative services at the
Tan Thanh District Public Administration Center, Long An Province. The data sample consists of 240
survey forms collected from June to July 2024. Exploratory Factor Analysis (EFA) was used, and the
results indicate that four factors affect citizen satisfaction: material resources, competence, empathy, and
service attitude. Based on these findings, several managerial implications are proposed to improve service
quality and citizen satisfaction with public administrative services at the Tan Thanh District Public
Administration Center, Long An Province.

Tir khoa — Su hai long (satisfaction), Hanh chinh cong (public administration), Tan Thanh.

1. Sw can thiét caa deé tai

Nghi quyét 76/NQ-CP ngay 15/7/2021
ctia Chinh phii vé chuong trinh téng thé cai
cach hanh chinh giai doan 2021 - 2030 véi
muc tiéu nham x4y dung nén hanh chinh dén
chu, chuyén nghi¢p, hién dai, tinh gon, hi¢u
luc, hi€u qua, li€ém chinh va phuc vu nhéin dan,
cai cach hanh chinh 13 mét nhiém vu vira cp
bach vira mang tinh chién lugc 1au dai. Trén
co s& nhitng quan diém va chu truong cia
Dang vé d6i méi toan dién va dong b, ciing
nhu xdy dung Nha nudc phip quyén xa hoi
chu nghia cua nhan dan, do nhan dan, vi nhan
dan trong giai doan 2021 - 2030, cai cach hanh
chinh di dugce trién khai toan dién trén tat ca
cac linh vuc. Pay khong chi 1a cong cu quan
1y xa hoi hiéu qua ma con goép phan thay doi
tu duy lanh dao, chi dao va diéu hanh trong cac
co quan hanh chinh, nang cao nang lyc, hi¢u
luc va hi¢u qué quan ly nha nudc. Qua do, cai
cach hanh chinh d3 dat duoc nhiéu két qua
quan trong, thiic ddy phat trién kinh té - xa hoi,
dong thoi pht hop vaéi xu thé hoi nhap qudc té
ngay cang siu rong, gop phan xay dung va
hoan thién Nha nudc phap quyén xa hoi chii
nghia Viét Nam. Thong qua céc quy dinh thu

tuc hanh chinh va cach thirc giai quyét cac tha
tuc tao didu kién, moi trudng phéap 1y thuan loi
cho cic to chirc va cong dan sinh séng, phat
trién kinh té. Qua qua trinh xir 1y céc thu tuc
hanh chinh thé hién dugc sy tin nhiém cia
nhan dan d6i véi nha nudc. Nhan thie duoc
tam quan trong cuia viéc cai cach hanh chinh,
tor nam 2021 huyén Tan Thanh da tang cuong
déy manh thuc hién chuong trinh cdi céch
hanh chinh, nham phuyc vu tt hon cho ¢4 nhan,
t6 chirc va doanh nghiép trén dia ban véi muyc
dich giam ton kém tién bac va lang phi thoi
gian cua nguoi st dung dich vu hanh chinh.

Huyén Tan Thanh dua ra nhiéu giai phap
moi trong cong tac cai cach hanh chinh nham
gitip c4 nhan, t6 chirc va doanh nghiép thuan
loi va dé dang trong viéc lién hé giai quyét cac
cong viéc thudc chirc ning, quyén han cua
minh. Qua qua trinh thuc hién, cong tac cai
cach hanh chinh tai Huyén da c6 nhiéu tién bo,
tao chuyén bién tich cuc trong bd may nha
nu6e. Tuy nhién, trong thoi gian vira qua, ca
nhan t6 chtrc van con c6 ¥ kién cho rang hién
nay cac thu tuc hanh chinh con ruom ra, quy
trinh con phirc tap anh huong dén hoat dong
ciia doanh nghiép ciing nhu doi sbéng cia
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nguoi dan; can b, cong chirc tai mot sb6 co
quan con biéu hién rut ré, s trach nhiém,...
khong manh dan tham muu, dé xuét trinh 13nh
dao gay cham tré trong viéc giai quyét hd so.
Bén canh d0, viéc thuc hién cai cach thu tuc
hanh chinh phai dya trén cam nhan cua nguoi
dan dé tao ra nhimg budc dot pha trong viée
thyuc hién. Mic du vy, cong tac nay van chua
that sy dugc dia phuong quan tam, chu trong.

2. Co s6 1y thuyét
2.1. Céc khdi ni¢m

Theo Kotler (2000) thi sy hai long nhu 1a
mot cam gidc hai long hodc that vong cua mot
ngudi bang két qua cua viéc so sanh thuc té
nhan duogc cta san pham (hay két qua) trong
mdi lién hé véi nhitng mong doi cta ho. Theo
Bitner & cong su (2010) thi sy hai long cua
khach hang 13 sy danh gi4 ctia khach hang vé
mot san pham hay mot dich vu da dap ung
dugc nhu ciu va mong doi cia ho.

Dich vu hanh chinh cong 1a loai dich vu
gan lién véi chirc nang quan ly nha nude nham
dap tmg yéu cau ctia nguoi dan. Do vay, cho
dén nay, ddi twong cung tmg duy 1 nhit cac dich
vu cong nay la co quan cong quyén hay cac co
quan do nha nudc dugc iy quyén thyc hién
cung trng dich vu hanh chinh cong. Pay 1a mot
phan trong chirc ning quan 1y nha nudc.

Dé thuc hién chuic nang nay, nha nudc
phai tién hanh nhimg hoat dong phuc vu truc
tiép nhu cap gidy phép, gidy chirng nhan, ding
ky, cong ching, thi thuce, ho tich,... Ngudi dan
dugc hudng nhitng dich vu nay khong theo
quan hé cung cau, ngang gia trén thi trudng ma
thong qua viéc dong 1€ phi hodc phi cho nha
nuée. Phan 1¢ phi niy mang tinh chét hd trg
cho ngan sach nha nudc (Bryson & George,
2020). Dich vu hanh chinh céng c6 lién quan
dén muc d6 thoa man cac nhu cau, lién quan
dén tién bo kinh té, xa hoi ciia mot qudc gia.
Theo cac nghién curu trudc, tac dung cuia hanh
chinh cong chii yéu 1a tac dung din duong,
quan ché, phuc vu va gitip dd.

2.2. Sw can thiét nang cao sw hai long
ciia ngwoi din déi véi dich vu hanh chinh
cong

Sy hai long ctia ngudi dan ddi voi dich vu
hanh chinh cong 1a moét yéu t& quan trong

trong viéc cai cach hanh chinh va ning cao
hi€éu qua quan ly nha nudc. N6 phan anh muic
d6 dap tmg nhu ciu, mong mudn cta nguoi
dan trong viéc tiép can va su dung cac dich vu
cong. Khi ngudi dan hai long, ho s€ c6 1ong tin
vao cac co quan nha nudc va cac chinh sach
cong, tir d6 gop phan tao ra mot xa hoi 6n dinh
va phat trién (Lé Chi Mai, 2006).

Su hai long nay khong chi phu thude vao
chét lugng dich vu ma con vao thai do phuc
vu, su minh bach va thoi gian giai quyét cong
vi€c cua cac co quan nha nudc. Pé dat duogc
diéu nay, cic co quan hanh chinh can cai tién
quy trinh lam viéc, img dung cong ngh¢ thong
tin va tao ra moi truong lam viéc chuyén
nghiép, than thién. Viéc danh gi4 sy hai long
ctia ngudi dan gitp cac co quan nha nudc diéu
chinh, hoan thién quy trinh va nang cao chit
luong dich vu cong, tir 46 gbp phan nang cao
hiéu qua hoat dong cua bo may nha nudec va
xdy dung long tin tir phia nguoi dan (Nguyén
Thi Hong, 2019).

2.3. Tong quan nghién ciru truéce cé lién
quan

Phan Thanh Hién (2018) di tién hanh
nghién ctru sy hai 1ong ctia ngudi dan ddi voi
dich vu hanh chinh céng tai Uy ban nhan dan
huyén BS Trach, tinh Quang Binh. M6 hinh
nghién ctru thyc hién khao sat cac nhan t6 nhu
su tin cdy, nang lyc nhan vién, thai d6 phuc vu,
su dong cam, co s vat chat, quy trinh thu tuc.
Két qua cho théy ndng luc nhan vién co tac
dong 16n nhat d6i v6i sy hai long cua ngudi
dan. Tur két qua trén, tac gia dé xuét cac giai
phap ham ¥ quan tri nham nang cao sy hai long
ctia ngudi dan dbi voi dich vy hanh chinh cong
trén dia ban huyén.

Vi Quynh (2017) v6i muc ti€éu nghién
ctru chat lwong hanh chinh cong trén dia ban
thanh phé Ha Noi. Két qua nghién ciru da cho
phép hinh thanh 03 nhom nhan té méi trén co
s& didu chinh va sip xép cic nhan t6 clia mo
hinh nghién ctru dé xuét: (i) Nang luc phuc vu;
(ii) Su ddng cam va (ii1) Phuong tién hitu hinh.
Céc nhom nhan t6 méi nay phan anh dic diém
cuia chit luong dich vu hanh chinh cong tai cac
co quan quan ly nha nudc dia phuong trén dia
ban Ha Noi. Viéc xac dinh va danh gid muc do
anh huong cta timg nhoém nhén té co ban dén
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chét luong dich vy hénh‘ chinh cong trén dia
ban thu do6 s€ 1a co s¢ d€ xay dung cac quan
diém va giai phap mang ham y quan ly cho Ha
Noi.

3. M6 hinh va miu nghién ciru

Dua vao céac nghién ctru trudce, tac gia dé
xuat mo hinh nghién ctru nhu sau:

HL = Bo+ p1VC + B2TC + B3TD +
BsDC + BsNL + ¢

Trong d6 (i) Bién phu thuéc HL: Su hai
long cua nguoi dan vé chit luong dich vu tai
Trung tam Hanh chinh cong huyén Tan Thanh,
tinh Long An; (ii) Bién ddc lap bao gom:

VC: Yéu t6 vat chat; TC: Yéu td su tin
cay; TD: Yéu tb thai do phuc vu; DC: Yéu té
sur dé)ng cam; NL: Yéu t6 nang lyc nhan vién
va ¢ 14 sai s6 ctia mo hinh.

Céc yéu té trén (VC, TC, TD, DC, va NL)
déu dugc ky vong c6 anh huong tich cuc dén
su hai long cta ngudi dan vé chat lugng dich
vu tai Trung tdm Hanh chinh cong huyén Tan
Thanh, tinh Long An duoc ky vong mang dau
duong (+).

MAu nghién ciru: P6i v6i phan tich nhan
t6 - EFA, kich thudc mau phu thudc vao sb
lwong bién trong phan tich. Nguyén Dinh Tho
(2013) cho rang ty 1¢ nay 1a 4 hodc 5. Phuong

phap 14y mau chu yéu 1a ngdu nhién dbi véi
nguoi dan st dung dich vu tai Trung tdm Hanh
chinh cong huyén Téan Thanh, tinh Long An
bao gdm nhiéu ddi tuong (nam, nw; doanh
nghiép, khu cong nghiép; do tudi khac nhau)
nhim bao dam tinh khach quan cua két qua
nghién ctru. Mu dit liéu duoc 14y theo nguyén
tac tu nguyén, khong ép budc ngudi dan va
khong 1am sai 1éch y nghia cuia phiéu khao sat
(trtr khi c6 yéu cau).

Theo Nguyén Dinh Tho (2013), kich
thudc mau t6i thiéu tir 100 dén 150. Tuy nhién,
mau cang 16n thi d6 chinh x4c cang cao vi su
sai biét giita nghién ctru va thyc té s& giam.
Tuy vay, mau qua 16n c6 thé lam ting thoi gian
thu thap va chi phi. Vi viy, kich thudc mau
phu hop ciing tuy thudc vao quan diém va
ngan sach cua tac gia. Trong nghién clru nay,
¢6 18 bién quan sat va 1 bién phy thudc, nén
kich thudc mau tdi thiéu 1a: (18 + 1) x 5 =95
(Hoang Trong & Chu Nguyén Mong Ngoc,
2012). Bé dam bao tinh khach quan va do
chinh x4c, tac gia chon kich thuéc mau 1a 240
phiéu khao sat.

4. Két qua nghién ctru

Qua trinh nghién ctu chinh thioc dugc

thue hién bang phuong phap dinh lugong voi

s6 phiéu phat ra 240 va sé phiéu thu vé 240
voi ty 1€ 1a 100%.

Bdng 1. H¢ s6 Cronbach’s Alpha ciia cdc nhém nhén té

Factor Cronbach’s Alpha N of Items Loai bé thanh phan
VC 0,930 3
NL 0,895 3 NL2
D 0,704 3
TC 0,644 4
DC 0,708 3 DC4

Két qua phan tich tir SPSS & phu luc cho thay:
(i) NL c6 1 bién quan sat 1a NL2 c6 gia tri
Cronbach's Alpha if Item Deleted < 0.6 dan
dén bién quan sat nay vi pham; (ii) DC ¢6 1
bién quan sat 1a DC4 c6 gia tri Cronbach's
Alpha if Item Deleted < 0.6 dan dén bién quan
sat nay vi pham. Vi vay tac gia loai bo bién
quan sat ndy. Sau khi loai bo céc bién quan sat
vi pham trén, két qua phan tich cho thay hé sb

(Nguon: Két qua phan tich tir phan mem SPSS 22.0)
Cronbach’s Alpha cua cac nhan t6 déu nam
trong khoang tir 0.6 dén 0.95 (phu hop dua vao
mo hinh). Khong c6 nhan t6 nao c6 hé sb
Cronbach’s Alpha < 0.6 chimg t6 bang cau hoi
dugc khao sat duoc thiét ké phu hop, cing
khong c¢6 nhan t6 nao c6 hé sé Cronbach’s
Alpha > 0.95 ching té cac cau hoi trong 1
nhan t6 duoc thiét ké khac biét nhau, khong
trung lap.
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Bdng 2. Bing ma trin cdc nhin to (dd xoay)

Component (thanh phén)

1

2

3

4

TD2

0.931

DC2

0.920

TC4

0.919

DC3

0.756

TD3

0.748

TD1

0.959

DC1

0.952

TC3

0.945

VC3

0.900

VCl1

0.899

VC2

0.878

NL3

0.904

NL4

0.899

NL1

0.879

TC2

0.870

TC1

0.851

Sau khi kiém dinh Bartlett’s dat yéu cau,
tac gid tién hanh phan tich nhan t6 kham pha
de loai bo nhiing bién khong dat yéu cau va

(Nguon: Ket qud phan tich bg tir phan mém SPSS 22.0)

Bing 3. Két qud phan tich héi quy

tim ra nhan t6 méi. Két qua phan tich EFA dwa
trén bo dir lidu cua tac gia gdm 5 nhan t6 véi
16 bién.

Unstandardized Standardized Collinearity Statistics
Model Coefficients Coefficients T Sig.
B Std. Error Beta Tolerance VIF
(Constant) | -0.032 0.211 -0.153 | 0.878
VC 0.810 0.031 0.827 26.545 | 0.000 0.743 1.346
1 NL 0.244 0.042 0.168 5.802 | 0.000 0.864 1.157
TC -0.003 0.033 -0.003 -0.095 | 0.925 0.885 1.130
DC 0.084 0.034 0.079 2.507 | 0.013 0.733 1.364
TD -0.125 0.033 -0.117 -3.841 | 0.000 0.779 1.283

déu co y nghia thdng ké & mutc 99% (VC, NL,
TD) va 95% (DC). Két qua chi ra su hai long
ctia ngudi dan phu thudc vao 4 thanh phan 1a
VC, NL, DC va TD. Kha ning dap ung v6i 4 nhén thay rang nhan t6 NL c6 hé sb tac dong
gia thuyét dugc thoa min 1a Ha (v6i d6 tin cay manh nhét (0.827).

Bdng 4. Phan tich phwong sai Anova

(Nguon: Két qua xir Iy tir phan mém SPSS 22.0)
Qua phan tich mé hinh hoi quy boi véi 5 99%), Hi, H3 va Hs vdoi do tin cdy 99% va

bién doc lap cho thiy 1 bién khong c6 ¥ nghia phuong trinh hdi quy chuan hoa c6 dang:

thdng ké 12 TC (Sig = 0.925), c6 4 bién doc lap

SHL = 0.827*VC + 0.168*NL +
0.079*DC - 0.003*TC - 0.117*TD

Thong qua phuong trinh hoi quy, tac gia

Model Sum of Squares Df Mean Square F Sig.
Regression 252.243 5 50.449 230.480 .000°
Residual 51.219 234 219
Total 303.463 239

Két qud ¢ bang 4 cho thiy phan tich
phuong sai bang Anova cé sig (p-value) =
0.000 <0.05 va F =230.480, bac bo gia thuyet

Ho dan dén m6 hinh téng thé c6 y nghia thong

keé.

(Nguon Két qua xik Iy nfphan mém SPSS 22.0)

Két qua phan tich cho thay trén bang 3 ta
thdy khong xay ra hién tuong da cong tuyén
(0 <=VIF <=2), tat ca duoc thoa man.
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Vay chép nhén gia thuyét Ho, hay két luan
rang trong mo hinh khong xay ra hién tuong
da cong tuyén. Phan du khong xdy ra hién

tuong tu tuong quan (0 < Durbin Watson =
2.017 < 3).

Bing 5. Kiém dinh mirc dj phit hop mé hinh

i i A~ X D2 A 1A X 1A ~
Mo |nesd| HEst | MR PR Thay déi T::;ydglo p— Durbin-
3 2 ' .
hinh| R R chinh lwgng R? F df1 df2 Sig | Watson
1 10.912%| 0.831 | 0.828 0.468 2.011 0.912* | 0.831 |0.828 | 0.468 | 2.011

Két qua bang 5 cho thiy R?1a 83,1% con
R? diéu chinh (Adjusted R Square) 1a 82,8%,
cu thé 13 thdy R? diéu chinh nhoé hon va dung
n6 danh gid @6 phu hop ciia mo hinh s€ an toan
hon vi n6 khong théi phong mutrc do phu hop
ctia mo hinh. Nghia 1a R? diéu chinh = 82,8%
1a giao dong gitra cac yéu té doc 1ap va yéu t6
phu thudc.

5. Mot s giai phap dé xuat

Yéu té vat chat dong vai tro quan trong
trong viéc nang cao chat luong dich vy hanh
chinh cong. Trung tAm can cai thién co s& vat
chat bang cach nang cap bién hiéu, bang chi
danrd rang dé nguoi dan dé dang tra ciru th()ng
tin va tiép can dich vu. Khong gian lam viéc
can dugc bb tri hop 1y, bd sung ghé ng01 cho,
ban viét va cac khu vuc phuc vu khac dé dam
bdo su tién nghi va thodi mai cho nguoi dan.
Trang thiét bi hién dai nhu hé thong goi s6 tu
dong, man hinh thong bao va may in tai li¢u sé&
giup tang cuong hiéu qua cong viéc, dong thoi
can bao dudng dinh ky dé dam bao hoat dong
on dinh. Trung tim ciing co thé cung cip cac
tién ich nhu nudc udng mién phi, wifi cong
cong va thlet bi hd tro cho nguoi khuyét tat va
nguoi cao tudi. Nhan vién can dugc dao tao dé
str dung thanh thao céc trang thiét bi, nang cao
k¥ nang va kha nang tmg pho linh hoat. Cudi
cung, thiét ké khong gian 1am viéc than thién
v6i anh sang ty nhién, cdy xanh s€ tao cam
giac dé chiu, nang cao trai nghiém va hinh 4nh
cua trung tam.

Yéu t6 nang luc dong vai trd quan trong
trong viéc nang cao chét lugng dich vy hanh
chinh cong. Trung tam can nang cao k¥ ning
giao tiép cia ‘nhan vién qua cac khoa dao tao
chuyén sau vé giao tiép, dic biét trong viéc xtr
ly tinh hudng va tng xir lich sy, than thién.
Nhén vién ciing can biét ling nghe, thau hiéu
va phan hoi tich cuc, dong thoi co kha niang
giao tiép bang ngdn ngir thi hai nhu tiéng Anh

(Nguon: Ket qua xit Iy tir phan mém SPSS 22.0)
dé phuc vu tét hon. Pao tao kién thirc chuyén
moén va k¥ ning giai quyét cong viéc 1a can
thiét, dic biét trong viéc cap nhat quy dinh
phép luat, quy trinh thu tuc hanh chinh va cac
k¥ nang thuc té. Trung tim can x4y dung bd
tai liéu tham khao dé hiéu cho nhan vién. Dong
thoi, viée tang cudong kha ning xtr 1y van dé
qua dao tao phén tich van dé, tu duy linh hoat
va sang tao 13 rat quan trong. Dé xay dung doi
ngii chuyén nghiép va tan tdm, trung tim can
khuyén khich nhan vién tham gia khéa hoc
nang cao va thiét 1ap tiéu chuén hiéu suit lam
viée, két ‘hop véi co ché khen thuong. Cubi
cung, thiét lap co ché phan hoi tir nguoi dan s&
gitip cai tién lién tuc va nang cao chat lugng
phuc vu.

Yéu t6 thai d6 phuc vu 13 yéu t& quan
trong trong viéc nang cao chat lugng dich vu
hanh chinh cong. Trung tdm can t6 chirc cac
khéa ddo tao thuong xuyén dé nang cao ky
nang phuc vu chuyén nghiép cho nhan vién,
tap trung vao thai do lich sy, ton trong va tinh
than phuc vu tan tam. Céc budi dao tao can dua
ra tinh hudéng thyc té, giup nhan vién thuc
hanh tmg xtr pht hop. Pé ting cudng tinh than
trach nhiém va sy linh hoat, trung tam can
khuyén khich nhan vién giai quyét cong viéc
moét cach linh hoat, kip thoi va phu hop voi
tung tinh huong Viéc trién khai cong cu hd tro
nhu phan mém quén 1y tha tuc hanh chinh s&
nang cao hiéu qua cong viéc. Nhan vién can
tuan thii dung cac quy dinh vé 1¢ phi, dam bao
cong khai, minh bach. Trung tim ciing can
niém yét rd rang thong tin vé 18 phi dé tranh
hiéu 1am. Péanh gia va cai tién thai d6 phuc vu
thong qua khao sat y kién nguoi dan gitp trung
tam phat hién nhitng diém can cai thién. Cudi
cung, viéc xay dung van hoa phuc vu than
thién va chuyén nghiép s€ tao moi truong lam
viéc doan két va thuc day tinh than lam viéc
tich cuec.
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Yéu t6 déng cam dong vai trd quan trong
trong vi¢c nang cao chét luong dich vu hanh
chinh cong. Trung tdm can cai thién quy trinh
huéng dan va hd tro ngudi dan bang cach
trang bi cho nhan vién cac k¥ nang va cong cu
dé huéng dan thi tuc mot cach rd rang, chi tiét.
Viéc sir dung cong nghé hd tro trirc tuyén ciing
gitip cung cap thong tin nhanh chéng va chinh
x4c. Nhan vién can tuan tha nghiém ngat cac
quy dinh va thoi gian giai quyét thu tuc hanh
chinh dé tao dyng niém tin va tranh lam mat
thoi gian cia ngudi dan. Trung tim can thong
bao rd rang vé thoi gian hoan thanh tha tuc dé
giam bét lo lang cho nguoi dan. Khuyén khich
nhan vién giai quyet hop 1y yéu cau cua nguoi
dan thé hién sy dong cam va giup xay dung
mdi quan hé tin cdy. Moi truong lam viéc than
thién va cac hoat dong chia sé kinh nghiém
gilta nhan vién s& nang cao kha ning dong cam
trong giao tiép v4i cong dan.
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