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Tém tit — Nghién ciru sir dung s6 lidu tir 228 nguoi dan tai Trung tim Hanh chinh cong huyén
Vinh Hung, 4p dung phuong phap dinh luong va dinh tinh. Phin mém SPSS 26.0 dugc dung dé phan
tich: thong ké mé ta, Cronbach’s Alpha, EFA, tuong quan va hdi quy. Két qua xac dinh 4 nhéan té anh
hudng dén su hai long gdm: Kha nang phuc vu, Quy trinh thu tuc, Co sé vat chat, va Sy tin cay. Phan
tich T-Test va ANOVA cho thiy gi6i tinh va trinh d6 c6 su khac biét, con d6 tudi thi khong, véi mirc
tin cdy 95%.

Abstract — The study utilized data from 228 citizens at the Vinh Hung District Public
Administration Center, employing both quantitative and qualitative methods. SPSS 26.0 software was
used for analysis, including descriptive statistics, Cronbach's Alpha, EFA, correlation, and regression.
The results identified four factors influencing satisfaction: Service Capability, Procedural Processes,
Facilities, and Reliability. T-Test and ANOVA analyses revealed differences in satisfaction based on
gender and education level, while age showed no significant differences, with a confidence level of

95%.

Tir khéa — Sy hai 1ong, chat luong, hanh chinh cong, Long An, satisfaction, public administration.

1. Pt van dé

Viéc déy manh cai cach thad tuc hanh
chinh khong chi nham tiét kiém chi phi, tao
mai truong phap 1y thuan lgi cho cac nha dau
tu va ngudi dan, ma con huéng dén sip xép
bd mday tinh gon, hién dai, nadng cao chuyén
mon, bai trr quan liéu va tham nhiing. M6
hinh “mot ctra - m{t cua lién thong” tai
Trung tim Hanh chinh cong giup phdi hop
chat ché gilta cac co quan, ddm bdo giai
quyét nhanh thu tuc cho ngudi dan.

Tuy nhién, tai huyén Vinh Hung, thu tuc
hanh chinh van phurc tap, dic biét trong linh
vyc dat dai va xay dung, dan dén tinh trang
tré hen hd so. Nguyén nhan dén tir quy trinh
phuc tap va han ché nang lyc can by, cong
chtic, trong d6 dao tao con nang 1y thuyét,
thiéu ky néng thuc té. Tur thuc trang nay, tac
gia chon nghién ctru dé tai “Panh gia sy hai
long cua nguoi dan vé chit luong dich vu tai
Trung tam Hanh chinh cong huyén Vinh
Hung, tinh Long An”.

2. Co s¢ Iy thuyét va mo hinh nghién ciru

Su hai long cua nguodi dan duge xem la
yéu té quan trong trong viéc danh gid chat
lugng dich vu cong. Theo Oliver (1980), su
hai long 1a trang thai tam 1y phat sinh khi ca
nhan so sanh gitta ky vong trude khi stir dung
dich vu va két qua thuc té nhan duoc. Trong
linh vuc hanh chinh cong, su hai long khong
chi phan 4nh hiéu qua cung cap dich vu ma
con 1a thude do sy tin nhiém ctia ngudi dan
db6i v6i co quan nha nudc (Parasuraman,
Zeithaml, & Berry, 1988).

Chat luong dich vu cong 1a khai niém
trung tdm dé danh gia hiéu qua hoat dong ctia
cic co quan hanh chinh. Mo hinh
SERVQUAL, duoc dé xuit boi Parasuraman,
Zeithaml va Berry (1988), xac dinh nam
thanh phan chinh anh huéng dén chét luong
dich vu: su tin cdy, kha nang dap tng, su bao
dam, su d(‘Sng cam, va phuong tién hiru hinh.
Trong bdi canh hanh chinh cong, cac yéu td
nay duoc didu chinh dé phu hop véi dic thu
cua dich vy, nhu sy minh bach va kha nang
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giai qliyét hiéu qué cac thua tuc hanh chinh
(Nguyén Van Phuc, 2021).

Mot s6 mo hinh do luong sy hai long
dugc ap dung trong nghién ctru hanh chinh
cong, trong d6 dang chi y nhat 14 mé hinh
SERVQUAL va ECSI (European Customer
Satisfaction Index). M6 hinh SERVQUAL
tap trung vao sy khac biét gitra ky vong va
trai nghiém thyc t& cia ngudi dan, giup xac
dinh cac diém can cai thién trong quy trinh
cung cip dich vy (Parasuraman et al., 1988).

M6 hinh ECSI nhin manh mdi quan hé
gitta ky vong, chét lugng nhan thuc, gia tri
nhén thue va sy hai long téng thé, tao co s&
phan tich da chiéu vé hanh vi va trai nghiém
cua nguoi st dung dich vu (Kristensen et al.,
2001).

Pic biét, tai Viét Nam, mé hinh chi s
hai long cua nguoi dan (Citizen Satisfaction
Index) da duoc phat trién dua trén cac dic
thu van hda va hanh chinh, tap trung vao tinh
minh bach, thai d§ phuc vu va hi¢u qua xur ly
thi tyc hanh chinh (Lé Hong Phong, 2020).

Kha nang phuc vu ~—
Hi

Quy trinh thu tuc —_—
r H2
Co s6 vat chat — Hi
Sy tin cay _— Ha

Cai cach hanh chinh 13 yéu té then chdt
trong viéc nang cao chét lwong dich vu cong.
Theo Nguyén Thi Thanh (2021), mé hinh
“mot ctra - mdt ctra lién thong” da mang lai
hiéu qua dang ké, gop phan giam thoi gian xtr
1y tha tuc, ting sy hai 10ng va xay dung mbi
quan h¢ tin cdy gitra Nha nudc va nguoi dan.
Tuy nhién, vin con nhiéu han ché lién quan
dén quy trinh phtc tap, ning luc can bd va co
s& vat chit chua déng bo (Trﬁn Van Minh,
2023).

Duya trén cac co s 1y thuyét va nghién
clru trudce day, bai bao nay ap dung mo hinh
SERVQUAL va cac phuong phap phan tich
dinh luong dé danh gia mirc do hai long cua
nguoi dan tai Trung tm Hanh chinh cong
huyén Vinh Hung, tinh Long An (goi tat la
Trung tam).

Xem xét cac nghién ctiru trude cd lién
quan, tac gia d& xuit moé hinh nghién ciru bao
gom 4 bién doc 1ap va 1 bién phu thudc, co
su hi€u chinh tir nghién ctru dinh tinh phu
hop véi tinh hinh nghién ciru, tic gia dé xuat
md hinh nghién ctru nhu sau:

—

Su hai long ctuia nguoi dan
ddi véi chat lugng dich vu
cong

Hinh 1. Mé hinh nghién ciru dé xudt ciia tic gia

Tir d6 tac gia dit ra cac gia thuyét nghién
ctru nhu sau:
Hi: Kha nang phyc vu co6 tac dong cung

chiéu dén su hai 1ong ctia ngudi dan ddi véi
chét lugng dich vy;

H»: Quy trinh thu tuc c6 tac dong cung
chiéu dén su hai long cta ngudi dan doi voi
chat luong dich vy;

H;: Co s¢ vat chat c6 tic dong cung
chiéu dén su hai long cta ngudi dan doi voi
chat luong dich vy;

Ha: Su tin cdy c6 tac dong cung chiéu
dén su hai long cua nguoi dan doi voi chat
lugng dich vu.

Nguoén: Pé xudt ciia tac gia
3. Phuong phap nghién ctru

Trong nghién ctru nay, tac gia st dung
phuong phap chon mau phi xac suit voi cach
chon mau thuan tién nham tiét kiém thoi gian
va chi phi, phu hop véi nghién ctru kham pha.
Déi twong khao sat 1a ngudi dan st dung dich
vu cong tai Trung tam.

Kich thudc méu duogc xac dinh dua trén
phén tich nhan t6 kham pha (EFA) voi quy
tac t6i thiéu 5 1an sb bién quan sat, dam bao
dd tin cdy cho phan tich. Vi tong 30 bién
quan sat trong md hinh, kich thuéc mau duge
chon 13 250, bao gdm du phong cic bang
khao sat khong dat yéu cau.
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Bang cau hoi dugc thiét ké dwa trén
thang do Likert 5 mtc do tap trung vao cac
nhén t6: Kha nang phuc vy, quy trinh thu tuc,
co s& vat chat va su tin cdy, kém theo thong
tin nhan khiu hoc nhu gidi tinh, do tudi va
trinh d¢ cua ngudi tra 161. Dt liéu duge tac
gia thu thap thong qua bang cau hoi gidy gui
truc tlep dén nguoi dan, sau do xur 1y bang
phan mém SPSS 26, loai bo cac phiéu khong

4. Két qua nghién ciru va ham y quan tri
4.1. Két qud nghién ciru

Thang do trudc hét s& duoc phén tich hé
so tin cdy Cronbach’s Alpha, cac bién c6 hé
s tuong quan bién tong (Corrected Item-
Total Correlation) nhé hon 0,3 s€ bi loai.
Thang do dugc chip nhan dé phan tich trong
cac budc tiép theo khi co do tin cay

hop 1¢ trude khi phan tich. Cronbach’s Alpha tuir 0,6 tr¢ 1€n.
Bing 1. Tém tit phan tich Cronbach’s Alpha ]
Trung binh HE so
A . £ . | Phwong sai thang Twong quan Cronbach’s
Bién quan sat thang do néu loai y oy ek AR p .
X do néu loai bién bién tong Alpha néu loai
bién bién
KHA NANG PHUC VU (KNPV): CRONBACH’S ALPHA = 0,841
KNPV1 15,60 6,796 ,789 , 768
KNPV2 15,59 7,229 ,701 , 794
KNPV3 15,65 6,793 ,703 ,793
KNPV4 15,50 8,489 421 ,864
KNPV5 15,75 7,466 ,628 ,814
QUY TRINH THU TUC (QTTT): Cronbach’s Alpha = 0,914
QTTTI1 16,13 6,784 ,838 ,890
QTTT2 16,13 6,526 ,838 ,889
QTTT3 16,12 6,448 ,880 ,880
QTTT4 16,03 7,180 , 7135 910
QTTTS 16,18 7,361 ,659 ,924
CO SO VAT CHAT (CSVC): Cronbach’s Alpha = 0,910
CSVCl1 16,43 5,885 ,906 ,860
CSvV(C2 16,39 6,460 ,786 ,887
CSVC(C3 16,46 6,399 ,808 ,883
CSV(C4 16,57 6,414 ,687 ,908
CSVCs 16,52 6,224 ,695 ,908
SU TIN CAY (STC): Cronbach’s Alpha = 0,858
STC1 16,53 6,347 ,699 ,823
STC2 17,05 6,469 410 914
STC3 16,65 6,017 ,846 ,788
STC4 16,66 6,085 177 ,803
STCS5 16,71 6,011 ,756 ,807
SU HAI LONG CUA NGUOI DAN POI VOI CHAT LUQNG DICH VU CONG (SHL):
CRONBACH’S ALPHA = 0,745
SHL1 16,40 4,814 ,537 ,733
SHL2 16,31 4,963 ,617 , 704
SHL3 16,16 5,273 517 ,738
SHL4 15,95 5,315 ,522 , 736
SHL5 16,48 5,061 ,527 ,735

Két qua bang 1 cho thdy cac thang do

Nguon: Két qua xir Iy dit liéu diéu tra cia tac gia
(Corrected Item-Total Correlation) 16n hon

trén déu c6 hé s6 Cronbach’s Alpha khé cao (> 0,3 do d6 tac gia khong loai bién quan sat nao
0,6). Tat ca cac b1en quan sat cua thang do va ching déu duoc s dung cho phan tich
nay déu c6 hé s tuong quan bién tong EFA tiép theo.
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Bing 2. Két qud kiém dinh KMO va Bartlett’s cdc bién dic lip

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,897
Bartlett's Test of Sphericity| Approx. Chi-Square 4102,289
df 300
Sig. ,000

Tir bang 2 cho thdy kiém dinh KMO va
Bartlett’s trong phan tich nhan t6 cho thiy hé
s6 KMO dat 0,897 (> 0,5), Sig. = 0,000 (<
0,05), qua do6 bac bo gia thuyét Ho trén.

Nguon: Ket qua xuw Iy dir liéu diéu tra cua tac gia
Ket qua nay chi ra rang cac bién quan sat

trong tong thé co mbi tuong quan vdi nhau va
phan tich nhan t& EFA rét thich hop.

Bing 3. Két qud phén tich nhén té kham phd (EFA) cdc bién dpc lip

Rotated Component Matrix®

Component

1 2

CSVCl1 ,908

CSVCS ,889

CSv(C3 ,753

CSVC2 ,699

CSVC4 ,092

STC3

,888

STCS

,879

STC4

,770

STCI

715

STC2

,066

QTTT3

,891

QTTT2

,859

QTTTI

,740

QTTT4

,684

QTTT5

,674

KNPVI

,873

KNPV2

811

KNPV5

,704

KNPV3

,701

KNPV4

,692

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 5 iterations.

Dya vao bang 3 ta thdy khi thyuc hién
EFA cho 4 bién doc 1ap, 20 bién quan sat thi
¢4 4 nhan t6 dugc rat trich va hé s tai nhan
td cua cac bién duoc trich déu 16n hon 0,5
nén chap nhan tét ca cac bién quan sat nay.
Do vay, 4 nhan t6 dugc trich phu hop véi gia
thuyét ban dau nén khong dat lai gia thuyét.

Tir két qua kiém dinh Cronbach’s Alpha
va phén tich EFA néu trén cho thay thang do
cac bién doc 1ap déu dat yéu cau vé gia tri va

Nguon: Ket qua xu ly dir liéu dieu tra cia tac gid

do tin cdy. Nhu vy cac thang do nay dat yéu
cau tuong tng véi cac khai niém nghién ctu
va s& duge dua vao cac phan nghién ciru dinh
luong chinh thirc tiép theo.

Béang 4 cho théy hé sb R? hiéu chinh
bang 0,518 ¢6 nghia 14 51,80% su bién thién
ctia SHL (sy hai long ctia ngudi dan ddi véi
chat luong dich vu cong) dugc giai thich boi
su bién thién cua 4 bién doc 1ap: KNPV,
QTTT, CSVC, STC.
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Bdng 4. Danh gia mirc dp phi hop ciia mé hinh

Tém tit mé hinh

. . Hé sb
M6 hinh | H¢soR | HEsOR? | po hié.u chinh Giatri F Gia tri Durbin-Watson
1 ,724° ,524 , 518 , 37149 1,894

Dit liéu bang 4 cho thdy hé sb R? hiéu
chinh bang 0,518 ¢ nghia 1 51,80% su bién
thién cua SHL (su hai 10ng ctia ngudi dan dbi
véi chat luong dich vu cong) dugce giai thich
béi su bién thién cua 4 bién doc 1ap: KNPV,
QTTT, CSVC, STC.

Kiém dinh F st dung trong phan tich
phuong sai (Anova) la phép kiém dinh gia

Nguon: Ket qua xir ly dir liéu dieu tra cia tac gia
thuyet vé do phu hop cua m6 hinh hdi quy
tuyén tinh tong thé. Trong bang phén tich
phuong sai Anova, cho thiy trj s F (F =
81,219) ¢6 muc y nghia voi Sig. = 0,000 (<
0,05) c6 nghia mé hinh hdi quy tuyen tinh
dua ra 1a phu hop véi dit liéu thuc té thu thap
dugc va cac bién dua vao déu ¢6 y nghia
trong thdng ké v6i muc y nghia 5%.

Bang 5. Két qua hm quy

Mo hinh Hé s6 chwa chuén Hé s6 Trit Tri Théng ké
hoa chuén héa Sig. da cong tuyén
B Sai s Beta Tolerance | VIF
chuin

1 |Hang s6 775 ,182 4,261 | ,000 775 ,182
Kha nidng phuc vy ,374 ,038 ,425 9,861 | ,000 ,374 ,038
Quy trinh thu tuc ,192 ,035 ,240 5,462 | ,000 ,192 ,035
Co s6 vat chat ,161 ,035 ,218 4,666 | ,000 ,161 ,035
Su tin cdy ,110 ,033 ,148 3,353 | ,001 ,110 ,033

Dir lidu bang 5 cho thdy mdi quan hé
gilta blen phu thugc danh gia chung va cac
yéu t6 duoc hodi quy (theo hé sd beta chua
chuan hoa) nhu sau:

Sw hai long ciia ngudi dan ddi véi chit
lwgng dich vu cong = 0,775 + 0,374 * Kha
nang phuc vu + 0,192 * Quy trinh thua tuc
+ 0,161 * Co sé vat chit +0,110 * Sy tin
cay

Nhu vay, cac gia thuyét Hi, H», H3, Hy4
duoc chép nhén ¢ do tin cay 95%. Diéu nay
cho thiy cac yéu té Kha nang phuc vu, Quy
trinh thu tuc, Co s vat chat, Sy tin cay déu
¢6 anh huong dén Sy hai 1ong ciia nguoi dan
khi st dung dich vu cta Trung tdm hanh
chinh cong huyén Vinh Hung, tinh Long An.

4.2. Khuyén nghi

bé nang cao chét lugng dich vu va cai
thién sy hai long cua nguoi dan, can thyc
hién mot sO khuyén nghi cu thé dbi véi cac
yéu td quan trong nhu kha nang phuc vy, quy
trinh thi tuc va co s& vat chat tai Trung tdm
hanh chinh cong ctia huyén Vinh Hung.

Nguon: Ket qua xuw Iy dir liéu diéu tra cua tac gia

Mot trong nhitng yéu t6 quan trong nhat
trong vi¢c cai thién chat luong dich vu 1a kha
ning phuc vu cia nhan vién. Dé nang cao
nang lyc phuc vy, can t6 chirc cac khoa dao
tao dinh ky cho d61 ngti nhén vién, dac biét la
Ve ky nang giao tiép, lang nghe va giai quyét
van dé. Viéc dao tao nay khong chi gitip nhan
vién cai thién thai d6 phuc vu ma con giip ho
nam vimng quy trinh lam viéc, tir d6 nang cao
chat lugng phuc vu. Pong thoi, c6 thé hoc
hoi tir cac md hinh Trung tam hanh chinh
cong hiéu qua dé ap dung nhitng phuong
phap va cai tién da dugc kiém ching.

Ngoai ra, ung dung cong ngh¢ trong
cong tac phuc vu nguoi dan cling 1a mot giai
phap hiéu qua. Cac hé thong quan 1y quan hé
khach hang (CRM) c6 thé duoc trién khai dé
quan ly tht tg vu tién va luu trir thong tin
ngudi dan. Pong thoi, viée sir dung cac phan
mém tu dong hoa trong viéc theo doi hd so
va cac yéu cau cua ngudi dan s& gilp nang
cao tinh minh bach va hiéu qué phuc vu. Bén
canh do, chinh sach dai ngd nhan vién cling
can dugc chu trong, v&i nhiing chinh sach
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thudng phuc loi hgp 1y, giap nhan vién yén
tam cong tac va phat trién nghé nghiép lau
dai.

Quy trinh thi tuc 1a yéu té then chdt anh
hudng dén su hai long cua nguoi dan khi sir
dung dich vu cong. Dé nang cao chit luong
dich vy, viéc don giadn hoa quy trinh la diéu
can thiét. Can loai bo nhirng thu tuc ruom ra,
giam thiéu cac budc khong can thiét va cong
khai minh bach cac thong tin vé thu tuc dé
nguoi dan dé dang tiép can va thuc hién.

Mot giai phap quan trong khac la tng
dung cong nghé s vao quy trinh tiép nhan va
xu ly ho s0. Viéc phat trién cac dich vu cong
tryc tuyén gitp ngudi dan co thé dang ky va
theo doi tinh trang hd so mét cach nhanh
chong, thuan tién ma khong can phai truc tiép
dén Trung tdm. Piéu nay khong chi gifp
giam tai cong viéc cho can by ma con nang
cao su hai long ctia nguoi dan vi tinh tién ich
va tiét kiém thoi gian.

Cung véi do, dao tao nhan vién vé ky
ning tu van, hudng dan quy trinh cho nguoi
dan 1a mot yeu t6 khong thé thiéu. Viéc dao
tao ndy s¢ giup nhén vién lam viéc hiéu qua
hon, dong thoi giup nguodi dan hiéu rd cac
bude can thyc hién dé hoan thanh thu tuc mot
cach nhanh chong, chinh xac.

Co so vat chat dong vai trd quan trong
trong viéc tao ra mot modi truong lam viéc
chuyén nghiép va tao cam giac thoai mai cho
nguoil dan khi dén giao dich. Vi vay, viéc
nang cap co s0' vat chat 1a rat can thiét. Cac
khu vuc cho can duoc cai thién véi ghé ngdi
thoai mai, khong gian thoang dang va lap dat
diéu hoa dé tao su thoai mai cho nguoi dan
trong qua trinh cho doi. Bén canh do, cac
bién chi dan rd rang s€ gilip ngudi dan de
dang tim thdy noi can dén, tranh sy bdi rdi
khi dén Trung tam.

Viéc tu dong hdéa mot sb quy trinh tai
Trung tam ciing s€ gop phan nang cao hi¢u

qué cong viéc. Vi du, hé thdng ldy sb tu dong
s€ gitip gidm bdt sy 16n xOn, giam thoi gian
chd doi va ting tinh cong biang trong viéc
phuc vu. Cac man hinh hién thi thong tin vé
quy trinh, tinh trang xtr Iy hd so ciing s& gitp
ngudi dan theo ddi dugc tién trinh cong viée
ctia minh va giam thiéu sy bat man.
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