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MO DAU

1. TINH CAP THIET CUA DPE TA|

C6 thé noi ngay nay, 4 cach hanh chinh 1&im ¢¢ mang tinh toanaw. Ci cac
nugc dang phat tén va cac ndc phét trén déu xem @i cach hanh chinh mhmot
déng lyc manh & dé thac day ting trong kinh €, phat trén dan cli va cac it
khac diadoi sdng xa 1i.

Viéc ci cach hanh chiny Viét Namdangdi theo hrong lam cho B may hanh
chinh hoan tiin hon, hat dong cé héu luc, hiéu qua hon, phuc vu nhan dan ngay
mét dng phap lat, tbt hon va tét kiem nhit, dan tirng bréc chuyn rén hanh chinh
tur co quancai quan thanh cac € quanphuc va nhéan dan.

San phim cia ci cach hanh chinh xétén cing 1a cht luong dch w céng,
trong d6 c6 dch wi hanh chinh céng.uShai 1ong @a ngroi dandéi véi chat luong
dich w cong 14 tlréc do danh gia s trung thanh va g tin d6i véi bo may cong
quyén, 1a nhand quyét dinh sr 6n dinh vadong thuin aia xa fi.

Véi didu kien cia mdt thanh pld mién ndi msi duoc thanh 4p vao thang 3am
2009, trong thi gian ©i thanh pld Kon Tum @n c6 s phat trén v& moi mit dé that
su xitng dang la trung tam chinhitkinh €-xa hoi, hanh chinh¢a tinh Kon Tum. Do
do, viéc nghién &u sr hai long @Ga ngroi dan trong wc Sr dung dch wa hanh chinh
cong ki thanh pld Kon Tum cé y ngta thrc tién nkim cung ép mjt sb thdng tin én
thiét, gitp cho chinh gun dia phrong nang cao ¢ luong cung &p cac dch w
hanh chinh céng, gop fm vao véc thec hién thing loi muc tiéu chung ¢a thanh
phé Kon Tum.

Tt nhing ly dodod, kan than {ra clon dé tai "Nghién aru s hai 16ng aia
ngudi dan trong viéc sir dung dich vu hanh chinh c¢dng i thanh phé Kon Tum”
dé hoan thanh akong trinh cao bic cia minh.

2. MUC PIiCH NGHIEN C UU
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- Xac dinh cac nhandtanh hrong dén ar hai long @a ngroi dan s dung céac
dich wu hanh chinh cong.

- Hé thong hoéa o sv Iy thuyét vé sy hai long khach hang wdra ra mé hinh ly
thuyét. Xay drng cac thangio dé luong hoa cac nham tinh hrong dén sr hai long
ngudi dandéi véi dich wi hanh chinh céng.

- Xay dyng mé hinh nghiéntw sr hai 16ng @a ngroi dandéi véi dich wi hanh
chinh céngdi thanh plé Kon Tum. Khio satdanh gia va ¥m dinh thrc nghgm mo
hinh nghién ¢u sr hai Iong khach hang.

3.POI TUQNG, PHAM VI NGHIEN C UU

- Bdi twong nghién @u: ngroi danda vadang s dung dch w hanh chinh céng
tai thanh plé Kon Tum.

- Pham vi nghién @u: 1am rd cac nharbtanh hrong i sy hai 1ong @a ngroi
dan s dung dch wu hanh chinh céng.

4. PHUONG PHAP NGHIEN CUU

Dé tai 9r dung ng hyp cac plrong phap nghiéntw sau:biéu tra ko sat;
Théng ké va phan tich éimg ké&; plrong phap chuyén gia; phng phap thango,
diéu tra; va cac plong phap khéac.

5. Y NGHIA KHOA H QC VA THUC TIEN CUA PE TAI

La oo sd gilp 1&nhdao thanh pB xacdinh cac nhandtva mrc do anh hrong
cua trng nhan & dén ar hai 1ong @a ngroi dan trong Wc sr dung dch w hanh
chinh céng. Théng qudd, dé xuit mot sd giai phap nlim nang caows hai 1dong Ga
ngudi dandéi véi dich w hanh chinh cong tratia ban thanh ghKon Tum.

6. BO CUC LUAN VAN

Ludn van duoc trinh bay i két ciu gom 05 chrong, cu thé:

Chuong 1: Gy so ly thuyét va thre tién cia dé tai.

Chuong 2: Thét ké nghién @u.

Chuong 3: Quy trinh nghiénin

Chuong 4: Két qua nghién du.
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Chuong 5: Binh ldn két qua va kén ngH.



5

o ) Chl}’O’ﬂg 1 ) . o
CO SO LY THUY ET VA THUC TIEN CUA DE TAI

1.1. DICH VU VA CHAT LUQNG DICH VU

1.1.1. Khai ném va dic diém caa dich vu

1.1.1.1. Khai ném

Theo Zeithaml & Britner (2000),ich w la nhitng hanh vi, qué trinh, cachuit
thuc hién mot cdng vec ndodd nhim tao gid ti s dung cho khach hang lamdha
man nhu &u va mongloi caa khach hang.

1.1.1.2. Nleng ddic diém aia dich wu

- Tinh vO hinh.

- Tinh khéng th tach wi.

- Tinh khéngdong ntit.

- Tinh khéng &n tai 1au dai.

1.1.1.3. NHng win dé can quan tam trong qué trinh cungdp dich

- Nhan 6 con ngroi vadic diém tng .

- Tinh minh lach.

- Tinh Kp thoi.

- Tinh khéng sai sota dch w.

- Tinh tién nghi.

1.1.2. CHit lweng dich vu

1.1.2.1. Cldt lwgng dich v

Theo Zeithaml (1987)¢hdt lwong dich w 1 sr danh gid @a khach hang (1a
nhizng ngroi duoc cung @p dich w) vé mic dé tuyét voi hay hoan o néi chung
cua mpt thie thé; no 1a mit deng aia thaidé va cac i qud tir se so sanh gia nhing
gi dwoc mongdei va nhin thizc vé nhizng th: ma khach hang rm duroc.

1.1.2.2. Mpi quan hé gia chdt lweng dich vu va se théa man aia khach

hang



- Nhirng nhan & tinh hibng
Chat lugng dch w (Situation Factors)
(Service quality)

A 4

Chit lwong sin phim Sy théa méan éa khach hang
(Product quality) (Customer Satisfaction)
A
Gia (Price)

Nhirng nhan & ca nhan
(Personal Factors)

Hinh 1.1: Mbi quan I giita chit luong dich w & sy thoa man éa k/hang
Ngudn: Zeithaml & Bitner [2000], Service Marketing, Maaw-Hill.

1.1.3. Md hinh khaing cach clt lweng dich vu
1.1.3.1. Mé hinh khdng cach clét lweng dich w cia Parasuraman & ctg
(1985)
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Hinh 1.3: M6 hinh & khoang cach trongiscam nhan chit luong dch w
Co6 5 khang cach trong mé hinh. @hlugng dch wi la ham & caa khaing cach

thtr nam: CLDV = F (KC_5) = f (KC_1, KC_2, KC_3, KC_4).

1.1.3.2. Thanh plin thangdo chit liweng dich vu

Bo thangdo SERVQUAL ntim do ludng sr cam nhan dich wi théng qua &m
hudng (chBu) chit lvgng dch w duoc dinh ngha byi Parasuraman va caérg sr
(1988) bao §m: Sy tin ciy (reliability), Sr dap ung hay la s phin hoi
(responsiness),uStam bao hay la fing krc phuc w (assurance),5d6ng cim hay s
cam théng (empathy),shiru hinh (tangibility).

1.2. KHAI NI EM VE SU HAI LONG KHACH HANG

1.2.1. Khai ném vé sir hai long

Sy thoa man (hai l1ong) la it d6 cua tmang thai @m gidc @a mdt nguoi bat
ngwn tir viéc so séanh rin thrc vé mot sin plam so \6i mongdoi caa ngroi do.

1.2.2. Muc tiéu do lwong ar hai Iong aia khach hang
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Po leong sr hai 1ong (tha man) éa khach hang riim biét y kién danh gia aa
khach hang, cach khach hangptnhin dich w... quado6 dé xuat cach thic dé thu hat
va gitt dugc nhiéu khach hangdn.

1.2.3. Phan lai s hai long khach hang

Su hai long da khach hanguoc chia thanh 3 lg: hai Iong tich gc; hai long
6n dinh; hai long th dong.

1.3. DICH VU HANH CHINH CONG VA S U HAI LONG C UA NGUOI
DAN

1.3.1. Och va hanh chinh céng

1.3.1.1. Gch w cong

Dich w codng la hat dong phuc vu cac nhu au chung thit yéu, quyén va nghia
vu co ban aia céng dan do ca@@uan nha moc thee hién haic uy nhiém cho cacd
chic phi nha éc.

1.3.1.2. Gch we hanh chinh céng

Dich w hanh chinh céng |a hbdong do cacd chxc hanh chinh tic hién lién
quandén viéc phuc vu cac qugn va nghia wi co ban cia céng dan va pic vu hoat
dong quin ly nha mrée, V@ co ban dich wi nay do o quan nhamoc thec hién.

1.3.2. Caadiic diém cia dich vu hanh chinh céng

Viéc cungung dch w hanh chinh céng lubndg lién Wi thim quyn hanh
chinh-phap ly ¢a cac @ quan hanh chinh nhauc.

Dich w hanh chinh céng la cac hbdéng phic w cho hat dong quin ly aia
nha neoc.

Céc hait dong khdng nim muc dich loi nhugn.

Moi kh&ch hang c6 qup ngang nhau trongdp nhin va s dung.

1.3.3. Tiéu chidanh gia chit lweng dich va hanh chinh cong.

1.3.3.1. Tiéu chi & muc tiéu hait dgng aia co quan hanh chinh nha wmeéc.

1.3.3.2. Tiéu chi plin &nh cac yu té csu thanh ddu vao aia c.q hanh chinh.

1.3.3.3 Tiéu chi & gidgi quyét cong vic cho ngeoi dan.
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1.3.3.4. Tiéu chi plin &nh dau ra cia dich e hanh chinh

1.3.3.5. Tiéu chi#anh gia két qud ciia dau ra.

1.4. THUC TIEN HOAT PONG HANH CHINH CONG T Al THANH PH O
KON TUM

1.4.1.Pic diém ty nhién: Thanh pld Kon Tum rm V& phia bic cao nguyén
Nam Trung B va vé phia namcua tinh Kon Tum, dan&khaing 150 nghin ngpi,
phan & ¢ 21 phrong, x&.Phia namgiap tinh Gia Lai,phia bic giap huyén Dik Ha,
phia déng giap huyén Kon Riy, phia taygiap huyn Sa TRy, an ngr cira ngd phia
namcuatinh.

1.4.2. Thrc trang hoat dong aia cac @ quan hanh chinh: Hién thanh ph
Kon Tumda ap dng tiéu chén ISO 9001: 2008k danh gi4, kim soat thxong
xuyén hat dong aia cac o quan hanh chinh trongéd giai quyét cac cdng Vic cia
ca nhan,d chic, dam bao viéc giai quyét cac cong vic aia dandon gian, nhanh gn,
dang phap lat, dang thi han, dlng thi tuc, v6i phuong cham: ép don ném no,
xung hé ich sr, huéng din cin k&, giai quyét ding han.

1.4.3. Thrc trang cung dép va chit lwong dich va hanh chinh cong tréndia
ban thanh phé Kon Tum: Cé&c thi tuc hanh chinféu cé quy trinh ¥ Iy cdng vic
niém &t cong khai, minh &ch; Céng tac gin Iy tai liéu, hd so dugc cip nhat vadat
hiéu qua hon; Nhan thirc vé chirc trach éa can b, cong clrc duoc cii thién rd théng
qua tinh & giac, chi dong va héu qua cu thé caa tirng congdoan tac nghip; Haoat
dong danh gia cht lvong mi bo duoc quan tam the hién; Nang sut, chit lvgng aia
cac hat dong tac nghip dugc nang cao; ® phdi hop lién théng gira cac congtoan,
bo phan nhip nhanggdong b, giam chbng chéo, nang cao&ui qua. Tuy nhién, trinh
do, ning lyc va tinh thn trach nhém, thaido phuc wu caa mdt bo phan can 16 céng
chicc chra déptng yéu éu nhiém wy; thoi gian tr két qua dbi véi mot sb hd so con
cham, cong tac cm soc, B tro, haéng din cho ngoi dan co ltc cha duge quan

tamdang mic.
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Chwong 2
THIET KE NGHIEN CcUU

2.1. CAC MO HINH NGHIEN C UU VE SU HAI LONG

2.1.1. Sip xép mé hinh theo khéng gian nghién &u

2.1.1.1. M6 hinh nghién &u s hai long khach hang da My.

Gia ti cam nhin chiu tAcdong i chat lwong am nhan va s mongdoi cua
khach hang.

2.1.1.2. M6 hinh nghién &u s hai 16ng khach hang ga Chau Au.

Sy hai 16ng @a khach hang lagstacdong tng hoa aa 4 nhand hinhanh, gia
tri cam nhan, chit luong ém nhan vé ca san pkam hixu hinh va vé hinh.

2.1.1.3. M6 hinh hai long khach hangi@ Viét Nam.

Sy hai long khach hang c6 4ébi & khoi dau la: hinhanh throng hiu, chit
lwgng mongdoi, chat lugng cim nhan, gié ti cam nhan.

2.1.2. Sip xép theo tac ga mé hinh

2.1.2.1. M6 hinh nghién &u s hai long khach hang da Kano.

2.1.2.2. M6 hinh hai long khach hangi@ Parasuraman

Parasuraman & ctg (1988, 1#nh ngha cHit lugng dch wi & “mic d6 khac
nhau gira sr mongdoi caa ngroi tiéu ding ¢ dich w va nhin thic oia hp vé két
qua caa dch w”. Sy thaa man chirc ning dat dugc khi khdch hangisdung sin phim
dich wi dat chit luong Wi gia c hop Ii.

2.1.2.3. M6 hinh nghién &u s hai long khach hang SERVPERF

Véi mé hinh SERVPERF, Cronin va Taylor (1992)randd0 cam nhan cia
khach hangidi véi sy thuc hién dich wi cia doanh nglép phin &nh 6t nhit chit
lwong dich w. Chit lwong dch wu=Muc d6 cam nhan.

2.1.3. M6 hinh CSI trong dch va hanh chinh céng

M6 hinh ch s hai Iong @a khach hang trongich wi hanh chinh cénguoc
xem xét vado ludng i cac bén $H: Hinhanh; Sr mongdoi; Chit lugng éim nhan;

Gia tri cam nhan; Sy trung thanh.
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2.2. 9 HAI LONG C UA KHACH HANG S U’ DUNG DICH VU HANH
CHINH CONG

2.2.1. Mbt sb tiéu chi nhan biét s hai 16ng aia khach hang s dung dich vu
hanh chinh céng

- S5 lan ngroi dandén giao dch tai bé phan tiép nhan.

- Muc d6 quan tamitén cac lai hinh dch w cia UBND thanh pé.

- Khach hang khéng rigg co y kén dé cai thieén chit luong dch w.

- C&i mé va vui @ khi dén giao dch tai UBND thanh pld.

2.2.2. Cac nhané anh huéng dén sir hai long aia khach hang & dung dich
vu hanh chinh céng

2.2.2.1.D¢ tin cay aia dich vu

2.2.2.2. Clét lwong dich wu

2.2.2.3.D¢i ngii can kp cébng chic phuc w

2.2.2.4. Chi phi va thi gian dé c6 dch w

2.2.2.5. @ s¢ vit chat

2.2.2.6. Clam soc khach hang

2.3.PE XUAT MO HINH NGHIEN C UU

2.3.1. Muc tiéu nghién aru

- X&cdinh céac yu 16, dic tinh dch wu ma ngroi dan ludn quan tam.

- XA&c dinh nhing Vdn dé& khéng hai Idng ¢a ngroi dan khi s dung dch w
hanh chinh cong.

- Tim hiéu nhitng diéu mongdoi caa ngroi danddi véi dich wi dugc cung ép.

2.3.2. M6 hinh nghién é&u dé xuat

Trén @ v két hop nghién ¢u mst s md hinh nghiénieu sr hai 16ng khéach
hang, an ar két qua thao luan nhdm, qué trinh nghiénire va tinh hinh cungap dich
vu hanh chinh céngitthanh plé Kon Tum, tac gi ¢é xuit md hinh nghiénteu nhur

sau.
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Chit lwong
dich vu

Sw théa méan
cia khach
hang

Co sb vat chat

Poi ngii CBCC

Cham s6c
khach hang

Chi phi &

gia cé

Hinh 2.7: Md hinh nghiénoo dé xuét
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Chwong 3
QUY TRINH NGHIEN C UU

3.1. QUY TRINH NGHIEN C UU

,,, Xac dinh céac Xay dung Xay dung
Co s ly nhan té anh mo hinh thang do
thuyet ve s huéng nghién aiu ET)
hai [ong

Thang do

Nghién atu
chinh thikc

dinh lwong

Nghién aru
so' bo

Thao luAn nhém

Loai cAc bién c6 hé sb twong quan bién téng nhé )
Phéng van thir

Cronbach

Alpha Kiém tra hé sb Cronbach Alpha

Thang do Phén tich Trinh bay
hoan chinh hoi quy két qua
tuyén tinh

Hinh 3.1. Qui trinh nghiénici ar hai I1ong @ia khach hang

3.2. CAC GIAI POAN NGHIEN CUU

3.2.1. Nghién é&u dinh tinh

Bwdéc 1: Thao luan nhom: Tho luan nhdm i cacdong nghép, can b c6 tham
nién lau Am va tiee tiép thyc hién dich wi hanh chinh cong trétia ban thanh gh
Két qua dong y cac ¢u td chinhanh hrong dén ar hai long da ngroi dan la: (1)Po
tin cay, (2) Chit luong dich wi, (3) Pdi ngii can 1§ cong clicc, (4) Gy b vat chit, (5)
Thoi gian va chi phi, (6) Gim s6c khach hang.



Buwéc 2: Tham khio y kién chuyén gia: Tham Ko trec tiép y kién caa mbt sH

can B l1am viéc tai UBND thanh plé Kon Tum, \6i muc dich kb sung hédc gan loc
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cac bén dé codugc cac bén phu lop hon.

Buwéc 3: Thuc hién cac nghiénieu dinh tinh: Tén hanh pbng vin bang cau ki

véi 20 khach hang.

3.2.2. Nghién &u dinh lwgng

Tir quy trinh nghiénieu néu trén va quy trinh nghiémcaia TS. i Thé Diing,

tac gh thiét 1ap quy trinh nghiénieu chodé tai voi n = 200.

Thangdo chinh

biéu chinh

A

Thao luan dé ngh

A

Thangdo nhap

Co 5 ly thuyét

A\ 4

Nghién cru dinh krong
(n =200)

A 4

Phan tich nhardt

\ 4

Cronbach Alpha

A 4

- Kiém tra nhan &
trich

- Kiém tra phrong
sai trich

A 4

Thangdo hoan
chinh

\ 4

Phan tich bi quy
tuyen tinh ki

A 4

- banh giad¢ tin cy
céc thangio

- Loai bién khéng
phu hop

Viét bao cao

3.3. XAY DUNG THANG PO

A 4

- Kiém dinh sr phu
hop aia mo hinh

- banh gia nic do
quan tong aqia cac
nhan 6

Hinh 3.3: Quy trinh nghiénit caiadé tai
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3.3.1. Thangdo P tin ciy: gdm 05 bén quan sat vduoc do lwong king thang
Linkert 5 mrc do.

3.3.2. Thangdo Chit lwong dich vu: gdom 06 bén g/sat vatugc do ludng king
thang Linkert 5 nmrc do.

3.3.3. Thangdo Pgi ngii cdng chirc: gdm 05 bén g/sat vatugce do lrong bing
thang Linkert 5 nmrc do.

3.3.4. Thangdo Chi phi va Thoi gian: gdm 04 bén quan sat vdugc do luong
bang thang Linkert 5 rirc do.

3.3.5. Thangdo Co s vat chat: gdm 03 bén quan séat vauoc do luong hing
thang Linkert 5 mc do.

3.3.6. Thangdo Chiam sdc, 1 tro ngudi dan: gom 04 bén quan sat véuoc
do luong bing thang Linkert 5 i 6.

3.3.7. Thangdo Sr hai Idng: gdm 05 bén va dugc do lwong king thang
Linkert 5 mrc do.

3.4.PANH GIA SO BQO THANG PO.

3.4.1. Phan tich nhané EFA

Phrong phap EFAdugc dungdé xacdinh cac bén dai dién aia trng nhan é.
Céc bén & c6 tng $ (factor loading) nb hon 0.50 § bi loai. Phrong phép trich &
s st dung 1a principal componenisv phép quay varimax vdiém ding khi cac gu
td c6 eigenvalue = 1. Thantp dugc chip nhin khi thng phrong sai trich Bng haic
|6n hon 50%.

3.4.2. H b tin cdy Cronbach Alpha (CA)

Hé s6 CA dungdé kiém tra tinh nt quan @i tai cua cac bén dai dién caa trng
nhan 6. Hé b CA < loai bo cac bén khdng phi bp. DB6 la nhing bén cé k¢ 5
Cronbach alpha rhhon 0.6

3.5. MAU NGHIEN CUU PINH LUQNG CHINH TH UC

M6 hinh nghién gu cé $ bién quan sét 1a 3¢ dat dugc kich throc mau dé
ra, 220 Bn cau Ibi dugc gii di phong vin. Tong $ ban cau Ibi thu Vvé 1a 205 n
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(93,2%). Trong & 205 kin thu & c6 05 lan khéng lop 16, Két qua 1a 200 kin cau i
hop 1é dugc ar dung lam dkr liéu cho nghiéneu (91%).

3.6. PHUONG PHAP PHAN TiCH DU LI EU.

Phin mém SPSS 16.@uoc ar dung chi yéu trong phan tichidliéu.
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Chwong 4
KET QUA NGHIEN CUU

4.1. PHAN TICH CAM NHAN CUA KHACH HANG POl VOI CAC
NHAN TO TRUOC KHI KI EM PINH THANG PO

4.1.1. Gm nhan ciaa khach hang @ P tin cay: Két qua danh gia éa ngroi
dan \& nhan & bo tin cay 1a kha cad.904

4.1.2. Gm nhan caa khach hang clit lwgng dich vu: Két qua danh gia da
ngudi dan \& nhan é Chit luong dch wi 1a trong d6i kha3.542

4.1.3. Gim nhan cia khach hang @ déi ngii can b cdng chic: Két qua danh
gia aia ngroi dan & nhan 6 Doi ngii can 1§ cong clicc & mic twong d6i kha 3.586

4.1.4. Gm nhan cia khach hang @ Chi phi va thai gian: Vé chi phi va thi
gianduoc ngroi dandanh gids mac kha 183.75

4.1.5. Gm nhan cia khach hang ¥ Co sé vt chat: Vé Co sy vat chit duoc
ngudi dandanh gids mac thap: 3.22

4.1.6. Gm nhan caa khach hang ¥ Cham séc khach hang:Vé Chim séc
khach hangtugc ngroi dandanh gids mac twong déi kha: 3.535

4.1.7. Phan tich éng hop cam nhan caa khach hang @ sau nhan 6: Sau
nhan & tréndéu duoc khach hangam nhin trén nirc trung binh.

4.2. PHAN TICH NHAN T O (EFA)

4.2.1. Phan tich cac thango thugc nhan % chat lweng dich vu

Toan § 27 bén duoc dua vao phan tich nhad kham pha (EFA).

Phan tichdn dau cho thy, h¢ s KMO 14 0.897 > 0.5 6ng phrong sai trich la
61.634% Vi tiéu chuin eigenvalues 1.255 > 1 varh ki ¢ 6 nhan & phan tich
duoc. Tuy nhién trong Ma 4n h¢ 5 tai nhan 6 c6 01 bén “Co gidy bién nkin hen
ngay nhkn két qua” quan k& cuing lic i 2 nhan é. Thém vaaid, cac bén nho hon 0
gom cé: “Co I thong cung ép théng tin pha bp”, “Co quy trinh gii quyét khiéu

nai khoa hpc”, “C6 duong daydién thaai ndng”, “Tac phongith sr, nhanh nhn”.
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Pua bén “Tac phongich sr, nhanh nbn” ra, ching ta ép tuc phan tich nhan
t6 cac bén doc Iap 1an hai. K&t qua cho thiy

Sau khi nn dinh mdi quan & gita cac bin va cac nhanétmasi duoc hinh
thanh, 4o 1ap hé thong cac nhanitmai tuong tng VGi 6 nhan 6.

Trong kot phan tich nhandtlan 2 va nhom §p cac nhand, hé s KMO =
0.899 > 0.6diéu d6 khing dinh gia ti naydam bao tinh thich kyp aia viéc phan tich
nhan & kham phé va it d6 y nghia aia dr liéu dua vao phan tich phan tich nhan t
Théng ké chi-Squareta kiém dinh Bartlettdat gia ti 2.265E3 i muc y ngha Sig
= 0.000 << 0.05, nhvay cac bén quan sat cartng quan ¥i nhau xét trén pfm vi
tong thé. Phan tich plong sai trich Bng 4.10 cho thy phuong sai trichdat gia ti
63.561%, gi4 irnay trén nic trung binh vatam bio 6 nhan& mai (sau khi nhém
gop) giai thich 63.561% I&n thién @a dx liéu, cac thango duoc rit ra va nhémap
duoc chip nhan. Biém ding khi trich cac §u t tai nhan 6 tha 6 (sau nhém @p) voi
egenvalua = 1.210

4.2.2. Phan tich thangio thugc nhan % s hai 1dng aia nguwoi dan

Ngay trong 4n phan tichtau cho thy, hé s KMO [a 0.854 > 0.5 ,dng phrong
sai trich 1a 64.952%¢i tiéu chuin eigenvalues 3.248 > 1 vamy ki ¢ 01 nhand
phan tichdugc. Cac yéu &u déu dugc dam bao va & 05 bén déu dai dién cho % hai
long aia ngroi dan.

4.3. PHAN TICH CROMBACH'S ALPHA (CA) CHO CAC THANG PO
(kiém dinh dg tin cdy thangdo cac nhan &)

4.3.1. Kiém dinh thang do nhan % P tin cay

Hé s CA dat gia ti 0.810 > 0.6 valap(rng duoc diéu kién gia ti véi ca 5 bén
déu dat yéu du.

4.3.2. Kiém dinh thang do nhan % Chat lweng dich vu

Hé s CA dat gia ti 0.884 > 0.6 valap(rng duoc diéu kién gié ti véi ca 6 bén
déu dat yéu du.

4.3.3. Kiém dinh thang do nhan % Ddi ngii can by céng chic
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Hé sd CA dat gi& ti 0.860 > 0.6 vatap ung duogc diéu kién gia ti voi 04 bén
déu dat yéu du.

4.3.4. Kiém dinh thang do nhan % Chi phi va thei gian

Hé sd CA dat gi& ti 0.783 > 0.6 vatap ung duogc diéu kién gia ti voi 04 bén
déu dat yéu du.

4.3.5. Kiém dinh thang do nhan % Co ¢ vt chat

Hé sb CA dat gia ti 0.744 > 0.6 vatap tng duoc diéu kién gia ti véi 03 bén
déu dat yéu du.

4.3.6. Kiém dinh thang do nhan % Cham s6c va 6 tr ¢ nguoi dan

Hé sb CA dat gia ti 0.701 > 0.6 vatap tng duoc diéu kién gia ti véi 04 bén
déu dat yéu du.

4.3.7. Kiém dinh thang do nhan % S hai long

Hé sb CA dat gia ti 0.865 > 0.6 la kha cao #aptng dugc diéu kién gia ti véi
05 bién déu dat yéu du.

Véi sy dam bao diéu kién trong phan tich EFA, nhad mic d6 hai 1ong chung
duoc dua vao kém dinh do tin ciy, hé s Cronbach’s Alphatat 0.865 > 0.6, gia ir
nay trong dbi cao vadam bao ar phu hyp. Mit khac, & sb tuong quan bin tong aia
cac bén déu > 0.3 nén cac bn dugc giir lai dé tiép tuc thee hién viéc phan tich bi
quy trong quy trinh &p theo.

4.4. KIEM PINH SU PHU HQP CUA MO HINH

M6 hinh i quy boi tong quéat c6 ehg :

Y. =B+ B, Xy + B Xy + By Xy + B Xy + B X + B, X5, +U,

Can or cac gia tr sig trong lng Coefficientsdéu nhd hon 0.05 nén co th
khing dinh Sr hai long @a ngroi dan trong & dung dch w hanh chinh cong déh
tac dong boi ca 04 nhan & Do tin iy, Chit luong dch w, Doi ngi can b cong
chic, Chi phi va thi gian. M6 hinh sau khi phan tich cendg:

Yi=-0.486 + 0.178 X% + 0.386 X%; + 0.220 X; + 0.270 X%;
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Hé s5 R? diéu chinh dat gia ti 0.619 trc cho tly mé hinh gii thich duogc
61.9% thrc té.

Hé sb Durbin Watson i gia tri d dat dugc 12 2.144 (fp Xi 2) va clip nhan gia
thuyét khéng co 8 twong quan chéi bac nhit trong mé hinh.

Céac & s5 phongdai phuong sai VIF trong md hintdéu nhd hon 5 (1.651-
1.763) tk¢ hién tinhda @ng tuyén cia cac bin doc 1ap 1a khdngdang € va cac bin
trong mo hinhiugc chip nhan.

Tuy nhién, qud trinh ttt hién khao séat con gp mjt s han cké nhit dinh, do 1a:

- Nhémddi twong nghién ¢u madé tai nhim dén mai tap trung chi yéu vao ca
nhan & dung dch w hanh chinh cong.

- Pa $ nguoi dan s dung dch w hanh chinh cdng tide cac Inh wc khac
nhau \6i thoi gian han cké nén véc nhin nfn vadanh gia ¥n dé nghién ¢u chra
sau 4c.

- Do han cté cia phrong phap nén ata thé dua hét cac bén con théu vao mé
hinh phan tich.Vi &y, 38,1% thrc & chuaduoc mé hinh gii thich.
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Chwong 5
BINH LU AN KET QUA VA KI EN NGHI

5.1. BINH LUAN SU HAI LONG C UA NGUOI DAN THEO MO HINH
NGHIEN CUU

Nhan té 1: P tin cay

Két qua nghién ¢u xacdinh chit lvong dch wi hanh chinh cdngikinh hrong
boi 5 bién quan sat thac nhan & Do tin ciy véi hé sb Beta la 0,178Diéu nay c6
ngha, cac $u t anh hrong dén sr hai long khach hang cé bnh hrong boi Do tin
cay nhung ch diing & hang thir tu trong 4 nhand UBND thanh pf Kon Tum nén
quan tamién nhan é nay, nleng réu vi diéu kién chra dap ung duoc thi co i tap
trung cho 3 nharbtChat lugng, Poi ngii can B cong clirc va nhand Chi phi va thi
gian turéc.

Nhan té 2: Chit lwgng dich vu

Két qua nghién ¢u xacdinh chit lvgng dch wi hanh chinh céngikinh hrong
boi 6 bién quan sat& hé sd Beta & 0,386Diéu nay cé ngta, cac $u th anh hrong
dén ar hai 16ng khach hangit bi anh hrong boi Chét lwong dch w, vaday 1a nhan
td cain dugc UBND thanh ph Kon Tumdic biét quan tdm vi nharbtnay co & s
Beta cao niit trong 4 nhan& tacdong i sy hai long @a ngroi dan.

Nhan t6 3: Pdi ngii can b cdng chic

Két qua nghién ¢u xacdinh chit lvong dch wi hanh chinh céngikinh hrong
boi 04 bién quan sat thic nhan & Poi ngii can B cong clirc V6i hé sb Beta 1a 0,22.
Cho tHiy nhan é doi ngi can 1 coéng clirc anh hrong kh& quan tmg dén sr hai
long aia khach hang,an dugc UBND thanh ph Kon quan tanding mic.

Nhan té 4: Chi phi va thoi gian

Két qua nghién ¢u xacdinh chit lvgng dch wi hanh chinh céngikinh hrong
boi 4 bién quan séat thic nhan é Chi phi va thi gian Wi hé sb Beta la 0,27. Cho
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thiy nhan é Chi phi va ti gian céanh hréng quan tsng dén sr hai 1ong @a khéach
hang, daté cin dugc UBND thanh ph Kon quan tam én.

Phan tichdéng thoi 04 nhan ©:

Nhan 6 ludndanh gia thp nhit 1a CHit lugng dch w (mean=3.542) ning hi
lam ting mic 46 thoa man éa khach hang néil nhat: Cir ting 1don vi CLDV thi <
lam ting 0,386don vi sy hai long @a khach hang, trong kidiv nhan é dugc danh
gia cao nht lADTC (mean=3,904) thi ¢clyop plin lam ting mrc d6 thoa man i hé
s6 0,178; hai nhanétcon hi [a nhan § CP&TG (mean=3,75) va nhad &6 ngi
CBCC (mean=3,55436ng gbp vao \ic ting mrc d6 thoa man da khach hangdi
hé b tuonging 14 0,27 va 0,22.

5.2. MOT SO KIEN NGHI NANG CAO SU HAI LONG C UA NGUOI
DAN

5.2.1. Nang cadlg tin cay:

- Chi dao va giam saftoi ngi can & cong clirc thuc hién cac dch wi theodiang
cac quy trinh, quytinh, ntit 1a & tha tuc hanh chinh, &tién do giai quyét va thi
gian t& két qua, dam bao chir tin voi nguoi dan.

- Tang d6 chinh xac va gia irsr dung lau dai éa dch w hanh chinh céng.
Muén vay thi két qua giai quyét cong vec cho ngroi dan phii c6 do chinh xac cao.

- Bic biét, trong qua trinh &p nhin va xr Iy cdng vic aia ngroi dan, doi ngi
can [ cong chitc phai nam vitng va thrc hanh ét cac K ning giao tép voi nguoi
dan.

5.2.2. Nang cao cht lwong dich vu:

- Tiép nhan cac 16 so dau vaoda vading theo yéuau quydinh, bao gm cac
hd so c6 tie thay tré.

- Xacdinh rd cac khauxly cong vic va yéu au di véi ting khau.

- Pam bao cung ép day du cac thdng tin ma ngi dan dn.

- Pam bao diéu kién tiép d6n va thaido cua doi ngii cong clirc trec tiép giao

dich V6i nguoi dang muac 6t nhit.
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- Xay drng céc th tuc don gian & hiéu va & thuc hién.

- Binh mic thoi gian cly ngin nhit co the.

- Hoan ta két qua cho naroi danday du, ding thyi gian quydinh, khdng bsai
s6t va nm lan.

5.2.3. Nang cao dht lweng déi ngii can b céng chic

- Coi trong cbng tac gidout dao dirc va plm chit chinh ti choddi ngii can
cbng chirc.

- Nang cao tinh tin trach nhim, dao dac cdng w, tinh thin thaido phuc wu caa
doi ngii can B, cong clic; trach nhém aia ngroi dieng dau co quan chuy&n mén.

- Pay manh codng tactao wo, i dudng doi ngii can 1§ cdng clirc VGi chuong
trinh va i dung sat hp. Lva chon nhing can B, cong clirc c6 pam chit dao duc
tét, c6 ring hrc V& chuyén moén ngBp wu, nim chic V& tha tuc hanh chinhié tiép
nhan, giai quyét hd so tai bd phan “mot cra”, “mot cira lién thong?”.

- Nghién aru va xay dng khung mé4d céng véc aia can b cong chicc theo
ting i tri viéc lam. Quan tamdm nira dén loi ich chinhdang @a can b, céng clicc
dé ho yén tam phc wu cong tac.

- Tang arong thanh tra cdngwddi véi can [, cong cliec, nHit 1a can b cong
chirc 1am viéc & nhitng Vi tri c6 ndi quan 18 lién quandén quyén, loi ich cia ngroi
dan. Kién qugt chuyén d6i cong tacddi véi can  cong cliec khdngda nang luc,
dua ra kloi bo may nhieng ngroi ti€u arc, tham niing.

- Thanh &p bd phan tr vin va clim soc, 1B trg nguoi dan nAm xacdinh duoc
nhu du, mong mén aia ngrdi dan; 6 chec thaim do ¥ kén cia ngroi dan déi véi
tirng loai hinh dch w.

- Thyc hién tot quy ct dan chi & co 9, tao diéu kién dé nhan dartuoc tiép xtc
véi co quan cdng gudn. Throng xuyén é chirc dién danddi thoai, gop y, ptan bién
gitrta ngroi dan Wi cac @ quan nha wéc.

5.2.4. GAm bét chi phi va thoi gian
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- Phét trén dich w hanh chinhién tin UBND phrong, x&;ddng thoi xay drng
duoc hé thong Kt cdu va © sy vat chat dong bH, hién dai nhim gop plan ting sr
théa mén cho khach hang.

- Pay manh cdng tac cong khai minfath céc thi tuc hanh chinh; apuhg céng
nghé thdng tin trong gii quyét thi tuc hanh chinh rim tao thuan loi t6i da va gam
chi phi tuan th tha tuc hanh chinh cho ngi dan

- Tao mdi trong dau tir - kinh doanh lanh anh, gém thiéu chi phi khéng chinh
thiee, rat ngin thoi gian giao dch hanh chinh cho ngi dan khidén giao dch wi céac

co quan Nha néc.
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KET LUAN

Sy hai long @a ngroi dandbi véi chat luong dch w hanh chinh congua 1a
muc tiéu, vra ladong luc dé thicday qua trinh & cach hanh chinkddng thyi quado
danh gia s hai long, ném tin oia ngroi dan déi véi co quan céng qudn, aing @
niém tin d6i véi ché do. Trong Bi canh ching tatang fip trung xay ¢ng nha méc
phdp qugn x&a Wi cha nglia aia nhan dan, do nhan dan va vi nhan dan o vi
nghién ¢u sr hai long @a ngroi danddi véi chat luong dch wi hanh chinh coéng
cang c6 gia frhitu ich trong wWc phan tichdanh gia vadé ra cac chinh séch, doi
phapdé day manh ci cach hanh chinh trétia ban thanh ghKon Tum néi riéng va
tinh Kon Tum noi chung.

Trén @ s phan tich thc trang cung ép dich w hanh chinh céng trédia ban
thanh pld Kon Tum Kt hop v6i nhirng Kt luan duoc rit ra tr viéc nghién ¢u ar hai
long aia ngroi dan trong Wc ar dung dch wu hanh chinh céng trédia ban thanh
phd Kon Tum,dé tai d& dé ra nitng ham y mang tinh &jiphapdéi véi cac nha gén
ly cua thanh ph dé gop phn nang caowshai 1d6ng @a ngrdi dan trong e St dung
dich wi hanh chinh cong trétia ban thanh ghKon Tum.




