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KHAO SAT SU HAI LONG CUA NGUOI DAN POI VOI CHAT LUQONG
DICH VU HANH CHINH CONG TAI TRUNG TAM PHUC VU HANH CHINH CONG
VA KIEM SOAT THU TUC HANH CHINH TINH TIEN GIANG
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Tém tit: Bai viét nham lam ré cdc yéu t6 anh hieong dén sw hai long ciia nguwoi dan doi véi chat heong dich vu hanh
chinh céng tai Trung tam phuc vu hanh chinh céng va Kiém sodt thii tuc hanh chinh tinh Tién Giang. Két qua nghién ciru
cho thay, c6 6yéu 16, gom: (1) DG tin cdy; (2) Poi ngii can bé cong chire; (3) Co s vit chat; (4) Quy trinh thii tuc hanh
chinh; (5) Co ché gidm sdt va qudn Iy va (6) Chlphz va thoi gian anh hwéng dén dén Si hai long cia ngu"m dan. Tir két
qua nghién ciru, nhém tdce gia dwa ra mot sé khuyén nghi, nham nang cao sw hai long ciia nguoi dan déi véi chat heong
dich vu hanh chinh cong tai Trung tam va ndng cao mirc d¢ hai long cua nguwoi dan khi thuc hién thu tuc hanh chinh cong
tai don vi nay trong thoi gian toi.

Tir khéa: s hai long, cdc yéu t6 anh hwong dén sw hai long, chdt heong dich vu hanh chinh céng.

SURVEY ON CITIZEN SATISFACTION WITH THE QUALITY OF PUBLIC
ADMINISTRATIVE SERVICES AT THE PUBLIC ADMINISTRATIVE
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Abstract: The article aims to clarify the factors influencing citizens' satisfaction with the quality of public administrative
services at the Public Administrative Service Center and Administrative Procedure Control in Tien Giang Province. The
research results indicate that there are six factors, including: (1) Reliability; (2) Team of public officials; (3) Infrastructure;
(4) Administrative procedure processes, (5) Monitoring and management mechanisms; and (6) Costs and time, all of which
affect citizens' satisfaction. Based on the research findings, the authors propose several recommendations to enhance
citizens' satisfaction with the quality of public administrative services at the Center and to improve citizens' satisfaction

when carrying out public administrative procedures at this unit in the near future.
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I. PAT VAN DPE

Viéc ap dung Nghi quyét s 76/NQ-CP, ngay
15/7/2021 cua Chinh phu ban hanh Chuong trinh
tong thé cai cach hanh chinh nha nuéc giai doan
2021-2030, da mang lai nhiéu két qua tich cuc.
Diéu nay thé hién qua nhitng két qua cu thé, ma
tinh Tién Giang dd dat duoc. Theo d6, Chi sd cai
cach hanh chinh (PAR Index) cua Tinh nam 2023
dat 85,77 diém, ting 3,19 diém so véi ndm 2022;
xép th 50/63 tinh, thanh trong ca nudc, ting 3
béc so véi nam 2022. Chi s6 sy hai long clia ngudi
dan, to chirc d6i véi sy phuc vu cia co quan hanh
chinh nha nudc (SIPAS) cua Tién Giang nim
2023 dat 80,25 diém (ndm 2022 dat 76,56 diém),
dtng thu 47/63 tinh, thanh trong ca nudc (nam

Phan bién: 11/10/2024

Duyét dang: 15/10/2024

2022 dtng thtr 53/63 tinh, thanh) (UBND tinh
Tién Giang, 2024). Tuy nhién, bén canh nhiing két
qua dat duoc, nd luc nang cao chét luong dich vu
hanh chinh c6ng cua Tinh vin con boc 16 mot sb
han ché. Do d6, viéc nghién ctru dé dua ra cac
ludn cr khoa hoc cho 4p dung cac glal phap, nhim
tiép tuc nd luc cai thién cac chi sd trén noi riéng,
cai cach thi tuc hanh chinh néi chung, nham phuc
vu ngudi dan, doanh nghiép ngay cang tot hon 1a
rat can thiét trong twong lai.

II. NQI DUNG NGHIEN CUU

2.1 M6 hinh nghién ciru dé xuat
Khao luge cac nghién ctru lién quan, tac giai dé
xuat mo6 hinh nghién ctru nhu Hinh
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Do tin cay

H1
boi ngti CBCC
H2
Co s vit chat H3
Quui trinh thu tuc H4
hanh chinh
H5

Co ché giam sat & quan ly

H6

Chi phi & thoi gian

2.2 Phuong phap nghién ciru

Mau nghién ctru duoc giri truc tiép dén nhiing
nguoi dan khi dén thyuc hién thu tuc hanh chinh
cong tai Trung tdm hanh chinh céng tinh Tién
Giang. Phuong phap chon mau thun tién duoc sir
dung trong nghién ctru, c6 250 bang cau hoi dugc
phat ra, két qua thu vé 250 méu, trong d6 c6 240
mau cau hoi dam bao yéu ciu cua nghién ctru va
c6 10 mau khong hop 1€ da bi loai. Dit liéu nghién

Sw hai long
cia nguwoi dan

Nguon: Tac gia d¢ xuat

ctru trong bai viét duoc tac gia phan tich qua phan
mém SPSS 20.0.

2.3 Két qua nghién ctru

2.3.1. Kiém dinh Cronbach's Alpha

Bang 1 thé hién két qua kiém dinh Cronbach's
Alpha cho thiy, tit ca cac thang do déu c6 hé
sd Cronbach's Alpha > 0,6 nén cac thang do déu
kha dung, pht hop véi kiém dinh va d¢am bao su
tin cay.

Bing 1: Két qua kiém dinh Cronbach's Alpha

Bién quan sat Cronbach's Alpha
Do tin cay 0,726
Doi ngli can b cong chirc 0,852
Co s6 vat chat 0,793
Quy trinh thu tuc hanh chinh 0,641
Co ché giam sat va quan ly 0,779
Chi phi va thoi gian 0,681

2.3.2. Phan tich nhan t6 kham pha (EFA)

(Ngudn: Téng hop tir dir liéu nghién cua tac gia)

Két qua phan tich EFA cho thiy, hé s tai nhan t6 déu > 0,5 va do tin cay 1a 99% (Bang 2)
Béng 2: Tri so phwong sai trich, kiém dinh KMO va Bartlett

Eigenvalues 1,519

Tri s6 phuong sai trich 77,367%
Kiém dinh KMO va Bartlett 0,795
Miic y nghia (sig.) 0,000
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2.3.3. Kiém dinh d phui hop ctia mé hinh
Két qua kiém dinh ¢ Bang 3 cho théy, gia tri F m6 hinh hdi quy tuyén tinh bdi ctia nghién ciru
la 156,218 va gia tri cua muc y nghia <0,01, nén phu hop véi tap dir li€u va co thé su dung dugc.

bac bo gia thuyét HO. Cac hé sé hdi quy bang 0,

Béang 3: Phén tich phwong sai ANOVA

M& hinh Tong cacbinh | oo g, | Binh phuong F Mikc ¥ nghia
phuong T trung binh
Hbi quy 142,625 6 33,604 156,218 0,000
1 |Sbdu 97,375 233 0,332
Téng 240,000 240

2.3.4. Phan tich hdi quy

Céc thong s6 phan tich hdi quy cta timg bién
cia mo hinh duoc thé hién & Bang 4 cho thiy,
cac bién doc 1ap c6 mbi twong quan thuan (cong)
v6i bién phu thudc Sy hai long cua nguoi dan.

(Ngudn: Tdng hop tir dit liéu nghién cua tac gia)

Tic 13, cac bién doc 1ap thay ddi theo chiéu hudng
tang 1én, thi Sy hai long ciia nguoi dan cling tang,
gitp ho hai 1ong hon khi thyc hién céc thu tuc hanh
chinh cong tai Trung tdm phuc vy hanh chinh cong
va Kiém soét thu tyc hanh chinh tinh Tién Giang,

Bang 4: Két qua phan tich hoi quy

Hé sb
HE s0 hoi quy | hoi quy Théng ké da
Bién quan sat chwa chuan hoa dllll}an ¢ Ml’rc~ y cong tuyén
0a nghia
B | SA | g Dung 1 yip
chuan sai

(Hang s6) 0,401 10,033 0,401 12,225 10,000 1,000 1,000
Do tin cay 0,322 10,033 0,322 7,820 0,000 1,000 1,000
boi ngtit CBCC 0,379 10,033 0,379 10,626 0,000 1,000 1,000
Co so vat chit 0,216 10,033 0,216 10,475 10,000 1,000 1,000
Qui trinh TTHC 0,391 10,033 0,391 9,200 0,000 1,000 1,000
Co ché giam sat va quanly 0,348 |0,033 0,348 10,526 {0,000 1,000 1,000
Chi phi va thoi gian
F=156,218
Mtrc y nghia = 0,000

Phuong trinh hdi qui ¢6 dang sau:

Swu hai long ngwoi dan = 0,401*D9 tin cay +
0,322*P¢i ngit CBCC

+ 0,379*Co s& vat chat + 0,216 Qui trinh
TTHC + 0,391*Co ché giam sat va quan Iy +
0,348*Chi phi va thoi gian

Nhu vay cd 6 nhan t6: Do tin cay; Doi ngl
can bd cong chuc; Co so vat chét; Quy trinh
thu tuc hanh chinh; Co ché giam sat va quan
1y va Chi phi va thoi gian déu c6 anh hudng ty
1 thuan dén sy hai long cua nguoi dan khi su

(Nguon: Tong hop tir dir liéu nghién cua tac gia)
dung dich vu hanh chinh cong tai Trung tam
phuc vu hanh chinh céng va Kiém soat thu tuc
hanh chinh tinh Tién Giang. Trong 6 nhan tb
nay thi c6 nhén t do tin cay 1a quan trong nhat
trong md hinh hdi quy anh huéng manh nhat,
thir tu tiép theo D41 ngli can b cong chuc; Co
s& vat chat; Quy trinh thu tuc hanh chinh; Co
ché giam sat va quan 1y va Chi phi va thoi gian.
Nhu vay, gia thuyét H1, H2, H3, H4, H5, H6
cho mé hinh nghién ctu 1y thuyét chinh thuc
duoc chép nhan.
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Bang 5: Két qua kiém dinh cac gia thuyét

H1: Do tin cdy anh hudng cong dén sy hai long
cua nguoi dan

Puoc chap nhan (P-value<0.05)

H2: D1 ngii can bg cong chirc anh hudéng cong
dén sy hai long ctia nguoi dan

Puoc chap nhan (P-value<0.05)

H3: Co sé vat chat anh hudng cong dén su hai
long cua nguoi dan

Puoc chap nhan (P-value<0.05)

H4: Qui trinh thu tuc hanh chinh anh huéng cong
dén sy hai 10ng ctia ngudi dan

Puoc chap nhan (P-value<0.05)

H5: Co ché giam sat va quan 1y anh huong cong
dén sy hai long ctia nguoi dan

Puoc chap nhan (P-value<0.05)

H6: Chi phi va thoi gian anh huéng cong dén su
hai long ctia nguoi dan

Puoc chap nhan (P-value<0.05)

III. KET LUAN

Két qua nghién ctru lai cho thdy muc d6 hai
long trung binh ctia ting bién quan sat trong 6
nhém nhan t6 do ludng murc d6 hai long ciia ngudi
dan ddi voi chat luong dich vu hanh chinh cong
tai Trung tdm thi déu dat trén muc binh thudng
nhung mutrc hai long chua cao, vi vay tac gia da
dé xuat mot sd giai phap nham ning cao muirc do
hai long trung binh cua cac bién quan sat trén co
sO tic dong vao 6 yéu td, gdm: (1) P tin cay; (2)

Doi ngii can bo cong chirc; (3) Co so vat chat; (4)
Quy trinh thii tuc hanh chinh; (5) Co ché giam sat
va quan 1y va (6) Chi phi va thoi gian anh huong dén
dén Su hai long cta ngudi dan dbi véi chat luong
dich vu hanh chinh coéng tai Trung tAm phuc vu hanh
chinh cong va Kiém soat thil tuc hanh chinh tinh
Tién Giang. Hé s6 Beta cta 6 yéu t6 ndy cang cao,
thi Su hai 10ng ctia nguoi dan dbi voi chat luong
dich vy hanh chinh cong tai Trung tdm cang cao.
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