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Tom tit: Bai viét phan tich chdt lwong phuc vu nhdn dén trong mo hinh chinh quyén dia phwong hai cap tai xd Chi
Dam, tinh Phu Tho dwoi goc do tam ly glao duc. Trén co s6 tiép cdn lién nganh giita qudn tri céng va tam 1y hoc xa hoi,
nghién cvru lam ro vai tro cua cdac yeu 16 tam Iy nhw nhdn thire, thai dg, hanh vi ciia can bg cong chirc va nguwoi ddn trong
qud trinh cung ung dzch vu céng. Pong thoi, bai viét nhan manh vai tro ciia gido duc, boi dwéng ning lyc, dao d‘wc cong
vu va ky nang giao tiép hanh chinh trong viéc ning cao hiéu qua phuc vu. Théng qua phan tich thiee tién, bai viét chi ra
nhitng han ché vé tam Zyphuc vu, nang lwc chuyén mon va nhdn thirc cong dan, tiv @6 dé xudt cac giai phdp mang tinh gido
duc nham cdi thién chat lwong phuc vu nhan dan, gép phan xdy dwng nén hanh chinh phuc vu, chuyén nghiép va nhéan van.

Tir khéa: Chat lwong phuc vu; tam Iy — gido duc; chinh quyén dia phwong hai cap; dich vu cong; xi Chi Pdm.

IMPROVING THE QUALITY OF SERVICE TO THE PEOPLE FROM A
PSYCHOLOGICAL AND EDUCATIONAL PERSPECTIVE IN THE TWO-TIER
LOCAL GOVERNMENT MODEL IN CHI DAM COMMUNE

Abstract: This article examines the quality of public service delivery within the two-tier local government model in
Chi Dam commune, Phu Tho province from a psychological and educational perspective. Based on an interdisciplinary
approach combining public administration and social psychology, the study clarifies the role of psychological factors
such as awareness, attitudes, and behaviors of public officials and citizens in the process of public service provision.
It also highlights the importance of education and training in enhancing professional capacity, public service ethics,
and administrative communication skills. Through empirical analysis, the paper identifies key limitations related to
service-oriented mindset, professional competence, and citizens’ awareness. Accordingly, it proposes educational-oriented
solutions to improve service quality, contributing to the development of a professional, people-centered, and humane public

administration.
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I. PAT VAN DE

Trong bbi canh cai cach hanh chinh va xdy dung
Nha nude phuc vu ¢ Viét Nam hién nay, vi¢c nang
cao chét lugng phuc vu nhan dan dugc xéac dinh la
mot trong nhitng nhiém vu trong tim, xuyén sudt
cua hé théng chinh tri. Dac bi¢t, trong tién trinh
sap xép, tinh gon to chirc bd may va hoan thién
mo hinh chinh quyén dia phuong hai cap, yéu cau
dat ra khong chi dung lai ¢ viéc bao dam hi¢u luc,
hiéu qua quan ly nha nudc ma con phai huong téi
nang cao mirc d6 hai long ctia nguoi dan — chi thé
trung tam cua hoat dong cong vu.

Thuec tién cho thiy, chit lwong phuc vu nhan
dan khong chi phu thudc vao yéu té thé ché, quy
trinh hay co cu t chirc, ma con chiu sy chi phéi
manh mé& ctia cac yéu té tam 1y — gido duc. Do 1a
nhan thuc, thai do, dong co va hanh vi ciia d1 ngli
can by, cong chuc trong qua trinh thuc thi cong
vu; dong thoi 1a nhan thirc, ky vong va mic do
hop tac cua nguoi dan khi tham gia vao qua trinh
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tiép can va sir dung dich vu cong. Nhitng yéu t6
nay c6 thé thuc day hodc can tré hiéu qua ctia hoat
dong quan tri cong, nhung trong nhiéu nghién ctiru
va thyc tién trién khai, lai chua duoc quan tim
ding muec.

Dbi véi cap €O s0, noi truc tiép tiép xtic va  gidi
quyét cac nhu cau thiét yéu ctia ngudi dan, yéu to
tam 1y va gido duc cang cd y nghia dic biét quan
trong. M6 hinh chinh quyén dia phuong hai cép
dang dit ra yéu cau cao hon d6i v6i nang luc phuc
vy, k¥ ning giao tiép hanh chinh cling nhu dao
dirc cong vy cua doi ngii can bo cap x4. Dong thoi,
trong bdi canh chuyén doi sb va gla tang tuong
tac hanh chinh trén méi truong sd, nhimng van dé
nhu niém tin, sy hai long, cam nhan cong bang
va minh bach ctiia ngudi dan ngay cang tré thanh
thude do quan trong ddi v6i chat lugng quan tri.

Xa Chi Bam, tinh Pht1 Tho 1a mét don vi co s&
dang trong qua trinh thich ing véi nhiing thay do6i
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ctia mo hinh t6 chirc chinh quyén va yéu cau cai
cach hanh chinh. Viéc nghién ctru, danh gia chat
lugng phuc vu nhan dan tai dia phuong nay dudi goc
do tam 1y — gido duc khong chi cé y nghia phan anh
thyc tidn ma con gop phan bo sung cach tiép can méi
trong nghién ctru quan tri cong ¢ Viét Nam.

Xuét phét tir nhitng van d& néu trén, bai viét tap
trung phan tich cac yéu t6 tam 1y — gido duc tac
dong dén chét lugng phuc vu nhan dan trong mo
hinh chinh quyén dia phuong hai cap tai xa Chi
Dam; tir 6 dé xuat cac giai phap nham nang cao
hiéu qua phuc vu theo hudng chuyén nghiép, nhan
van va ly ngudi dan 1am trung tam.

I1. NQI DUNG NGHIEN CU'U

2.1. Co'sé' 1y luén vé chit lwgng phuc vu nhin
dan trong mé hinh chinh quyén dia phwong hai
cAp dwéi goc dd tam Iy — gido duc

Trong khoa hoc quan tri cong hién dai, chét
lugng phuc vu nhan dan khong con dugce hiéu don
thuan 1a mic d6 hoan thanh thi tuc hanh chinh
theo quy dinh phap luat, ma da dugc md rong
thanh mot pham tri phan anh trai nghiém tong thé
cua nguoi dan ddi véi hoat dong ctia by may hanh
chinh. Didu nay bao gém ca yéu té hiru hinh (thoi
gian xir 1y, chi phi, tinh minh bach) va yéu to vo
hinh (cdm nhan cong bang, thai d¢ phuc vy, niém
tin thé ché).

Trong bbi canh t6 chuce chmh quyén dla phu’orng
hai cap, khi cap xa tré thanh cap tryc tiép tiép xuc,
giai quyét phan 16n cac nhu cau hanh chinh co ban
ctia nguoi dan, thi chat luong phuc vu khong chi
14 “dau ra hanh chinh” ma con 1a biéu hién cu thé
ctia nang luc quan tri & cap co so. Do do, viée tiép
can van dé nay can vuot ra khoi khung phan tich
thuan tiy hanh chinh — phap 1y, chuyén sang cach
tiép can lién nganh, trong d6 ndi bat 1a goc d6 tam
Iy — gido duc.

Trudc hét, xét vé ban chét, hoat dong phuc vu
cong 1a mot dang twong tac xa hoi co tinh quyén
luc mém, noi can b, cong chirc va nguoi dan
tham gia vao qua trinh trao d6i thong tin, xir Iy
yéu cau va thuc thi quyén — nghia vu. Trong qué
trinh d0, hanh vi cta cac chu thé khong chi chiu
su chi phéi cua quy dinh phap luat, ma con bi tac
dong manh mé& boi cac yéu td tim 1y nhu nhan
thtrc, thai d9, cam xuc va dong co.

Dbi voi doi ngii can bd, cong chirc cap X3, yéu
t6 tam 1y thé hién trudc hét & nhan thic vé vai tro
cong vu. Néu can bd nhéan thirc minh 1a ¢ ‘ngudi
thuc thi quyén luc” thi hanh vi d& nghiéng vé
kiém soat, ap dat; nguoc lai, néu nhan thirc minh

1a “nguoi phuc vy thi hanh vi s& hudng téi hd
trg, dong hanh cing nguoi dan. Pay chinh 1a diém
chuyén d6i cot 18i tir mé hinh hanh chinh quan 1y
sang mo hinh hanh chinh phuc vu.

Bén canh do, thai do cong vu la yéu td c6 tac
dong truc tiép dén chét luong phuc vu. Thai do
ton trong, ling nghe, giai thich r6 rang khong chi
gilip gidi quyét cong viéc hiéu qua ma con tao
dung niém tin xa hoi. Nguoc lai, thai do tho o,
thiéu trach nhiém c6 thé 1am gia ting cam giac bi
d6i xtr bat cong, tir d6 lam suy giam niém tin ciia
ngudi dan vao chinh quyén.

Ngoai ra, ddng co cong vu ciing 13 yéu t6 quan
trong. Khi dong co lam viéc cua can b gin voi
gia tri phuc vu xa hoi, ho c6 xu hudéng chu dong,
sdng tao va tan tam hon. Ngugc lai, néu dong co
mang tinh déi pho hoac vu loi, chét luong phuc
vu kho c6 thé duoc cai thién bén viing. O chiéu
nguoc lai, yéu té tim 1y ctia nguoi dan ciing dong
vai tro khong kém phan quan trong. Niém tin thé
ché, ky vong vé dich vu cong va mirc do hiéu biét
phap luat s& anh huong tryc tiép dén cach nguoi
dan tiép can va danh gia hoat dong ciia chinh
quyén. Mot nguoi dan c6 hiéu biét day du va niém
tin tich cuc s€ c6 xu hudng hop tac, tuan thu va
danh gi4 cong bang hon; trong khi d6, tam 1y nghi
ngd hodc thiéu thong tin ¢ thé din dén thai do
tiéu cyc, thdm chi xung dot trong qua trinh giao
dich hanh chinh.

Trong mdi quan hé do, gido duc giit vai tro nhur
mot co ché diéu chinh va dinh huéng hanh vi.
Gido duc ¢ day khong chi 1a dao tao chuyén mon
ma bao gém ca gido duc dao duc cong vu, gido
duc k§y ning giao tiép, va gido duc nhan thic cong
dan. Thong qua gido duc, cac chudn muc hanh vi
dugc hinh thanh va cing cb, gop phan tao nén mot
nén hanh chinh chuyén nghiép va nhan van.

Tir nhitng phan tich trén c6 thé khing dinh
rang: chat lugng phuc vu nhan dan 13 két qua cia
su twong tac giita thé ché hanh chinh va yéu t6
tam 1y — gido duc ctia cac chii thé tham gia. Pay
chinh la co s¢ l}'/ ludn quan trong dé phan tich thuc
trang va dé xuat giai phap trong bdi canh chinh
quyén dia phuong hai cap hién nay.

2.2. Thye trang chit lrgng phuc vu nhéan dan
tai xa Chi Pam dwéi géc do tam ly — gido duc

Trong nhiing niam gan day, xi Chi Dam, tinh
Pht Tho da c6 nhiéu nd lyc trong cai cach hanh
chinh, ddc biét 1a trong viéc t6 chirc lai bo may va
nang cao chit luong cung ung dich vu cong theo
dinh hudéng cia mo hinh chinh quyén dja phuong
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hai cdp. Cac thu tyc hanh chinh timg budc duoc
chuan hoéa, co ché “mot cira” duoc duy tri, gop
phan giam thoi gian va chi phi cho ngudi dan.

Tuy nhién, khi tiép can dudi goc do tam Iy —
gido duc, chat lwong phuc vu tai dia phuong van
boc 16 nhing van dé mang tinh chiéu sau.

Trude hét, vé phia cén by, cong chuc, co thé
nhan thiy sy chuyén bién vé nhan thirc nhung
chua thuc sy dong déu. Mot bo phan can b6 da co
y thirc chuyén tir “quan 1y” sang “phuc vy”, song
van ton tai tim 1y hanh chinh truyén thong, coi
trong thu tuc hon trai nghiém cua nguoi dan. Diéu
nay dan dén cach g xtr con mang tinh may méc,
thiéu linh hoat trong nhitng tinh hudng cu thé.

Dic biét, ky ning giao tiép hanh chinh — mot
yéu t6 mang tinh tdm 1y rd nét — con 1a diém han
ché. Trong nhiéu truong hop, viéc giai thich quy
trinh, hudng dan ho so chua rd rang, gdy kho khan
cho nguodi dan. Khoéng it tinh hudng, nguoi dan
phai di lai nhiéu 1an khong phai do quy dinh phtc
tap, ma do cach truyén dat chua hi¢u qua.

Vé dong co va trach nhiém cong vy, mac du da
sO can bo thyc hién dang chie trach, nhung van con
hién twong 1am viéc theo 16i mon, thiéu chu dong hd
tro nguoi dan. Didu nay phan anh sy thiéu hyt trong
gido duc dao dirc cong vu va van hoa phuc vu.

O chiéu nguoc lai, nguoi dan tai dia phuong
ciing chiu tac dong ctia nhidu yéu té tim ly. Mot
bo phan nguoi dan con ¢6 tam 1y e ngai khi tiép
xuc voi co quan hanh chinh, dac biét 1a nguoi cao
tudi hodc nguoi co trinh do tiép can thong tin han
ché. Pidu nay lam giam tinh chu dong trong viéc
thyc hién cac thu tyc hanh chinh.

Ngoai ra, niém tin vao hiéu qua giai quyét cong
viéc cua chinh quyen chua thyc su vimng chic ¢
mot s6 nhom ddi twong. Khi ky vong khong
duoc dap ung, ngudi dan dé hinh thanh tam 1y
so sanh, nghi ngo, tr d6 anh hudng dén mirc
d6 hai long. Trong bdi canh chuyen d01 s6, viée
trién khai dich vu cong truc tuyén tai cip x4 ciing
gip nhitng rao can tdm 1y ddng ké. Ca can bo va
ngu(‘wi dan déu chua thuc su sin sang vé k¥ ning
s0, ddn dén tam 1y e d¢, ngai thay d01 Day la mot
minh chung rd rang cho thay yéu t tam Iy — gido
duc c6 thé tré thanh “nat that” trong qua trinh cai
cach hanh chinh.

Nhirng han ché trén xuat phat tir nhiéu nguyén
nhan, trong do ndi bat la: cong tac dao tao, boi
dudng chua chi trong day dii dén yéu t6 tam 1y va
k¥ ning mém; moi truong hanh chinh chua tao du
dong luc cho van héa phuc vy; va hoat dong gido
duc cong dan chua thyuc sy hi€u qua.
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2.3. Giai phap nang cao chit lwgng phuc vu
nhan dén tir tiép cin tam 1y — gido duc

DPé nang cao chit luong phuc vu nhén dan
trong mo hinh chlnh quyén dia phu’ong hai cép tai
xd Chi Pam, can trlen khal mot hé théng giai phap
dong bo, trong d6 yéu té tam 1y — gido duc dong
vai tro trung tam.

Trude hét, can d6i méi manh mé cong tac dao
tao, boi dudng can bo theo hudng tich hop giira
nang luc chuyén moén va nang luc tam 1y — xa hoi.
Noi dung dao tao can chu trong dén k§ ning giao
tiép hanh chinh, k¥ niang xir 1y tinh hubng, ciing
nhu gido duc dao dic cong vu. Quan trong hon,
can hinh thanh “tu duy phuc vu” nhu mdt gié tri
cdt 13i trong hoat dong cong vu.

Thir hai, cin xdy dung van hoa hanh chinh
phuc vu tai cip co sé. Van hoa nay phai dugc thé
hién thong qua cac chuan myc hanh vi cu thé nhu
ton trong, minh bach, trach nhi¢m va than thién.
Viéc xdy dyng vin hoa khong chi dimg & khau
hiéu ma can gin véi co ché danh gia, khen thuong
va ky luat 10 rang.

Thir ba, can ting cudng gido duc va truyén
thong d6i voi nguoi dan nham nang cao nhén thirc
phap luat va ky nang tiép can dich vu cong. Diéu
nay khong chi giup nguoi dan thyc hién quyén
va nghia vu mot cach hi€u qua, ma con gop phén
tao ra sy tuong tac tich cyc giita chinh quyén va
nguoi dan.

Thir tu, trong bdi canh chuyén dbi s, can két
hop gitra cong nghé va gido duc. Viéc trién khai
dich vu cong tryc tuyén phai di kém véi hudng
dan, hd tro cu thé dé giam thiéu rao can tam ly.
Dong thoi, cin nang cao ning lyc sé cho can bd
va nguoi dan, coi day 1a mot ndi dung quan trong
cua giao duc hi¢n dai.

Cubi cung, can tao dung niém tin x4 hoi thong
qua viéc nang cao tinh minh bach va trach nhiém
giai trinh. Khi nguoi dan cdm nhan dugc su cong
bang va hiéu qua trong phuc vy, ho s& hinh thanh
niém tin va thai do hop tac tich cuc, tur d6 tao ra
mot vong ldp tich cuc trong quan tri cong.

1. KET LUAN

Trong bi canh d6i mdi mé hinh chinh quyén
dia phuong theo hudng tinh gon, hi€u lyc va hiéu
qua, viéc nang cao chét lwong phuc vu nhan dan
tai cap co s khong chi 13 yéu cau quan trj ma con
1a tiéu chi phan 4nh ban chit ciia nén hanh chinh
phuc vu. Thong qua tiép can tam Iy — gido duc, bai
viét da chi ra rang chat lugng phuc vu khong don
thuan phuy thudc vao thé ché, quy trinh hay t6 chirc
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bd may, ma chiu su chi phéi sdu sic boi céc yéu
tb lién quan dén nhan thue, thai do, hanh vi cua ca
can bd, cong chirc va nguodi dan.

Trén co s¢ phan tich 1y luan va thyuc tién tai
x4 Chi Pam, tinh Pha Tho, c6 thé théy ré‘mg
nhirng han ché trong chat luong phuc vu hién
nay khong chi xuét phat tir yéu t6 k¥ thuat hanh
chinh, ma con bat ngudn tir nhitng rdo can tam 1y
va han ché trong cong tac gido duc, bdi dudng.
Tam 1y hanh chinh truyen théng, k¥ ning giao
tiép chwa dap ing yéu cau, cung voi mirc do
nhan thic va niém tin ctia ngu(n dan chua dong
déu da anh huong tryc tiép dén hidu qua cung
ung dich vu cong.

Vi vay, nang cao chat luong phuc vu nhan dan
can dugc tiép cdn nhu mot qua trinh tong hop,

trong d6 cai cach hanh chinh phai gan véi doi
moi gido duc cong vu va tac dong dén yéu té tam
ly xa hdi. Viéc xay dung doi ngti can bd co6 nang
luc chuyén mon, c6 dao duc cong vu va tinh than
phuc vuy; déng thoi nang cao nhan thuc, ¥ thic
cong dan ciia nguoi dan sé tao nén tang vimg chic
cho viéc hinh thanh mot nén hanh chinh chuyén
nghiép, hién dai va nhan van.

Nhin rdng hon, tiép can tam ly — gido duc
khong chi gop phan lam sau sic thém 1y luan vé
quan tri cong ma con mad ra hudéng di moi trong
thuc tién cai cach hanh chinh ¢ Viét Nam, dic biét
& cap co s — noi truc tiép gin bo véi doi séng cua
nguoi dan. Day chinh 1a diéu kién quan trong dé
hién thyc hdéa muc tiéu xay dung Nha nude phuc
vy, ldy nguoi dan 1am trung tam.
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