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QUY PINH BAI VIET GUI PANG CHUYEN SAN BPOI MOI VA PHAT TRIEN

1. QUY PINH CHUNG VE GUT BAI

Bai viét giri dang Chuyén san D6i méi va Phat trién 13 bai viét chua timg dugc cong bo trén bat ki tap chi khoa hoc nao
trudc d6. Tac gia khong giri bai viét dén tap chi khac khi chua c6 quyét dinh tir chdi dang cia Chuyén san.

Bai viét giri ddng dugc viét bang ngdn ngir tiéng Viét hodc tiéng Anh. Bai viét phai dwoc soan thao bang phin mém
MsWord, font chit Time New Roman, c¢& chit 12, khoang cach dong 1.3. Do dai bai viét khong qua 7000 chir.

Bai viét giri dén Chuyén san qua email: chuyensan.vid@gmail.com

2. QUY PINH VE THANH PHAN CUA BAI VIET

2.1 Tén bai bao

Tén bai bao can phai ngén gon (khong nén qua 20 chit/words), rd rang va phai phan anh noi dung chinh ctia bai bao

2.2 Tém tit bai bao

Tom tat khong dai qua 200 chit (words), phan anh khai quat nhimg n6i dung chinh trong bai bao va thé hién 16 nhiing két
qué, dong gop, diém méi ciia bai bao. Tom tat phai dugce viét bang ca tiéng Viét va tiéng Anh.

2.3. Tir khéa

Bai viét can dua ra 3 dén 6 tir khoa vé chu dé cua bai. Cac tir khoa dugce sip xép theo thir ty bang chir cai.

2.4. Gi6i thiéu hodc dit van dé

Phan gi6i thiéu (hodc dat van d&) can trinh bay: (i) Ly do thuc hién nghién ciru va tam quan trong ciia chu dé nghién ciru
(c6 y nghia nhu thé nao vé mat 1y luan va thyc tién); (ii) Xac dinh vn dé nghién ctru; (iii) Noi dung chinh ma bai bao s&
tap trung giai quyét.

2.5. Téng quan nghién ciru, co sé ly thuyét va phwong phap nghién ciru

Noi dung phan nay can trinh bay: (i) Tong hop céc cong trinh nghién ctru c6 lién quan dé qua dé chi ra khoang tréng
nghién ctru (research gap); (ii) Va/hodc Co sé 1y thuyét lién quan; va khung 1y thuyét hodc khung phén tich str dung trong
bai.

2.6. Phuong phap nghién ciru

Tac gia c6 thé lya chon phuong phap nghién ciru dinh tinh hodc dinh lugng, hodc ca hai tuy theo cach tiép can ma minh
lya chon, trong d6 can thé hién mé hinh va cac gia thuyét nghién ctru (nghién ctru dinh lugng) va/hoac thiét ké nghién
ctru dinh tinh. Trong phan nay, cach thirc thu thap dit liéu can dugc chi ra.

2.7. Két qua va thio luin

Két qua va thao luan can: (i) Dién giai, phan tich cac két qua phat hién trong nghién ciru; (ii) Rt ra mdi quan hé chung,
mdi lién hé giita két qua nghién ciru clia tac gia v6i nhimng phat hién khac trong cac nghién ctru trude do.

Déi véi mot s6 dang bai bio mang tinh chat tw van, phan bién chinh sach, y kién chuyén gia... phan nay cé thé chi tap
trung vao danh gia thyc trang van dé nghién ciru (danh gia thanh tuu, han ché va nguyén nhan).

2.8. Két luan hoic/va giai phap/khuyén nghi/ham y

Tuy theo muc ti€u nghién curu, cac bai bao can co ket ludn va dua ra giai phap hay khuyén nghi cho céc nha quan ly doanh
nghiép va/hodc cac nha hoach dinh chinh sach Xuét phat tu Kkét qua nghién cuu.

2.9. Tai liéu tham khéo

Danh muyc tai liéu tham khao duoc dit cudi bai viét, liét ké sap xep thir tyr Alphabet theo ho tac gia, tén bai Vlet/an pham
khong c6 tac gia. Chi liét ke cac tai liéu tham khao dugc trich dan trong bai. Méi tai liéu tham khao bao gdm cac thong
tin: ho tac gia, ndm xuat ban, tén tac pham, noi xuat ban. Quy chuén trinh bay mot s tai liéu tham khao:

- Sich tham khdo, gido trinh: Ho tén tac gia (nam xuét ban), tén sach/gido trinh, nha xuat ban, noi xuat ban.

- Bai bdo trén tap chi khoa hoc: Ho tén tac gia (ndm xuat ban), ‘tén bai bao’, tén tap chi, sb..., tap phat hanh, trang chira
ndi dung bai bao trén tap chi.

- Tai liéu trén World Wide Web (WWW): Tén tac gia (ndm cong bd), tén bai viét/tai lidu, truy cip ngay...thang...nam. ..,
tir <lién két dén tai liéu trén internet>

- Ludn van/Ludn én/Dé tai:) Tén tac gia (nam cong bd), ‘Tén ludn van/luan an/dé tai’, loai luan van/luan an/dé tai, noi
bdo vé luan van/luan 4n/de tai.

- Bai viét trén ky yéu hoi thao/hgi nghi: Ho tén tac gia (nam), ‘tén bai viét’, tén ky yéu hoi thao/hdi nghi, tén t6 chirc xuat
ban, noi xuét ban, trang trich dan.

- Bdo cdo ciia cdc t6 chire: Tén to chue (ndm cong bd béo c4o), tén bdo cdo, dia danh ban hanh béo cao.

Tac gia c6 thé xem day dii chi tiét quy dinh giri bai ctia Chuyén san D6i méi va Phat trién tai: https:/vidinstitute.org/
2.10. Trinh bay bang, so d6, hinh vé

Cac bang dir liéu trinh bay trong bai bao dugc ghi thong nhét 14 Bang. Céc bang dir liéu phai 1a dinh dang bang (table)
trong phan mém Microsoft Word. Cac do thi, biéu do, so do trong bai bao dugc ghi thong nhat 14 Hinh. Cac do thi/biéu
d6 dugc xdy dung tir phan mém Microsoft Excel thi tac gia can giri kém file gbc excel ctia d6 thi/biéu dd d6. Véi cac hinh
dugc lam bang cac chuong trinh d6 hoa (Corel Draw, Adobe Photoshop...) thi tic gi dinh kém file gbc. Vi cac hinh
dang anh (photo), y€u céu la file JPEG, TIF c6 d6 phan giai khong du6i 300 dpi.

Céc bang, biéu, do thi va hinh v& nén dugc trinh bay den trang, phai c6 ndi dung 1a ngdn ngir tiéng Vieét, ke ca bang, biéu,
d6 thi va hinh v& trich xuat tir phin mém xir 1y dit liéu (chang han nhu phan mém SPSS) va duoc danh s riéng biét theo
thi tu lién tuc bang chit s6 A-rap, sb thir tw dugc dit sau tir “Bang” hodc “Hinh” (vi du: Bang 1, Bang 2, Hinh 1, Hinh
2). M&i bang/hinh can phai c6 tén tuong g mé ta chinh xac noi dung ctia bang/hinh. S6 thir tu va tén bang /hinh duoc
dat ¢ vi tri phia trén cung cua bang/hinh do6 theo phuong chiéu ngang, chir in dam.

Céc bang/hinh trong bai bao phai dugc dan nguon Nguon duogc dat dudi cung cua bang/hinh, chir trinh bay in nghiéng,
khong in dam. Cac ghi chu ciing can dugc dua vao dé giai thich thém cho bang/hinh trong trudng hop can thiét.




Kinh té chau A - Thai Binh Dwong

Nghién clru cac nhan té anh hwéng dén sw
hai long cua ngwéi dan sty dung dich vu hanh
chinh coéng

Nguyén Thién Diing
Dai hoc Thuy loi
Email: dzungngt@tlu.edu.vn
Dwong Thi Thuy Ha
Hoc vién Chinh tri Quéc gia Hé6 Chi Minh
Mai Thi Ngoc Bich
Dai hoc Thuy loi — Hoc vién lop K28QLKT
Ngay nhan: 15/10/2021
Ngay nhan ban stra: 06/11/2021
Ngay duyét dang: 22/11/2021

Toém tit:

Xay dung va hoan thién Nha nude phdp quyén xa héi chii nghia Viét Nam, cdi cdch
hanh chinh nha nuoc dwoc xem la mot trong 3 nhiém vu trong tam co tinh dot pha
chién lwpc. Trong cdi cdch hanh chinh céng (HCC) Chinh Phit dd coi trong va ldy su
hai long ciia nguwoi ddn lam goc cia van d@é va la muc tiéu chinh dé nén HCC phuc vu.
Duea trén mé hinh Parasuraman (1991), nghién civu dd ké thiva va phdt trién danh gid
sw hai long ciia nguoi dan théng qua 6 nhom nhan t6: (1) Sw tin cdy, (2) Co s6 vit
chat; (3) Nang luc doi ngii can bo cong chire (CBCC), (4) Thai do phuc vu; (5) Su
dong cam;(6) Quy trinh thii tuc hanh chinh. Théng qua 420 phiéu khdo sdt vé sw hai
long voi chat luwong dich vu HCC tai Phuong 14, Qudn Go chp, TP. H6 Chi Minh,
nghién ciu da tién hanh kiém dinh Crobach’s alpha, phdn tich nhan té kham phd
(EFA) va phén tich hoi quy da bién dé danh gid vai tré anh hwéng cia cdc nhan to.
Trén co sé cdc két qua nghién civu dién hinh da khuyén nghi cdc giai phdp nham néang
cao chat lwong dich vu HCC.

Tir khéa: Chat lwong dich vu, Hanh chinh cong, Sy hai long, Phdn tich EFA

Research of factors affecting the satisfaction of citizens used
Public administrative services

Abstract:

In processing of building and perfecting the law rules of Vietnam socialist state
administration. State administrative reform is considered as one of three tasks and
breakthrough strategies. Public administrative reform needs to take the satisfaction

Chuyén san DOl MO1 & PHAT TRIEN Thang 12.2021 3



Kinh té chau A - Thai Binh Dwong

of households and people as the root of the problem solution. Based on Prarasuraman
theory (1991), this research has developed a new model to assess people’s satisfaction
through six-factor groups: (1) Reliability;, (2) Infrastructure; (3) Capacity of
administrators; (4) Attitude of administrators, (5) Sympathy of people; (6)
Administrative procedures. This research had conducted with 420 people who have
used administrative services at 14 Ward, Govap district, Ho Chi Minh city. the study
used Cronbach's alpha test and Exploratory Factor Analysis (EFA). Finally, research
also uses multiple- linear regression model to estimate the role of each factor. Based
on research results, some recommendations have been carried out to improve
administrative services at 14 Ward, Govap district, Ho Chi Minh city.

Keywords: Services quality, Public administrative services, Satisfaction, Exploratory
factor analysis (EFA).
1. Pit van dé

M&i quan hé giita chat lwong dich vu HCC va su hai long (SHL) cta ngudi dan vé dich vu HCC
1a chu @& duoc cac nha nghién ctru dua ra ban luin trong cac thap ky qua. Nhiéu nghién ctru vé sy
hai 1ong cua khach hang trong cac nganh dich vu d duoc thuc hién va nhin chung déu két luan rang
chét lugng va sy hai 1ong 1 hai khéi niém dugc phan biét. Theo Zeithaml & Bitner (2000): SHL cua
khach hang, khach hang ¢ day duogc hiéu 1a ngudi dan sir dung dich vu HCC, 1a mot khai niém tong
quat noi 1én sy hai long cua ho khi tiéu dung hay sir dung mot dich vu. Trong khi do, chét luong dich
vu 1 quan tdm dén cac thanh phan cu thé cta dich vu. Theo Parasuraman (1985, 1988): Chat luong
dich vu va sy hai long tuy la hai khai niém khac nhau nhung c6 lién hé chat ché véi nhau trong nghién
ctru vé dich vu.

Nhiéu cong trinh nghién ciru thuc tién vé mdi quan hé giira chat luong dich vu va SHL ciia
khach hang, Cronin & Taylor (1992) di kiém dinh méi quan hé nay va két luan rang cam nhan chat
lwong dich vu din dén sy hai 1ong ctia khach hang. Cac nghién ctru két luan riang chat lwong dich vu
1a tién d& cua su hai 10ng (Cronin va Taylor (1992); Spreng va Mackoy (1996)) va 13 nhan té chi yéu
anh huong dén su hai 10ng cta khach hang.

Theo Ernani Hadiyati (2014), trong nghién ctru vé tac dong cua chit lugng dich vu dén SHL
ctia nguoi dan trong linh vy hanh chinh c¢6ng da chi ra rang dich vu cong phai mang lai sy hai long
cho cong dong. C6 hai muc dich chinh cta dich vu cong: (1) Ap diat bd may hanh chinh sach s& va
xudt sic; (2) Giap Chinh phu phuc vu céng chung nhu khach hang. Khi thuc hién cac trach nhiém
nay, Chinh phu phai cung cap dich vu cong c6 chét luong cao va dich vu khach hang tot dé dat duoc
muc ti€u chinh. Nghién ctru dugc thuc hién tai cac t6 chuac Chinh phu, tai van phong hai quan va thué.
Nghién ctru cho théy chét luong dich vy, cu thé 1a: d6 tin cdy, sy dam bdo, htru hinh, su déng cam,
kha ning dap tmg, chat luong cam nhan va kha nang khoi phuc ¢6 anh huong dong thoi va mot phan
dén sy hai long cta khach hang.

Theo nghién ctru cua Ilhaamie Abdul Ghani Azmi (2010), da chi ra cong cu SERVQUAL da
dugc phan phdi cho 300 t6 chirc cong tai Malaysia nham danh gia mirc d6 chat lugng dich vu, ky
vong va cam nhan cua khach hang dbi véi céac dich vu cong tai Malaysia.
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