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MO PAU

1. Ly do chpn dé tai

Sau lon 4 ram thyc hién Luat Céng cliing, xa i héa hat
dong cong cling fai TPDN da dugc xa i dén nhin v6i nhiéu diu
hiéu tich arc. BEn anh 03 PCC théc S» Tu phap, UBND TPN da
cho phép thanhp 07 VPCC 4i 07 quin, huyén nhim dap g nhu
cau cong cltng aia nhan dan thanh plva ko didu kién cho cac giao
dich dan g dwoc nhanh chéng, ik thoi. Khach hangiugc cung ép
cac dch wi vé cdng clirng mbt cach toan @, dam bao an toan phap
ly, nhanh chéng, thm tién. Bén anh d6, biéu hién canh tranh gia
cac TCHNCC latiéu & dang nkn thy.

Dich w ¢ong cling luén gn lién voi nhu cu doi hoi ngay
cang cao @a khach hang. Cungsvsu phat trén aia th truong von,
thi trudng giao dch kit dong sin, nhu du céng cling € c6 sr phat
trién manh & Viét Nam n6i chung va BN noi riéng niim kiém
dinh sr rang va c6 tinh dh phap ly trong cac quarétdan s. Két
qua hoat dong cdng cling € anh hrong tnre tiép toi nhiéu quan B
x& hi va giao dch khac phat sinh satd. Dodo, mpi TCHNCC dn
phai hoan thén va nang cao éh luong dch w. Viéc tim ra niing
thanh pln aia chit lugng dch w, cac yu t6 han ch cing nhr
nhitng yéu t6 tcdong vao g hai long @a khach hang ladn dé dé
nang cao cit luong dch wi. Nhin thrc duoc tim quan tong aia sr
hai long @a khach hangidi voi s ton tai va phat trén cia cac
TCHNCC, nén tac gichon d& tai “Nghién ciru s hai long aia
khéch hang & dung dich w cong ching tai thanh phd Pa Ning” nhim
hoan thén va phat tén cac TCHNCC trong gidiocan hién nay.

2. Muc tiéu nghién aru

- Xacdinh cac nhanbtva xay drng cac thango hrong héa cac
nhan 6 ciu thanh s hai long khach hang congiaig va xay dng
mo hinh hai long khach hang congroly tai TPDN;

4

- Nghién @ru, phéan tichdanh gid nic d6 anh hréng aia cac
nhan 6 dén sr hai long khach hang céngiatg @i TPDN;

- Kién ngh mot sb giai phap lién quarién viéc nang cao iic
d6 hai long khach hang conguatg tai TPDN.

3. Péi twong va pham vi nghién atu

- P6i tugng nghién ¢u 1a nhing khach hanglang s dung
dich wi cbng clirng ai cAc TCHNCC trémtia ban TBPN.

- Pham vi nghién ¢u la cac PCC va cac VPCGighung la
cac TCHNCC i TPDN.

4. Phrong phap nghién @éu

Quy trinh thrc hién nghién ¢u naydugc thec hién théng qua
hai hréc chinh: Nghién ®u kham pha s dung phrong phapdinh
tinh va nghiéneu chinh tlirc ar dung phrong phapdinh hrong.

Thoéng tin thu thp duoc s dugc xir ly bang ptin mém SPSS
16.0 va AMOS 16.0. Thandp sau khidugc danh gia Bng phrong
phéap phan tich nhad kham pha EFA, &ish tin ciy Cronbach alpha
s& duoc sr dung dé phan tich nharbtkhingdinh CFA va phan tich mé
hinh du trdc SEMdé kiém dinh mé hinh nghiénia.

5. Y nghia khoa hpc va thyc tién ciia nghién aru

- Giup UBND THBN, S5 Tu phap va cac TCHNCC co6 cai
nhin toan din v& cam nhin, danh gia éa khach hangisdung dch
vu cbng cling, rim bit duoc cac nhané tac dong dén ar hai long
cua khach handdi véi dich w cong clitng va c6 niing hach dinh
cai thién chit lvong dch wi, nang caowshai long khach hang.

- M6 hinh nghiéneu nay lam o s& cing nhr la tai ligu tham
khao cho cac nghiénaai lién quan hay cac nghiéaeckhac.

6. Cau tric luan vin

Dé tai nghién éu dugc chia thanh 4 atong wi noi dung @
thé nhur sau:

Chuong 1: G o ly thuyét va thrc tién vé mé hinh nghiénieu
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Chuong 2: Plrong phap nghiéni
Chuong 3: Két qua nghién ¢u
Chuong 4: Kién ngH, dé xuat

Chwong 1: CO SO LY THUY ET VA TH UC TIEN
VE MO HINH NGHIEN C UU

1.1. Dich wi va sr hai Iong khach hang

1.1.1. Khai ngm dich wu

Theo Gronroos (1990)ich w la mbt haat dong hadic chibi
cac hat dong it nhéu co tinh cht vé hinh trongié dién ra sr twong
tac gira khach hang va cac nhan viégptikic i khach hang, cac
nguon lyc vat chat, hang héa haydthdng cung &p dich w.

Theo Zeithaml & Bitner (2000fich wi la nHing hanh vi, qua
trinh, c&ch thic thec hién mbt cdng véc naodd nhim tao gid ti St dung
cho khéch hang lamdh man nhuiu va mongloi cia khach hang.

Theo Kotler & Armstrong (2004ylich w la nhirng hat dong
hay ki ich ma doanh nghp c6 tté cong hién cho khach hang dm
thiét lap, aing & va my rong nhing quan A va hyp tac lau dai &i
khach hang.

1.1.2. Khai ngm dich vu hanh chinh céng

Theo céach u chung, hanh chinh céng la&hché thuc hién
quyén hanh phapjua chinh sach, phapauvao ciée ng.

Theo céach lu aia cac bc gia vé hanh chinh congait Viét
Nam, dch w hanh chinh céng la céc d¢tadong nhan danh céng
quyén nha mdéc dap tng yéu au cia ngroi dan fir trat tu tri an i
cac thi tuc gidy to hanh chinh nin cip gidy phép, giy ching nhin,
dang ky, céng ching, th thuc o tich, b khiu, v.v... bio dam cho
cong dan he tap, laman, sinh éng binh throng.
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1.1.3. Khai ném \é chit lwong dich wu

Theo Berry &Parasuraman, Zeithaml (1985)itdirong dch
vu 1a gr danh gia éa khach hangdvtinh siéu vt va sr tuyét voi noi
chung @a mjt thuc thé. N6 |a ndt dang aia thaido va cac B qua tir
mot s so sanh gia nhiing gidugc mongdoi va nhin thic vé nhiing
thir ta nHin duoc. CHit lwong dch wi c6 thé khai quéat 1a cacidh wi
theo quantiém cia khach hang, dhluong dch w déng ngha wi
viéc dapung mongdoi cua khach hang, #a man nhu 4u aia khach
hang. Do 1wy, chit luong duoc xacdinh ki khach hang, nin khach
hang mong mén. Do nhu &u cia khach hang thia cang, cho nén
chit lugng ding € c6 nhéu cip do tuy theoddi tugng khach hang.
Nhu vdy, chit lugng la plam trd mang tinh anquan, ty thuc vao
nhu du, mongdoi cua khach hang.

1.1.4. Khai ngm é s hai long khach hang

Su hai 10ng @a khach hang la & khach hangan ar vao
nhitng hiéu biét cia minhddi véi mot san pkim hay dch wi ma hinh
thanh nén niing danh gia hac phandoan chi quan.bé la ndt dang
cam giac & tam ly sau khi nhuawu cia khach hanguoc thoa man.
Su hai Iong @a khach hanguoc hinh thanh trénocsy nhirng kinh
nghiém dic biét, duoc tich by khi mua §m va st dung sin ptim hay
dich w. Sau khi mua vausdung sin ptim khach hangésco sr so
sanh gira hign thyc va l§ vong, tr dé hinh thanh s danh gia wa
long hay khéng wa ldong. Nu nhr khéng @n ar vao s thé nghiém
ciing nhr kinh nghém cia qua kit va hén tai thi khach hang kho co
thé dua ra y kén vira y hay khéng wa y mdt san pim hay nét dich
vu naodo.
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1.1.5. Mi quan hé gia chit lweng dich w va s¢ hai long
khach hang
Trong knh wrc dich wi, chit luong 1& nhand tacdong nhiéu

nhat dén sr hai 1ong @a khach hang (Cronin va Taylor, 1992; Yavas

et al, 1997; Ahmad va Kamal, 2002)éiNnha cungrng dch wi cung
cap cho th treong nhing dch w cé chit lugng caodép tng duoc
nhu cu khach hang thid¥c ddu nhirng doanh nglép d6 da lam hai

long khach hang. Gh luong dch wi va sr hai 1ong khach hang cé

méi twong quan chit ché véi nhau. Ct lwong dch w la nhan é c6
trugc va quit dinh sr hai long khach hang.

1.1.6. Mt s mo hinh hai long khach hang.

1.1.6.1. M6 hinh hai Idng khach hangadParasuraman

M6 hinh hai long khach hang& Parasuraman ghanh hrong
boi su thoa man clic ning va noi quan 8.

1.1.6.2. M6 hinh aft luwong dich w cia Gi-Du Kang & Jeffrey
James

Theo Gi-Du Kang & Jeffrey James (2004)atchrong dch wi
bao @m 3 khia anh: CHit luong ky thuat (Technical quality), Cht
lugng chrc ning (Functional quality) va hiniinh (image) @a cbng
ty, doanh ngtdip.

1.1.6.3. Md hinhs hai longdsi véi dich w hanh chinh cong
cua MORI

Vién nghién ¢u xa i héi hoc MORI (2004) éa Anh dai
dién cho \Van phong éi cach dch w céng théc Chinh pli dadva ra
mo& hinh nghiénteu sr hai long dch wu hanh chinh céngdd 5 nhan
t6: Papting, kip thoi, chuyén nghip, thong tin, thads caa nhan vién
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1.1.6.4. M6 hinh @t @6 hai long @a % chic, cong danisi
Vvéi chdt lwong dch w hanh chinh congit TPDN
Vién Nghién ¢u phat trén kinh €-xa hi thanh plé (2010)da
s dung md hinh SERVPERFia Corin & Taylordé danh gia cht
lwong dch w hanh chinh céng théng qua 4 nhééu Y6 ciu thanh
chit lugng dch w, bao @m: Kha ning tiép cin, kha nang dap ung,
chi phi s dung dich w, co ché giam sat, kHiu nai, t céo.
1.2. Hai ldng khach hang vich w cong clitng
1.2.1. Och wu cdng ching
1.2.1.1. Khéi iim ¢ dich w cong ching
Theo Luit cong clitng (2006)dinh nghia Cong cling 1a hat
dong dch w hanh chinh cbéng, la & cbdng cling vién @a cac
TCHNCC ching nHin tinh xAc tirc, tinh lop phéap éa hyp ddng haic
cac giao ¢th khac Bng vin ban, ma theo qugdinh aia phap lét phai
céng chirng haic ca nhan,& chic tr nguyén yéu éu cong cling.
1.2.1.2.Dgc diém dich w céng ching
Dich w cong clitng 1 hat dong dch w hanh chinh congyrt
la thyc hién mot loai dich w cia Nha meoc. i tuong aia hait dong
cobng chitng la cac bp ddng, giao dch v dan s, kinh €, thuong
mai... Céng chirng la hanh vi ¢a céng cling vién trong Wc ching
nhan tinh x&c tirc, tinh kyp phap éa hop ddng hdic cac giao ith.
Luat Céng clitng d& d6i méi hinh thic t chrc va hat dong cong
chiing theo lrong xa i hod. Hinh tikc TCHNCC ¢ dia phrong
gom c6 PCC va VPCC.
1.2.2. M6 hinh ly thuyt va céc gi thiét nghién aru
Sy hai 1ong 1a nhanjtténg quan, xem xét rh dinh aia khach
hang trongdng th cac nhan& S hai 1dng @a khach hang dh tac
dong aia hai nhand d6 1a chit luong chirc nang, chit luong ky thuat.
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Chét lwong chirc ning 1a cach thc TCHNCC cung #p dich w
cobng chirng ©i khach hangduoc do leong boi 5 thanh phn: Hiru
hinh,dam bao, aam théng,dapung, do tin cay.

Chit luong ky thuat la két qua cia qué trinh cungap dich w
cong chirng

Nguon: Tac gh
Hinh 1.7. Mé hinh ly thudt va cac gi thiét caa nghién au

Chwong 2: PHUONG PHAP NGHIEN CUU

2.1. Thét ké nghién @u
2.1.1. Plwong phap nghién gu

Nghién @ru nayduogc thec hién thdng qua hai ptong phap:

Nghién aru dinh tinh va nghiénu dinh hrgng.
2.1.1.1. Nghién:gu dinh tinh
Theo Boyce (2005), hai phng phap ch yéu cia nghién ¢u
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dinh tinh 1a tho luan nhém fp trung va pbng Vin chuyé&n sau.
Trongdé tai nay, nac dich aia nghién ¢u dinh tinh 1a tim ra nimg
nhan ¢ anh hrong dén ar hai long @a khach hangddng thyi xay
dung b thangdo phu hyp v6i dé tai nghién u va thre tién tai cac
TCHNCC tréndia ban TBN.

2.1.1.2. Nghién:eu dinh krong

Nghién @u dinh hrong dugc thuc hién théng qua pirong
phap phong van tryc tiép khach hangat TPPN, qua tng cau bi
chi tiét nhim danh gia cac thando va kém dinh md hinh ly
thuyét clng cac gi thuyét da dat ra. Nghién ¢u chinh tirc nay
duogc thye hién tai cAc TCHNCC trétia ban TBN.

2.1.2. Quy trinh nghién 4u

Buéc 1: Xay drng thangio

Buéc 2: Nghién ¢u kham pha

Buéc 3: Nghién ¢u dinh krong chinh titrc

2.2. Xay darng thangio

Sau khi nghiénieu a s Iy thuyét va xay aing thangto nhap, 6
dung ky thuat thao luan nhém (cé tham Ko v kién gido vién éng
dan) viéc hiéu chinh thangdo dugc thrc hién bing cach #n hanhdiéu
tra thr 50 khach hangdrtién hanh xay dng thangio chophu hop.

2.2.1. Thangdo lwong Vé cac Yu té ciu thanh chit lweng
charc nang

2.2.1.1. Thanglo thanh pln hizu hinh

Thangdo thanh phn hitu hinhdugc ky hiéu 1a HH va c6 6 tBn
quan satit HH1 dén HH6 (trongdé HH2 va HH3 14 hai Bh quan sét
duoc thém vaot két qua caa nghién ¢u kham pha) nih sau:
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Bang 2.2. Thangto thanh phn hiru hinh

HUU HINH

HH1: Co s3 vat chit (phong lam \éc, nha ¢ sinh, kho ru trit ho
s0...) ciia 1 chic khang trang

HH2: T6 chac codiadiém lam viec thuan tién

HH3: Té6 chic codiém giir xe an tdan cho khach hang

HH4: Codu chd ngdi cho khach hang trong khi glité giai quyét hd so
HH5: Trang thét bi (dién thai, may vi tinh ®i mang, may
photocopy, may fax.. Juoc trang b diy dua

HH6: Nhan vién cé trang pb lich sr

Nguon: Tac ga
2.2.1.2. Thanglo thanh plan dam hio
Thangdo thanh phn dam bio sau khi nghiéntu kham pha
duogc ky higu 1a DB ¢dm 8 bién quan sat, c6 ky &il tir DB1 dén DB8
(trongdo 1a DB6, DB7, DBS la 3 bn quan sattugc thém vaort két
gua ciia nghién ¢u kham pha) ninsau:
Bang 2.3. Thangio thanh phn dam bao

PAM BAO

DB1: Nhan viéndo duoc ar tin ciy voi khach hang

DB2: Nhéan vién ludn nha #h, lich sr voi khach hang

DB3: Nhan vién cé Kin thrc chuy@n momé tra 1oi cac cau hi cua
khach hang

DB4: Nhan vién c6 tinh #m trach nhgm khi giai quyét cong vic
DB5: Nhan vién gii quyét cong vic thanh tho

DB6: Nhan vién gii quyét cong vic theo thr tw ho so

DB7: Cac lai phi dugc niém yét cong khai, minh fch

DB8: C4c lai thu tuc, b so dugc niém ¥t cong khai, minh dch

Ngun: TAc gi
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2.2.1.3. Thang/o thanh pln aim théng:

Thangdo thanh phn cam théng sau khi nghiénra kham pha
dugc ky hiéu la CT @m 5 bén quan sat, co ky & tr CT1dén CT5
nhu sau:

Bang 2.4. Thangio thanh pan cam théng

CAM THONG

CT1: Nhan vién Itu rd nhu &u oy thé cua khach hang

CT2: Nhan vién luédem hi loi ich tt nhit cho khach hang
CT3: Quan tam @i quyét nhitng khé kHin cia khach hang

CT4: Uu tién gii quyét hd so truge cho ngeoi gid, ngroi tan it
CT5: To chic tao diéu kién thuiin loi theo nhu du cia khach hang

Nguon: Tac gh
2.2.1.4. Thango thanh pln dapng
Thangdo thanh phn dap tng dugc ky hiéu la DU va c6 6 Bn
quan satit DU1 dén DU6 (trongdé DU1 va DUS Ia hai 6h quan sét
duoc thém vaoit két qua cia nghién au kham phé) ninsau:

Bang 2.5. Thangto thanh phn dapung

PAP UNG

DU1: Tha tuc cdng clingdon gian

DU2: Dich wi duoc cung dp mit cAch nhanh chéng

DU3: Nhan vién thdng bao cho khach hani khi nao dch wi dugc
thuc hién

DU4: Nhan viéntapung moi yéu diu chinhdang d@ia khach hang
DUS5: Khach hangugc huéng din chi tét khi lam 1 so

DUG6: Giai quyét thoa dang cac khiu mai cua khach hang

Nguon: Tac gh
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2.2.1.5. Thanglo thanh plan ds tin ciy

Thangdo thanh phn do tin ciy (TC) sau khi tho ludn nhém
c6 4 bén quan séat va cé ky &i tir TC1 dén TC4 (trongdd, bién
quan sat TC4uoc thém vao sau khi & luan nhom).

Bang 2.6. Thangio thanh phn do tin ciy
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SU HAI LONG

PO TIN CAY

TC1: HO s cdng clitng dugc tra ding vao thi diém cam Kt

TC2: Noi dung vin ban dugc coéng clitng dang nhr nhu éu chinh
dang @ia khach hang

TC3:bam bao tinh riéng & va o mat caa khach hang

TC4: T6 chirc tuan thi gio gidc lam visc

HL1: Anh (ch) hai ldng Wi qui trinh thi tuc céng véc cia B chic
HL2: Anh (ch) hai Iong i thoi gian gii quyét cong viéc aia © chic
HL3: Anh (ch) hai long i thai d6 ing xr cia nhan vién

HL4: Anh (ch) hai long i ki nang hanh ngé caa nhan vién

HL5: Anh (ch) hai long i trdch nhém cia nhan vién khi én hanh
cbng chirng

Nguon: Tac gh
2.2.2. Thangdo lwong Vé chdt lweng ky thugt
Thangdo chit luong k§ thuat dugc ky hiéu 1a KT vaduoc do
ludng Wi ba bén quan sat KT1, KT2, KT3 nhsau:
Bang 2.7. Thanglo chit luong ky thuat

CHAT LUQNG KY THUAT

KT1: Van ban céng cling khdng sai s6tdnoi dung

KT2: Van ban céng cltng tuan tkh quy dinh aia Luat Céng clirng
va cac quyinh phap lat cé lién quan

KT3: Vin ban céng cltngduoc chip thuin tai cAc @ quan tép nhin

Ngudn: TAc gi
2.2.3. Thangdo lwong sr hai long
Thangdo sr hai longduogc chinh lai, bé sung cho phudp voi
thyc t. Thangdo nay c6 ky Hu la HL wi 5 bién quan satit HL1
dén HL5.

Ngudn: TAc gi

2.3. Nghién ¢u chinh thirc

2.3.1. Miu diéu tra

Nghién aru sr dung phrong phap cbhn mau ngiu nhién i co
mau 8,5% @a Hng $ luot st dung dch w coéng cling rim 2010
theo trng TCHNCC.Qua trinh thu thp théng tin @ kién dugc tién
hanh trong khang thyi gian vaodau thang 4/2011, tkc hién giri truc
tiép phiéu diéu tradén 447 khach hang.

2.3.2. Kt cdu bdng cau hsi khdao sat

Sau qua trinh #o luan nhom va thu tp y kién chuyén gia,
bang cau bi duoc thiét ké gdm ba plan nhr sau:

Phan | cia bing cAu Bi duoc thiét ké dé thu thp nhiing théng
tin chung ¥ s lan sr dung, laai dich w cdng clitng ma khach hang
da vadang & dung tai cAc TCHNCC va lgi hinh TCHNCCdugc
khach hangda ctpn khi céng cling.

PHn Il caa bing cau bi duoc thiét ké dé thu thp ar danh gia
cia khach hangldi véi cac nhanéd tac dong dén sr hai long @a
khach hang.

Phin 1Il cua hing cau bi 1a mot sb théng tin ca nhanua
khach hangtuoc phng Vin va cac théng tidé phan lai ddi tuong
phong Van.



15
Chwong 3: KET QUA NGHIEN CUU

3.1. Phan tichéng quan ¢ tinh hinh hat dong dia cac
TCHNCC ti TPBN

3.1.1. G cdu té chirc, o s Vit chdt, trang thiét bi

Theo béo caoim S Tu phéap,dén nay tréndia ban thanh gh
¢6 10 TCHNCC, §m 03 PCC va 07 VPCC (c6 03 VPCG@inthanh
lap cubi nam 2010 vadau nim 2011), phan & hau Hét tréndia ban
cac qén, huyn cia thanh ph.

Cé&c TCHNCC co tr so lam viéc khang trangdugc trang b
day du cac thét bi, tién nghi nhr may vi tinh,diéu hoa, ban gh t,
ké, phong tru trir hd so ... ¢ phuc wu to chic, ca nhamtén giao dch,
dem hi su hai long, tin &y caa khach hang.

3.1.2. Kt qui thwc hign dich w cong ching tai cac
TCHNCC

3.1.2.1. V¥ h6 so cong ching

Tu ndm 2007dén nam 2010, cac TCHNCC trétia ban TBN
da cong clrng duoc 189.863 \4c.

3.1.2.2. Phi céng aehng

T nam 2007dén nam 2010, éng $ phi cong cting do cacd

chirc hanh ngh céng clirng thuduoc: 55,3 § dong, Mp ngan sach:

25,7 ¥ dong

3.1.2.3.Pénh gia hat déng aia cac TCHNCC trong th gian
qua

Hoat dong aia cdc TCHNCC trédia ban thanh ghbuéc diu
da di vao ré nép. Cac TCHNCGIA gii quyét hd so cong chirng cho
coéng dan vad chrc nhanh chéngitng phap lat, daptng duoc nhu
cau cbng cling noi chung @ng nhr yéu du ddi méi cong tac éi
cach hanh chinh..iTnhiing két qua dat duoc, c6 tié noi viec xay
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dung, trién khai thrc hién phét trén TCHNCC tréndia ban thanh gh
Pa Ning da phat huy Wu qui; hinh thanhdugc mang lugi cac
TCHNCC trén 4t ca cac qén, huyn; bueéc dau dat nén moéng cho
viéc quy hach cac TCHNCC trong ritmg rim tiép theo.

3.2. Ot ligu thu thp

S6 phiéu diéu tra phat ra 1a 447 psphiéu thu \é 1a 423. Trong
tbng $ phiéu thu \&, c6 21 phiu diéu tra b loai do khong ta 16i dy
du cc cau bi trong phin khiao sat va phn yéu éu bit bupc tra 1oi.
Nhu vay, c6 402 pHiu diéu tra hoan cimh duoc dung cho nghién
ctu chinh thic, dat ty 1¢ 14 89,93%. 8 phiéu thu \é tai cac TCHNCC
khéng dréi 5% tai mét TCHNCC, néndugc chip nhin va s dung
dua vao phan tichiéu tra.

3.3. Két qua thbng ké mo 4

3.3.1. \é gidi tinh:

Trong Hng $ khach hang psng vin c6 200 khach hang la
nam chém 49.8% va & khach hanginduoc phong van la 202 khach
hang chém 44.6%.Ddng thoi ciing cho tAy rang ti I¢ khao sat rdu
theo gbi tinh khadong déu, khéng cé s chénh éch gita hai nhém
gioi tinh nay.

3.3.2. \& dj tudi

Trong Hng $ khach hang psng vin c6 128 khach hang la
trong d tudi 18-30 chém 31.8%, c6 132 khach hang émi 32.8%
dugc phvng Van roi vaods tudi tir 31 dén 40 twi. Nhom tép theo cod
d6 tudi tir 41 dén 50 twi c6 51 khach clim 22.6%, 8 khach hang
con ki nim trongdd tudi tir 51 tubi tre 18n. VGi cac khach handuoc
phong vin c6dd tudi nhu trén, chénhdch 8 ty 16 tirng do tudi khéng
qué cao, th hién tinh khach quanévquandiém aia trng do tudi
trong nhién gu.
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3.3.3. \é nghé nghiép

Két qua phan tich cho #ly, da $ khach hangiugc phbng vin
c6 ngle nghiép 1a cong nhan viénam phong, doanh ngép (chiém
dén 37.1%), #p theo la nhoém khach hang c6 Agighigp 1a cong
chie, vién chirc chiém 25.1%, nhém khach hang lam dAgtr do
chiém 21.4% éng $ khachdugc phong van, $ phan trim con hi la
cia nhém ngh nghiép khac. Khéng cé khach hang nacctdi tra 1oi
noi dung nay.

3.3.4.\¢é $ lan s dung dich w cong ching trong 1 nim qua

S6 lan gr dung dch w phd bién cia miu nghién éu roi vao 2
truong hyp: mot 1a dréi 3 lan c6 168 khach hang éni 41.8% con
hai la trén 104n c6 102 khach chin 25.4% 6 khach hang tham gia
phong vin. S5 con hi la tr 3-6 An chiém 20.6% vat 7-10 kn
chiém 12.2%.

3.3.5. \é TCHNCC maddi twong duwgc diéu tra tham gia

Trong Hng $ khach hang ping van c6 192 khach hang la lam
dich w trong ndt nim wra qua 4i PCC chém 47.8% va & khach
hang lam éch wi 6 VPCC 1a 88 ngoi chiém 21.9%, 6 khach hang
con hi 1a 1am dch wi 6 ca hai 6 chac trén chém 30.3%.Ddng thoi
ciing cho ta thy ring i 1¢ khao sat ndu theo TCHNCC khétdng
déu.

3.3.6. \é logi dich wu cong ching

Trong 402 khackiugc hoi ¢ 211 in gip cau ta 1oi lam céng
chang hpp dong chugn dich nhadat chiém 35.8% ¢ugc tinh trén
589 cau ti 1oi) hay 52.5% ¢uoc tinh trén 402 khach haniyrgc
phong Van). Loai cong chitng hop ddng vay, tié chip tai sin c6 135
cau té 1oi chiém 22.9% ¢uoc tinh trén 589 cauaroi) hay 33.6%
(dwoc tinh trén 402 khach hamdyoc phong van). Laai céng ching
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hop ddng vay, tl8 chip tai sin cé 57 cau frloi chiém 9.7% (uoc
tinh trén 589 cau rloi) hay 14.2% ¢uoc tinh trén 402 khach hang
dugc phong van), laai dich wi nay khach hang lamitrit. Con hi la
loai hop dong giao dch khac 186 caudoi trén 589 cau i 1oi.

3.4. Panh gia thangio king phan tich nhandtkham phéa
(EFA)

3.4.1. Kt qud EFA nhan % chat lwgng chirc ning

Tién hanh phan tich EFAV 29 bién quan sat. Sau qué trinh
EFA lan cWi nay, not sb bién aia cac khai @im da duoc loai bo nhung
khéng c6 8 x&o ton bién gita cac khai @im, vi \ay tén @i cac khai
niém bandau Van duoc giir nguyén, g thé cac thanh pin Chit luong
chirc ring bao gm 5 thanh pin v6i 18 bién quan sét.

3.4.2. Kt qui EFA nhan % chdt lwgng kjj thudt

Tién hanh phan tich nhah kham pha EFA cho fly cac bén
quan sat @a nhan & Chit luvong ky thuit dat yéu du cho phan tich
tiép theo.

3.4.3. Kt qud EFA nhan % s hai long chung

Két qua EFA loai bo 01 bén quan sat, conil 04 bién quan sat
cia nhand sr hai long.

3.5. Kiém dinh do tin ciy cia cac thango

Céc thangio gdm 25 bén déu c6 ¢ sb tuong quan Hin tng
lén hon 0.3 néndugc chip nhan. Ngoai ra, B sb Cronbach alphaia
tirng thanh phn lon hon 0.6 nén cac thantp dat yéu du.

3.6. Phan tich nhai khing dinh CFA

M6 hinh nay c6 Chi-square/df = 2.258 < 8igia ti p =
0.000, GFI= 0.925, CFI = 0.961, TLI = 0.98% > 0.9 va RMSEA =
0.056 < 0.08. D@6, mo6 hinh nay phudp vaoi dir liéu thi treong.
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Céc thanh pin HH, DB, CT, DU, TGdéu khéng c6 ri tuong
quan gita cac sai & cia bén quan sat nédéu dat duoc tinh don
hudng. Cac tong $ chuin héadéu dat tiéu chidn cho phép (>0.50)
va c6 y ngia thdng ké (P < 0.5), dd6 thangdo dat dugc gia ti hoi
tu.

Céc thanh pin Hiru hinh,Dam bio, Cim théng,Paping, Tin
ciy déu dat duoc gia ti phan bét. Do tin ciy tong hyp cia cac khai
niém déu kha cao ¥ 0.818) va dng phrong sai trich @ng déu dat
yéu du \é gia ti vado tin ciy.

3.7. Kiém dinh mé hinh ly thu§t bing mé hinh SEM

Két qua wéc lugng aia mé hinhdé xuat c6 gia ti Chi-square
c6 P = 0.00QChi-square = 684.285)a chi-square/df = 2.553 < 3,
RMSEA = 0.062 < 0.08, va cacidiéu TLI =0.914; CFI =0.883, GFI
= 0.923 nén ta c6 #két luan md hinh xay dng phu lop Wi dit liéu
nghién cu.

Nhan t sy hai longanh hrong i hai yéu o Chéit lugng chirc
nang va Cht lugng ky thuat. Trongdoé, nhan é chit lugng ky thuat
c6 gr tacdong manh hon wi trong $ da chudin hoa Bng 0.626, con
nhan 6 chit luong chic ning tacdong yéu hon véi trong $ da chidn
hoéa 1a 0.599. Hai nharm (Chit lvong chic ning va Cht luong ky
thuat giai thichduoc 75.1% bén thién @éa Sr hai long.

Kiém dinh gia thuyét: (v6i do tin cdy 95% hay ¢i muc y
ngha 5%)

Gia thuyét H1: danh gia ea khach hangd/Chit luong chrc
nang cang cao thiyshai long @a khach hangdvdich w céng clirng
cang bn va ngroc lai.

=> Chip nhin H1 (P_value=*** <0.05)

Gia thuyét H2: danh gia @a khach hang & chit luong ki
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thuat cang cao thiyshai 16ng @a khach hangdvdich wi cong cliing
cang bn va ngroc lai.

=> Chip nhin H2 (P_value=*** <0.05)

3.8. Kiém dinh wéc lurgng md hinh ly thu§t bing Bootstrap

Bootstrap la phong phapdy mau lai c6 thay tié trongd6 mau
bandau déng vai trd ladamdoéng. (Th & Trang, 2007). Nghiéniw
nay st dung $ lwong niu lip lai N=800, do léch tuy xuit hién
nhung tri tuyét déi (CR) lubn< 3, ta c6 th néi lado chéch l1a trong
dbi nho, khong cé y ngia thing ké&. Va nkr vay, co th két luan la
cacudc lugng trong mé hinh c6 éhtin ciy dugc.

3.9. Phan tichau tricda nhém

3.9.1. Kém dinh s khac bit theo gisi tinh

Két qua phan tich SEM cho fly sy khac bét giita hai mé hinh

khéng cé y ngia (P-value = 0.905 > 0.05). Néi cach khac la khéng

c6 sr khac bt v& Chi-square dgia hai md hinh. Ddo, ta clon md
hinh kit bién. C6 nghia la khéng c6 s khac bét trong ndi anh
huong gira chit lugng chic ning, chit lugng ky thuat dén sr hai
long gita nhdm khach hang nam va nhom khach haing n

3.9.2. Kém dinh sir khac bigt theods tudi

Két qua cho thiy P-value = 0.609 > 0.05 nén trongdng hop
nay md hinh &t bién tirng pHin duoc chon. Tic 14, nhém tdi khéng
lam thayddi cac ndi quan k¢ trong mé hinh nghiénia. C6 nglia [a
khdng c6 & khac bt trong ndi anh hrong gira chit lugng chic
nang, chit luong ky thuat dén sx hai long gira cac nhom thi.

3.9.3. Kém dinh s khac bigt theo ngté nghiép

P-value = 0.401 > 0.05, khéng cé khac bét v& Chi-square
gitta hai mé hinh. Ddo, ta clon mé hinh Bt bién. C6 ngfia 1a khéng
c6 sr khac bét trong mdi anh hrong gita chit luong chic ning, chit
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lwong ky thuat dén ar hai 1ong gita cac nhém nghnghigp.

3.9.4. Kém dinh s khac bigt theo TCHNCC

Két qua phan tich cho #ty véi nhém khach hang céng ehg
tai PCC va VPCC thiit ca cac nhand déu tacdong dén Sir hai long
cua hp (cac P-value < 0.05). Tuy nhi&hdi vi nhém kra chpn cong
ching tai ca hai 6 chac trén thi nhandétchit lugng chirc ning khdng
tacdongdén Sr hai long (c6 P-value = 0.248 > 0.05).

Chwong 4: KET LUAN VA KI EN NGHI

4.1. Tém it noi dung nghién gu

Nghién dru da xay arng mé hinhio lrong ar hai 1ong dch w
cbng chirng dugc trinh bayy cheong 1.

Phrong phap nghiéntu dugc sr dung dé xay ding, do luong
cac thangdo va kém dinh mé hinh ly thu§t (duoc trinh bays
churong 2) bao §m hai hréc: nghién ¢u kham pha va nghiénra
chinh thirc. Két qua nghién @u chinh thic duoc sr dung dé phan
tich, danh gia thanglo lvdng cac nhanéttac dong dén mic do hai
Iong aia khach hangd{rgc trinh bay trong arong 3).

4.2. Két qua nghién @u chinh vaiéng gop da nghién Gu

Hinh 4.1 cho thy sy hai long @a khach hang ¢h anh hrong
boi nhan 6: Gia ti chit lwong chic ning Wi trong $ da chidn hoa
la 0.599. Trong khité Gia ti chit lugng ky thuit vai trong & da
chuin héa cao bn 1a 0.626.
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Chat hrong
chire nang

Chat lwong
Ly thuat

Nguon: Tac gh

Hinh 4.1. M6 hinhtanh gia & hai long d¢ia khach hang

4.2.1. Nhing két lugn vé nhan  chét lweng chic ning

Theo nhr két qua bang trung binhtanh gia éa khach hangéi
véi thanh plan chit lugng chrc ning, TCHNCC @én tap trungdau tu
va aii thién cac vin dé sau: CAc kitu mi caa khach hang; Tthtuc
ho so dé cong cliing hyp dong, giao dch; viéc théng tin cho khach
hang bét khi dich w s3 dugc thee hién; heéng din chi tét cho khach
hang khi lam B so tai caic TCHNCC...

4.2.2. Nhing két lu@n vé nhan % chit lwgng ky thugt

Theo Kt qua & chrong 3, nhan& Chit lugng ky thuat anh
huong manh dén ar hai long @a khach hang. Céng ¢hg 1a dch w
phap ly nén éu chuyén mon khéngt, cac vin ban cdng cling co
phét sinh sai s6tévnoi dung va khéngtuoc cac o quan tép nhin
van ban céng cling cHip nhin khach hangéskhéngdén coéng cling
tai TCHNCC d6 nixa. Dod6, chit lvong K thuat tacdong manh dén
s hai long @a khach hangisdung dch w céng cling.
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4.3. Cac Kn ngh lién quandén nang caos hai long @a
khach hang:

4.3.1. Kén nghi nang cao clt lwgng ky thugt

S6 Tu phap nén pbi hop wi cac TCHNCCdé t6 chic sinh
hoat nghép wu cbng clirng dinh ky hang thang, quy vaam chodoi
nga céng clitng vién va chuyén vién cac TCHNCC.

So Tu phéap pbi hop vsi cdc TCHNCCdé xuat UBND TP
trién khaiwng ding trén toan & cac TCHNCC pin mém ngin chin
cho cac TCHNCC.

S¢ Tu phap én throng xuyén & chic cac cac thanh tra, Km
tra WV t6 chic va hat dong coéng cting dinh ky hang thang, quy,
nam. Qua hat dong thanh tra, Kim tra, nliing vu diém, nhing mit
lam duoc aia cac TCHNCC an dugc biéu drong trong céc & luan
kiém tra, thanh traddng thyi mot sb nhiing han ché, thiéu sét & i
ching, hru trix hd so, thi tuc cdng cling hop dong, giao dch, sra i
ki thut... cin duoc thanh tra, Kim tra chi ra a1 thé va yéu éu cac
TCHNCC chin chinh khic phuc, rat kinh nghém nhim nang cao
chit lugng ky thuat cia dch w céng ching.

4.3.2. Kén nghi vé chit lweng chirc ning

4.3.2.1. Nang cao trindé nghiép w cua cbng cking vién,
nhan vién

Céac TCHNCC én cha tong cong tac & dudng chuyén mén
nghiép wu cho céng chng vién, nhan viéndé kip thyi nim bét tinh
hinh, phong niia cac sai pdm ding nhr cac \in dé vuéng mic vé
chuyén mén nglép wu cong clieng.

4.3.2.2. Ting arong cong tac gii quyét khiéu ngi, té céo

TCHNCC dn t chic tiép dan throng xuyén, kp thoi nam bét
nhitng y kién cong dan,& chac phan anh,ddng thoi tap trung gai
quyét nhanh chong, it diém cacdon thr khiéu nai, t6 céo ktic phuc
nhitng ©n tai, khéng cédon thr ton dong. Cac TCHNCC an tap

24

trung mo s theo ddi, th 1y don thr khiéu mai, té céo; tép nhin va
xtr ly cac khéu mai, t6 cdo théng qududng day néng, ép thr gop v,
s6 gop ydé xir ly nhitng thdng tin lién quandvbiéu hién cia hanh vi
nhiing nhéu, tiéu arc, voi inh aia nhan vién thac don vi minh.

4.3.2.3. 'ing arong cbng khai vaion gian héa cac th tuc
hanh chinh.

Trong thyi gian dén dé tha tuc cong cling don gian hon, cac
TCHNCC néndién céc thong tin trongrhg biéu miu cia b so lam
vi du gilp cho khach hang khiép can dich w dé dang, htu phai
lam thé nao va hoan thankbtso nhanh chéng. a chon nhing nhan
vién c6 ring lyc chuy@n mén h@ 6 chrc dao ho, bdi dudng ©
chuyén mén, nghp wu cho nhan vién lam §c tai bo phan nhan hb
so, didu nay gop pin lam cho \éc giai thich, hrong din tha tuc, b
so 16 rangday da cho khach hang.

4.3.2.4. Nang cao @h lwong Fé thong @ s vat chat, trang
thiét bi.

Cac TCHNCC phi tién hanh nangép, dra chia tu so [am
viéc, trang b thém céc thit bi nhr may tinh, ban gh quat, diéu hoa
dé phuc wvu cho nhan dadén cong cling hop ddng, giao dch, dem
lai sir hai long, tin &y cho khach hang.

4.4. Han ché va hrong nghién au tiép theo

M6t 1a, nghién ¢u ch duoc thrc hién ddi véi cac khach hang
s dung dch wi céng clitng i cac TCHNCC trértia ban TN nén
kha ning ©Hng quat héa aka cao. Hai 1a, nghiéniao nay dugc thrc
hién i TPDN vai d6 16n caa miu viradu cho phéan tich mé hinbrig
quat va mod hinh riéng trong phan t&hnhom.Ba 1&, nhtac gi dugc
biét, thi day 1a nét trong nhiing nghién Gu dau tién \& sy hai long
dich w cong ctitng. Dodd, cac khai iim do leong c6 the con nsi mé
V6i nguoi duoc didu tra nén it nldu anh hrong dén do tin ciy caa cac
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cau ta |oi. Bén 14, nghién ¢u ch méi tap trung vao b phin khach
hang ca nhanua cac TCHNCC afma tép cin dugc khach hang la
nhitng © chirc, doanh ngldp nén clva danh giaduwoc mic d6 hai long
cua by phan khach hang nay. & 1a, nghién ¢u ch méi tap trung
danh gia g hai long @a khach hanguisdung dch w cong cling néi
chung ma cha nghién ¢u theo tng laai dich w cu thé véi tinh
phac tap khac nhau&chirc ning ding nhr tinh cHit dich w.

KET LUAN

Nghién au sr hai long khach hangéwdich w coéng cling la
mot trong nhitng @ sv dé cac TCHNCC ndi riéng va lantao S Tu
phép, l1dnhiao UBND TP thanh pb néi chung xactinh thrc trang
nang luc cungirng dch wi va hréng dén viéc hoan thin trong trong
lai.

Viéc thyc hién tt cac yéu au, muc tiéu cunging dch w
cong chirng gép phn cii thién hinhanh rén hanh chinhdgam bao
tién d6 ké haach aia Chrong trinh Gi cach thi tuc hanh chinh trén
cac fnh wrc cia thanh ph... 1a nhané tich arc trong qué trinh xay
dung va phat tén thanh ph thoi ky cong nghép hda - hén dai hoa
dat nuéc.

Trén @ sy &p ding cac thangio ciu thanh éa nhan & chit
lwong dch wi, mbi quan I giita cHit lugng dch wi va sr hai long
khach hang, Lan vin da xacdinh cac nhandttacdong dén sr hai
long khach hangubng héa s tacdong aia tirng nhan ¢ déi voi su
hai long khach hang, hinh thadhoc mé hinh nghiénwu dau tién
cua gr hai long khach hangéwlich w cdng clitng ti TPDN. Thong
qua véc danh gia thanglo luong cac nhandttac dong dén mac do
hai long @a khach hang théng qua phan tich nhéirkhidm pha
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(EFA), k¢ b tin ciy Cronbach’s alpha, phan tich nhérkhing dinh
(CFA) va kém dinh sr ph lop cia md hinh Iy thuét bing md hinh
ciu tric tuyn tinh SEM,uéc lugng Bootstrap va phan ticlc trac
da nhom cho thy cac yu t ciu thanh va th tw sy hai long @ dich
vu cbng cliing trong tng ¢om: CHit lugng ky thuat va chit luong
chirc ning (dam bao, daping, am théng, kku hinh, tin @y).

Két qua nghién &u ar hai 1ong @a khach hang & dich w
cobng chirng @ ban phu fp wi két qua khao sat khach hanguéc
khi tién hanh phan tichidliéu. Trén o s két qua nghién ¢u, Luin
van dé xuat mot s kién ngh nhim nang caows hai long khach hang
d6i vai dich w cong cling.

Vé co ban, cac mc tiéu nghién ¢u dit ra chodé tai da dat
dugc & mdt mac do nhit dinh. Tuy nhién, qué trinhde hién vin boc
16 nhiéu han cté, 1am cho nitng nhing Kt luan cia mé hinhiuoc dé
Xuit trongdé tai chra thrc ar thuyét phuc. Gin tiép tuc hoan thén va
sira chira nhing thiéu sét, nim nang cao ¢n nia chit lugng va y
ngHa thrc tién cia dé tai.



