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PHAN MO PAU

1. Ly do nghién aru

Xa hoi phat trén danh du bang chit luong cac hat dong cung
ung va traoddi san ptnm dch w trén th truong théng qua € ché
diéu hanh, qan ly cua Nha méc. Mot trong nlirng theéc do quan
trong danh gia § cai thién ocia mdt t6 chic, doanh ngltp 1a sr hai
long khach hang. Bh w hanh chinh cong ngay cadgoc chu tong,
thé hién sr phat trén cia rén hanh chinh opc gia, dia phrong. Hién
nay, dch w dang ky kinh doanba Nang da vadangduogc chu tong
dau tr moi mat, dén nay thanh phco trén 11.800 doanh nghi haat
dong theo Lt Doanh ngtﬁp, tong won ding ky dat 28,5 ngan it
dong, doanh ngllip moi ra doi gop ptﬁn dap tng muc tiéu xay
dung va phat tén thanh ph trong thyi ky cong nghip hoé - hén dai
hoadat nuéc. Haat dong cung ap dich w DKKD da kip thoi dapu:ng
nhu du aia cong dan Ot chc, gop plin rat n@n thoi gian gia nfdp
thi truong aia cac doanh ngép bapung muc tiéu xay ang va phat
trien thanh ph trong thoi ky cong ngh&p hoé - hén dai hoadat nuse
thdng qua s hinh thanh va phat ém cia cac doanh ngép, Viéc i
thién va nang cao éhluong dch wi PKKD la can thiét. Yéu éu xac
dinh thrc & mac do hai long khach handé nang cao cit luong dch
vu 14 @ s @ thuc hién muc tiéu trén.

Tai Viét Nam, vEc danh gia nic do hai long lrge dau duoc
trién khai chi yéu & cac doanh ngBp, cacdon vi hanh chinh téln
khai thidiém & thanh pld Ho6 Chi Minh, Ha N, Ving Tau... & Ké
hoach vabau tr thanh plé Da Nang da nghlen ¢u danh gia nirc do
hai long @a cong dan,otchirc ve mo hinh “ndt ca” nam 2007. Hén
nay, thrc tién &p ding md hinh nghiéni danh gia nic d6 hai long
khach hang & dich w1 cong con hn cké. Bén anhdo, Pang va Chinh
pha d4 yéu @u céac ap, nganh ang arong danh gia g hai long Ga
nhan dan & cong céc cii cach hanh chinh. Thanh ®Rrd Chi Minh
la mot trong nhirng ¢ dia phrong dau tiéndanh gia nic do hai Iong Ga
nhan dan & mot sO dich w cong nhu: giao thongdo thi, cap Gidy
ching nHin quyén 5 hitu nha va qu@n gr dung dat.

Vi dich w DKKD thanh pld ba I\Iang viéc xacdinh thxc trang
thai do phuc vu caa doi ngi CBCC,; tinh cong khai, minhabh \é hoat
dong cungirng dch w, sr phu hyp Vé trinh tr, tha tuc, thoi gian tép
nhan va hoan t hd so PKKD, hinh anh don Vi.. thong gua v do
luong céc thangio thuc nhan é chit lwong dch vu DKKD, anh
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hudng tich arc dén ar hai Iong khach hang giadadth la @ s& dé Lanh
dao thanh ph va S cé gal phap hoan tkén dich w.

2. Muc tiéu nghién dau

- Xac dinh cac nhanétva xay dmg cac thanglo lwong héa céc
nhan & ciu thanh s hai ldng khach hanBKKD.

- Thong qua vic nghién éu cac mo hinh hai long khach hang,
lya clon Mo hinh hal long khach hamiKKD tai S¢ Ké hoach vabau
tu thanh pld Ba Ning.

- Nghién @u, phan tichdanh gia nac d6 anh hréng aia cac
nhan 6 dén sr hai Iong khach hanBKKD tai So Ké hoach vabau tu
thanh pié Pa Nang

- Khao sat,danh gia naéc do hai long khach hanBKKD tai So
Ké hoach vaBau tr thanh plb ba Nang

- Pé xuat mot sd giai phap nang cao e d6 hai long khach hang
PKKD tai So Ké hoach vabau tr thanh pld Ba Nang.

3.Poi twgng va pham vi nghién aru

Pé tai nghién éu, danh gia vado luong mrc d§ hai long @a
khach hang la cac DNDba Nang \é dich wi DKKD tai S¢ Ké haach
va Bau tr sau khiduoc cip gidy phépbKKD, bao gom DKKD truc
tuyen va tirc tlep

4. Pheong phap nghién du

- Giai doan nghién @u dinh tinh: thu thp tai liéu va hinh thanh
phiéu danh gia s hai long khach hang.

- Giai doan nghién au dinh luong: thu thp, khio sat, phan tich
dit liéu, thec hien cac khau phan tich vaékn dinh mo hinhi ngh do
luong sr hal Iong khach hanBKKD tai TP ba I\Iang

Mot s cong @ dugc st dung: th)ng ké mo 4, phan tich EFA,
kiém dinh Cronbath’s Alpha phan tlctmh]uy

5. Nhirng dong gop nii cia Luan van

Sr dung md hinh trong nghiénia, xacdinh cac nhanét ciu
thanh & hai long khach han®KKD, la co s6 md rong Wi cac dch
vu cong khac.

6. Y nghia thuc tién ciia Luan vin

- Thong qua \dc nghién Gu thuc trang hai long khach han@v
dich w PKKD tai So Ké haach vabau tr, Ladnhdao thanh ph va
Lanhdao S5 K& haach vabau tu c6 @ so dé xacdinh phrong hréng
va muc tiéu @i thién nng lec cunging dch w.

- Thong qua mo hinh nghiée va vec xacdlnh cac nhanottac
dong ¢ dén ar hai Iong khach hang,6Ké h0ach vabau tr thanh pl@
Pa Ning € xacdinh dugc nhing mong mén aia khach hangéi voi
viéc cungirng va clit lvgng dch wi BKKD hién nay.
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- Luan van dé xuat mot sd kién nghi nhim nang caows hai l1ong
khach hang khiusdung dch w.
7. Két cau cia luan vin
Luan vin duoc ciu thanh Bi 4 chuong nhr sau:
Chuong 1: Gy s Iy luan va mé hinh nghiénic
Chuong 2: Pl'nrcyng phap nghiéni
Chuong 3: Ket qua nghién au
Chuong 4: Kién ngh, dé xuat

CHUONG 1. CO SO LY LU AN VA MO HINH NGHIEN C UU

1.1.Ly thuy é vé hai long khach hang

1.1.1. Khai ném

Hai long khach hang laxsso sanh aln quan gira mrc d6 mong
mUOn aia khach hangdi thuc t daptng ar hai longdbdi véi mot san
phim haic mot dich wi. N6 bao ham &n yéu t:

Mét 1&, khach hang nim biét cong héu sin pkam haic dich w.

Hai la, khach hang mong noa sr dung ©t cong héu nay

Ba la, khach hang riim biét gia thanh @th wi, cach & dung $in pram.

Bon 13, thoi gian, diadiém khach hang rim xét \é sy hai long.

1.1.2. Phan lai

- Can ar phan &tng tinh thin khi nhu du khachdugc daptng.

- Can ar vao tng lop khac nhauia e thong

- Can ar cac giaidoan phat trén trong qué trinh mua.

1.1.3.Y ngha

Vé mat Vi mo, hai long khach hang la s5 quan tong phin anh
tinh trang klnh £ quic gia, giup Chinh phxay ding re thong luat
kinh & vadiéu chinh cac hat dong kinh €, xay drng cac chin luoc
marketingdia phrong va trugn thongddi véi quoc gia

Vé mit vi mo, hai long khach hang i dién nhan é tacdong
dén sy thaa man @a khach hang cungsiznhiing théng tin tong tr vé
d6i thu canh tranh d@a doanh nglgp.

Vé quyén loi khach hang, hai long khach hangvéin va 19 trg
khach hangda chon sin pham va dch wy.

1.1.4."Cac nhané anh hwéng dén s hai 1ong khach hang

Theo Parasuramany &ai long khach hang t&@dng hoi:

- Gia a: la gla ti sin pham hay dch w duoc quydoi ra tién.

- Chit luong sin pham dua vao: tinh Bng chinh vadac biét; do
tin cay; do phu hop; do bén; do tién loi; tinh thim my; nhan thic.



6

- Chat lugng dich wu dua vao caaiac tinh nhr: sr tin twdng, sr
phan hdi, sy dam bao, ar cam thong vag hitu hinh.

1.1.5. Muc tiéu nghlen @u, ung okmg sr hai long khach hang

- Xac dinh cac yu t (blen) co tacdong dén nhan thic chit
lugng hay & hai ldng ca khach hang

- Luong héa tong $ hay mrc d6 quan tong dia mbi yéu t6
trong trong quan ¥i cac \eu ts khac.

- Xacdinh mxc d6 hai l1ong i thoi diém nghién éu.

- So sanhianh gia éa khach hang tréririhg tieu chi i d6i thu
canh tranh hay & chinh minh trong qua kn

- Luong hoéa quanégitta mrc do hai long \6i dai luong khac.

- So sanh &u trdc & hai long, nicc 6 hai Idng, va tadong aia
s hai long gira cac nhém khach hang khac nhau.

1.1.6. Quy trinhdrgng hoa & hai long khach hang

- Khao satdinh tinh nham ‘xacdinh danh mc cac yu t cau
thanh & hai long khach handdi véi mot san phim, dich w

- Khao sat dinh Iuwrng qua cac basc: thiet ké bang cau bi;
phong VAn thi; chon mau phu lp voi tong the khach hang; thu ﬂp)
thdng tin, phan tIChOS|Ieu va sr dung héu gua thong tin.

1.1.7. Mpt s3 mo hinh hai 1ong khach hang

- M6 hinh hai lIong khach hanga My, Chau Au, Vét Nam, Kano

- MO hinh hai long khach hanga Parasuraman

Giaa \

Chit luong dch w Sy thoa man
Su

Chat lugng sin / \ thoa

/ man

toan

Dich wu quan g : O
: > M&i quan & phan
Chat lugng quan

1.2. Chat lweng dich vu

1.2.1. Khai ném, ddgc diém

Nhin chung cht lugng dch wi bao @m nhing dic diém nh:
tinh wrot trgi, tinh dac trung adia sin pham, tinh cunging, tinh tlda
man nhu &u va tinh o ra gia ti.

1.2.2. Cac nhand quyét dinh chat lwgng dich i

Nam 1988, Parasuraman khai quémnnhan ) qu;ét dinh chit
lwong dch w (thangdo SERVQUAL) & tin cy, hiéu qu phlc Vu, Sr
hitu hinh, & dam bao va s cam thong. Nim 1992, Cronin va Taylor phét
trién thanh thando SERVPERFO0 luong chit Iu:ong dch wi thuc hién.
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1.3. Méi quan hé gitra chat lwong dich vu va ar hai long khach hang
1.3.1. Clit |u’o’ng dich w la tien dé tao g hai long khach hang
Trong nfn dinh quan A nhan qa gitra chit luong dch w va sr

hai long khéach hang, Spreng va Mackoyirididinh chit lwong dch w

la tien de caa sr hai long khach hang [13]. M6 hinh quahriinr sau:

M0 hinh Spreng va Mackoy \@ Quan hé giira
chit lwgng dich vu va ar hai 1ong khach hang

Cht luong

mongdoi \\\\\\\\\*
/ Nhu diu dugc R Chat lugng
, dapuang dich wu

Chat luong
mongdoi Y

\\\\\* Nhu cu 3 Su hai long
khéngduoc

Chét luong /

mongdo

Thangdo chit lugng dch wi pho bién nhit trén tré gisi 1a thang
do SERVQUAL, radoi tu nhitng rEm 1985 I Parasuraman,
Zeithaml va Berry, la thangp rong da hréng gom:

- Sr tin cgy-Reliability: la doanh nglép, © chiac cunging dch
vu c6 khi ning cung ap dich w nhu da hra.

- Sr phan hsi-ResponseSy dapung nhanh nén cac yéeu au, ar
sing long pluc vu khach hang va cundie dich w nhanh chéng.

- Sr dam bzo AssuaranceThaido nha ntin, phong cach chuyén
nghiép, ar am héu va kh nang to an tam, tintténg.

- Sr cam thong- Empathyphuc Vu chu dao, quan tandac biét
dén khach hang va lihniang thau hieu nhu éu riéng da khach

- Nhan & hizu hinh-Tangiblesco sd vét chit, trang thét bi, dong
phuc cia nhan vién, kéu hiéu [9], [13].

Thangdo SERVPERF (Cronin and Taylor, 199R)oc phat trén
dya trén gn ting aia thangdo SERVQUAL nfeng do luong chit
luong dich w trén @ s3 danh gia cht luong dch w thuc hien duoc
(performance-based) ttkhong plii la khaing cach gra cHit luong
Ky vong (expectatlon) va éhlugng @am nhin (perception).

1.3.2. Khac gt giia chit lurgng dich we va hai long khach hang

Theo Oliver (1993) gia chat Iuong dch wu va hai long khach
hang 6n tai sy khac bét nhat dinh dugc the hién & cac khia gnh sau:

- CA4c tiéu chido luong cHit |u:0’ng dch w mang tlnh ¢ thé
trong khi s hai 16ng khach hang c6 lién qudén nhiéu yéu t khac

A
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ngoai clit lugng dch w nhr gia &, quan & khach hang, @i gian sr
dung dch w..

- Cacdanh gia cht luong dch w phy thuoe vao véc thyc hién
dich wi nhr thé nao nhing sr hai Iong khach hangil |a sr so sanh
gitra cac gia irnhan duoc va cac gia trmongdoi doi vaéi viéc thuc
hién dich w dé.

-'Nhan tharc Vé chat lugng dch w it phy thugc vao kinh nghim
véi nha cung &p dich wi, moi trong. kinh doanh trong khigshai long
cua khach hangl phu '[huOC nhiu vao cac §u t6 nay hon.

1.4. Dich va cong va dch va thong thudong

1.4.1.'Bin chat, khai ni¢gm dich wu cong

Dich w congdu:oc hiéu 1& 1a dch wi do Nha méc trec tlep dam
nhan viéc cungiing hayuy nhiém cho cac ¢ & ngoai Nha ngc thuc
hlen nham éo dam trét tu va cong Bng xa Idi phuc wu cac bi ich chung
thiét yéu, cac qugn va ngﬁa wi co ban aia cacd chirc va cong dan [14].

1.4.2. Khéc hit giiza dich wu cong va dch we thong thro’ng

- Dich w cbng la nking hait dong ph1c vu nhu @u thiét yeéu aia
nhan dan, cac qég va ngfia w co ban cia cac & chirc va cong dan.
bay la hcat dong khong w loi, khéng vi muc dich kinh doanh va hu
dong theo céc tiéu chi, quynh aia nha moc. Dich wu cong mang
tinh chinh ti - kinh € - x& i vi loi ich cia toan x3 bi nhiéu hon.

- Dich w c¢6ng nlAn manh phia cungrng dch w, nha méc
dang ra \6i tu cach Ia ngoi bao dam cung ap cac dch w

- Dich wu cong plac wu yéu d@u cia it ca cac cong dan, khéng
phan bt giai ap, dia vi xa Hoi, né mang tinh nhan daang rai.

- Dich w cong cunging IOai “hang hoa” khong ph la thong throng
ma la @i “hang hoa'dic bigt do Chinh ph t6 chic sin xuét haic ay nhién
cho 6 chic, c& nhan tic hién dé dapung nhu du aia XA i,

1.5. Hai Iong khach hang @ dich vu PKKD

1.5.1. Och wu PKKD va khach hangpKKD

- BKKD la vi¢c_ca nhan, cong dadai dién cho b chic, doanh
nghiép chuin bi bo hd so hop Ie theo quydinh aia phap lat dé ding
ky cho qua trinh hd dong aia doanh nglp va theodling trinh ir
quy dinh, @ quan cltc ning $ cip Gidy Ching ntin PKKD cho ©
chure, doanh ngldp do.

- Khach han@®KKD la nhiing ca nhan, cong dadgi dién dugc
Su uy quyén cia cac b chuc, doanh nglép thIC hién viéc giao dch va
dé ngh co quan clirc ning dp phép thanhap, thayddi, bd sung, pha
san, gii thé hoat dong aia doanh nglép theo quydinh aia phap lat.
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1.5.2. Hai long khach handKKD

- Hai Iong khach han®KKD la sy so sanh cdnquan gira mic
do mong mwn acia khach hang’:)KKD véi thuc te dap ang sr hai
long d6i véi dich w DKKD cua @ quan fiku quan.

- Hai_ long khach han®KKD tai S Ké haach vabau tu thanh
pho ba Ning duoc hiéu 1a sr so sanh ah quan gira mic do mong
muon aia khach han®KKD vé mirc do tuan thi cAc cam &; thaido,
& 16i lam viéc caa CBCC; tinh cong khai, minhath; trinh tr, tha tuc
thuc hien BKKD vi thu:c & dap ung sr hai Iong ddi voi d1ch Vil
DPKKD cua Sy Ké haach vabau tir thanh pld Pa Ning.

1.5.3 C4c nhand tacdgng, dén s hai long khach hang ¥ dich
vu PKKD tai Sé Ké hoach vabau tw thanh phé Pa Néng

Ung dung thangdo SERVPERF; nghiénaai dinh tinh im quan
trong aia nhan & chit lugng dch w véi sy hai long khach hang; qua
ky thuat thao luan nhom, Lédn van hinh thanh nimg nhan ¢ tacdong
dén ar hai long khach han@ol véi dich wi PKKD tai So gom: do tin
cay; su phan hoi; sy dam bao; sr cam théng; nhand hitu hinh; tinh
cong khai, minh ich; nhan & hinh anh, qung ba; ém nhan vé Lé
phibKKD va phrong thrc thanh toan.

1.6. Lwa chon mo hinh nghién du

Trén o so nhan dinh, Kt hop nghién ¢u mot sb méd hinh nghién
ciu hai long khach hangpng thoi nhan dinh quan B gitra chit luong
dich w va sr hai long khach hang théng qua mo hinh Parasuraman
Spreng - Mackoy, cac thanb tau thanh cht luong dch w cia
Parasuraman va&‘na) tac gi khac, tac gi dé xuat mo hinh ly thugt
véi cac gh thuyét teong tng.

M6 hinh nghién atru dé nghi

Nhan t6 hinh anh, quang bé

Do tin ciy Nhan 6 hitu hint

Sy phan hoi Tinh céng khai, minhach
Su dam bao Cam nhan vé Lé phiDKKD
Su cam thonc Phrong thac thanh toa

Cac gia thuyet caa mo hinh:
Gia thuyét H1: Do tin cy anh hréng t & thuan dén sr hai long
khach hang. ‘ )
Gia thuyet H2: Sy phan hoi anh hrong ty 1€ thuan dén ar hai long
khach hang.
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Gia thuyét H3: Sy dam bao anh hrong t 1& thuan dén sr hai 1ong
khach hang. ,

Gia thuyet H4: Sy cam thonganh hrong t 1€ thuan dén ar hai
long khach hang.

Gia thuyét H5: Nhan © hitu hinh § 1& thuan dén sr hai long
khach hang.

Gia thuyét H6: Tinh cdng khai, minh dzh anh hrong ty 18
thuan dén ar hai long khach hang.

Gia thuyét H7: Nhan & hinh anh, quing baanh hrong t 16
thuan dén sr hai long khach hang.

Gia thuyét H8: Cam nhan V& Lé phi DPKKD anh hrong § 1¢
thuan dén sr hai long khach hang.

Gia thuyét H9: Phrong thrc thanh toarinh hrong ty 16 thuan
dén ar hai Iong khach hang.
1.7. Két luan chwong 1

Chuong 1 K thong ly luan vé hai long khach hang, hinh thanh
mod hinh nghiénieu va cac nhanttac dong dén sr hai long khach
hang \¢ dich w DKKD tai S¢ Ké haach vabau tr Pa Nang ¢om: Do
tin ciy; su phan hbi; sy dam bdo; ar cam thong; nhand hiru hinh; tinh
cong khai, minh iach nhan & h|nhanh quing ba; @m nhan Vé Ie phi
bKKD; phu:ong thic thanh toan. Cac githuyét dit ra mng khach
hangdong y Wi nhan dinh nhan & tacdong anh hrang 1y 16 thuan dén
sy hai long khach hang.

CHUONG 2. CO SO LY LU AN VA MO HINH NGHIEN C UU

2.1.Phwong phap nghién @u

2.1.1. Nghién gu dinh tinh (kham pha)

Hinh thanhduoc Ban phong vﬁn chinh tlirc dung cho nghiéni
dinh lrong wi 10 nhané va 71 bén quan sat sau khf)bsung nhandt
sw cam nhan vé 1¢ phi DPKKD va phrong thic thanh toan sodi ban
phong van luot 2.

2.12. Nghién azu dinh lwong

- Kiém dinh mo h|nh ly thugt dadat ra,

- Xacdinh cac nhanittacdong dén hai long khach hanpKKD.

-bo Iu:onq mitc d6 hai long @a khach han®KKD.

2.1.2.1. Mau, nghlen aru

- Theo nhu &u giao dch DKKD cua khach hang.

- Theoddi tuong: DNTN, CTHD, TNHH, CTCP va CN-VBD.

- Mau 217, trongd6: 45 DNTN, 100 TNHH 36 CTCP, 36 CN-
VPDD, lay mau theo phan lg doanh nghip PKKD.

- Phyng van truc tiép dé thu thap thong tin.
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2.1.2.2. Plwong phap phan tich dr li¢u

Phan tich thng ké mo 4, kiém dinh d¢ tin ciy cac thangto bing
hé s6 Cronbach Alpha, phan tich EFA...

2.1.3. Quy trinh nghién &u

Thang da +
chinh Wighién civ dink
heomz (n = 217) -K_lém tra nhin
té trich
E.; Tinh ¥ - Kiémtra
181 ¢ : .y
Phin tich nhinté »| Ploromg sl trich
L ]
- ¥ - ﬂﬂé-“:h g4 45 tm
e Crorbach dlphs p| 2d¥ ode thang o
- Loal  Thién
! khéng pli hop
i Thang o
3o hodn chinh I
nhap o - Eigm dinh ar
phi hop cla md
¥ hink
Il - Dinh gid mwie
Phintich hi quy | 4 quan tromg ol
. e : A G - ¥ cie nhiantd
Cor 52 Iy thooyet tuyrén tmh bil
Vidthiocdn  |e

Wendn: 4p dng quy trinh nghién o oia TS, Wi Thé Diing

2.2. Cac thangdo

Hinh thanh thango 10 nhand véi 71 bén quan sat@m: thang
do Do tin cay (13 bén quan sat), than@p sr phan hoi (15 bién), thang
do sr dam bédo (7 bén)i thangdo sr cam thong (5 kén), thangdo
nhan 6 hitu hinh (9 En), thangdo tinh cong khai, minhdeh (7
bién), thangdo nhan & hinh anh, quing ba (6 kin), than do Cam
nhan vé 1é ph| DKKD (3 bién), thangdo phrong thrc thanh toan (3
bién) va thangio Mirc d6 hai long chung (3 Bi).

2.3. Két luan chuwong 2

Chuong 2 trinh bay quy trinh va pbing phap nghiéni cia Luan
van qua hai: nghiénia dinh tinh thrc hién viéc he théng hoa Iy lan,
tham kho kinh nghém aia S5 va mong man adia khach han®KKD
dé xacdinh cac nhandttacdong dén sr hai Iong khach hang. Nghién
cau dinh lrong duoc thyc hién qua ling ptong Van truc tiép 217
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khach hang co nhiag: dang ky nmi, thaydol ndi dungbKKD va gidi
thé, pha én doanh ngléip... phuc wu viéc kiém dinh md hinh va phan
tich két gua caa chrong 3.
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CHUONG 3. KET QUA NGHIEN CUU

3.1. Chwc nang, nhigm va cia S Ké hoach vaPau tw Pa Ning
quy dinh tai Quy ét dinh 15/@-UB ngay 03/01/1997i@m UBND

thanh pk“» ba Nang v/v thanh4p va quydinh chrc ning,

nhém

vu va quién han cia S Ké hoach vabau tu thanh plb Da Ning.
3.2. Thuc trang hoat dng_cung @p dich PKKD t ai S& Ké hoach

vaPbau tu thanh phé Pa Ning

3.2.1. Tong quan

So Ké haach vabau tr 1a o quan chuyén méduoc UBND
thanh plé phan ép viéc cp Glay Ching nrin bKKD cho coéng
dan va é chic theo qu;chnh aia phap lat.

bén nay, véc cp Giay ching ntin PKKD cua S da duogc
tinh gon rat nhieu vé tha tuc, trinh tr, thoi gian, tinh cong khai
trong niém ﬁt tha tuc hanh chinh...

boi ngu

SOV thoi diem nam 1997.
CBCC thrc hién nhlem vu cung ép Giay ching

nhan BKKD gom 11 ngroi, trongdo 5 nam, 6 &, lanhdao phong
gom 01 tirong phong va 02 phod&ng phong
3.2.2. Kt qua hogt dpng cunging dich v
Bing 2.1. Quy mé doanh nghéip Pa Ning saubKKD

DPVT: DN (doanh nghiép)

TT | Loai hinh doanh nghiép

2004

2005

2006

2007

200§

3

1. | Doanh nghdp tu nhan 281 301 346 299, 211
2. | Céng ty TNHH 576 694 879| 991| 1.112
3. | Congty ¢ phan 105/ 216| 209| 306| 344
4. | Cong ty lyp danh 0 0 0 0 0
5. | Chi nhanh - VPD 174| 218| 285| 344| 332

Tong 1.136| 1.429| 1.719| 1.940| 1.999
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3.2.3. Cac hinh tikc DKKD va mo hinh 6pBKKD tai So
Hinh 3.1. M6 hinh Gip Giay chithg nhian PKKD t ai S6- KH& PT Da Ning

Cong dan,
to chirc

A

T6 tiép nhan va tra két
A
\ 4

v v
PhongPing ky S¢ Ké hoach vabPau
kinh doanh (DNNQD) tw (DNNN)

A

A 4

Gidy chitng nhan PKKD

Nguon: So Ké haach vabau tr thanh plb Ba Ning

3.3.Danh gia mic do hai long khach hang ¥ dich vu PKKD t ai
St K& hoach vaPAu tw thanh pho Pa Nang

3.3.1. Thong tin ndu khdo sét:

- Quy mé nau: 217, trongio: cip m6i 71,5% nau khio sat, thay
d6i noi dung 28% va g the pha an 0,5%.

- Giao dch tnyc tiep: ty 1€ mau 89,9%.

- Céng ty TNHH chm 46% 6ng mau, DNTN 21%, CTCP va
CN-VPBbD 17%.

- PHin I6n tap trung trongihh wrc dich w va cong ngkép.

- Mau doanh nglép cé quy md on nhd hon 5 t dong: 70%,
trén 100 ¢ don ch dat 0,5% (phu luc 2-7).

3.3.2. Tmng ké mo &:

Muc do cam nhin acia khach hangévcac nhand anh hmng dén
sy hai long dén bién tir mic hoan toan khénddng y dén mac hoan
toanddng y. Bién “Thoi gian cap Glay ‘chung nhan DKKD phu hop voi
quy dinh cua Luat Doanh nghiep” cé giattung binh cao rit: 4,82,
do léch chuin: 0,54 va Hin “Ban biet den dich vu DKKD Da Nang
thong qua tuyen truyen, gioi thieu cua CBCC thuoo/& cac so, ban,
nganh khac” thp nhat: 3,5,d0 léch chuin dat mac 0,56 (Bing 2.2).

3.3.3. Phan tich nhand kham pha;

3.3.3.1. Céc thangio thugc nhan t chat lwgng dich vu

- Phan tich EFA cho 68&i cia cac thango thupc nhan b chat
lwong dch wi, sau 84n phan tich, & s communities ¢a cac bin va
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ma téan h¢ s6 tai nhan nhand dam bao cacdiéu kién bat busc. Hinh
thanh 6 nhanotmol véi 40 bién quan_sat.

- Hé s5 KMO = 0,765 > 0,7 kiing dinh tinh phu bp cia phan
tich EFA vankcdo y ngﬁa Qia cﬁ liéu dua vao phan tich nhaa.t

- Thong ké chi-Squareua kiém dinh Bartlettdat gia ti 4793,783
v6i mirc mac ngha Sig = 0,000 << 0,05, ntway cac bén quan sat co
tuong quan @i nhau xét trén pim vi tong thé (Bang 2.3).

- Phrong sai trichdat gia ti 69,89%.dam bao 6 nhané mai giai
thich 69,89% &in thién dr |Ieu cac thangio msi dugc chip nhan.
biém dung khi trich cac §u t tai nhan 6 thi 6 (sau nhom a@p) vai
egenvalua = 1,031.

TOm hi, sau 8 4n phan tich nharbtva nhém @p, hinh thanh 6
nhan & mai voi 40 blen twong ung (king 2.7- 2.12). Cac én thwe
cac nhand S5 duoc kiém dinh trrdc khi tién hanh phan tichdh quy
boi dé xacdinh mirc d6 phu lyp caa mé hinhdiéu chinh.

3.3.3.2. Thanglo Mic d hai long chung

- Phan tich EFA: 1 sH communlty @a cac kin > 0,5 (Bing
2.14) va ma fin ¢ s tai nhan 6 co k¢ <5 tai cia cac bén > 0,45
(Bang 2.15). B sb KMO = 0,733 > 0,7dam hao tinh thich bp dia
phan tich EFA va iic do y ngha aia dr lieu dua vao phan tich EFA.

- Thong ké chi-Squarea kiém dinh Bartlettdat gia ti 4312,407
véi mac y ngha Sig = 0,000 << 0, 05 ahvay cac bén quan sat co
trong quan i nhau xét trén pim vi tong the (Ban 2.13).

- Phrong sai trichdat 78,9%, nhand mai giai thich 78,9% kin
thién aia dr liéu, nhan é duoc crnp nhan.

Nhin chung phan tich EFA nhanmuc do hai long chungiam
bao thyc hién khau kém dinh d6 tin ciy dé phan tich Bi quy, nhané
muac d6 hai 1ng chungiéng vai tro 1a Hin phu thuoe trong mé hinh
nghién du.

3.3.4. Kém dinh dg tin cdy aia cac thangdo

3.3.4.1. Céc thanglo thudc nhan % chit lweng dich vu

Sau khi hoan thanh phan tich EFA cac tha nhuﬁc nhan &
chat lugng dch w (40 bén) duoc dua vao kém dinh: Do tin Gy va
tinh cong khai - minhdzh; sr phan hoi; nhan 6 hinhanh, quing ba:;
nhan 6 hitu hinh; & cam thong va 8§ dam bao.

a. Kiém dlnh thang do D¢ tin cay va tinh cong khai — minh kach

- Kiém dinh Ian 2: k& sb kiém dinh 0,8684, K s twong quan
bién tong aia cac bdn > 0,3,dam bao phan tich hl quy cho nhané
bo tin ciy va tinh cong khai - minhabh wi 9 bién tr RCT1-RCT9
(d4 laai 3).
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b. Klem dinh thang do Sr phan hoi

- Kiém dinh Ian 2: e sd Cronbath s Alphaiat 0,75098 > 0,7, &
s6 Tuong quan Win tong aia cac bin > 0,3. Nhan & S phan hoi
dugc dua vao phan tichdi quy wi 6 bién tir RAS1 - RAS6 (lai 7).

c. Kiém dinh thang do nhan % Hinh anh, quing ba

- Kiém dinh an 3: ¢ s Cronbath’s Alpha'iat 0,71139 > 0,7, &
s trong quan Win tong aia cac bén deu l6n hon 0,3. Nhané hinh
anh, quing badugc dua vao phan tlchc”hn quy Véi 3 bién (loai 2).

d. Kiém dinh ‘thang do Nhan % Hitu hinh

- Kiém dinh lAn 2: k¢ s tin ciy 0,733 > 0,7 vahsd twong quan
bién tong aia cac bin déu > 0,3. Nhané& hitu hinhdam bio phan tich
hoi quy Véi 5 bién quan sét (Im 1).

e. Klem dinh thang do Nhan 0 Sw cam thong

- Kiém dinh lan 1, (5 sd trong quan kin tong aia cac bén > 0,3
(bang 2.36) nb:ng e sb cronbath’s Alpha chdat 0,473043, gia ir
nay qua nb va khéngdam bio do tin ciy nén khongdu:a vao phan
tich hoi qu ly.

f. Kiém dinh thang do Nhan % Sy dam bao

- Kiém dlnh Ian 1: ¢ SO Cronbath’s Alphaiat 0,7393 > 0,7 va
teong quan B H blen tong déu > 0,3. Nhand& Su dam bao SatdlIO’C
dua vao phan tichda quy.

Sau qua trinh phan tich EFA vérki dinh do tin ciy cac nhand
bang phrong phap Cronbath’s Alpha nhad $u’ cam thong b loai.
Can higu chinh mo hinh nghiéniw véi 5 nhan & tacdong dén sr hai
long Wi 25 blen guan sat.

3.34.2. Kém dinh D¢ tin cay nhan t Mic d6 hai long chung

- Kiém dinh Ian 1: B s Cronbath’s Alphaiat 0,866 > 0,7, H
tuong quan kin tong aia cac bin > 0,3 nén cac & dugc gitr Ia| dé
tiép tuc thec hién viéc phan tich bi quy trong quy trinh ap theo.

Bang 3.30. Tong hep hé sb Cronbath Alpha ciia cac nhan 6

A LR Cronbath

TT Nhan to Alpha’s

1. | D tin cay vatinh cong khai - minh bach - RCT 0,868410
2. | Suphan hoi - RAS 0,750989
3. | Nhan t6 Hinh anh, quang ba - IAF 0,711393
4. | Nhan td Hitu hinh - TRS 0,733688
5. | Su cdm thong - ELS 0,473043
6. | Su ddm bao - ALS 0,739391
7. | Mirc d6 hai long chung - GSL 0,866265
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Nhu vay, sau khi phan tich EFA vaélm dinh dr li¢u, mo hinh
diéu chinh gam con 6 nhandtvoi 5 nhan 6 thuoc thangdo chit lwong
dich w - la cac bin doc lap va nhand Muc do hai long chung - la
bién phu thuoc trong phan tich & quy da bién. Céc nhandt thusc
thangdo chit lrong dch wi c6 25 bén quan sat, g 15 bén sau khi
da lam ach dr liéu ¢ qua trinh kdm dinh do tin cay (phu luc 10) gm:
Do tin ciy va tinh cong khai - mlnhabh sr phan hdi; nhan 6 hinh
anh, quing bé; nhan@t hitu hinh va nhamtsu dam bao.

Cac gk thuyet dwoc hiéu chinh theo mo hinh mi:

H1:DJ tin iy va tinh céng khai minhdeh  1& thuan voi su hai
long khach hangdvdich w BPKKD

H2: Sr phin hi ty 18 thuan v6i su hai long khach hangytlé
thuan véi sy hai long khach hangiwdich w DKKD

H3: Nhan é hinhanh, quing ba ¢ 1¢ thuan vi sy hai long khach
hang ¢ dich v DKKD

H4: Nhan é hitu hinh ¥ 1& thuan véi sy hai 1ong khach hangév
dich i BPKKD

H5: Sr dam bao ty 1& thudn voi su hai long khach hangéwdich
vu bKKD

Hinh 2.2. M6 hinh nghién aru hiéu chinh

Nhan t6 hinh anh. quana ba

Nhan t6
hirtu hinh

Su hai long khach Sw phan hoi
hang

Sy dam bao

A

Do tin cay va tinh cona khai— minh bach

3.3.5. Phan tich I6i quy da bién

3.35.1. H¢ sb twong quan cac bén dgc Iap va bién phu thuéc

- Phan tich & s twong quan cho 6 Bn, gom 5 bén doc lap va 1
bién phu thuoc (marc do hai long chung) & hé s Pearson va km
dinh hai phia (2-tailed) va i y nghia 0,05.

- Pearson correlation: nhah o tin ciy va tinh céng khai minh
bach dat 0,208; nhand hitu hinhdat 0,221; & dam bao dat 0,258; &
phan hoi dat 0, 109 va nharbthinhanh, qLﬁng béadat 0,118.
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3.35.2. Phan tich o quy.

a. Thong ké mé & cac bién hoi quy

- Gia ti trung binh tong ung aia cac nhandtdoc lap la 4,62;
4,45; 4,6; 4,62 va 4,66 choathda © khach handKKD hai long \6i
d1ch Vil (phu luc 12).

b. Panh glado phu hep ciia mé hinh hbi quy

- Ap dung ¢ 6 R? diéu chinh (0,6781)i¢ phan tich mc do phu
hop cia mé hinh Bi quy da bén do né khongmh hréng ki @6 léch
phongdai cua R'Z viéc danh gia s phu fpp dia mo hinh &an toan bin.

- Hé sb R? diéu chinh dat gia ti 0,6781 cho thy sy tuong thich
caa mo hlnh ¥i bién quan sat cao va dri pha thude la mic do hai
long chung gn nhr hoan toantuoc giai thich byi 5 bién doc lap trong
mo hinh (pla luc 12).

C. Klem dinh do phu hep ciia mo hinh

- S dung Kiém dinh F trong phan tich plong sai i gia tr
91,98dé kiém dinh sr phu lyp cia mé hinh Bi quy nhim xem xét
bién phu thuoc 6 lién 1§ tuyén tinh i bién doc Iap.

- V6i muc y ngl‘ia Sigdat 0,0000 << 0,05, cho iy sr phu hrp
cua mo hinh va cac ém déu dat du:crc tiéu chdn chip nhan v6i muac
thap nhit caa Tolerance = 0,398 > 0,0001.

- Tiéu chi Colllnearlty dlagnOStICSJ’VﬂOI dung chdn doan hén
tugng da &yng tuyen co € phongdal phuong sai VIF @a cac bin
doc lap trong mo hinhdéu xap xi 2 (1,506-2,510) th hién tinh da
cong tuyen aia cac bén doc Iap la khéngdang I va cac bin trong
mO hinhdugc chap nhan.

- Hé SO Durbin Watson dunge kiém dinh trong quan chéi bac
nhit cho trﬁy mo hinh khong vi pim khi st dung phrong phap Bi
quy ki vi gia ti d dat duoc 1a 2,013 (%p Xi 2) va chp nhan gid
thuyét khdng co 8 tuong quan chdi bac nhat trong mo hinh.

- Tom ki, mo hinh 16i quy boi thoa cacdiéu kién danh gia va
kiém dinhdo phu lop cho véc rat ra cac & qua nghlen Gru.

- Két qua phan tich qua phyng trinh i quy the hién mdi quan
hé giita ar hai long khach handdi véi dich w DPKKD nhu sau:

GSL =0,430+0,208 x RCT+0,109 x RAS+0,118 IAS+0,22TRS+ 0,258 X ALS

- thng trinh i quy cho thy sy tac dong dén sr hai long
khach hang cé quargtuyén tinh Wi cac nhand, mic cao nht la
nhan 6 su dam bao (Bas = 0.258); nhandt hitu hinh Brrs = 0.221);
Do tin ciy va tinh cong khai - minhach_ Brcr = 0.208), nhandthinh
anh, guing ba Q.AS =0.118) vasphan hoi (BRAS = 0,109).

- C&c It 5 Beta chén hoadéu drong nén co th khang dinh cac
bién doc lap tacdong thuin chiéu vai sy hai long khach hangéwdich
vu BbKKD.
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- Ket qua phan tich cho tly cac gi thuyét dugc chap nhan (H;-
Hs). So can phat huy vad tién nhirng nhan a naydé nang caos hai
long khach hang.

-Hé s R2 hiéu chinh dat kha cao cting © mé hinhda mo plong
duoc twong d6i day du cac nhand tac dong dén ar hai long khach
hangbKKD.

3.36. Két qua nghién aru

3.36.1. Kiém dinh gia thuyét

- Gia thuyét Hy: Do tin cay va tinh céong khai minhach ty I¢
thuan vsi su hai long khach hangéwdich w1 PKKD, nhan dinh nay
duoc chrng minh qua & b BRCT—O 326. VEc tuan thi cAc cam & va
dam bao tinh minh lach € tao niém tin va lam dng sr hai long khach
hang ¢ nang lec cungiing dich w.

- Gia thuyét H,: Sy phan hoi ty 1& thuan véi sy hai long khach
hang @ dich wi DKKD, nhan dinh c6 y ngia (Bras=0,109), & phin
hoi cang bt Iam cho khach hang cang hai long.

- Gia thuyét Hz: Nhan 6 hinhanh, quing ba ¢ 1& thuan voi su
hai 1ong khach hangéwdich w BPKKD (Bias = 0.118), véc cii thién
hinhanh vadam bao sr quang ba lam giadng sr hai long khach hang
vé dich v DKKD.

- Gia thuyét H,: Nhan 6 hitu hinh § 1& thuan v6i sy hai long
khach hang & dich w, nhan dinh nay phu bp vaduoc minh chiing
qua ¢ so Brrs = 0.304.

- Gia thuyét Hs: S dam bao ty 1& thudn v6i sy hai 1ong khach
hang \¢ dich wi, nhan dinh nay phu bp vaduoc ching minh qua &
SO Pas = 0.325,day la mdt trong nhirng i dung quan tsng nhit
trong nkin dinh aia khach hang.

Tom li, qua trinh nghiénw tr khaudinh tinh vadinh lrong,
cac lrgc phan tich EFA, kim dinh Cronbath’s Alpha, sd tuong
guan, phan tichdh quy... da ke thong hoadugc ar hai ldong khach
hang ¢ dich w DKKD tai S¢ thong qua mo hinh nghiénre sau
cungd hinh 2.3 moé pJSng Nhr vay, co 5 nhand tacdong dén ar hai
long khach hangdi cac bén trong ung ¢pm:
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T Tén bien Ky hiéu
Nhin t6 Sw dim bio
1 | CBCC luon nha nhan, lich su voi khach hang ALS]
2 | Dot ngu CBCC rat dang tin cay ALS2
Nhin to Hiru hinh
Dia diem tiep nhan va fra ket qua dam bao veu cau ve anh sang, am thanh vado
3 [ thong thoang TRS1
4 | Dien thoat duoc su dung hisu qua trong giai dap thac mac cua ban ve dich v TRS1
5 [ Dia diem tiep nhan va fra ket qua dam bao veu cau ve cho ngoi TRS3
Thong tin tren Website da dang, phong phu va cap nhat dap ing tot veu cau cua
6 | khach hang DKED TRS4
] | He thong may tinh ho tro dap ung nhu cau khach hang TRSS
Nhin t6 D4 tin ciy vi tinh cong khai - minh bach
8§ | Phuong thuc thanh toan duoc cong khai minh bach, fuan tien trong DEED RCTI
Thu tuc, trmh tu frong thuc te dang ky tuong thich voi thong tin da cam ket cung
Q0 [ cap dich vu DEED cua So RCT2
10 | Thong tin dich vu DEED duoc dang tal tren website cua So RCT3
11 | Thu tuc duoc cong khai minh bach thuan tien trong DEED RCT4
12 | Toan bo thong tin dich vu DEED duoc niem vet cong khai tar van phong RCT5
13 | Khi hua hoac cam ket bat cu dien g1, So KH&DT deu thuc hien tot RCTé
14 | Le phi duoc cong khai minh bach, thuan tien trong DKED RCT7
15 | Thot gian duoc cong khai minh bach, thuan tien frong DEED RCTS
Thu tuc, trmh tm quy dinh khach hang phai thuc hien de duoc DEKD fuan thu quy
16 | dinh cua Luat Doanh nghiep RCTY
Nhin t6 Hinh inh, quing ba
Ban biet den dich vu DEKD Da Nang thong qua gio1 thieu cua nguot than, ban
17 | be, doanh nghiep 1AF]
18 | Ban biet den dich vu DEEKD Da Nang qua cac to roi, Brochure do So phat hanh JAF2
19 | Ban biet den dich vu DKED Da Nang thong qua moi giol JAF3
Nhin t6 Sw phin hoi
20 | Thot gian huong dan de hoan thanh ho so hop hop le rat phu hop RAS1
21 | Thot gian di la1 de hoan thanh ho so hop le rat phu hop RAS2
22 | Thoit gian tiep nhan va tra ket qua thoi diem dong khach hang chap nhan duoc RAS3
23 | Thot gian thuc hien ban dang ky dich vu DKKD rat piu hop RAS4
24 | Dot ngu CBCC luon giat dap moi thac mac trong qua trinh giao dich RASS
25 | Thu tue, rinh tu quy dinh thuc hien de duoc cap DEED rat phu hop RASGH
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Hinh 3.3. M6 hinh nghién &u sau cung

D9 tin cay va tinh cong khai — minh kach

Sw dam bao Y Sw phan hoi

Sw hai long
khach
hang

e

Nhan t6 hiru hinh Nhan t6 hinh anh

3.36.2. Do lwong ar hai long khach hang

Murc d6 hai Iong chungia khach hangdvdich w DKKD tai S¢
dua trén 3 thango Vé chdt lirong va ring lyc cung @p dich w, dich
vu DKKD dap iing k» vong khach hang va & gisi thiéu dich w cho
cac ca nhan dCh/l’C khaccua khach hang.

Trong 3 bén trén, clat Iu:ong va ring hrc cung ép dich wi dugc
khach hangianh gia cao rﬁi Vol gia ti trung binh 4, 63 T chit
day ding la yéu t6 tién quyét trong cungung dch w. Chit lugng va
nang Iuc cungung dch v dam bao £ dap ung duoc ky vong khach
hang, bén $ naydat gia ti trung binho mac 4,5. U’ng Wi sy hai long
chung, khach hang <6 thien cam doi véi don vi va dch w BKKD
do don vi cung ép va gbi thiéu dén céac ca nhanod: chic khac, bén
s naydat gia ti trung binh 4,45, Ba thantp c6 quan & va trong
quan clit chg, né quyt dinh mrc do hai long chung ita khach hang
ve dich vua BPKKD tai So.

3.4. Két luan chwong 3

Chuong 3 trinh bay & qui nghién @u, la @ s5 dé két luan sy
phu hyp cia dr lieu va moé hinh nghiénao ly thuyét. Sau qua trinh
phan tich thng ke mo 4, phan tich nhanmtkham pha, tic hién_cac
kiém dinh cn thiét, Luan van da higu chinh mé hinh nghiéniai lan 2
va sau qua trinh phan ticlhilguy, Luan vian da hinh thanktugc mé
hinh nghién ¢u sau cung sau khidbbo mot nhan & khongdapu:ng
yéu Gu. banh gia cac githuyét duoc dat ra tr dau va khing dinh sr
hai long @ia khach han@KKD tai So tap trungé cac nhand Do tin
cay va tinh cdng khai - minhabh, sr d&am bio va nhané hixu hinh.
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CHUONG 4. KET LUAN VA Kl EN NGHI

4.1. Mot so kién nghi nham nang cao & hai long khach hang @

dich va PKKD t ai Sé K& hoach vaPau tu thanh pho Pa Nang
4.1.1.Ddi Véi Sé Ké hoach vaPau tw thanh phé Pa Néng
4.1.1.1. \& sr dam bao

- Tién hanhdao to vadao to lai klen thirc, ky nang nghép wu,
trinh @6 chuyén mon chddi ngii CBCC. Hing rim, S can xay drng
va trién khai thrc hién cac clrong trinhdao to oz thé, hucrng dén
viéc cip nhit cac thong tin, quytinh, @ ché, chinh sach i cia Nha
nudc trong Tnh wrc bKKD.

- Cu thé chmng trinhdao &o doi ngi trong inh wc BKKD trén
giac do tong ths Lanhdao S Can tap trung K haach va co chong
trinh dao wo hang rim, c6 s bo tri hop ly cac ®i dungdao wo vé
Luat, co ché, chinh sach,uhh wrc dau tu, kinh doanh, gan ly...

- bao wo cac K nang ngai ngt, tin hoc, giao tép nHim trang
bi k§ ning dé CBCCdapung yeu au nhiém w trong thvi ky mai.

- Uu tién xay dng doi ngi CBCC co phong cach, tac phorﬁgldl
thaido lam vic chuyén ngldp, thec hién Ht yéu éu “can [ la cong Ibc
caa nhan dan”, ivng dén ar hai long éa nhan dadé phuc wu.

- Nang cao féu qua hom thr gop y, c6 o che khuyén Kkhich
cong dan, & chic lién K cong vic gép y thing thin & trinh do,
phong thai lam ViC ala CBCC ph trachbBKKD.

- Theo dbi,danh gia cht lwong cong tac wa CBCC trong qua
trinh thxc hién nhlem wu trén @ s huéng dén ar hai long @a khach
hang giao ith DKKD.

- CO @ ch¢ khen throng, xr phat kip thoi d6i véi doi ngii CBCC
thuc hién nhém wu. Thong qua ndn dinh aia khach hang vlé oi,
trach nhém acia can b phu trach, trén ¢ sy tham khio y kién dong
nghigp, ar thanh tra vién theo doi cam Iphy trachbKKD theo tinh
dinh ky dé co nHin dinh, ntin xét dung 8 pham chit, dao duc va
trach nhém aia can ) tlep dan va ¥ ly cong w cip BPKKD.

- Gan két mat thiét gitta Lanhdao phong, Lanhdao S& va doi
ngit CBCC phu trach tnh wic DKKD, tao sr gan gui va quan tandén
doi ngi CBCC, dong vién kp thoi RE tao tinh \van hoa va gin @i
nguwn CBCC.

- Pinh ky kiém tra kén thac bat bugc d6i véi doi ngi CBCC
thuc thi nhém wu trong inh wc PKKD, day la gii phap nfim kiém
tra kip thoi nang luc CBCC.

- Som thuc hién viéc tao ngubn can 1 thuc thi va quan ly trong
linh wrc cung ép dich w BKKD théng qua cong tac quy heh.
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4.1.1.2. \& nhan t6 hiru hinh

- Thanh &p “duong day nong” thdng qua & st dung dién
thaai, thiét lap he thong bng dai va nhan vién pim hoi truc tiép dé
giai dap cac thc mic aia doanh nglép, doanh nhan, khach hang Y
Luat dau tu, Luat doanh ngléip, quy trinh, tid tuc, thoi han va cac
diéu kién dé duoc cap Giay chirng nhin DKKD tai So

- Pau tr hé thong “Xép hang t dong”, yéu éu khach hang tuan
tha trinh tr lwot giao dch, to h|nhanh van hoa trong congasva khi
nang cungirng dch w cong. VEc dau ty hé thong hréng dén yéu éu
tai 9t dung sau khi chugn van phong ¢ Trung tam hanh chinh thanh
phd du kién hoan thanham 2013.

- Nang ép hé thong may tinh phc wu viéc cung ap dich w
PKKD, tap trung véc hoan thin ning rc cunguang dch w qua
mang Internet ¢ang ky tirc tuyén), nghién ¢u ap ahng mo hinh “ct
ky di¢n " trong cung ép dich w, ting heéc gam $ lan glao dch
truc tiép ala codng dan,dtchic tai van phong 8. Két hop viéc dau tur
hoan thén hinh thirc “chit ky dién " va van hanh &t he thong
PBKKD truc tuyén Pau tr bd sung 18 théng may tinh B tro dap ang
nhu du tra &ru thdng tin éa khach hang giaach bKKD.

- Thyc hign thanh toan trc tuyn qua dch w th¢ ATM
(Automatic transfer money) chéry khain qua ngan hang, ko mang
dién thaai di dong qua véc sr dung tin nhin SMS.

- Thuc hién tt chinh sach ¢t lugng “bién tri twé - trach nhém
thanh clit Iu:ong héu qui” theo hréng day manh trng, cang cdng
nghe thdng tin, lwéng dén ddi twong thu huong tnrc tiép 1a khach
hang giao tth DKKD

4.1.1.3. \& d§ tin cay va tinh céng khai, minh ach

- Cha tong cac cam & thuc hién cia S va aia doi ngii CBCC
vé dich w PKKD, yéu ciu thyc hign t6t cac mi dungda cam Kt gop
phin hoan thén ning lyc cungieng dch wi cia ay quan.

- Phaét trén céac hinh thc va kénh camét bang Viéc u:ng ding ¢
thong mang, website ga S, UBND thanh ph, cong 6 rong rai qua
cac phrong tién théng tin, baodal

- Thuc hlen B6 tha tuc hanh chinhihh wc DKKD do UBND
thanh pl Pa I\Iang ban hanh, 8thu tuc hanh chinkiugc xacdinh la
cin ar cam Kt 16n caa chinh qu@n d6i voi nhan dan, doanh n@p]
nhadau tr vé dich w PKKD. Viéc thyc hign tot cam It 12 o s9 dé
tin tuéng khach hang hai Ion@\nang luc cung dp dich w cia S.

- Tiép tuc thuc hién t6t viéc cong khai hoa cac thong tin khach
hang quan tdm nh phuong thrc thanh todn, i tyc, trinh tr thuc
hién, & phi DKKD, thoi gian cung ép dich w. Viéc cong khai hoa
cac i dung thong tin &n xem xét trong @i lién hé véi cac quydinh
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cua Luat Doanh nghidp, cac Nghdinh va thongut huong din thuc
hién Luat Doanh ngrﬁp

- Pay manh tng ding hiu qua he thong mang va cac website
chuyén nganhi@a & trong vic cong b, cong khai cac quginh, quy
trinh, thi tuc, thong tin lién quadén linh wic DKKD. binh ky va kp
thoi dang @i cac \an d&& mang tinh “tii su” Vé CAc \an dé, linh wrc
lien quandén PKKD va doanh ngléip. Nang im website da S tré
thanh trung tam thong tin cho cddi tuong khach hang khai thagrd
lieu vé DPKKD va haat dong aia doanh nglgp.

4.1.1.4. \& nhan t6 hinh anh, quang ba

- Tap trung thrc hién mo hinh thidiém quan tam s hai long
khach hang sau kh| hoan thanh giein cunging dch w, quan tam
truc tiép dén cacdéi tuong khach hang va cardd tro dac biét khi
khach hang #@p khé khin, cac {rc can trong hat dong.

- Nang cao cht Iu:on va tinh phong phdja ding, d@p nhit
thong tin cacd roi hu:ong n DKKD trong cac gladoan tredc, trong
va sau khiduoc cap phep,dam bao tinh ngn gon, xuc tich,day du
thong tin trong catroi dugc phat hanh.

- Xay drng va thét k& Logo, Slogan #n lién vsi hinh anh
quan hanh chinh céng curigg dch w PKKD; dang ky 8 hitu tri
tué Logo, Slogan ndm dapung yéu éu hoi nhap kinh € quoc t, dam
bao cacdbi tuong doanh nglép, doanh nhan, nhdiu tr trong va
ngoai nréc déu biét dén S thdng qua cacadl hleu dac biét dugc phap
luat quoc t va trong méc thira nhin, to hinhanh tich arc trong nfan
thirc cia khach hangévSo

4.1.1.5. \éswphan hoi

- Sém hoan thén Bé an vadua vao hat dong “Trung tam B trg
doanh ngrﬁp (Trung tam) tec thwe S, dapng tinh raing dong va
linh hoat cia @ ché thi trudng.

- Thuc hién tinhdau mbi trong viéc huéng din hoan thanhhso
PKKD, moi CBCC duoc phan cong 1Irong cin riéng bét ttng khach
hang, Ian ché b 1an giao dch trée khi cip Gidy ching ntin BPKKD
cho khéach hang

- Tang arong tinh héu qu cua Fe thong camera quan saty c
CBCC giam sat va &m tra thrc € giao dch aia vin phong cungap
dich w. Kip thoi phat hén cac trong hrp khach hang pin giao dch
nhiéu 1an va co fréng xx ly phu hyp, rat ngin thoi gian giao dch
trugc khi cap gidy Chirng ntin BKKD va dua nhanh vao quy trinh
tiép nhin M so thuc &, dam bao thyc hign ddng quydinh thoi gian
cung (ﬁp dich wu.

- Piéu dong CBCC théc b phan xir ly dé dapu:ng chodoi ngi
tiép nhin va ngroc lai, trong thyi diém hd so cip Gidy ching nhin
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l6n, én c6 s diéu dong tr bo phan tiép nhan. Hudng g dén viéc dao ho
can k) dapung ¢ nghip vu ti€p nhan va xt ly cung ép dich w.

- Khuyén khich cong danptchac c6 nhu éu thuc hién giao dch
qua hinh tlrc truc tuyen, thong qua vic dang ky tang mang Internet
khach hang&han che o lan di lai dé thyc hién giao dch dang ky va
husng din hoan thin ho so.

- Truéng phongBKKD can uy quyén va phan qu@n cho ép phé
duoc phép ky ép giy phepBKKD thuc hién giai phap nay & tao
dong lec lam vic cho lrc luwong cip pho va, lam hai Iong khach hang.

4.1.2.Déi véi UBND thanh phs Pa Ning

- Trién khai &p dng viéc nghién éu ar hai long khach hang
trong trng linh we dich w cong, trongdo @p trung vao B cai cach
thu tuc hanh chlnlﬁtol voi tuyen quan, huyén va tuyen thanh ph, trién
khai thidiém déi véi linh wrc DKKD tai S¢ Ké hoach vabau tr thanh
pho ba Nang.

- Trung tdm B trg doanh ngkép la gii phap rat ngn thoi gian
giao dch bKKD cho khach hang, gin ap lrc cho 1§ phan tiép nhan
va tra két qua, phongbKKD thu¢c S5, vi vay UBND thanh plh ssm
cho cho phép Trung tati vao hat dong, gép phn rat ndin thoi gian
gia nHip thi trudng aia Doanh nglép.

- Hinh thrc “chix ky dién ti” va “Cap gidy phepBKKD truc
tuyen truc tiép cho khach hangda duoc kiém nghém thrc &€ tai cac
NuGC phat trén, nang cao tinh & dal cia viéc cunging dch wi
cong, kén ngh UBND thanh plﬁ trién khai vEc nghién @u, xay
dung Pé an “Dich wi cdng va giao gh khong @y” ap ding ong rai
cho #t ca cac thh wec dich w cong gn v6i Bo cai cach thi tuc hanh
chinhda duoc UBND thanh ph ban hanh.

4.2. Nhirng han ché va heéng nghién atu tiép theo

Pé tai chra nrn dinh duoc ax twong quan va so sanhumdd hai
long khach hangévdlch w DKKD cua S Ké haach vaDau tur thanh
phé Ba NEng so Wi cac thanh ph khac nhr: thanh plb Ha Noi, HO
Chi Minh, Viing Tau..

Trong trong lai @n tac gh S8 hudng dén viéc hoan thin Luan
van nghién au thGng qua Véc:

- Thuc hién so sanh ang luc cungang dch wu BKKD cua cac
thanh pld truc thupc trunguong gSm thanh pBb HO Chi Minh, Ha
Noi, Hai phong, Gn Tho vaba Nang

- Hinh thanh thando tong quat, ap ghg chung cho ¥c nghien
cau sr hai long khach hangéwac dch wi cong @a thanh ph nhat 1a
viéc @p trung nghiéneu sr hai ldng @a khach hangéi vai cac inh
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vuc thwe Bd cai cach thi tuc hanh chinkid dwoc UBND thanh ph
ban hanh.

- Trén @ s5 sy hai long khach hang,ét hanh nghiéniw mac
d6 trung thanh hgc than phdn aia khach hangd/nang lyc cunging
dich w cia Sy bang cach dng md hinh nghiéni ar hai long khach
hang @a M.

- Phan nhém hai long khach hang theo d&ictuong khac nhau
la cac cong ty TNHH, cong tydghan, cong ty bp danh, CN-VBD.
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KET LUAN

TOm lai, nghién ¢ru sr hai long khach hangwdich w PKKD la
mot trong nhtrng @© & dé Lanhdao &, Lanhdao thanh ph xacdinh
thuc trang ring luc cungtng dch wi va hrong dén viéc hoan thin
trong trong lai, day la ndt trong ntirng gii phap rat ngn thoi gian
gia nhip thi truong aia doanh nglp.

Trén @ s ap ding cac thangio ciu thanh éa nhan & chat
luong dch w (SERVPERF), réi quan f¢ gitra chit lwong dch w va
sy hai long khach hang va mé hinh hai long khéach ham
Parasuraman va Spreng - Mackoyahwan da xacdinh dugc cac
nhan 6 tdcdong dén sr hai long khach hangudng hda s tacdong
cua trng nhan & doi véi su hai long khach hang, hinh thadincyc mo
hinh nghién éu dau tién @a sr hai long khach hangevdlch Wi
PKKD tai S¢ Ké hoach vaBau tr thanh ph Pa Ning. Thong qua
nghién ¢u cho thy cac yu t6 ciu thanh va th tu sy hai long ¢ dich
vu DPKKD gom: sr dam bio, nhan é hitu hinh,do tin ciy va tinh cong
khai, minh ach, nhané hlnhanh quing ba vas phan hoi.

Ky vong va mong mén cia khach hangd/dich w DKKD co
ban du:crc thé hién théng qua & qua nghién @u, né phu bp VGi két
qua khao sét khach hanguéc khi ticn hanh phan tichidliéu. Béi Véi
dich w cong, @ thé trong Inh wic BPKKD, khach hang mong naum
thai 46 an @n, nha nbn, sr tin ciy cua dol ngi CBCC, tinh cbng
khai, minh lach aia quy trinh, th tuc, trinh tr, phrong thic thanh
toan, & phi thi gian cungrng dch WI..

Trén © O két gqua nghlen Gy, LUan vin dé xuat mot so giai
phap va kn ngh nhim nang caows hai 1ong khach hang trér o
nhan thic thec © nhitng mit tich arc va han ché trong cungrng dch
vu PKKD théng qua cac nham thé hién tinh & thdng va khai quét
cia md hinh nghiénd sau cing nit nang cao trinktd kién thac,
pham chit va ky ning nghép vu chuyén mon ia doi ngii CBCC;
nghién ¢u Sr dung hinh thirc “chir ky dién " va “cdp PKKD truc
tuyét truc tiép qua mng Internet”,dua vao & dung Trung tam b tro
doanh nghip, dau tw hé thong “Xep hang t dong”, thanh &p duong
day nong trong gi dap thic mic cia khach hang; khéy ngh So
dang ky v hitu tri tié d6i véi Logo, Slogandugc phat kén; thec thi
tét chinh séach ¢t lvgng da dugc ban hanh...dwng dén muc tiéu rat
ngin thoi gian gia nlp th1 truong aia doanh nglp. Kién ngH
UBND thanh pl chi dao © chirc ung ding ky thuat nghién ¢u sr
hai 1ong khach & cac dch w c6ngé pham vi thanh pb, ton tong
tinh doc lap trong trén khai thec hién nghién éu.



