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LOI CAM ON

Trong subt qué trinh hoc tap va thuc hién luan van, t61 da nhan dugc rat nhiéu su
gitip d& va dong vién tir co quan, gia dinh, Quy Thay C6 va cac ban bé. Vi vay, toi xin
phép duoc giri 101 cam on chan thanh nhat dén:

- PGS.TS Phan Khic Thudng, ngudi da tan tinh gitip d& va hd tro t6i trong subt
qua trinh tim kiém tai liéu, thuc hién dé cuong dén khi hoan tat luan van.

- Quy Thay Cb gido di truyén dat cho toi vo van kién thirc va kinh nghiém quy
gia trong thoi gian theo hoc tai truong.

- Cac ban be¢, anh chi dff)ng nghiép va gia dinh da nhiét tinh hd tro va dong vién
toi trong subt qua trinh hoc tap cling nhu giai doan thuc hién luan van.

Tran trong cam on!



LOI CAM DOAN
Téi tén Tran Quang Huy, 13 hoc vién cao hoc chuyén nganh Quan tri kinh doanh
- Trudng Dai hoc Phan Thiét xin cam doan rang cong trinh nghién ciru ndy 1a cua t6i va
do t6i thuc hién. Noi dung va thong tin trong nghién ctru nay chwa duge cong bd cho
bét ky t6 chirc hay don vi nao va ciing chua duoc sir dung cho bat ky hinh thirc bang
cap nao. Cac thong tin, dir liéu ma toi thu thap sir dung trong nghién ctru nay hoan toan

1a trung thuc va cé nguon goc rd rang.

Tp. Phan Thiét, thing nam 2023.

Hoc vién

Tran Quang Huy
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TOM TAT

Nghién ctru dugc thuc hién voi muc tiéu xac dinh cac yéu t6 anh huong dén su
hai long cua khach hang ddi véi chét luong dich vu cong ciia Kho bac nha nude huyén
Tuy Phong, tinh Binh Thuan. M6 hinh nghién ciru ctia dé tai gdm 6 yéu t6 anh huong
dén su hai long cua khach hang ddi véi chat luong dich vu cong cua Kho bac nha nudc
huyén Tuy Phong, d6 1a: Su tin cdy, Nang luc phuc vu, Kha nang dap vung, Co so vdt
chat, Su dong cam va Quy trinh thii tuc. Nghién ctru str dung tong hop hai phuong phap
dinh tinh va dinh luong. Két qua phan tich hdi quy cho thiy ring cac yéu td: Su tin ciy,
Ning luc phuc vy, Kha ning dap tng, Co sd vat chat, Su dong cam va Quy trinh thu
tuc ¢6 anh hudng cung chiéu dén su hai 1ong cta khach hang d6i v6i chat lugng dich
vu ¢ong cua Kho bac nha nudc huyén Tuy Phong. Két qua nghién ctru 13 co sé dé tac
gia dé xut cac ham y gitip nang cao hon nita sy hai 10ng khach hang d6i v6i chat luong

dich vu cong cia Kho bac nha nudc huyén Tuy Phong.



CHUONG 1: TONG QUAN VE PE TAI
1.1 Ly do chon d@ tai

Tir khi dit nuée chuyén sang thoi ky d6i méi, day nhanh qué trinh hop tac
va hoi nhap, nén kinh té da dat dugc nhitng thanh tyu hét stc quan trong trén nhiéu
linh vuc. Trong d6, cong tic quan 1y va diéu hanh quy Ngan sach Nha nuée co lién
quan mat thiét dén viéc thuc hién théng loi céac chinh sach tai chinh - tién té quéc
gia. Viéc khai thac cac ngudn lyc tai chinh va phan phdi, st dung c6 hiéu qua vao
cac myc dich phat trién kinh té - x4 hoi 1a trach nhiém chu yéu ctia nganh Tai chinh.
Thuec té cho thay, khi hé thong Kho bac Nha nudc nam dudi quyén quan 1y va diéu
hanh truc tiép ctia BO Tai chinh thi viéc diéu hanh ngan sach Nha nudc sé rat thuan
lgi. Cac nhu cau chi tiéu cta nén kinh té s& duoc Bo Tai chinh cha dong tao nguén
va ¢ thé dap tng kip thoi va day du.

V61 myc tiéu xay dyng Kho bac Nha nudc (KBNN) hién dai, ting cuong cai
céch thu tyc hanh chinh gan véi hién dai hoa hé thong cong nghé thong tin, dén nay
KBNN di co ban hoan thanh trién khai va cung cip cac dich vu cong truc tuyén
muc do 4 to1 cac don vi st dung ngan sach trén pham vi toan quéc. Déng thot phéi
hop véi cac don vi thude Vian phong Chinh phu dé tich hop dich vu cong truc tuyén
ctia KBNN 1én Cong dich vu cong Qudc gia phuc vu thanh toan truc tuyén nghia
vu tai chinh trong giai quyét thu tuc hanh chinh.

KBNN huyén Tuy Phong 1a mét trong nhimg Kho bac c¢6 s6 luong khach
hang 16n, nén viéc danh gia sy hai long cua khach hang luén dugc sy quan tam cua
céc cap quan ly trong Kho bac, vi vy lanh dao va cac can bo chuyén moén ludn cb
ging phan déu, tiép tuc hoan chinh, cai tién hon nira chat lugng phuc vu khach hang
theo huéng nhanh gon, hi¢u qua, ding phap luat. Véi 1y do do tac gia chon dé tai:
“NANG CAO SU HAI LONG CUA KHACH HANG VE CHAT LUQNG
DICH VU CONG TAI KHO BAC NHA NUGC HUYEN TUY PHONG”.

Tur két qua nghién ctru, cac cap lanh dao ciing nhu can bo chuyén trach c6
thé danh gia thuc trang cung cap dich vu cong ctia Kho bac hién nay va nhén dinh
nhitng yéu td tac dong dén chét lugng cung cép dich vu hd trg, hudng dan khach
hang trong qua trinh st dung chuong trinh dich vu cong Kho bac. Qua do, rit ra

nhimg ham ¥ quan tri nham nang cao chét luong dich vu cung cap cho khach hang,



d6ng thoi gop phan nang cao sy hai long cta khach hang d6i véi co quan Kho bac,
dé tir 46 giup cong tac kiém soat chi ngan sach nha nudc tai Kho bac huyén Tuy
Phong ngay cang hiéu qua.
1.2 Muc tiéu nghién ctru
1.2.1 Muc tiéu tong quat

- Tong quan vé co sé Iy luan ddi v6i hoat dong nhan va kiém tra giam sat
hd so dich vu cong cia cac khach hang giri dén Kho bac.

- Xay dung md hinh va danh gia sy hai 10ng ctia khach hang khi tiép nhan
va giai quyét ho so dich vu cong ctia Kho bac.

- Trén co s& phan tich thuc trang tac gia manh dan néu ham ¥ quan tri nham
nang cao murc d6 hai 1ong ctia khach hang khi tiép nhan va giai quyét ho so dich
vu cong cua Kho bac Nha nude huyén Tuy Phong.

1.2.2 Muc tiéu cu thé
Dé dat dugc muc tiéu téng quat dé tai thyuc hién cac muc tiéu cu thé sau:

- Xac dinh cac nhan t6 chinh anh huong dén su su hai long ciia khach hang
khi giao dich qua Cong dich vu cong ctiia Kho bac Nha nudc tai huyén Tuy
Phong;

- Xem x¢ét tic dong ctia chiing dén sy hai 1ong ctia khach hang khi giao dich
qua Cong dich vu cong ciia Kho bac Nha nudc tai huyén Tuy Phong.

- Dua trén két qua phén tich néu ra nhirmg ham y quan tri.

1.3 Cau héi nghién ctru:
Pé thuc hién cac muc tiéu trén, dé tai nghién ctru can tra 101 cdc cAu hoi sau:
- Céac nhan t6 nao anh hudng dén sy su hai long ctia khach hang khi giao dich qua
Cong dich vu céng ctua Kho bac Nha nuéc tai huyén Tuy Phong?
- C4c nhén t6 d6 anh huong nhu thé nao dén su sy hai 1ong ctia khach hang khi giao
dich qua Cong dich vu cong ctia Kho bac Nha nudc tai huyén Tuy Phong?
- Cac ham ¥ quan tri pht hop nao nhim ning cao su sy hai long cua khach hang khi

giao dich qua Cong dich vu cong ctia Kho bac Nha nuéc tai huyén Tuy Phong?



1.4 Poi twong va pham vi nghién ciru
1.4.1 D6i twong nghién ciru
Pbi tugng nghién ciru ciia dé tai 1a xac dinh cc nhén t6 anh hudng dén
su hai 10ng cua khach hang khi giao dich qua Céng dich vu cong ctiia Kho bac
Nha nudc tai huyén Tuy Phong.
Pbi tuong khao sat: Nhitng khach hang c6 quan hé giao dich tai Kho bac
Nha nudc huyén Tuy Phong, tinh Binh Thuan.
1.4.2 Pham vi nghién ctru
- Khéng gian: Tai Kho bac Nha nuéc huyén Tuy Phong, tinh Binh Thuén, noi
tryc tiép nhan va giai quyét hd so dich vu cong vé thu chi ngan sach nha nuéc
cho cac khach hang trén dia ban huyén Tuy Phong.Dé tai chi tdp trung nghién
ctru cac ndi dung lién quan dén viéc xac dinh cac yéu té anh huong dén su hai
long cua khach hang khi giao dich qua Céng dich vu cong cua Kho bac Nha nudc
tai huyén Tuy Phong.
- Thoi gian: S6 liéu diéu tra bang phuong phap phong van truc tiép theo bang
cau hoi dugc thuc hién tir thang 10/2022 dén thang 11/2022. Nghién ctru tién
hanh trong 6 thang tir Thang 09/2022 dén Thang 02/2023.
1.5 Phuwong phap nghién ciru
Nghién ctru sir dung tong hop giira hai phuong phép dinh luong va dinh tinh.
Trong do, nghién ctru dinh tinh dugc st dung trong giai doan nghién ctru sobg thong
qua phuong thirc tham khao y kién chuyén gia c6 kinh nghiém trong linh vuc quan
ly ngan sach nha nudc trén dia ban huyén Tuy Phong, tinh Binh Thuén nhim danh
gia va c6 su diéu chinh cac ndi dung nghién ctru cho phi hop véi diéu kién nghién
cuu tai huyén Tuy Phong, tinh Binh Thuén; nghién ctru dinh lugng duoc thuc hién
trong giai doan nghién ctru chinh thirc thong qua phan tich dir liéu tir khao sat khach
hang giao dich tai cac Kho bac Nha nudc huyén Tuy Phong. Nghién ctru str dung
cong cu hé sb tin cdy Cronbach’s alpha va cong cu phan tich nhan t6 kham pha EFA
dé loc ra cac thang do khai niém nghién ctru.Phan tich hdi quy dugc sir dung dé xac
dinh céac két qua phuc vu cho cac muc ti€u cua nghién ctru. Cac phan tich duoc thuc

hién bang Phan mém thong ké, phan tich dir liéu SPSS.



1.6 Y nghia ciia dé tai
1.6.1 V& mit khoa hoc

Hé thdng hoa cac nhan té anh hudng dén su hai long ciia khach hang khi giao
dich qua Céng Dich vu cong ciia Kho bac Nha nuéc tai huyén Tuy Phong, dong
thoi nghién ciru tich hop thém mot sb yéu t6 méi va kiém dinh mérc d6 anh huéng
cua chung trong mo hinh. Ttr d6 co thé xay dyng mot mo hinh mai hoan thién hon
dé nang cao sy hai 1ong cua khach hang khi giao dich qua Cong Dich vu cong cia
Kho bac Nha nudc tai huyén Tuy Phong.

1.6.2 Vé mit thue tién

Két qua nghién ctru xc dinh cac yéu té anh huong dén su hai long ctia khach
hang khi giao dich qua Cong Dich vu cong ciia Kho bac Nha nudc tai huyén Tuy
Phong. Két qua nay c6 thé dung 1am tai liéu tham khao cho cac nghién ciru sau co
lién quan.

Pong thoi, két qua nghién ciru ndy s& cung cap cho can bd, chuyén vién giao
dich kho bac truc tiép lam cong tadc nhan, kiém tra, giam sat, kiém soat chi qua Céng
Dich vu céng ctia Kho bac Nha nudc tai huyén Tuy Phong nhirng co s¢ vé mirc do
su hai long cua khach hang.

Xac dinh duoc nhitng yéu t6 quan trong anh hudng dén su hai long cua khach
hang giao dich qua Cong dich vu cong Kho bac. Tir d6, can bd truc tiép lam cong
tac nhan, kiém tra, giam sat, kiém soat chi qua Céng dich vu cong Kho bac cua cac
khéach hang ciing nhu 1anh dao phu trach cong tac chuyén mon ghi nhan dugc ham
¥ quan tri trong nghién ciru dé c6 su dao tao chuyén sau doi ngii can bd chuyén
trach dé bién ho tré thanh nhitng ngudi can bo giodi va co phong cach phuc vu chuyén
nghiép trong tuong lai.

1.7 Két cau ciia ludn vin
Két cu ciia Luan vian c6 5 chuong bao gom céc ndi dung chinh:
Chuwong 1: Tong quan dé tai nghién ctru
Trinh bay tong quan vé dé tai nghién ctru nhu: Co s& chon dé tai, Cac muc tiéu
nghién ctru, P4 twong va pham vi nghién ctru, Phuong phap nghién ciru cua dé tai,
Y nghia nghién ciru va Két cdu cua luan van.

Chuwong 2: Co s 1y thuyét va mé hinh nghién ciru



Trinh bay co s 1y thuyét lién quan dén cac khai niém nghién ctru trong dé

tai. Cac mé hinh dd duoc nghién clru trong va ngoai nuée dé 1lam co so xay dung
nén mo hinh nghién ctru va cac gia thuyét nghién ctru dé xuat.

Chwong 3: Phuwong phap nghién ciru

Trinh bay vé quy trinh nghién ctru, xay dung va kiém dinh cac thang do, cac phuong
phap phan tich nham do ludng cac khai niém nghién ciru.

Chuwong 4: Két qua nghién ciru

Chuong nay trinh bay thong ké, mo ta vé cac mau khao sat, kiém dinh mé hinh va
do ludng cac nghién ciru, phan tich, ddnh gia cac két qua co dugc va dua ra két luan
cac gia thuyét.

Chwong 5: Két luan va Ham y quan tri

Tom tat két qua chinh ciia nghién ciru, ¥ nghia ciia nghién ciru. Thong qua

két qua nghién ctru, tic gia dé xuat mot sb ham y quan tri xoay quanh cac két qua
c6 dugc. Ngoai ra, chuwong nay con trinh bay nhiing han ché ctia nghién ctru va dinh

hudng cho nhing nghién ciru tiép theo.

TOM TAT CHUONG 1

Chuong nay gidi thiéu tong quat vé 1y do chon dé tai boi canh nghién ciru, néu
1én muyc ti€u nghién clru cua dé tai, pham vi va ddi tuong nghién curu, ¥ nghia khoa hoc,
phuong phap nghién ciru duoc sir dung ciing nhu ¥ nghia thuc tién cua dé tai giup nguoi

doc ¢ cai nhin tong quat ve dé tai.



CHUONG 2: CO SO LY THUYET VA MO HINH NGHIEN CUU
2.1. Dich vu hanh chinh céng
2.1.1. Khai niém dich vu

Trong nén kinh té hién nay co nhiéu khai niém khac nhau vé dich vu. Theo quan
niém cua Zeithaml & Britner (2000) cho rang dich vu 13 nhitng hanh vi, qua trinh, cach
thire thuc hién mot cong viéc nhu cung cép, hd trg va thao g& cac kho khian vuéng mac
ctia khach hang nham lam théa man nhu cau va mong doi cta khach hang.

S¢ di dich vu 1a loai hang hoa phi vat chit béi cac dic diém khac voi cac loai
hang hoa thong thuong nhu: tinh v6 hinh, tinh khong dong nhat, tinh khong thé tach roi
va tinh khong thé cat giit. Nhitng dic diém nay 1am cho dich vy tré' nén kho dinh luong
va khong thé nhan dang bang mit thuong duoc.

Tinh vd hinh: Dich vy khong giong nhu nhitng san pham vat chat, khong nhin
thiy duoc, khéng ném duoc, khong nghe thdy duoc va khéng ngti dugc trude khi nguoi
ta mua chang.

Tinh khéong dong nhat: Khong c6 chit luong dong nhét vi dich vu bat ngudn tir
su khac nhau vé tinh chat tdm |y, trinh d cta nhan vién. Ngoai ra dich vu con chiu su
danh gid tir cdm nhn ctia khach hang.

Tinh khéng thé tach roi: Dich vu thuong duoc tao ra va sir dung dong thoi. Diéu
nay khéng dung voi hang hoa vat chit dugc san xudt ra nhap kho, phan phdi théng qua
nhiéu nic trung gian mua ban, rdi sau d6 méi duogc tidu dung. Poi voi san phdm hang
hoa, khach hang chi str dung san pham & giai doan cudi cling, con ddi véi dich vu, khéach
hang déng hanh trong subt hodc mot ph?ln cua qua trinh tao ra dich du.

Tinh khéng lwu giiv dwoc: Dich vu khong thé cét giit va luu kho r6i dem ban
nhu hang hoa khac. Khi nhu cdu on dinh thi tinh khong cét giit cia dich vu s& khong

quan trong.



Nhu vay dich vu 1a mdt loai hang hoa phi vat chit no6 khong c6 hinh dang, con
chét luong thi khong ddng nhat, khong luu trit duoc. D6 1a diém khac biét cua dich vu
vo1 cac hang hoa thong thuong khac.

2.1.2. Khai niém vé dich vu cong

Theo Nguyén Hiru Hai (2010) thuat ngit dich vu cong (public service) duoc sir
dung rong rii & cac nudc phat trién tir nhirng nim 1980, song méi duoc st dung & Viét
Nam trong nhitng nim gan ddy. Cé nhiéu quan niém khac nhau vé dich vu cong, tuy
nhién c6 thé hiéu dich vu cdng I1a hoat dong phuc vu cac nhu cau chung thiét yéu, quyén
va nghia vu co ban cua cong dan do cac co quan nha nudc thuc hién hoac iy nhiém cho
c4c to chtrc phi nha nudce. Véi khai niém nay, dich vu cdng bao gdm: Dich vu hanh chinh
cbng va dich vu cong cong.

- Dich vy hanh chinh cong lién quan dén viéc phuc vu cic quyén va nghia vy co ban
ctia cong dan va phuc vu hoat déng quan 1y nha nudce, nén vé co ban dich vu nay do
co quan nha nudc cac cap thuc hién.

- Dich vu cong cong 1 hoat dong phuc vu cac nhu cau chung thiét yéu ciia cong dan
(ca nhan, to chtrc) nén co thé do céc co quan nha nudc thuc hién hodc iy nhi¢m cho
cac to chirc phi nha nude thyuc hién.

Trong nghién ctru ndy, tac gia chi dé cap loai dich vu hanh chinh cong.

2.1.3. Khai niém vé dich vu hanh chinh céng

Theo P4 Pinh Nam (2010) thi dich vu hanh chinh cong 1a loai hinh dich vu gén
lién véi chirc nang quan ly nha nudce, nham phuc vu yéu cau ciia ngudi dan. Dich vy nay
khong tuan theo quan hé cung cau trén thi trudng ma chi thdng qua 18 phi phap luat dinh
san ndp cho co quan cung cap dich vu.

Theo Lé Chi Mai (2006), dich vu hanh chinh cong la loai hinh dich vu dac biét.
Dich vu hanh chinh cong la nhiing dich vu lién quan dén hoat dong thyc thi phap luat,
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khong nham muc tiéu loi nhuan, do co quan nha nude c6 tham quyén cap cho to chc,
c4 nhan dué6i hinh thic cac loai gidy to c¢6 gia tri phap Iy trong cac linh vec ma co quan
nha nudc d6 quan ly.

Theo Arawati (2007), dich vy hanh chinh cong géan lién véi chirc ning quan 1y
nha nudc, nham dap tng yéu cau cua nguoi dan. Poi tugng cung tmg duy nhét dich vu
hanh chinh cong 13 co quan cong quan hay cac co quan dugc nha nude y quyén thuc
hién cung tng dich vu hanh chinh cong. Dé thuc hién chirc ning nay phai tién hanh
nhirng hoat déng phuc vu truc tiép nhu cap gidy phép, gidy chimg nhan, ding ky, cong
chtrc, thi thuc, ho tich... Nguoi dan dugc hudng nhitng dich vu nay khong theo quanhé
cung cau, ngang gia thi truong ma théng qua viéc déng 1& phi. Phan 1é phi nay mang tinh
chat hd tro cho ngan sach nha nuéc. Khi cung cip dich vy, nha nuéc sir dung quyén luc
cong dé tao ra dich vu. San phém cua dich vu hanh chinh cong 1a cac loai giéy to co tac

dung chi phdi quan trong dén hoat dong kinh té — xa hoi ctia dat nudec.

Céac dic diém cta dich vy hanh chinh cong:
Viéc cung tng dich vy hanh chinh cong luén gan lién v6i tham quyén hanh chinh - phap
Iy cta cac co quan hanh chinh nha nudc.
Dich vu hanh chinh cong la hoat dong phuc vu cho hoat dong quan 1y ciia nha nudc.
Dich vu hanh chinh c6ng c6 tinh xa hdi, véi muc ti€u chinh 1a phuc vu lgi ich cong d@)ng
dap tng nhu cau cua tit ca cong dan, khong phan biét giai cip, dia vi xa hoiva dam bao
cong bang va 6n dinh x& hoi, mang tinh quan ching rong rai. Moi ngudi déu co quyén
ngang nhau trong viéc tiép can cac dich vu cong vai tu cach la ddi tuong phuc vu cua
nha nude. Tir d6 c6 thé thiy tinh kinh té, loi nhuén khong phai 1a diéu kién tién quyét
chi phéi hoat dong dich vu cong.
Dich vy hanh chinh cong cung tng loai “hang hoa” khong phai binh thuong ma 1a hang
hda dic biét do nha nudc cung tng hodc iy nhiém cho to chirc, c& nhan thuc hién, dap
ung nhu cAu toan xa hoi, bat ké cac san phﬁm duogc tao raco hinh thai hi¢n vat hay phi

hién vat.



- Viéc trao d6i dich vu hanh chinh cong khong théng qua quan hé thi truong day du.
Thong thudng, ngudi st dung dich vy hanh chinh céng khong truc tiép tra tién, hay
dung hon 13 d3 tra tién duéi hinh thic dong thué vao ngan sach nha nuée. Ciing c6
nhimg dich vu céng ma ngudi sir dung van phai trd mot phan hoic toan bo kinh phi;
song nha nudc van cé trach nhiém dam bao cung tmg cac dich vy nay khéng nham muyc
ti€u lo1 nhuan.

- Tu géc do kinh té hoc, dich vu hanh chinh cong la cac hoat dong cung irng cho xa hoi
mot loai hang hoa cong cong. Loai hang hda nay mang loi ich khong chi cho nhiing
ngudi mua nd, ma cho ca nhitng ngudi khong phai tra tién cho hang héa nay. D6 1a
nguyén nhan khién cho chinh phu ¢6 vai tro va trach nhiém quan trong trong viéc san

xuat hodc bao dam cung tmg céc loai hang héa céng cong.

Theo Zeithaml va Bitner (2000) cho rang: Dich vu 1a nhitng hanh vi, qua
trinh va cach thirc thuc hién mot cong viéc nao do nham tao gia tri st dung, lam
théa méan nhu cau va mong doi cua khach hang. Dich vu la san phém vO hinh,
ching khdng déng nhat véi nhau va ciing khong thé tach ly chiing duoc, nghia 1a
trong qua trinh tiéu dung dich vu thi chat lvgng dich vu thé hién trong sy twong tac
gittakhach hang va nhan vién cta cong ty cung cip dich vu (Svensson, 2002).
2.2.  Chat lwong dich vu
Theo Wismiewski (2001) chét luong dich vu dugc dinh nghia bang nhiéu cach khac nhau
tuy thudc vao ddi tuong nghién ctru, nd thé hién mac d6 ma mot dich vu dap ung dugc nhu ciu
va mong doi ciia khach hang. Theo Zeithaml (1996), chit luong dich vu I sy danh gié cua

khach hang veé tinh siéu viét va su tuyét voi ndi chung ciia mot dich



vu. No 1a mot dang cua thai do va cac hé qua tur sy so sanh gifta nhitng gi dugc
mong doi va nhan thure vé nhitng thtr ta nhan duogc.

Chat luong dich vy thudng duoc xem 1a mot yéu td tién quyét, mang tinh quyét
dinh dén su canh tranh dé tao 1ap va duy tri mbi quan h¢ véi khach hang. Quan
tam dén chat luong dich vu s& 1am cho mot to chirc khac v6i nhimg t6 chirc khac
va dat duocloi thé canh tranh trong lau dai (Morre, 1987). Lehtinen (1982) cho
rang chat lugng dich vu phai danh gia trén hai khia canh: (1) Qua trinh cung cép
dich vu va (2) két qua caa dich vy. Con theo (Gronross, 1984) thi chat luong ki
thuat lién quan dén nhiing gi duoc phuc vy, va chéat luong k¥ ning noi 1én ching
dugc phuc vu nhu thé nao. Qua phan tich vé chat luong dich vu co thé théy nhiing
dic diém co ban sau:

- Kho khan hon trong viéc danh gia chat luong cua dich vu so chat lugng
cta hang hoéa hiru hinh.

- Nhan thire vé chat luong dich vu 1a két qua cua qua trinh so sanh gitra su
mong doi cua khach hang vé chit lwong ma dich vu cu thé mang lai nham dap tng
nhitng mong doi do.

- Khach hang khong chi danh gia két qua mang lai ciia mot loai dich vu nao
d6 ma con phai danh gia tién trinh cung cp cua né dién ra nhu thé nao. Péi voi
nhimg dich vu do co quan hanh chinh nha nuéc cung cap truc tiép cho nguoi dan,
gin lién viéc thyc hién chirc ning quan Iy nha nuée, dap tng sw mong doi ciia mot
nhom loi ich va muc tiéu cta to chirc. Vi vay, loai chat luong dich vu nay duoc ddnh
gié dua trén viéc thyc thi phap luat ding qui dinh va trach nhiém, thai d6 phuc vu
ctia cong chirc, dam bao cac quyen, loi ich hop phap cua cong dan, duy tri trat tu
an ninh va phat trién xa hoi.

2.2.1. Chit lweng dich vu hanh chinh cong
Chat lugng dich vu 12 mét thude do quan trong ddi v6i hoat dong cuia cac
co quan hanh chinh nha nudc, va 1a mot trong nhing két qua hoat dong chinh cua

cac co quan nay. Tuy nhién, lgi nhuan khdng phai la muc dich chinh cta cac co
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quan, vi ho con phaithyuc hién nhidu chirc ning khac nhu hd trg cho sy ting trudng,
diéu chinh nhip d6 ting trudong va dinh hudng ting truong (Arawati, 2007).

Dua trén mot s6 khai niém, thuat ngit, cac nha khoa hoc nghién ciru 4p dung
trong TCVN I1SO 9001 : 2008 vao dich vu hanh chinh cong nhu: Hé thong chat
lwong, hoach dinh chét luong, kiém so4t chit lwong...C6 thé hiéu chat luong dich
vu hanh chinh c6ng 12 kha ning thoa man c4c yéu cau cua to chirc va ca nhan vé
cung tng dich vu hanh chinh cong véi san pham cu thé 1a cac quyét dinh hanh
chinh.

Tiéu chi dé danh gia chat luong dich vu nay ciing rat da dang bao gdm:
- Tao sy tin tudng cho khach hang khi tham gia st dung dich vu nhu hd so
dugc giai quyét dang hen (dwa trén ti 18 giai quyét hd so hanh chinh dung hen),
khdng bi mat mat, that lac, tao dwgc sy tin cdy cta khach hang khi lién hé giai
quyét thu tuc hanh chinh.
- Tao mOi truong théng thodng, thuan 1gi cho viéc giao dich vdi cac cong cu
hd trg can thiét nhu: Phong 1am viéc khang trang, c6 may lay s6 tht tu (dam bao
tinh cong bang), may tinh gitip xtr Iy hd so nhanh chong...
- Nhan vién ¢6 di kién thirc chuyén mén va linh vuc lién quan dam bao giai
quyét cong viéc linh vire ma minh phu trach cung véi k§ ning tac nghiép chuyén
nghiép.
2.3 Ly thuyét vé sw hai long
Khai niém vé sy hai long
Céch tiép can ciia Nghién ctru xuit phat tir quan diém: Ngudi dan dén giao
dich tai kho bac 13 khach hang va kho bac 1 don vi cung tng dich vy nham tao diéu
kién thuan lgi cho nguoi dén giao dich thuc hién quyén va nghia vu cua minh.
Khach hang c6 vai tro quan trong trong dich vu. Vi vay, khi danh gia dich vu
nguoi ta thudng dé cap dén chét luong dich vu va sy hai 1ong ctia khach hang.
C6 nhiéu khai niém khac nhau vé su hai long no6i chung ctia khach hang va

cling c6 khé nhiéu tranh ludn vé khai niém nay.
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(Zeithaml,2000) cho rang su hai long cta khach hang 1a s danh gia cua
khach hang vé mot san pham hay dich vu di dap tmg duoc yéu ciu mong doi cia
ho.

Theo Kotler (2001) su hai long 1a mtrc d§ cua trang thai cam giac ciia mot
ngudi bt ngudn tir viée so sanh két qua thu dugc tir san phdm vé6i nhitng ky vong
cua nguoi do.

Theo (Lin,2003) sy hai 10ng ctia khach hang dugc dinh nghia nhu 13 két qua
ctia sy cam nhan va nhan thirc, & d6 mot vai tiéu chuan duge so sanh véi su thuc
hién cam nhan duoc. Néu cam nhan vé sy thuc hién mot dich vu thép hon mong
doi, khach hang khong hai long. Nguoc lai, néu cam nhan vuot qua su mong doi,
khach hang s€ hai long.

Moi quan hé giita chét luong dich vu cong véi su hai long cia nguoi dan
Thong thuong cac nha kinh doanh dich vu thudng quan niém chét luong cua
dich vu chinh 1a sy hai long cta khach hang. Tuy nhién, nhiéu nha nghién ctru cho
rang, Chat luong dich vu va su hai 1ong ctia khach hang 1 hai khai niém khac nhau
nhung c6 1ién hé chit ché véi nhau trong nghién ctru vé dich vu (parasuraman,1998).
(Parasuramen,1993) cho rang, giira chat luong dich vu va sy hai 1ong cua
khach hang ton tai mot s6 khac biét ma diém khac biét co ban 1a “nhan qua” . Con
(Zeithaml,2000) thi cho rang su hai 1ong ctia khach hang bi tic dong boi nhiéu yéu tb
nhu: chat lugng san pham, chat luong dich vy, gia ca, yéu td tinh hudng, yéu t vé
dic diém c4 nhan. Lydola chét luong dich vu ¢6 lién quan dén cung cép dich vu, con
su thoa man chi danh gia dugc sau khi da st dung dich vy. Nhu vay chét lugng dich
vu 12 nguyén nhan dan dén sy thoa mén, hai 1ong. Chét luong dich vu va sy hai long
cua khach hang c6 lién quan nhau, dich vu cé chét lugng cao dan téi su hai 1ong cla
khach hang ciing ting 1én, khong nén do ludng chét lvong dich vu ma khong danh
gia hai long cta khach hang (Cronin, 1992); (Kotler, 2009); (Olajide, 2011)
Su hai long cua khach hang nhin chung 1a mot khai niém rong 16n hon chét
luong dich vu. Vi cach nhin nay ta c6 thé xem chat luong dich vy nhu 1a mot yéu tb

tac dong vao su hai long cua khach hang.
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Chét luong dich vu Nhitng nhén t6 tinh hudng

Chat luong san phim Su hai long khach hang
i\
Gia Nhitng nhan t6 c4 nhan

Hinh 2.1: Méi quan hé giira chét lwong dich vu va s théa mén ciia khach hang

(Ngudn: Zeithaml & Bitner, 2000)
Nhu viy, r0 rang la sy hai long ctia khach hang 1a mot khai niém rdng, bao

gém cac yéu tb tac dong dén n6 nhu: chat luong dich vy, chét luong san phém, gia,
cac nhan t6 c4 nhan va cc nhan t6 tinh hudng.

Pong thoi, su hai 10ng cua khach hang 1a mot trong nhitng nhan t6 chinh cua
su chap nhan dich vu ctia khach hang. C6 thé néi rang day 1a nhan té quan trong
nhét dan dén viéc khach hang c6 chép nhan dich vy hay khong. M6 hinh sau s€ cho

chung ta thy o diéu nay:

Giao dich DV Béng chimg DV

Chat lugng DV

Gia tri

Hinh anh don vi Gia

(Ngudn: Zeithaml & Bitner, 2000)
Hinh 2.2: Nhitng nhén to tac dong dén viéc chip nhan dich vu
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Giao dich dich vu la yéu tb gay 4n tuong manh mé ddi véi khach hang khi ho
giao dich, tiép xuc véi cac to chure kinh doanh dich vu. Trong tung giao dich cy thé,
khach hang s€ c6 mot sy nhan xét nhanh vé chét luong dich vu cua td chire, va diéu
nay déng gop truc tiép vao su hai long chung cta khach hang ddi véi to chic kinh
doanh dich vu.

Boi vi dich vu ¢6 tinh chat v6 hinh nén khach hang thuong tim kiém nhimg
bang chtng (hay nhitng yéu t6 “hitu hinh”) trong nhiing giao dich ma ho thwc hién
v6i cac t6 chirc kinh doanh dich vu. Nhitng yéu t6 nay gdm c6: con ngudi, qua trinh
xu 1y dich vu (vong luan chuyén cua hoat dong, cac budc thyc hién dich vu,...), cac
yéu tb vat chat (phuong tién thong tin lién lac, trang thiét bi,...). TAt ca nhiing yéu to
nay it nhiéu xuét hién trong cac giao dich cu thé giita khach hang véi don vi kinh
doanh dich vu va 1a nhiing yéu tb quan trong cho viéc quan ly chét luong dich vy,
tao ra sy hai long cho khach hang.

Theo quan diém dich vu cong 13 “liy ngudi dan 1am trung tAm”, cac nha
nghién ctru cho rang viéc nang cao chét luong dich vu sé lam gia tang su hai long
ctia ngudi dan 1am ho cam thiy that su thoai mai khi c6 nhiing giao dich lién quan
dén co quan nha nuéc.

Cronin va Taylor (1992) d3 kiém dinh mdi quan hé giita chat luong dich vu
va su hai 1on cta khach hang két luan réng chét luong dich vu dan dén su hai long
ctia khach hang. Spreng va Mackoy (1996) két luan rang chat lugng dich vu 1a tién
dé cua su hai 10ng khach hang va 1a yéu t6 chii yéu anh huong dén sy hai 1ong cta

khach hang.
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Hinh 2.3 Quan hé giira chat lwrgng dich vu va sw hai long ciia khach

Chét lugng
mong doi
Nhu cau duoc Chat lugngdich
: dap 1 vu
Chat luong R
cam nhan
4 3 .
Nhu cau kh’ong, o Syliiong
- dugc dap trng
Chat lugng
mong doi

hang Spreng va Mackoy (1996)

Nguon: Spreng va Mackoy (1996)

Nhu vay chat lugng dich vu 13 nguyén nhan (ngudn gdc) tao nén su hai long
ctia khach hang. Chat luong dich vu va sy hai 10ng ctua khach hang ¢ quan hé dong
bién v6i nhau. Su hai 10ng cta khach hang 12 mot khai niém tong quét noi vé su
hai long ctia khach hang khi str dung dich vu hanh chinh cong, con noéi dén chét
lugng dich vy hanh chinh cong la quan tam dén cac thanh phén cu thé cua dich vu.
2.4. Cac mo hinh nghién ciru truéc day
2.4.1. Cac mo hinh nghién ctru nwdéc ngoai

Khi bo thang do SERVQUAL (Parasuraman va cong su, 1988) duoc cong bd,
d3 ¢ nhitng tranh luan vé van dé 1am thé ndo dé do ludng chit lwong dich vu ttnhat.
Gan hai thap ky sau d6, nhiéu nha nghién ctru da nd lyc chimg minh tinh hiéu qua
cua bd thang do SERVQUAL. Cu thé, theo mo hinh SERVQUAL, chét lugng dich
vu duoc xac dinh nhu sau:

Chat lwong dich vu = Mirc d9 cam nhéan — Gia tri ky vong.

Nam 1992, tir két qua nghién ctru thue nghiém, Cronin va Taylor (1992) da dé
xudt mo hinh SERVPERF va cho rang sir dung mo hinh nay tét hon SERVQUAL.
Céc tac gia cho rang, chat luong dich vu dugc phan anh tét nhat qua chit lvong cam
nhan ma khong can c6 chit luong ky vong cling nhu danh gia trong s6 ctia ndm thanh

phan. Chinh vi vy, thay vi do ca chit lwong cam nhan 1an ky vong nhu SERVQUAL
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thi SERVPEREF chi do chat luvong cam nhan. Do c6 xuét xt tir thang do SERVQUAL,
cac thanh phan va bién quan st ciia thang do SERVPERF nay giit nhu SERVQUAL.
M6 hinh do ludong nay dugc goi la mo hinh cam. Str dung thang do SERVPERF vao
do luong chat luong dich vu di lam giam di phan nao nhitng han ché cta thang do
SERVQUAL trong viéc phan biét gitra sy hai long va va thai d¢ ctia khach hang.
Cornin va Taylor cho ring chat lugng dich vu c6 thé dinh nghia “twong ty nhu mot
thai d6” va thay vi “két qua thue hién theo nhur mong doi” thi “két qua thuc hién thuc
t&” s& xac dinh chat luong dich vu t6t hon. Chinh vi vay, dé danh gia chét luong mot
cach nhanh gon, nhiéu linh vuc dich vu da lya chon SERVPERF nhu 1a mgt cong cu
tdi vu dé do luong chét luong dich vu cua minh.

Theo m6 hinh SERVPERF thi: Chét lugng dich vu = Mutc @6 cam nhan Két
luan nay da dugc dong tinh bdi cac tac gia khac nhu Lee va cong sy (2000), Brady va
cong sy (2002). Bo thang do SERVPERF ciing sir dung 22 muc phat biéu twong tu
nhu phan hoi vé cam nhan cia khach hang trong mé hinh SERVQUAL, bo qua phan
hoi vé ky vong.

M6 hinh chi sé hai long ciza My (ACSI)

Trong md hinh chi s6 hai 1ong ctia My (ACSI), gié tri cam nhén chiu tac dong
boi chat lugng cdm nhan va sy mong dgi cua khach hang. Khi d6, sy mong doi cuia
khach hang c6 tac dong truc tiép dén chat lwong cam nhan. Trén thuc té, khi mong doi
cang cao, c6 thé tiéu chuan vé chat lwong cam nhan cua khach hang ddi véi san pham
cang cao hodc nguoc lai.

Do viy, yéu cau vé chit luong san pham \adich vu cung cp cho khach hang
can phai dam bao va dugc théa man trén co s¢ syhai long cua ho. Sy hai long cua
khéach hang dugc tao thanh trén co sé chét lugng cdm nhén, sy mong doi va gia tri cam
nhan, néu cht luong va gia tri cam nhan cao hon su mong doi s& tao nén long trung
thanh dbi véi khach hang, truong hop nguoc lai, day 1a sy phan nan hay sy than phién

vé san pham ma ho tiéu ding.
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Cac quy
trinh,
thu tuc

Théng
tin

Dich vu
khéach
hang

\ 4

Tinh
hiru
dung cuaa
Web

v

Chit lrong
cam nhan

Sw mong dgi

Sw hai long
cua khach
hang

Su than phién

\4

Sw trung
thanh

Ngudn: Fornell C (1992)

Hinh 2.3 M6 hinh chi s6 hai long ciia My (ACSI)

Theo tac gia Mokhlis (2011) nghién ctru chét lugng dich vu d6 thi va sy hai

10ng ctia cong dan mién nam Thai Lan. Tac gia d phat trién thang do su hai long dua

trén mo hinh ctia Parasuraman gom 5 yé€u to (phuong tién hitu hinh, sy phan hoi, su

cam thong, su dam bao va sy tin cdy) v6i 22 bién do luong va khao sat 234 d6i tuong.

Két qua nghién ctru cho thay, thang do SERVQUAL phii hop dé do ludng sy hai long

ctia cong dan véi dich vu hang chinh cong véi 4 yéu t6: phuong tién hitu hinh, su

phan hoi, su cam théng va sy dam bao c6 ¥ nghia thong ké.
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Nghién ctru trong nuwdéc

Nghién ctru ctia Nguyén Qudc Nghi va cac cong su (2014) véi dé tai “Cac
nhdn t6 anh huong dén mirc do hai long ciia ngwoi dan doi voi co ché mét cira lién
théng tai qudn Thot Not, thanh phé Can Tho”. Muc tiéu ciia nghién ctru nay xéac dinh
cac nhan t6 anh huong dén mirc d6 hai long cua ngudi dan ddi véi co ché mot cira lign
thong tai quan Thét Nét, Thanh phd Can Tho. Cac phuong phap kiém dinh Cronbach’s
Alpha, phan tich nhan t6 kham pha (EFA) va hi quy tuyén tinh da bién duoc sir dung
trong nghién ctru. S6 liéu ciia nghién ciru dugc thu thap tir 130 ngudi dan cé sir dung
co ché mot cira lién thong. Két qua nghién ctru di chi ra 3 nhéan t6 anh hudng dén
murc d6 hai long, d6 13: sy phan anh va phuong tién hiru hinh, chétlong nguon nhan
luc, tién trinh gidi quyét ho so. Trong do, chat lugng ngudn nhanlyc 13 nhan 6 c6 tac
dong manh nhat dén su hai long ctia nguoi dan.

Téc gia Nguyén Thity Huynh da thyc hién nghién ctru “ Phan tich cac nhan
t6 anh huong dén sy hai long ctia ngudi ndp thué dbi voi chit luong dich vy hanh
chinh thué tai Chi Cuc Thué thanh phé Ca Mau, Tinh Ca Mau”. Nghién ctru nay ké
thira tir mé hinh SERQUAL, két qua nghién ctru di chi ra 7 yéu t6 c6 tac dong dén
su hai long ctia nguoi ndp thué ddi véi chat lwgng hanh chinh thué tai thanh phd Ca
Mau. Thtr ty tac dong nhu sau: (1)Su cam thong, (2) Muc do dap ung, (3) Su minh
bach, (4) Su tin cdy, (5) Nang luc phuc vu, (6) Co s& vat chat, (7) Tinh dan chu va
cong bang.

Tac gai Duong Van Thom (2018) thyc hién nghién ctru “Sy hai long ciia doanh
nghiép d6i vai viéc cung cap dich vu hanh chinh cong tai Tinh Ba Ria — Viing Tai”
nghién ctru nay ké thira tir mé hinh SERQUAL. Két qua nghién ctru cho thiy co 6
yéu to tic dong dén sy hai long cta doanh nghiép ddi véi dich vu hanh chinh cong
tai Ba Ria -Viing Tau theo thir ty taic dong nhu sau: (1) Kha nang dap tng, (2) B9 tin
cdy, (3) Co so vat chét, (4) Su cam théng, (5) Nang luc phuc vu, (6) Thoi gian chi
phi.

Nghién ctru cua tac gia Tran Long (2021), nghién ctru “anh huéng chét luong

dich vu hanh chinh cong dén sy hai 1ong cta nguoi dan tai Quang Binh- tiép can tir
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md hinh céu trtc tuyén tinh PLS SEM” duoc thuc hién nhim muyc dich xac dinh céac
yéu t6 chat lugng dich vy hanh chinh céng (DVHCC) anh huong dén sy hai 1ong cia
nguoi dan khi thye hién cac DVHCC tai tinh Quang Binh. Dt li¢u khao sat dugc thu
thap tr 275 nguoi da st dung DVHCC tai cac co quan hanh chinh trén dia ban tinh
Quang Binh. Két qua phan tich bang mé hinh ciu tric tuyén tinh (PLS-SEM) cho
thiy cac yéu t lién quan dén ning luc, thai d6 phuc vu cta can bo cong chire, thil tuc
hanh chinh, két qua cung cép dich vu va co s& vat chit ¢6 anh huodng tich cuc dén sy
hai 1ong cta nguoi dan dbi véi DVHCC tai dia ban nghién ciru. Diéu nay doi hoi dia
phuong can thuce thi cac chinh sach nhdm nang cao ning luc, thai 6 phuc vu cia d6i

ngitl can bd cong churc va don gidn hoa céac thu tuc hanh chinh trong thoi gian téi.

Nghién ciru ctia Huynh Van Théi va cong su (2020) voi dé tai “Phdn tich su
hai long ciia nguoi dan doi véi dich vu hanh chinh céng tai Uy ban nhan ddn huyén
Tuy An, tinh Phii Yén”. Nghién ctru tap trung xac dinh cac nhan t6 anh huong dén sy
hai long ctia nguoi dan trén dia ban huyén Tuy An, tinh Pha Yén, vdi 260 nguoi dan
duoc khao sat. Két qua phan tich nhan t6 kham pha (EFA) di xac dinh dugc 6nhém
nhan td, bao gém: Can b0 cong chirc; Co so vat chat; Cong khai cong vu; Thoi gian
1am viéc; Thu tuc quy trinh lam viéc; Co ché giam sat, gop ¥, o anh huong dén su
hai long ctiia nguoi dan vé chat lrong dich vu hanh chinh cong téndia ban. Dya trén
két qua nghién ctru, tac gia dé xuat cac giai phap twong ng nham gdp phan nang cao
chét luong dich vu hanh chinh coéng trén dia ban nghién ctru néi riéng va cac dia

phuong khac trong ca nudc noichung.
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2.5 Gia thuyét nghién ciru
Bang 2.1 Bang tong hop nhén to

STT Tén Nhan té Tén tac gia

Parasuraman va cong su ( 1988), Cronin va Taylor

1 Su tin ca
) Y (1994), Duong Van Thom (2018), Mokhlis (2011)

Parasuraman va cong su ( 1988), Tran Long (2021),
2 | Nang luc phuc vu Duong Van Thom (2018), Mokhlis (2011), Cronin
va Taylor(1994)

Duong Van Thom (2018), Mokhlis (2011), Cronin

3 | Kha nang dép ung .
va Taylor(1994), Parasuraman va cong su ( 1988),

Nguyén Qudc Nghi va c4c cong su (2014), Duong
4 | Co sé vat chat Vian Thom (2018) ,Huynh Van Thai va cong sy
(2020), Tran Long (2021), Cronin va Taylor (1994)

Duong Van Thom (2018), Mokhlis (2011), Cronin

5 | Sudong cam .
va Taylor(1994), Parasuraman va cong sy ( 1988),

Nguyén Quédc Nghi va cac cong su (2014), Huynh

6 | Quy trinh thu tuc . .
Van Thai va cong su (2020), Tran Long (2021)

Gia thuyét nghién ctru

Thong qua co sé 1y thuyét nén, cac hoc thuyét vé su hai long ctia khach hang
va nhitng nghién ctru trong va ngoai nudc trude day c6 muc ti€u nghién ctru tuong
dong, mg vi md hinh nghién ctru dé xuét, cac gia thuyét cho nghién ctru dugc trinh
bay nhu sau:

Gia thuyét Hi: Sy tin cdy c6 anh hudng duong dén sy hai long cta ngudi dan

d6i voi chat lugng dich vu cong cua kho bac Nha nudc huyén Tuy Phong, tinh Binh
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Thuan.

Gia thuyét Hz: Nang luc phuc vu ¢6 anh huéng dwong dén su hai long cia
nguoi dan ddi voi chat lugng dich vu cong cua kho bac Nha nudc huyén Tuy Phong,

tinh Binh Thuan.

Gia thuyét Hs: Kha ning dap tmg c6 anh huéng duong dén su hai long cua
nguoi dan ddi vai chat lugng dich vu cong cua kho bac Nha nudc huyén Tuy Phong,

tinh Binh Thuan.

Gia thuyét Hs: Co sd vat chit ¢ anh huong duong dén sy hai long cia ngudi
dan dbi voi chat luong dich vu cong ctia kho bac Nha nudc huyén Tuy Phong, tinh

Binh Thuén.

Gia thuyét Hs: Su dong cam c6 anh huong dwong dén su hai long ctia ngudi
dan ddi voi chat lwong dich vu cong ciia kho bac Nha nudc huyén Tuy Phong, tinh

Binh Thuan.

Gia thuyét He: Quy trinh thu tuc c¢6 anh huéng duong dén su hai 10ng cua
nguoi dan ddi voi chat lugng dich vu cong cua kho bac Nha nudc huyén Tuy Phong,

tinh Binh Thuan.
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2.6 M6 hinh nghién ctru dé xuat

Su tin cay

Nang luc phuc vu l

Kha niang dap ung

v

Sw hai long vé
chit lrgng hanh
chinh cong

Co sé vat chat

Sw dong cam

Quy trinh thu tuc

Hinh 2.4 M6 hinh nghién ctru dé xuat
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CHUONG 3. PHUONG PHAP NGHIEN CUU
3.1 Quy trinh nghién ciru

<Thu thap tai liéu>

y

Co s6 Iy thuyét va nghién ciru

r-y lién quan
2
=
= A
o Xay dung
5§ thang do nhap
En Hoi ¥ kién chuyén gia
""""""""""" i (Nghién ctru dinh tinh)
Thang chinh
thirc
Thuthdp dirlién | ,|  Phuong phap lay mau phi xac suat
g A 4
= Do tin cdy ciathangdo [ ______ > Kiém tra hé s tin cay
E
=
o y
= ;
S | Phantichnhantdkhdmpha f------ »  Phantich nhan o kham phi
=
=
on Y X . .
4 . Hoi qui b1
Phantichhéiqui [ _____ >
Kiém dinh sy pht hop
A4

Kién nghi va két luan

Hinh 3. 1 Quy trinh nghién cau
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3.2.Thiét ké nghién ciru

Dé dam bao tinh khoa hoc, nghién ctru duoc thuc hién két hop 02 phuong phap
nghién ctru: nghién ctru dinh tinh va nghién ctru dinh luong.
3.2.1.Nghién ctru dinh tinh

Nghién ctru dinh tinh dugc thuc hién theo phuong phap thao ludn tay déi vai cac
chuyén gia vé cac noi dung ciia dé tai hién dang giir cac vi tri quan 1y cac phong, ban
lién quan dén bo phén tiép dan. Két qua tir tham khao y kién cac chuyén gia s& 13 co s
dé tac gia tién hanh thiét ké phiéu khao sat dé thu thap dir liéu phuc vu cho nghién ctru
chinh thue.

Nghién ctru ndy nhdm muc tiéu kham pha cac y tudng va diéu chinh mé hinh, bo
sung cac bién quan sat dung dé do ludng cac khai niém nghién ctru trong mo hinh,
hi€u chinh cac thang do cho phu hop véi dac tinh riéng biét cua Kho bac nha nudc tai
dia ban khao sat, qua d6 xay dung bang ciu hoi chi tiét cho nghién ctru dinh luong.

Trong nghién ctru dinh tinh ¢ hai budc 1a thiét 1ap bang cau hoi so bd va bang
cau hoi chinh thirc. Tac gia sau khi tong hop co so 1y thuyét, nghién ctru lién quan da
xay dyng mot bang cau hoi so bo gdm 29 bién quan sat, sau d6 da tién hanh phong
van céc chuyén gia dé hiéu chinh lai bang cau hoi cho thich hop véi diéu kién thuc té,

cling nhu thay d6i cdu chit, ngit nghia dé phi hop hon khi tién hanh khao sat chinh

thirc.
Bang 3.1 Bang cau héi so' b
Ma . 3
] Noi dung bién quan sat Nguon
hoa

L Sutin cay - TC

Thu tuc thuc hién dugc niém yét cong khai, Parasuraman va cong su
TC | minh (1988), Cronin va
1

bach. Taylor (1992)

TC2 | Céc van ban hudng dan rd rang, day di, dé hiéu

TC3 | Khong mat nhiéu thoi gian cho téi luot.

Thu tuc, gidy to don gian, khong phai di lai
TC4 o
nhiéu lan.
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TC5

Tra két qua dang hen.

II. Nang lwc phuc vu - PV

PV1

Can bd am hiéu chuyén mén, giai quyét
cong

viéc chuyén nghiép.

PV2

Can bd huéng dan thu tuc day du, dé hiéu,
khong

c0 sai sot.

PV3

Can bo hudng dan giai quyét thoa dang thac
mac

cuia nguoi dan.

PV4

Cén b c6 sy linh hoat trong giai quyét cong

viéc.

Parasuraman va
cong su (1 1988),
Cronin va Taylor
(1992), Nguyén
Qudc Nghi va cong
su (2014)

III. Kha nang dap wng - DU

Cach cu xur ctia cong chirc, vién chirc gy niem

DU1 ,

tin cho ban.
DU2 | Ban cam thay an toan trong khi giao dich.
DU3 | Céng chirc, vién chirc luén niém né véi ban.

Parasuraman va cong su
(1988), Cronin va
Taylor (1992)

1V. Co 56 vit chit - VC

VC1 | Trang thiét bi hién dai.
VC2 Dich vu hd tro.

VC3 | Bii giit xe.

VC4 | Phong chd, ghé cho.
VC5 | So dd bd tri thuan tién.

Parasuraman va cOng
su (11988), Cronin va
Taylor (1992)
Nguyén Quéc Nghi
va cong sy (2014)

V. Sw dong cim - DC
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DC1 Cong chtre, vién chirc ludn dic biét cha y dén

ban.
DC2 Cong chrc, vién chirc ludn 1ay loi ich cua ban 13

. . Cronin va Taylor
diéu tdim niém cua ho. (1992)

DC3 Cong chire, vién chure hiéu rd nhitng nhu cau
cua

ban.

VI. Quy trinh thii tuc - QT

QT1 | Tha tuc don gian d& hiéu.

Cronin va Taylor
(1992), Nguyén Qudc
Nghi va cong su (2014)

QT2 | Quy trinh dung phap luét.

QT3 | Dan chi va cong bang.

QT4 Cong khai, minh bach.

VII. Sw hai long cua ngwoi din - HL

HL1 Hai long vé1 thai do phuc vu ctia can bd cong
Cronin va Taylor
(1992), Nguyén Qudc
Nghi va cong su (2014)

chtre.

HL2 | Hailong vé phuong tién hiru hinh cta co quan.

HL3 | Hai long véi qua trinh thuc hién cong viéc.

Céc chuyén gia tham gia khao sat thong nhit voi 6 nhan té trong mé hinh nghién
ctru d& xudt, tuy nhién khuyén nghi tac gia phai hiéu chinh lai bang khao sat so bo,
phai thay dbi ngir nghia va diéu chinh lai cac bién quan sat & mdi nhan té cho phu hop
va dong déu.

Két qua dugc hiéu chinh nhu bang sau:

26



Béng 3.2 Bang cau hoi chinh thirc

Ma . 5
] Noi dung bién Nguon Hiéu chinh theo y
hoa quan sat kién chuyén gia

L Sy tin cay - TC

Thu tyc thuc hién duoc niém yét | Parasuraman va
TC1 | c6ng khai, minh bach. cong su (1988),

. Cronin va Taylor
TC2 C‘éc van bNén huéng dan r0 rang, (1992)
day du, dé hiéu

TC3 | Khong mat nhidu thoi gian chd
to1 luot.

Thu tuc, gidy t& don gian, khong
TC4 phai di lai nhiéu lan.

II. Nang lyc phuc vu - PV

Can bé am hiéu chuyén man,

PV1 | giai quyét cong viéc chuyén Parasuraman
nghiép. <A
Can bo hudng dan tha tuc day | V2 cong s (
PV2 | du, d& hiéu, khdng cd sai s6t. 1988), Cronin

Can bo hudéng dan giai quyét va Taylor

PV3 | thoa dang thic mic cia ngudi (1992),

dan. Nguyén Quéc

Can bo co sy linh hoat trong giai sy
PV4 | quyét cong viéc. Nghi va cong

su (2014)

II1. Kha nang dap wng - DU

Céch cu x1r ciia cong chue, vién
DUl | chirc ding muc Parasuraman va | Thay doi ngit nghia

- cong su ( 1988),

DU2 | Ban cam thay an toan trong khi R

giao dich. Cronin va Taylor
DU3 | Cong chirc, vién chirc ludn niém | (1992)

nd voi ban.
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DU4

Thoi gian tiép nhén va giao tra
két qua nhanh chong, dung theo
quy trinh.

B6 sung thém

1V. Co s6 vit chit - VC

VC1 | Pong phuyc ciia can bd KBNN
lich su, nha nhan

VC2 Trang thiét bi hién dai, trang bi
day du

VC3 | Bai gilr xe thuan tién, an toan co
nguoi tréng coi

VC4 | Phong chd, ghé chd, so d6 bé tri

thuan tién.

Parasuraman
va cong su (
1988), Cronin
va Taylor
(1992)
Nguyén Quéc
Nghi va cong
su (2014)

Thay d6i ngit
nghia

Tinh gon cdu hoi

Tinh gon cau hoéi

Tinh gon cau hoéi

V. Sw dong cim - DC

Cong chtre, vién chire luon dac

DC1 biét chu y dén ban.
Cong chure, vién chuirc luén léy
DC2 ., , C X em e
loi ich cua ban la di€u tam niém
cua ho. q
Cong chure, vién chuc hiéu rod
DC3 - X,
nhitng nhu cau cua ban.
Dca | Lich tiép dan phu hop, cb gang

dé thuan tién cho nguoi dan

Cronin va Taylor
(1992)

B6 sung thém

VI. Quy trinh thu tuc - QT

QT1 | Tha tuc don gian d& hiéu.

QT2 | Quy trinh tiép nhan va giai
quyét ho so chuyén nghiép

QT3 | CBCC thuc hién dung cac quy
trinh tha tuc hanh chinh nhu da
cong khai.

QT4 | Khéach hang khéng phai dén

nhiéu lan dé giai quyét thi tuc
hanh chinh.

Cronin va Taylor
(1992), Nguyén
Quodc Nghi va
cong sy (2014)

Tinh gon cau hoéi

Thay doi ngit nghia

VII. Sw hai long cua ngwoi din - HL
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Hai long voi thai do phuc vu cia
HL1 C 1A o , L
can bd cong churc. Cronin va Taylor
: : 1992), Nguyé xo
HL2 | Hailong ve co so vat chat cua ( < 1:] hguy‘en Thay do6i ngir nghia
KBNN Tuy Phong Quéc Nghi va
, _ . cong su (2014) . N
HL3 | Hailong voi qua trinh lién heé, Thay doi ngir nghia
gidi quyet cong viéc

3.2.2 Nghién ciru dinh lwong

Nghién ctru str dung 02 loai dit li€u chinh Ia dir li€u so cép dugc thu thap thong
qua khao sat nhiing nguoi dan c6 phat sinh giao dich tai KBNN huyén Tuy Phong, tinh
Binh Thuén. Phiéu khdo sat s& duoc phat truc tiép cho nguoi dan khi ho dén lam viéc
va dang ngdi cho két qua; va dit lidu thir cAp duoc thu thap thong qua céc tap chi chuyén
nganh, cac b4do cdo ndi bd cua cac co quan lién quan.

Nghién ctru dinh luong duoc tién hanh bang phan tich dit liéu dugc thu thap tir
diéu tra bang bang cau hoi dugc xay dung két qua nghién ctru so bo dé tién hanh diéu tra
ngudi dan cd quan hé giao dich tai KBNN Tuy Phong. Tat ca cac thang do duoc do ludng
trong nghién ctru 1a dang thang do Likert 5 mutc d6 (cac mirc do thé hién sy thoa mén
tang dan). Pay 1a mot dang thang do ludng vé muc do ddng v hay khong dong v véi cac
muc dugc dé nghi.

3.3 Phuwong phap ldy miu

Phuong phap chon miu dugc str dung trong nghién ctru 1a chon mau phi xacsuat
thuan tién. Ly do dé lya chon phuong phép chon miu ndy vi ngudi tra 101 dé tiép can, ho
san sang tra 1oi bang cau hoi nghién ciru ciing nhu it ton kém vé thoi gian va chi phi dé
thu thap thong tin can nghién ctru. Theo Nguyén Dinh Tho (2011) phuong phap chon
mau thuén tién 1a phuong phap chon mAu phi xac suét trong d6 nha nghién ctru tiép can

v6i phan tir mau bang phuong phép thuén tién.

Nghia 1a nha nghién ctru c6 thé chon nhitng phan tir mau ma ho c6 thé tiép can
dugc. Nhu viy trong dé tai nay, bat ky khach hang nao théa mén cac diéu kién 1a nhiing
ca nhan, to chuc, doanh nghiép dén giao dich tai KBNN Tuy Phong déu c6 thé tham
gia.
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3.4 Kich thwéc mau
Kich thudc mau thuong tuy thudc vao cac phuong phap udc lugng trong nghién

ctru va c¢6 nhiéu quan diém khac nhau, chiang han nhu:

Theo Hair va cong su (1998) kich thuéc miu trong phén tich nhan t6 kham pha
EFA 14 can 5 quan sat cho 1 bién do luong va c& miu khong nén it hon 100. Con theo
Hoang Trong va Chu Nguyén Mong Ngoc (2008) thi mau nghién ctru it nhat 5 1an sb
bién quan st.

Nhu vay véi 27 bién quan sat trong 7 nhén té (trong d6 6 nhan t6 doc 1ap va 1
nhan t6 phu thudc), nghién ctru khao st tdi thiéu 1a 27 x 5= 135 mau dé dat kich thudc
mau can cho phén tich EFA.

Theo Tabachnick va Fidell (2007) thi ¢& mau ding cho phan tich hoi quy duoc
xac dinh N > 50 + 5*m ( v&i m 1a sé bién doc lap).

Vay trong nghién ctru nay, kich thuéc mau téi thiéu phai 1a: N = 50 +5*27 = 185
mau. Tuy nhién, dé tinh dai dién cua mau duoc dam bao va cho két qua xu ly tot khi
thuc hién nghién ctu, tac gia da phat 250 phiéu khao sat d¢é phong van theo phuong
phap chon mau phi xac suat véi hinh thize chon mau thuan tién.

3.5 Cong cu sir ly s liéu
Thong ké mo ta
Céc dai lugng thong ké mo ta

Mean: S6 trung binh cong.

Sum: Téng cong.

Std. deviation: D6 1éch chuén.

Minimum, Maximum: Gia tri nhé nhat, gia tri 16n nhat.

DF: Bac tu do.

Std error: Sai sb chuan.

Median: La lugng bién cua tiéu thire cua don vi ding & vi tri giita trong diy sd
luong bién, chia s6 lugng bién thanh hai phan (phan trén va phan duéi) mdi phan co
cing mot s6 don vi bang nhau.

Mode: La biéu hién ciia tiéu thirc dugc gip nhiéu nhét trong tong thé hay trong
day phan phéi. Trong diy luong bién, mode 14 luong bién co tan sé 10n nht.

Hé so tin cdy thang do Cronbach’s Alpha
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Nhitng muc hoéi do ludng cting mot khai niém tiém 4n thi phai c6 méi lién quan
v6i nhitng cai con lai trong nhém d6. Co rat nhiéu cac phuong phap cho muyc dich nay.
Cronbach™s Alpha la mt cach dugc stir dung rong rai.

Vi hé s6 Cronbach®s alpha chi 14 gi6i han dué6i do tin cy cia thang do (Nguyén
Pinh Tho, 2011), va con nhiéu dai luong tin cay, do hiéu lyc ctua thang do nén ¢ giai
doan dau khi xay dung bang cdu hoi, hé s6 nay nam trong pham vi tir 0,6 dén 0,8 1a
chép nhan duoc.

Mudn dat duge hé sb alpha 16n hon 0,8 cho mot danh muc it cdic muc héi, ma
cac muc hdi nay di lién voi nhau mot cach mach lac va do luong cung mot van dé. Hé
s6 alpha ctia Cronbach sé& cho biét cac do luong c6 lién két véi nhau hay khéng. Nhung
n6 s& khong cho biét muc héi ndo can phai bo di va muc hoi nao can giit lai. Pé lam
duogc diéu nay can phai xac dinh muc hoi nao khong phan biét gitta nhitng nguoi cho
diém s6 16n va nhitng nguoi cho diém sé nho trong toan b cac muc.

Phan tich nhan t6 kham pha EFA

Thuc hién phén tich nhan t6 kham pha EFA nhdm kham pha ciu tric va khai
niém nghién ctru, loai bo cac bién do ludng khong dat yéu cau. Tuy nhién, trude khi
danh gia céac khia canh nay, viéc kiém dinh Bartlett va KMO duoc thuc hién dé xem xét
mitc d6 quan hé giira cac bién nham bao dam kha niang sir dung EFA trong nghién ciru.
Cu thé, trinh ty va cac yéu cau khi thyc hién EFA trong nghién ciru nay sé qua 3 budc
nhu sau:

- Tinh thich hop cua EFA (Kaiser — Meyer — Olkin): 1a chi s6 dung xem xét sy
thich hop ctia phan tich nhén t6 néu 0,5 <KMO < 1.

- Kiém dinh Bartlett (Bartlett’s Test of Sphericity): kiém dinh gia thuyét HO (cac
bién khong c6 trong quan véi nhau trong tong thé). Ma tran twong quan téng thé 13 mot
ma tran don vi trong d6 tat ca cac gia tri trén dudng chéo déu bang 1 va ngoai dudng
chéo bang 0. Pai luong kiém dinh nay dua trén sy bién doi thanh dai lwong Chi-Square
tir dinh thirc ctia ma trin twong quan. Y nghia kiém dinh Bartlett cho biét néu bac bo
gia thuyét HO: dai lugng Chi-Square 16n, ¥ nghia thong ké nhé hon 0,05 thi phan tich
nhan t6 14 thich hop, con néu chua c6 co s bac bo gia thuyét HO: dai luong Chi-Square
nho, y nghia thong ké 16n hon 0,05 thi phan tich nhan té c6 kha nang khong thich hop
(Nguyén DPinh Tho, 2011).
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Hé s6 tai nhan td > 0,3 duoc xem 1a dat muc tdi thiéu, > 0,4 duge xem la quan
trong va > 0,5 duoc xem 1a ¢ y nghia thyc tién. Néu chon tiéu chuin hé sb tai nhan td
> 0,3 thi ¢& mau it nhat phai 12 350, néu ¢& mau 14 100 thi nén chon tiéu chuan hé sb tai
nhan t6 1a > 0,5, néu ¢& mAu 1a 50 thi hé s tai nhan t6 phai > 0,75 (Pinh Phi H5,2019).
Phuong phap trich hé sé str dung 1a Principal Axis Factoring v6i phép xoay Varimax.

Phuong sai trich (cumulative of variance): 14 phan trim phuong sai toan b duoc
thich boi cac nhan td, nghia 1a coi bién thién 100% thi gia tri nay cho bién phén tich
nhan t6 ¢6 dong dugc bao nhiéu % va bi that thoat bao nhiéu %. Tiéu chuan dé chip
nhan phan tich nhan té c6 phuong sai cong don 16n hon 50% véi Eigenvalue phai 16n
hon 1 (Pinh Ba Hung Anh, 2017).

Bang 3.3 Tém tit cic phwong phap phan tich so liéu

STT Phuwong phap Muc dich

- Banh gia d¢ tin cay cua thang do, d0 gia tri hoi tu
1 - Loai bo bién rac c6 thé gy ra anh huong khong tot
dén két qua phan tich nhan t6 kham pha (EFA)
Cronbach alpha |
o

budc tiép theo.

2 Phan tich nhan t6 - Rut gon nhan t6
kham pha (EFA) - Piéu chinh lai md hinh 1y thuyét
- X4c dinh mbi quan hé phu thudc gitra cac bién sd
3 Phéan tich twong va muc dg phu thudc cua quan h¢ do ra sao
guan - Dy doan hién twong da cong tuyén.

- Str dung dé mo ta dic diém quan hé giita cac bién
s6 doc 1ap véi bién phu thudce

Phin tich hdi qui - X4c dinh cac bién s anh huong va mirc 4o anh
4 da bién hudng cua cac bién s6 doc 1ap 1én bién s6 phu thude.
- Dt li¢u sir dung 1a dir liéu chuan hoéa, dugc xuit

tryc tiép tir phan mém.
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5 ] Kiém dinh anh hudng ciia cic nhan t6 ngoai mo hinh|
Phan tich ANOVA .
tac dong dén sy thda man.

6 i Tinh gid tr1 trung binh v&1 muc dich xac dinh hién
Thong ké mo ta .,
trang cua cac bién do luong trong mo hinh.

Phuwong trinh hdi quy da bién
Mo hinh héi quy tuyén tinh dugce ding dé danh gia tic dong cuia cc nhan t6 dén su hai
1ong ciia ngudi ndp thué qua dich vu thué dién tir. Cac bién sir dung trong mé hinh hoi
quy 14 két qua phan tich nhan t6. Phuong trinh hdi quy tuyén tinh nhu sau:

HL = p1TC+ p2PV+ p3DU+ p4VC+ BSDC+ p6QT

Multiple R: Hé s6 twong quan bdi (Multiple Corrlation Corfficient) néi 1én tinh
lién hé chit ché cua mdi lién hé gitta bién phu thudc Y va cac bién doc 1ap Xi. R cang
16n mdi lién hé cang chat ché.

Hé s xac dinh R2: Ty 1é (%) bién dong cua Y duoc giai thich boi cac bién doc
1ap Xi hodc % cac Xi anh huong dén Y, phan con lai do cac yéu t6 khac ma ching ta
chua nghién ctru. R2 cang 16n cang tbt.

R2 hiéu chinh : H¢ s xac dinh di diéu chinh dung dé tric nghiém xem c6 nén
thém vao 1 bién doc 1ap nira khong. Khi thém vao 1 bién ma R2 ting 1én thi ta quyét
dinh thém bién d6 vao phuong trinh hdi quy.

+ Thong thudong dung dé kiém dinh mirc ¥ nghia ctia mé hinh héi quy, R2 hiéu
chinh cang 16n md hinh cang c6 ¥ nghia vi khi dé Sig.F cang nho.

+ Dung dé so sanh véi F trong bang phan phdi F & muc y nghia o.

+ F 13 co s& dé bac bo hay chip nhan gia thuyét HO (HO: Tat ca cac tham sé hoi
quy déu bang 0 (B1= p2= B3= .... =pk= 0) hay cac Xi khong lién quan tuyén tinh véi
Y. H1# 0, tirc 13 cac Xi c6 lién quan tuyén tinh véi Y).

+ F cang 16n thi kha nang bac bé HO cang cao. Bac bé khi F > F tra bang.
Significace F: Muc y nghia.

+ Sig.F néi 1én ¥ nghia ctia phuong trinh hdi quy, Sig.F cang nho cang tot, do tin
cdy cang cao (Sig.F = o). Thay vi tra bang F, Sig.F cho ta két ludn ngay mé hinh hoi
quy c6 y nghia khi Sig.F < mirc y nghia a nao do.

Coefficients: Hé sd.
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t Stat: Gid tri thong ké t, dung dé kiém dinh cho cac tham s riéng biét (Xi); néut _Stat
= 0 thi Xi khong anh huéng dén Y.

P value: gia tri xac suat P, 1a mtrc ¥ nghia o nho nhat ma & d6 gia thuyét HO bi bac bo.
Kiém dinh phwong trinh hdi qui:

Dit gia thuyét:

HO: Xi =0, tirc 14 cac bién doc 1ap khong anh huong dén bién phu thude

H1: Xi#0, tic 1a cac bién doc lap anh huong dén bién phu thuoc

Co s& dé kiém dinh v6i mirc ¥ nghia 0.05

Bac bo gia thuyét HO khi: Sig.F < 0.05

CAp nhén gia thuyét HO khi: Sig.F >0.05

Bén canh d6, cac gia thuyét ciia mo hinh hoi quy ciing dugc kiém dinh trong nghién
ctru ndy. Bao gom:

Kiém tra bang biéu db tan sd Histogram va biéu do tin sé Q-Q plot d6i voi gia
dinh phan phéi chuan ciia phan du. Trong biéu do tan s6 Histogram, phan phdi phan du
xap xi chuan (mean ~ 0, Std.Dev. =1), trong biéu d6 Q-Q plot phan du chuan ho4 tao
thanh duong chéo 1a co s& dé két luan mo hinh khong vi pham gia dinh vé phan phdi
chuén phan du. Thit hai, biéu d6 phén tan Scatter s& duoc sir dung nham danh gia muc
d6 tuyén tinh pht hop véi dit liéu quan sat hay khong. Sy phan tan ngu nhién trén biéu
d6 nay cho phép két luan gia dinh lién hé tuyén tinh khong bi vi pham. ( Pinh B4 Hung
Anh,2017).

+ Gia dinh vé tinh doc 1ap cua sai s6 kiém tra qua viéc sitr dung thong ké Durbin-
Waston. Thong thuong, gia tri théng ké Durbin-Waston tir 1 dén 3 cho phép chip thuan
gia thuyét khong co twong quan giita cac phan du. ( Dinh Phi H6,2019)

+ Gia dinh khong c6 méi twong quan giita cac bién doc 1ap: viéc kiém tra hién twong da
cong tuyén trong mo hinh hdi quy tuyén tinh boi duoc thyc hién thong qua hé s6 phong
dai phuong sai (Variance Inflation Factor-VIF), h¢ s6 nay mot khi 16n hon 10 1a dau
hiéu cta hién tuong da cong tuyén ( Dinh Phi H6,2019)

+ Hién twong phuong sai phan du thay doi (Heteroskedasticity): Str dung Kiém dinh
Park véi dang db thi (Park, 1966), twong quan giita USQUARE va bién phu thudc co
hinh dang theo dudng chéo thi két luan rang khong c6 hién twong phuong sai phan du
thay d6i. ( Binh Phi H, 2019).
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Tém tit chwong 3
Trong chuong nay, tac gid trinh bay phuong phap nghién ctru cua luan van.
Théng qua cac bude nghién ciru dinh tinh tac gia da didu chinh mé hinh nghién ctru
chinh thirc ctia minh vé cac yéu té anh hudng dén sy hai long ctia ngudi dan khi giao
dich v6i kho bac nha nude Tuy Phong. Trong chuwong ndy tac gia ciing dé cap dén quy
trinh nghién ctru va phuong phap xtr 1y dit liéu cta dé tai. Pay 13 co sd quan trong dé

tac gia tién hanh phan tich cac két qua trong chuong 4.
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CHUONG 4: KET QUA NGHIEN CUU

4.1. Tong quan vé Kho bac nha nwéc Tuy Phong, Binh Thuin

Puoc thanh 1ap nam 1990, KBNN Tuy Phong truc thuéc KBNN Binh Thuan.
Qua qué trinh nhiéu nim hinh thanh va phat trién, hién nay bo méay caa KBNN Tuy
Phong c6 10 cén bo, cdng chiic. Trong d6 bao gdm: 01 Giam ddc, 01 Phé Giam ddc,
01 Ké toan truong, 05 Giao dich vién va 02 bao vé. S6 lugng don vi, to chic ¢6 quan
hé giao dich thuong xuyén véi KBNN Tuy Phong 1a 131 don vi. Trong s6 d6 c6 124
don vi da thyc hién giao dich tryc tuyén qua cong Dich vu cong KBNN va 07 don
vi hién van sir dung ho so gidy 1a cac don vi thuoc khdi An ninh Quéc Phong ( Cong
an, quan ddi....). Ngoai ra KBNN Tuy Phong con giao dich véi mot sé khach hang 1a
doanh nghiép va céa nhan thyuc hién nhirng dich vu lién quan.

Véi s6 luong bién ché nhan sy it trong khi s6 lugng khach hang 16n va khéi
lugng cbng viéc nhiéu, toan thé can bo, cong chicc KBNN Tuy Phong ludn phan dau
hét minh dé hoan thanh tét c4c chi tiéu duoc giao va nhan duoc nhiéu Bing khen,
Giay khen ctia c&c cap tir Chinh Phii dén cac Bo ban nganh lién quan; cling nhur nhan
duoc cac danh gia tich cuc cua khach hang va lanh dao c4c cap.

So do to chirc:

I ™

- A

~ - - : ™
KE TOAN
TRUONG

e A

GIAO DICH VIEN
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C4c vi tri trong bd may t6 chirc cia KBNN Tuy Phong duoc phan quyén mot
cach cu thé nhu sau:
- Giam ddc: Kiém soét chung cong viéc co quan, va ky phé duyét cac hd so thudc
ké hoach Dau tu xay dung. Chiu trach nhiém ngudi ding dau don vi;
- Phé Giam déc: Thuc hién phé duyét cac hd so thudc du toan Ngan sach Nha
nudc, thuc hién cac nhiém vy khéc theo phan céng cua Giam ddc;
- Ké toan trwéng: Thuc hién kiém soat va ky tat ca cac hd so phat sinh, kiém tra
thuc hién cac bdo céo va chiu trach nhiém vé nhiém vu dugc giao trudc Ban Giam
doc;
- Giao dich vién: Thuyc hién tiép nhan va kiém soat cac hd so phat sinh theo don vi
duoc phan cong chuyén trach, chiu trach nhiém vé cac noi dung cong viéc dugc
phan cong truéc Ké toan trudong va Ban Giam doc;
- Bao vé : Thuc hién cac nhiém vu chuyén mén theo phén céng va chiu trach nhiém
trudc Ban Lanh dao;
Vé Co sé vat chat: KBNN Tuy Phong vé co ban di duoc trang bi dy du co so vat chat
dé phuc vu tét cho cdng viéc.
- Truso lam viéc dugc xay dung mai tir nam 2013 véi cac Phong chire nang riéng
biét nhu: Phong Giam dbc, Pho Giam déc, Phong Giao dich, Phong tiép cong dan,
Phong May cha, Kho luu trit, Nha c6ng vu...
- V& trang thiét bi dap tng nhu cdu cong tac nhu: may vi tinh, may in, may
photocopy, Mang internet toc do cao, Wifi cho khéach hang, Ban ghé lam viéc ciing
nhu khu vuc cho cho Khach hang.
S6 lugng don vi, t6 chirc ¢ quan hé giao dich thuong xuyén hién nay voi KBNN
Tuy Phong 14 131 don vi. Trong sb d6 c6 124 don vi da thuc hién giao dich truc tuyén
qua cong Dich vu cong KBNN va 07 don vi hién van st dung ho so gidy 1a cac don vi
thugc khdi An ninh Québc Phong ( Cong an, Quan doi....). Ngoai ra KBNN Tuy Phong
con giao dich véi mot s khach hang 1a doanh nghiép va c& nhan thuc hién nhitng dich
vu lién quan.
Véi s6 luong bién ché nhan su it trong khi sé lwgng khach hang 16n va khéi
lwgng cdng viéc nhiéu, toan thé can bo, cong chic KBNN Tuy Phong ludn phan dau

hét minh dé hoan thanh tdt cac chi tiéu duoc giao va nhan dugc nhiéu Bang khen, Gidy
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khen cua c4c cap tir Chinh Phu dén cac Bo ban nganh lién quan; cling nhu nhan duoc
cac danh gia tich cuc caa khach hang va lanh dao cac cap.
4.2 Phan tich mo ta mau nghién ciu
Tong s6 bang cau hai chinh thire dugc phat ra 1a 250 bang, thu vé 245 bang.
Sau khi lam sach dir liéu va loai bo nhitng mau khong hop 18, s6 mau cudi cung duogc
str dung dé phan tich dit liéu 1 223 mau. S6 lugng miu nay dat yéu cau vé kich thuée

mau téi thiéu dugc dé cap & Chuong 3.

Bing 4.1: Két qua thong tin c4 nhén ciia khach hang

Tiéu chi Phan loai Tan suat | Ty 18 %
Gidi tinh Nam 88 39.5
Nir 135 60.5
Do tudi Duéi 30 31 13.8
Tir 31 dén 40 88 39.5
Tir 41 dén 50 83 37.1
Trén 50 21 9.5
Nghé nghiép Kinh doanh mua ban 71 31.8
Cong nhan, néng dan 25 11.2
Cong nhan vién chirc 115 51.6
Khéc 12 5.4
Tan sut giao dich | Dudi 3 lan/ thang 109 48.9
Tir 3- 5 1an/ thang 74 33.2
Trén 5 1an / thang 40 17.9

Tir két qua thong ké trén 4.1 ta c6 thé nhan xét nhu sau:

-Vé gidi tinh: Chiém ty 1¢ cao trong khao sat 1a nir gidi v6i 135 quan sat (60,5%)
trong khi d6 nam gidi chiém it hon (39,5%).

-Vé d6 tudi: Nhimg ngudi duoc khao sat da sé nam trong do tudi trung nién.
Chiém nhiéu nhat 13 nhém c6 d6 tudi tir 31- 40 (chiém 39,5%) tiép theo 12 nhom co do
tudi tir 41 — 50 (chiém 37,1%). Day 1a nhitng ngudi thuong c6 kinh nghiém nhiéu trong
viéc giao dich, ndp tién va giai quyét cac thi tuc lién quan dén kho bac. Nhém c6 do
tudi dudi 30 chiém ty 18 khong 16n trong mau (chiém 13,8%) do d6 tudi nay con kha tré

va con thiéu kinh nghiém trong nghiép vu nhung wu diém cia ho 1a tinh twong tac va
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hoc hoi cong nghé thong tin tot hon cac nhém con lai. Nhom c¢o d6 tudi trén 50 chiém
ty 18 rat thap (chi 9,5%) do day 1a do tudi sap vé huu hon nita nhitng ngudi cé tudi
thuong tiép thu chdm nhitng tng dung cong nghé cai cach hanh chinh, dic biét 1a khi

cac cong nghé nay dugc doi mai lién tuc.

- V& nhom nghé nghiép, hai nhém kinh doanh mua ban va coéng chic vién chire
chiém ti 1& cao trong téng sd 223 quan sat. Piéu nay dung vai thyuc té tai dia ban Tuy
Phong, khi da phan giao dich tai kho bac nha nudc Tuy Phong thudng 1a cac don vi six
dung ngan sach nha nudc va cac to chitc duoc ngan sach hd trg, cac ban quan 1y du an

dau tu...

- V& tan suét giao dich, chiém da s 1a nhom c6 giao dich duéi 3 1an/ thang, véi
109 quan sat chiém 48,9%. Pay ciing c6 thé thay thu tuc cia KBNN d dugc tinh gon

bt va s6 hoa cac thu tuc

4.3 Kiém dinh d¢ tin cy thang do

Nhu di trinh bay phan trén viéc hiéu chinh cic bién quan sat trong thang do
nghién ciru dé nghi cta tac gia trén co s& duge xay dung bang phuong phap nghién ciru
dinh tinh chic chan sé& ¢ bién quan sat khong pht hop va chua phan anh duoc tiéu thirc
nghién curu.

Nham danh gia tinh nhat quan noi tai cac thang do ludng néu trén, phuong phap
hé sd tin cay Cronbach’s Alpha duoc sir dung. Phuong phap nay dugce str dung dé danh
gia do tin cdy cua thang do. Cac bién c6 hé sé tuwong quan bién tong (Item-total
correlation) nhoé hon 0,3 sé& bi loai va tiéu chuan chon thang do khi né c6 do tin cay

Cronbach Alpha tur 0,6 tro 1én.
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Bang 4. 2 Két qua kiém dinh h¢ so tin ciy Cronbach’s Alpha

Bién | Trung binh | Phwong sai Twong quan | Cronbach

guan | thang do thang do néu | bién — tong | ’s Alpha
Tén thang do ; . . .

sat néu loai loai bién neéu loai

bién bién

TL1 10,14 3,853 0,608 0,698

TL2 10,16 4,007 0,596 0,705
Sw tin cdy TL3 9,74 4,556 0,567 0,723

TL4 9,73 4,342 0,532 0,738

Hé s6 Cronbach’s Alpha = 0,772

PV1 10,48 3,332 0,679 0,628

PV2 10,54 3,393 0,694 0,622
Nang luc phuc

PV3 10,54 3,484 0,678 0,633
vu

) PV4 11,00 4,712 0,226 0,860

Hé sé6 Cronbach’s Alpha = 0,758

DU1 9,57 4,499 0,624 0,783

DU2 9,43 4,669 0,648 0,771
Kha nang dap

DU3 9,52 4,404 0,711 0,741
uwng

DU4 9,43 4,787 0,591 0,797

Hé s6 Cronbach’s Alpha = 0,820

VC1 9,47 4,736 0,631 0,746

VC2 9,70 4,445 0,630 0,745
Co sé vit chit | VC3 9,50 4,575 0,644 0,739

VC4 9,66 4,576 0,564 0,779

Hé s6 Cronbach’s Alpha = 0,802

DC1 10,04 4,174 0,703 0,747

DC2 10,34 3,829 0,741 0,726
Sw dong cam | DC3 10,09 4,439 0,633 0,780

DC4 9,89 4,457 0,513 0,836

Hé s6 Cronbach’s Alpha = 0,821
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Quy trinh thii | QT1 10,34 4,053 0,675 0,571

tuc QT2 10,30 4,094 0,549 0,637
QT3 10,42 3,902 0,555 0,633
QT4 10,30 4,869 0,303 0,777
Hé s6 Cronbach’s Alpha = 0,722

Sw hai long | HL1 6,78 1,521 0,660 0,739

cua nguwoi didn | HL2 6,82 1,472 0,645 0,756
HL3 6,71 1,568 0,675 0,725
Hé s6 Cronbach’s Alpha = 0,810

Theo bang 4.2, két qua kiém dinh d9 tin cdy céac thang do da phan déu dat yéu
cau khi cho hé sb Cronbach’s Anpha cac thang do én hon 0,7 dat yéu cau dé ra v6i do
tin cdy t6t ( thip nhat 1a 0,722 > 0,6) . Pong thoi, trong quan bién téng cua cac bién
quan sat déu 16n hon 0.3 ( thap nhét 1a bién QT4 14 0,303).

Bing 4.3 Tong hop dd tin ciy

S6 bién Hé sb
STT Tén thang do guan Cronbach’s Nhan xét
sat anpha
1 | Sutin cay 4 0,722 Do tin cay tot
2 Nang lyc phuc vu 4 0,758 Do tin cay tbt
3 Kha nang dap ting 4 0,820 Do tin cay cao
4 | Co so vat chét 4 0,802 Do tin cdy cao
5 Su dé)ng cam 4 0,821 Do tin cay cao
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6 | Quy trinh thi tuc 4 0,722 Do tin ciy tot

7 Su hai long 3 0,810 Do tin cdy cao

Sau khi kiém dinh d¢ tin ciy cac thang do, tac gia tién hanh phén tich nhan t6
kham ph4 EFA véi 27 bién dat yéu cau vé db tin cdy thang do.
4.3 Phan tich nhan té kham pha
4.3.1 Phan tich nhan té kham pha cac nhan té déc 1ap

Tac gia tién hanh phéan tich nhan t6 kham pha EFA vdi cac nhan t6 doc 1ap bao
gom 24 bién quan sat doc lap da thoa diéu kién tin ciy , sit dung phuong phép trich
Principal components, phép quay Varimax va rit trich cac yéu t6 c6 Eigenvalue 16n
hon 1, két qua nhu sau.

Chi sé6 KMO = 0,808, thoa diéu kién 0,5 < KMO < 1 dat yéu cau vé muc do thich
hop ctia phan tich nhan t véi dir liéu thuc té (Hair va cong su, 2006).

Dong thoi, kiém dinh Barlett’s ciing cho gia tri Sig = 0.00 ( Sig < 0.05) dat yéu
cau do twong quan giira cac bién quan sét trong tong thé hozc c6 thé phat biéu rang cac
bién quan sat c6 twong quan tuyén tinh trong mdi nhan t6 (Hair va cong sy, 2006).

Bing 4. 3 Chi s6 KMO va kiém dinh Bartlett's bién ddc 1ap

Chi s6 KMO 0.808

Kiém dinh Barlett | Approx.Chi Square | 2354.831

df 276

Sig. 0,000

T Bang 4.5 cho két qua ¢6 6 nhan t6 dugc rit trich (gia tri Tolal >1), tong
phuong sai giai thich (total variance explained) ciia phan tich nhan t6 1a 65,795% >
50%. Piéu ndy c6 nghia rang 65,795 % su thay d6i ciia cac nhan té duoc giai thich boi

cac bién quan sat.
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Bang 4.5 Tong phwong sai trich

Hé sé Eigenvalues Tong binh phuwong hé s6 | Tong binh phuong hé )
tai nhan to xoay nhan to
Téng % T Téng % T K Téng % Ti ¢
Variance | % Variance | % Variance | %
15,446 | 22,691 |22,691|5,446 | 22,691 22,691 2,850 11,874 | 11,874
213,821 | 15,922 38,613 | 3,821 15,922 | 38,613 | 2,818 11,740 | 23,614
311,968 8,199 | 46,811 | 1,968 8,199 | 46,811 | 2,674 | 11,141 | 34,755
411,810 7,540 | 54,352 | 1,810 7,540 | 54,352 | 2,614 10,891 | 45,647
511,521 6,338 | 60,690 | 1,521 6,338 | 60,690 | 2,444 | 10,182 | 55,829
6| 1,225 5,105 | 65,795 | 1,225 5,105 | 65,795 | 2,392 9,966 | 65,795

Két qua cho thay gia tri Eigenvalue = 1,225 1én hon 1, d4 ¢6 6 nhan té dugc rat

trich sau khi xoay 24 bién quan sat bang phuong phap trich nhan t& Principal

components v&i phép quay Varimax, xoay nguyén goc cac nhan to6 dé to1 thi€u hoa so

lugng bién c6 hé so 16n tai cing mgt nhan td, tang kha ning giai thich cidc nhan to.

Tong phuong sai trich = 65,795% cho biét 6 nhan t6 dwgc rat trich nay giai thich
dugc 65,795% muc do bién thién cua dit liéu. (Pinh Ba Hung Anh, 2017).

Theo Hair (1998) thi hé sb tai nhan td Factor loading > 0,3 dugc xem 1a muirc tdi

thiéu, Factor loading > 0,4 dugc xem la quan trong, Factor loading > 0,5 dugc xem la

c6 y nghia thuc tién. Doi voéi nghién ctru ndy do so6 kich ¢& mau nho hon 300 mau quan

sat, nén nhitng bién ndo cd h¢ s6 tai nhan t6 nho hon 0.5 s€ bi loai € dam bao tinh hoan

chinh ciia thang do (Pinh Phi H6, 2019).
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Két qua xoay nhan t6 kham pha cho bién doc 1ap nhu sau:

Bang 4. 4 Két qua xoay nhan t6 kham pha bién doc lap

Ky hi¢u

Nhan t6

PV

DU

VC

DC

TC

QT

TC1

0,723

TC2

0,666

TC3

0,763

TC4

0,596

0,458

PV1

0,843

PV2

0,786

PV3

0,834

PV4

0,401

DU1

0,777

DU2

0,813

DU3

0,825

DuU4

0,738

VC1

0,769

VC2

0,751

VC3

0,821

VC4

0,745

DC1

0,831

DC2

0,807

DC3

0,839

DC4

0,576

QT1

0,710

QT2

0,732

QT3

0,802

QT4

0,506

Nhan xét: Tir 24 bién quan sat doc lap, sau khi xoay nhan t6 kham pha EFA rut
trich ra dwgc 6 nhan td voi trinh tir cac bién trong mdi nhan t6 khong ¢ su thay doi va
giong nhur m6 hinh nghién ctru dé xuét.

Bién QT4 (Khach hang khong phdi dén nhiéu lan dé gidi quyét thii tuc hanh
chinh) , sau khi xoay nhan t6 kham pha thi bién nay gép vao nhém ning luc phuc vu.

Déu nay ciing dung khi xét vé ngir nghia cta bién quan sat. Tac gia ghi nhan két qua va

dua bién QT4 vao nhém nang luc phuc vu.

44




- Bién PV4 (Cdn bé c6 sw linh hoat trong gidi quyét céng viéc) sau khi xoay
nhan t6 kham phé thi bién nay gdp vao nhém ning lyc dap Gmg. Tac gia ghi nhan két

qua nay tién hanh céc budc tinh toan tiép theo.

Tir két qua xoay nhan t6 kham pha & trén, tac gia tién hanh dit tén cac nhan t6

nhu sau:
- Nhan té Sir tin cdy bao gém céc bién: TC1,TC2,TC3,TC4. Tac gia ky hi¢u 1a TC

- Nhaén t6 Ning lyc phuc vu gdm cac bién:PV1,PV2,PV3,QT4 Tac gia ky hiéu 1a
PV

- Nhan t6 Kha niang dap tmg gom céc bién: DU1,DU2,DU3,DU4,PV4 . Tac gia ky
hiéu la WB.

- Nhan t6 Co s& vat chat gdm céc bién: VC1,VC2,VC3,VC4 Tac gia ky hiéu l1a
VC

- Nhan t6 Sy dong cam gdm céc bién: DC1,DC2,DC,DC4 Tac gia ky hiéu 1a DC
- Nhan t6 Quy trinh tha tuc gdm céc bién:QT1,QT2,QT3. Tac gia ky hiéu 1a QT

4.3.2 Phan tich nhan té6 kham pha cac nhan té phu thugc

Bang 4. 5 Hé s6 KMO va kiém dinh Bartlett bién phu thudc

Hé s6 KMO 0.715

2 Approx. Chi-Square | 220.505
Kiém
dinh df 3
Bartlett

Sig. .000

Hé s6 KMO = 0.715 >0.5 va gia trj Sig =0.00<0.05 thoa yéu cau kiém dinh
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Bang 4. 6 Tong phuwong sai trich bién phu thudc

Extraction Sums of Squared
Compone | Initial Eigenvalues Loadings
nt % of Cumulative % of Cumulat
Total Variance % Total Variance ive %
1 2177 |72.576 72.576 2.177 72.576 72.576
2 434 14.468 87.044
3 .389 12.956 100.000

Téng phuong sai trich dat 72.576% > 50% dat yéu cau dé ra vi vay két qua
phan tich nhan t6 kham pha c6 thé sir dung tt.

Bing 4. 7 Két qua xoay nhan t6 kham pha bién phu thujc

Tén bieén Nhan tf’)
HL3 0.861
HL1 0.852
HL2 0.842

Két qua xoay nhan t6 kham pha cho nhan tb phu thudc rut trich ra dugc 1 nhan
t6 duy nhét, tic gia dat tén cho nhan té phu thudc 13 Su hai long va ky hiéu 1a HL, bao
gdm cac bién : HL1,HL2,HL3

Tom luoc lai, sau két qua phan tich Cronbach’s Alpha va phan tich nhan t6 kham
pha EFA, md hinh nghién ciru van giit nhu ban dau va tiép tuc dua vao phan tich hoi
quy da bién dé xac dinh mtc do anh huong cua cac bién doc lap dén sy hai long cua
chat lugng hanh chinh cong KBNN Tuy Phong, Binh Thuan.

4.4 Phan tich héi quy

Phan tich hdi quy tuyén tinh boi d¢ dinh nghia va kiém dinh mdi lién hé gitra
bién phu thudc va céac bién doc 1ap dugc rut trich ra sau budc phan tich EFA.

Két qua & Bang 4.10 cho ta thay gia tri R? 13 0.652 va R2 hiéu chinh 14 0.642, ¢6
nghia 1a do thich hop cia mo hinh 1a 64,2%, cac bién doc 1ap cua mo hinh da giai thich
duoc 64,2% sy bién thién cia bién phu thuée HL , con 35,8% con lai phu thude vao cac

nhan to0 khac khong c6 trong mo hinh nghién cuu.
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Bang 4.10 Tém tit md hinh hdi quy

Uédc
» R2 M /4 A
Mo | Gia R? hidu lwgng th:; ggi Mirc thay | Mic thay
hinh | tri R chinh do l(.;,ch R? doi Sig. F doi Sig, F
chuan
1 0,807a | 0,652 | 0,642 | 0,35255 | 0,652 0,000 2,134

PV, DU, DC, VC, TC, QT

( Tong hop cua tac gia, 2022)

Gia tri Anova thoa diéu kién khi gia tri Sig = 0,00< 0,05 dat yéu cau vé théng ké.

ANOVA?
. Tong Gia tri Hé s6
M hinh hdi ) _ _
binh df trung F Sig. Durbin-
quy X
phuong binh Watson
50,209 6 8,368 67,328 0,000b 2,134
Téng cong 26,847 216 0,124
77,056 222
Bang 4.11 Mitkc dd tac dong hé s6 hdi quy
Mo Hé¢ sf) chwa Hé¢ §6 t Sig Théng ké da cong tuyén
hinh chuan hoa chuan
hoa
B Sai §6 Beta P chap nhan | H¢ s6 phéng
chuan cua bién dai phuwong
sai (VIF)
TC 0,183 0,045 0,205 | 4,104 | 0,000 0,648 1,542
VC 0,205 0,038 0,240 | 5,370 | 0,000 0,806 1,240
DC 0,155 0,041 0,176 | 3,782 | 0,000 0,749 1,336
QT 0,249 0,040 0,311 | 6,171 | 0,000 0,635 1,574
DU 0,203 0,041 0,217 | 5,011 | 0,000 0,858 1,165
PV 0,190 0,041 0,214 | 4,645 | 0,000 0,762 1,312
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Tur két qua ctia Bang 4.11 Cac nhan té TC,VC,DC,QT,DU,PV c6 hé s6 Béta (B)
duong c6 nghia 13 6 nhan t6 doc 1ap c6 tac dong cung chibu ( tic dong duong) dén su
hai 1ong vé chat lugng dich vu hanh chinh cong tai kho bac nha nuéc Tuy Phong.

Theo Dinh Phi H6 (2019), cac nhan t6 doc 1ap nay déu twong quan co ¥ nghia
thdng ké véi nhan t6 phu thudc sy hai 1ong véi do tin cdy trén 95% ( muc y nghia Sig
= 0,000 < 0,05). Hé s6 phong dai phuong sai VIF < 2 (dao dong tir 1,165 dén 1,542)

nén két luan khong co hién tugng da cong tuyén giita cac nhan to.

M6 hinh Iy thuyét cudi cung cé 7 khai niém nghién ciru trong d6 nhan té su hai
long 1a nhan t6 phu thudc con 6 nhan té con lai 1a nhan té doc 1ap c6 quan hé dong bién
véi nhan t phu thudce. Tac gia st dung phuong phap kiém dinh ham héi quy tuyén tinh

bang phuong phap dua vao mét luot ( phuong phéap enter).
Phuong trinh hoi quy tuyén da bién cé dang:
HL =p1TC+ p2 VC + B3DC + p4QT + p5DU + 6PV

Sau khi c6 két qua uéc lugng hé sd hoi quy, Phuong trinh hdi quy véi cac bién c6 hé

s6 di chuan hoa c6 dang nhu sau:
HL =0,205*TC+ 0,240*VC + 0,176*DC + 0,311*QT + 0,217*DU + 0,214*PV

Béng 4.12 Panh gia mirc d§ quan trong trong cac nhan

STT Nhan t6 M"r;@iitéc Tile % Xép hang

1 TC 0,205 15.03 5

2 VC 0,240 17.63 2

3 DC 0,176 12.89 6

4 QT 0,311 22.82 1

5 DU 0,217 15.95 3

6 PV 0,214 15.69 4
Téong 1,362

(Ngudn: dir liéu khao sat, 2022)
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Thu tu tac dong cua cac nhan td anh huoéng dén su hai long vé chét lugng dich
vu hanh chinh céng theo tht tu giam dan : quy trinh thi tuc, co sé vt chdt, mire do
dap ung, muc do phuc vu, sy tin cdy, su déng cam.

4.6 Kiém dinh mé hinh
Bang 4.13 Tri thong ké F, Kiém dinh Fisher

Binh
Téng binh | Bac tu hwon
Model s peTE | PRTONS F Sig.
phwong | do (Df) trung
binh
Hbi quy 50,209 6 8,368 67,328 0,000b
S6 du 26,847 216 0,124
Téng 77,056 222

Két qua phan tich ANOVA cho thay gia trj Sig. = 0.00 < 0.05, diéu ndy c6 nghia mo
hinh 1y thuyét pht hop véi dit lidu thuc té vai do tin cay 95 %. Su két hop cac bién doc
1ap giai thich dugc tdt céac thay ddi cua bién phu thudc.

Kiém dinh tw twong quan

Tir két qua bang 4.10 cho két qua hé sé Durbin-Watson d = 2,134 nam trong khoang
tir 1 dén 3 ( 1< durbin = 2,134< 3), 4p dung céach tra durbin cai tién ta co thé két luan

rang khong co hién tugng tu twong quan giita cac phan du(Pinh Phi H6, 2019).
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Kiém dinh vé phan phoi chuan ctia phan duw

Histogram
Dependent Variable: HL

Mean = 3.20E-15
30 Std. Dev. = 0.986
M=223

=~

Frequency

0 T T T T
-3 -2 -1 1 2 3

Regression Standardized Residual

Thong qua biéu dd Histogram trén cho thidy mé ta méi quan hé giita phan du
chuan héa va gia tri udc luong ta nhan thay cac phan du phan bo twong d6i déu xung
quanh gia tri trung binh (gié tri trung binh cta phan du Mean = 0 rit nho. Vi vdy, hién
tuong phuong sai thay d6i khong xuat hién trong mé hinh hoi quy nay.

Hinh 4. 1 Kiém dinh vé phan phoi chuin ciia phan duw
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Kiém dinh phwong sai phan dw khong déi (Heteroskedasticity)

Str dung Kiém dinh Park v6i dang dd thi (Pinh Phi HO, 2019) twong quan giita
USQUARE va bién phu thudc Y c6 hinh dang theo duong chéo thi két luan rang khong
c6 hién twong phuong sai phan du thay doi.

]

O Observed
—Linear

6.007

4,001 8

oo

2.007

Hinh 4. 2 P6 thi Park

Theo db thi Park cho thay ring twong quan gitta USQUARE va bién phu thuoc
Y ¢6 hinh déng theo dudng chéo, nhu vay khdng c6 hién twong phuong sai phan du
thay doi.
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4.5 Phan tich phuwong sai ANOVA
4.7.1 Kiém dinh sw khéc biét vé gi6i tinh ddi véi sw hai long

Bang 4.8 Kiém dinh sw khac biét vé giéi tinh

Do léch Sai s6 chuin
Gioi tinh N Trung binh <
chuan trung binh
GB Nir 135 33,235 0,63734 0,05485
Nam 88 34,811 0,49482 0,05275

Bang 4.9 Kiém dinh Leneve su khac biét vé gi6i tinh

mf:;:\/’;'h Kiém dinh t-test
95% Mirc y nghia
F Sig. t df Sig. khac biét
Duwai Trén
Gia dinh
phuong sai
bingnhau | 45508 | 0,033 | -1,965 | 221 0,051 | -,31566 | 0,00046
Gia dinh
phuong sai
khac nhau -2,071 | 214,241 | 0,040 | -,30761 | 0,00760

Két qua cho thiy kiém dinh Levene test c6 gid tri sig 1a 0,033 < 0.05 nén phuong
sai gitta 2 gidi tinh 1a c6 su khac biét c6 ¥ nghia thong ké. Xét vé gia tri T-test & bang
4.15, tac gia nhan thiy gia tri sig twong udng 1a 0,040 < 0,05. C6 nghia 1a ¢6 su khéc

nhau vé sy hai long chét lugng dich vu cong ¢ hai gidi khac nhau.
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4.7.2 Kiém dinh sw khéc biét vé d tudi ddi véi sw hai long chét lweng dich vu

Bang 4. 10 Kiém dinh s khac biét vé d¢ tudi dbi véi sw hai 1ong

- 95% mirc y nghia .
Pj tubi N rung véitrung binh | Nhé nhi¢ | 0P
binh . - . nhat
Can trén | Can duoi
Duéi 30 31 35.591 33.909 37.273 2.67 4.33
Tu 31-40 88 33.788 32.585 34.991 1.67 5.00
Tur 41 -50 83 33.414 32.040 34.787 2.00 4.67
Trén 50 21 33.333 30.261 36.406 2.00 4.33
Bang 4.11 Kiém dinh phwong sai dong nhat
Thong ké Levene dfl df2 Sig.
1,326 3 219 0,267
Béang 4.12 Phan tich phuong sai Anova
Tong binh of Trung binh F Sig.
phuong binh phuong
Gitra cdc nhém 1,157 3 0,386 1,113 | 0,345
Trong nhém 75,899 219 0,347
Tong 77,056 222

Két qua kiém dinh Levene cho gia tri Sig = 0,267 ( 16n hon 0.05) do d¢, gia
thuyét HO — phuong sai cac nhom do tudi dong nhat duoc chap nhan, tap dit liéu phu
hop dé thuc hién kiém dinh ANOVA.

Két qua phan tich ANOVA vé6i mirc ¥ nghia sig = 0,345 > 0.05, cho thdy khong

c6 su khac biét gilra cdc nhém c6 do tudi khac nhau trong viéc gan két vdi cong viéce

cua nhan vién.
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4.7.3 Kiém dinh sw khéc biét vé nghé nghiép déi véi su hai long

Bang 4. 19 Kiém dinh s khac biét vé nghé nghiép déi véi sw hai 1ong chét lwong

dich vu
N Trung 95% murc y nghia Nho Lén
binh véitrung binh nhat nhat
Can trén | Can dudi
Kinh doanh mua 71 33.944 32.575 35.312 | 1.67 4.33
ban
Cong nhéan, ndng 25 33.467 31.501 35.432 | 2.67 4.33
dan
Cong chirc vién 115 33.913 32.765 35.061 | 2.00 5.00
chirc
Khéc 12 33.611 29.731 37.491 | 2.33 4.00
Tong cong 223 | 33.857| 33.079| 34.634|1.67 5.00
Biang 4.20 Kiém dinh phwong sai dong nhat
Thong ké Levene dfl df2
0.749 3 219 0.524
Bang 4.21 Phéan tich phwong sai Anova
Téng binh Trung binh _
df F Sig.
phuong binh phuong 9
Giira cac nhom 0,054 3 0,018 0,051 | 0,985
Trong nhom 77,002 219 0,352
Tong 77,056 222

Két qua kiém dinh Levene cho gia tri Sig = 0,524 > 0.05 do d6, gia thuyét HO —
Phuong sai cac nhom nghé nghiép dong nhat dwoc chap nhan, du diéu kién dé thuc
hién kiém dinh ANOVA.

Két qua phan tich ANOVA véi mirc y nghia sig = 0.985> 0.05, cho thay khong
c6 sy khéc biét giita cac nhom co nghé nghiép khac nhau trong viée trai nghiém chit

luong hanh chinh cong tai kho bac nha nudc.
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4.7.4 Kiém dinh sy khac bi¢t vé tin suit giao dich

Bang 4.22 Kiém dinh sw khac biét vé tin suit giao dich ddi véi sw hai long

o v
95% mirc y 1‘1gh1a voitrung Nhé Lémn
N binh P p
. nhat nhat
Can trén Can duoi
Duéi 3 lan/ théng | 109 35.046 34.025 36.067 1.67
Tu 3 — 5 lan/
thang 74 32.613 31.148 34.077 2.00
Trén 5 1an/ thang | 40 32.917 31.028 34.805 2.00
Total 223 33.857 33.079 34.634 1.67
Biang 4.23 Kiém dinh phwong sai dong nhat
Thong ké Levene dfl df2 Sig.
1,414 2 220 0,245
Béang 4.24 Phan tich phwong sai Anova
of Trung binh binh F Sig.
phwong
Gitra cac nhém 3,040 2 1,520 0,518
Trong nhom 74,016 220 0,336
Tong 77,056 222

Duya trén két qua kiém dinh Levene & bang trén cho gia tri Sig = 0,245 > 0,05
do d6, gia thuyét HO — Phuong sai cac nhom c6 tan suét giao dich khéac nhau la déng
nhét dugc chap nhan, ¢ du diéu kién dé thuc hién budc kiém dinh ANOVA tiép theo.

Két qua phan tich ANOVA vé6i mirc ¥ nghia sig = 0,518 > 0,05, cho thdy khong

c6 su khac biét giita cac nhoém c6 tan suét giao dich khac nhau trong sy danh gia chat

lugng dich vu hanh chinh cong.
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4.8 Kiém dinh céc gia thuyét nghién ciru

Bang 4.24 Tong hop kiém dinh céc gia thuyét

Sau cac kiém dinh hdi quy can thiét, tac gia c6 thé chap thuan hoic bac bo cac
gia thuyét dua ra & chuong 2, két qua nhu sau:

Hé s6 B

STT Gia thuyét ban du chuin | Mirc ynghia | -4 luéin Ky
hoa higu

1 Su tin cay 0,205 Sig=0.00 Chép nhan +

2 Nang luc phuc vu 0,240 Sig=0.00 Chép nhan +

3 Kha nang dap tng 0,176 Sig =0.00 Chép nhan +

4 Co s& vat chat 0311 | Sig=000 | Cpinnhan | +

5 Su dong cam 0217 | Sig=0.00 | cpionhan |+

6 Quy trinh thu tuc 0,214 Sig =0.00 Chép nhan +

tor nhitng khao sat chinh thurc vé su hai long cua chét luong dich vu hanh chinh cong tai

TOM TAT NOI DUNG CHUONG 4

KBNN huyén Tuy Phong, Binh Thuén.

Cronbach Alpha cho thay cac thanh phan nay déu c6 d6 tin ciy cao.
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Chuong 4 nay 1a phan ndi dung chinh ciia nghién ciru, 1a két qua duogc duc két

Dau tién cac thanh phan déu dugc kiém dinh thang do va két qua kiém dinh




Budc tht hai 13 phén tich nhan t6 d6i voi timg thanh phan dé rat ra cac nhan t6
s& duoc sir dung nhu bién doc 14p trong mé hinh hoi qui va viét phuong trinh cho timg
nhan t0.

Budc thir ba, phan tich hdi qui da bién dé mé hinh héa méi quan hé nhan qua coa
cac bién doc lap anh huong dén bién phu thudc trong mé hinh nghién ctru. M6 hinh nay
s& mo ta hinh thirc ctia mdi lién hé va qua d6 gitp ta du doan duge mire do cia bién phu
thudc khi biét trude gia tri ctia bién doc 1ap, tir d6 1am tién dé xay dung cac giai phap &

chuong 5.
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CHUONG 5. KET LUAN VA KIEN NGHI

5.1. Két luan

Trén co s& ly thuyét va mdi quan h¢ vé chat lugng dich vu hanh chinh cong va
su hai 1ong ctia ngudi dan cling nhu tham khao cac mé hinh nghién ctu truée diy vé
linh vuc nay, tac gia di dé xuat mo hinh nghién ciru cho riéng minh. M6 hinh nghién
ctru sau khi hiéu chinh trong chuong 3 va chuong 4, bang cau hoi chinh thirc dugc su
dung va dem di khao sat trén 250 ngudi c6 phat sinh giao dich tai KBNN huyén Tuy
Phong. Két qua thu vé dugc xtr Iy va phan tich bang phan mém SPSS 23.0 tac gia co
thé tom tat lai két qua nghién ctru nhu sau:

Vi 27 bién quan sat dugc xay dyng tir 6 nhan td doc 1ap va 1 nhan td phu
thudc sau khi trai qua cac budc kiém tra do tin cdy Cronbach’s alpha, nghién ctru
kham ph4 (EFA), 6 nhan t6 dugc rat trich ra tai hé sd Eigenvalues >1. Sau nhan t nay
duoc dua vao phan tich hdi quy nham xay dyng mot mé hinh hdi quy da bién cac yéu
t6 anh hudng dén Su hai 1ong cia nguoi dan. Két qua hoi quy boi cho ta mot mo hinh
cac yéu t6 anh huong dén Su hai long cta nguoi dan khi sir dung dich vu gdm 6 nhan
to.

Viéc nghién ctru sy hai long ctia ngudi dan khi giao dich tai KBNN la mét viée
1am quan trong gitip phét trién kinh t& qudc gia. Tir két qua nghién ciru tac gia dé xuat
mot sb kién nghi nhu sau.

5.2 Ham y tir két qua nghién ctru

Ham y d6i véi nhan t6 su tin ciy

Trong bét ctr dich vu gi cling dugc hoat dong nao thi sy tin cdy ludn duoc cha trong dé
mang dén cho khach hang dich vu chir xac diing luc. Dit da ting do tin cai xay dung
niém tin ctia khach hang nang cao chat lugng dich vu cong 1a mot yéu té can duoc cai

thién.

- Tang cuong viéc luan phién luan chuyén di€u dong va chuyén doéi vi tri cong tac
cta cong chirc nham boi dudng dao tao nang cao chat lugng nguon nhan luc doi
ban than ngudi cong chirc vién c6 thé nam bat thanh thao cong viéc & tat ca cac

vi tri khac nhau.
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- HO trg, trao d6i nghiép vu giai dap cac thic mac cta cac cong chirc, to chire cac
bai kiém tra ngin han trong cac cudc hop tir d6 c6 thé danh gia ning luc ctia mdi
nguoi cong chure vién.

- Quan tri€t cong chirc giao dich phai tuan thu dung va nghién ctu k¥ quy trinh
kiém x6t thanh toan, dong thoi hudng dan hod so quy trinh day du, thong nhat
giita 1anh dao va cac cong chire truc tiép giao dich voi khach hang.

- C06 sy thay dbi cac vin ban méi 6 lién quan cac thu tuc hanh chinh, cac quy
trinh nghiép vu can thong bao kip thoi dén khach hang qua van ban huéng din
v6i noi dung 1 rang, dé hiéu va han ché ti da sy chong chéo giita van ban nay
v61 van ban khac.

- Xay dung chuong trinh quan 1y thong tin khach hang hd tro cic nghiép vu khéc
nhau, gitp lam giam thoi gian giao dich, dé dang tra ciru ddi chiéu nhanh chong.

Ham y d6i v6i nhan t6 ning lue phuc vu

Bén canh nhitng mat dat dugc cung nhiing han ché con ton tai, can tap trung vao

thuc hién mét sb bién phap nhu sau:

-d61 mai va cai cach chuong trinh dao tao boi dudng cong chure theo hudng chuyén
sau di sau vao cac tinh hudng cu thé thyc tién va co6 thé ap dung vao viéc thuc hién

chtrc nang nhiém vu duogc giao, ting k¥ ning giai quyét cong viée.

- dinh ky hang nam t6 chirc hoi thi nghiép vu, nham tao diéu kién cho cac cong chirc
kiém soat chi ra soat lai hé théng lai cac van ban quy dinh vé ché d6 kiém soat chi,

dao sau nghién curu trao do1 nghi¢p vu.

- quén tri¢t cong chirc nghiém chinh thyc hién cong viéc nhi¢m vu dugc giao Y thirc
trach nhiém ctia minh trong qua trinh thyc thi cong vu chu dong xur 1y cong viéc
thudc tham quyén khong dé qua han nhiém vy dugc phan cong phai chiu trach nhi€ém

vé viéc cham tré trong thyc thi nhiém vy anh hudng téi nhiém vu chung ctia KBNN.

- lanh dao thudng xuyén kiém tra ning luc phuc vu, kha ning giao tiép v6i khach
hang trong giao nhan, giai quyét hd so cta cong chic. Thuc hién nhiém vu theo doi,

danh gia chat lugng cong tac ciia moi cong chirc trong qua trinh thuc hién nhi¢m vy,
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trén co so hudng dén sy hai 1ong cua khach hang, dong thoi 1y dy 1a tiéu chi dé

danh gia phan loai, khen thuéng hang nam.

Ham y d6i v6i nhan t6 sy ddng cam

Pong cam lam cho ngudi cung cap dich vu cang san sang chia sé cung khach hang

trudc nhitng mong doi cia ho trong qua trinh tiép xuc va thuc hién dich vu.

Tim hiéu can ché nhu ciu ctia khach hang bang cach hang quy phat cac phiéu
diéu tra nhu cau, mong muén cua khach hang. Thiét l1ap thong tin dir liu tap
trung cta khach hang dé thuan tién cho viéc trao d6i véi nhitng khach hang nay
vdi sau.

Nang cao k§ niang mém cho cong chirc, vién chic, ting cudng dao tao boi dudng
dé tao su than thién voi khach hang, tao cam gidc gan giii v6i nguoi dén giao

dich.

Ham y ddi v6i nhén t6 co sé vt chat

Cong chtrc duge trang bi day du trang thiét bi cling thé hién duoc tinh chuyén
nghiép trong cong viéc, dé lai hinh anh tich cuc va su tin tuong cua khach hang.
Thuc hién bao dudng bao tri va ning cap dinh ky thiét bi may moc dé han ché
t6i da tinh trang may bi hu hong hodc thay mai hoan toan nhitng may tinh doi cii
dé tranh anh huong dén cong viée chung.

BO tri ké sach bao, tap chi quan 1y ngan quy qudc gia, thoi bao tai chinh tai quay
ghé ngdi danh cho khach hang dé khach hang c6 thé sir dung trong qua trinh cho
giao dich. Lap dit hé théng wifi mién phi, b tri nwdc udng va cac vat dung can
thiét dé tién cho viéc sao luu ghi chép hd so.

Ham y d6i véi nhan t6 quy trinh thi tuc

Pay 1a nhan té tic dong manh nhat dén sy hai 10ng chat luong dich vu cong ciia
kho bac nha nuéc huyén Tuy Phong. Mot trong nhitng yéu cau duoc khach hang
quan tam la tinh cong khai minh bach trong viéc cung tng dich vu ddm bao thé
hién tinh hién dai va dap trng nhu cau thuc té. Dic diém khac biét caa dich vu
cong ddi v6i dich vu thong thuong 13 tha tuc hanh chinh, 14 tinh minh bach cua

co ché, chinh sach va thong tin phuc vuy.
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- Can ting cudng cong tac thong tin, tuyén truyén niém yét cong khai, day du vé
s6 lwong ndi dung cac quy trinh nghiép vu theo so dd hoa hodc diéu chinh noi
dung quy trinh ngin gon, d& hiéu.

- Lién tuc cap nhat bd sung kip thoi cac tha tuc hanh chinh trong linh vuc kho bac
nha nudc va cac thong tin van ban méi co lién quan. Tao thuan lgi cho cac to
chtrc ¢4 nhan tim hiéu va thyuc hién ding quy dinh; bao vé quyén loi hop phap
ddng thoi thue hién quyén giam sat ddi véi cong chire trong qua trinh giai quyét
hd so hanh chinh.

- Tap trung diy manh tuyén truyén don vi tham gia st dung dich vu cong truc
tuyén, la budce thu tuc hanh chinh quan trong tao diéu kién thuan loi va giam thoi
gian di lai cho cac don vi.

5.3 D& xuét chinh sach

1. Tiép tuc ra soat va don gian hoa thu tuc hanh chinh trén tat ca cac linh
vuc quan 1y nha nude, nht 1a thi tyc hanh chinh lién quan t6i ngudi dan, doanh
nghiép; kiém soat chat viéc ban hanh méi cac tha tuc hanh chinh theo quy dinh
cua phap luat; duy tri thuc hién co ché mot cira, mot cura lién théng.

2. Pay manh tng dung cong nghé thong tin, duy tri hé thdng quan 1y chat
lurong ISO trong hoat dong co quan quan ly nha nudc.

3. Trién khai thuc hién ¢6 hiéu qua viéc cung cép dich vu cong truc tuyén
muc phu hop véi da dang ngudi st dung dich vu hanh chinh cong cia KBNN
huyén Tuy Phong.

4. Phéi hop véi Buu dién huyén dé thuc hién c6 hiéu qua viéc tiép nhan
va tra ho so giai quyét tha tuc hanh chinh qua dich vu buu chinh cong ich theo
chi dao caa UBND tinh.

5. Tang cuong kiém tra, giam sat viéc thuc hién cdi cdch hanh chinh, trong
tam 1a kiém tra viéc thuc hién nhiém vy, cong vu cua can by, cong chirc, vién
chirc, nhat 1a thuong xuyén chi dao, kiém tra va nang cao chét lugng hoat dong
tiép dan, nguoi co nhu cau giao dich véi KBNN huyén.

Ddng thoi ban lanh dao Khoa bac nha nuéc huyén Tuy Phong ciing can
Iru ¥ cac van dé sau:

- Tép trung vao cong tac truyén thong, tuyén truyén, niém yét cac quy dinh vé
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thii tuc cling nhu mirc phi vé cac dich vu hanh chinh cong dé gia ting tinh minh bach
dén nguoi dan.

- Nang cao thai d§ cling nhu ndng lyc cta cac can b tai bo phan giao dich, giai
quyét ho so

- Ting cudng va tmg dung triét & cac phadn mém ung dung cong nghé thong tin
trong quy trinh xir Iy cong viéc cua tirng co quan hanh chinh, gifta co quan hanh chinh
nha nuéc v6i nhau va trong giao dich véi td chirc, ca nhan.

- Xay dung va ap dung day du hé thong quan 1y chét luong theo TCVN ISO
9001:20015 vao hoat dong.

- Tang cuong cong tac thanh tra, kiém tra, giam sat vi¢c thyc thi nhiém vy,
cong vu, dam bao ky cuong, ky luat trong doi ngli can bg, cong chirc, vién chirc va
trong hoat dong cong vu.

- Phan cdng, phan nhiém rd rang trong chi dao, diéu hanh, xac dinh rd trach
nhiém cua nguoi ding dau trong chi dao, thuc hién thu tuc lién quan dén dich vu hanh
chinh cong; 14y két qua d6 1am tiéu chi quan trong dé danh gia mic do hoan thanh
nhiém vu va xép loai dang vién, cong chirc, vién chirc hang nam.

- Tiang cudng cong tac thong tin, tuyén truyén muc dich, ¥ nghia cta cong tac
cai cach hanh chinh bang nhiéu hinh thitc, phut hop tinh hinh thuc té cta co quan, don
vi, nhim nang cao nhan thirc, trach nhi¢m cta doi ngli can bg, cong chirc, vién chirc
trong qua trinh thuc hién cic nhiém vu cai cach hanh chinh.

- T6 chire thye hién nghiém quy dinh xit 1y trach nhiém doi v6i can bo, cong
chirc, vién chirc va thuc hién xin 16 nguoi dan, doanh nghiép do trach nhiém tham muu,
giai quyét ho so cham tré theo Quyét dinh s6 60/2015/QD-UBND ngay 05/11/2015 ctia
UBND tinh.

- Tiép tuc tuc hi¢n hhdo sat su hai long ctua td chtrc, ca nhan va doanh nghiép
d6i v6i s phuc vu cia cac co quan quan ly nha nudc trong giai quyét tha tuc hanh
chinh ¢éng, dich vu cdng, nham gidp Uy ban nhan dan huyén kip thdi nim duoc chét
luong, hiéu qua giai quyét thi tuc hanh chinh cong, cung cap dich vu cong va nang lyc,

dao durc cua cong chuc, vién chirc trong thyuc thi nhiém vu.
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5.4 Han ché caa luin vin
D4 tai tip trung vao nghién ctru cac yéu td anh hudng dén su hai long cua

nguo1 dan khi st dung dich vu hanh chinh cong tai KBNN nhung do thoi gian nghién
ctru c6 han va ¢ mau nho (n = 223) nén dé tai con mot s6 han ché nhat dinh.

Phwong phap chon miu trong nghién ctru dugc 1a phuong phap 1dy mau thuan
tién, vi vy tinh dai dién s& khong cao. Vi thé tac gia dé xuit cho cac nghién ctru tiép
theo (néu cO) nén tién hanh khao sat véi kich ¢& mau 16n hon, mé rong pham vi
nghién ctru ra cac dia phuong khac nhu thanh phé Phan Thiét, hodc nghién ctru trén
dia ban toan tinh Binh Thuén; str dung phuong phap chon mau ngiu nhién c6 phan
tang dé mang lai tinh dai dién cao hon.

Pa sb nguoi dan st dung dich vu hanh chinh cong thude céac linh vuc, nganh
n ghé, dd tudi va trinh do hoc van khac nhau véi thoi gian han ché nén viéc nhin nhan
va d4nh gia van dé nghién ciru chua sau sic.

Cudi cung, do han ché vé trinh d0, thoi gian nghién ctru nén trong qua trinh diéu
tra, phong van dé thu thap thong tin co thé mot sb nguoi dan chua thyc sy am hiéu vé
phuong phép ciing nhu muc tiéu cta nghién ctru. Piéu nay phan nao sé c6 anh huong

nhat dinh dén két qua nghién ciru.

Tém tit chwong 5
Chuong 5 di trinh bay ¥ nghia thuc tién ctia nghién ciru, dong thoi dé xuat mot
s6 kién nghi nham nang cao sy hai long vé chat lurgng dich vu hanh chinh cong. Tac
gia cling da néu ra nhitng miat han ché cua dé tai nghién ctru va dua ra mot s6 hudng

nghién ctru tiép theo.

63



Tai liéu tham khao

Tai liéu tham Kkhao tiéng Viét

1.

binh B4 Hung Anh va Té Ngoc Hoang Kim, 2017, Nghién cuu khoa hoc trong
kinh té - xa héi & hwdng dan viét lugn van, NXB. Kinh té TP.HCM.

Dinh Phi H, 2019, Nghién ctru dinh luong trong kinh té va viét bai bao khoa
hoc, NXB Kinh té, TP H6 Chi Minh.

Hoang Trong & Chu Nguyén Mong Ngoc (2008). Phdn tich dir liéu nghién ciru
véi SPSS. Nha xuét ban Hong Ptrc, Thanh phé H6 Chi Minh.

Hoang Trong (1999). Phdn tich Dit liéu da bién, Ung dung trong Kinh té va kinh
doanh, Nha xuét ban thong ké, Thanh phé Ho Chi Minh.

Nguyén Pinh Tho & Nguyén Thi Mai Trang (2007). Nghién cieu thi triong. Nha
xuat ban Pai hoc Qudc gia TP. HO6 Chi Minh, Thanh phé H6 Chi Minh.
Nguyén Dinh Tho (2011). Phuong phap nghién cizu khoa hoc trong kinh doanh:
thiét ké va thuc hién. Nha xuat ban Lao dong — Xa hoi, Ha Noi.

Duong Vin Thom (2018). Su hai long ctia cac doanh nghiép véi viée cung cip
dich vu hanh chinh cong tai tinh Ba Ria—Viing Tau.

Piéu, P. V. (2017). Phan tich su hai long cta nguoi dan ddi véi dich vu hanh
chinh cong tai UBND huyén Gidng Riéng, tinh Kién Giang.

Tran Long (2022). ANH HUONG CUA CHAT LUQNG DICH VU HANH
CHINH CONG BEN SU HAI LONG CUA NGUOI DAN TAI QUANG BINH-
TIEP CAN TU MO HINH CAU TRUC TUYEN TINH (PLS-SEM). Hue
University Journal of Science: Economics and Development, 131(5A), 5-22.

10.Nguyén Qudbc Nghi (2015). Cac nhan té anh huong dén muc do hai long cua

ngudi dan d6i voi co ché mot cira lién thong tai quian Thét Nét, thanh phd Can
Tho. Tap chi Khoa hoc Truong Pai hoc Can Tho, (38), 91-97.

11. Nguyén Thi Phuong Thao (2019). Ung dung chi s6 hai 1ong khach hang Hoa Ky

tai Viét Nam—Mot nghién ctru trong linh vuc dich vu vién thong di dong. Tap
chi nghién ciru Kinh té va Kinh doanh Chau A, (JED, Vol. 30 (12)), N-A.

64



Tai liéu tham khio tiéng Anh

1.

Mokhlis, S., Aleesa, Y., & Mamat, I. (2011). Municipal service quality and
citizen satisfaction in southern Thailand. Journal of public administration and
governance, 1(1), 122-137.

Cronin Jr, J. J.,, & Taylor, S. A. (1992). Measuring service quality: a
reexamination and extension. Journal of marketing, 56(3), 55-68.

Parasuraman, A., Zeithaml, V. A., & Berry, L. (1988). SERVQUAL.: A multiple-
item scale for measuring consumer perceptions of service quality. 1988, 64(1),
12-40.

Spreng, R. A., & Mackoy, R. D. (1996). An empirical examination of a model
of perceived service quality and satisfaction. Journal of retailing, 72(2), 201-
214.

Zeithaml, V. A. (2000). Service quality, profitability, and the economic worth of
customers: what we know and what we need to learn. Journal of the academy of
marketing science, 28, 67-85.

Kotler, P. (2001). Marketing management, millenium edition. Prentice-Hall,

Inc..

K.V.Andersen. E-government andPublic Sector Process Rebuilding (PPR):
Dilettantes, Wheelbarrows andDiamonds, Kluwer, Boston, 2004.

Mohammad Abdul Salam and Md. Zohurul Islam (2013). “E-Government
Service Delivery: An Assessment of District E-Service Centres in Bangladesh”.
JU Journal of Information Technology (JIT), Vol. 2, 33-40.

Parasuraman, A., Zeithaml, V.A. and Berry, L.L. (1985), “A conceptual model
of service quality and its implication for future research”, Journal of Marketing,

Vol. 49, April, pp. 41-50.

65



PHU LUC 1

DANH SACH CHUYEN GIA THAM VAN THIET KET BANG CAU HOI PHIEU KHAO

SAT Y KIEN
STT Ho va tén Chire vu/ vai tro DPia chi email

1 | Truong Tan Thanh Giam ddc Thanhtt03@vst.gov.vn
2 | Lé Thi Phuong Nam Phé giam ddc Namltp12@vst.gov.vn
3 | Tiéu Thi Hong Loan Ké toan trudng loantthO1@vst.gov.vn
4 Tran Vin Toai Uy quyén Ké toan | toaitv@vst.gov.vn

truong
S) Lé Vi Viét Khué Giao dich vién khuelvw@vst.gov.vn
6 | Tran Thi Thanh Xuéin Phong Tai chinh | Xuanttt@tuyphong.binhth

K¢ hoach uan.gov.vn
7 | Lé Thi Diéu Hién Ban quan 1y du an | dieuhienda@gmail.com
8 | Tran Thi My Dung Khach giao dich | mydung84@gmail.com
9 | Lyu Thi Thay Van Khach giao dich | luuthithuyvankt@gmail.c
om

10 | Cao Truong Minh Huy Khach giao dich | c2tranquoctoan.binhthuan

@moet.edu.vn
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PHU LUC 2
DAN BAI THAO LUAN VOI CAC CHUYEN GIA

Xin chao cac anh chi:

Toila............ooeo. . , hién dang 1a hoc vién cao hoc -Truong Pai hoc Phan
Thiét, chuyén nganh quan tri. Hom nay, toi rit han hanh dugc don tiép anh/chi dé
cung nhau théo luin vé cic yéu t6 anh huong dén chat luong dich vu hanh chinh cong
tai kho bac nha nudc huyén Tuy Phong.

Van dé can trao d6i hém nay 1a ching ta ciing tim hiéu va phan tich cac yéu t6
anh huong dé chat lugng dich vu hanh chinh céng tai kho bac nha nudc huyén Tuy
Phong. Céc thong tin thu thap dugc gitp toi tich liy kién thirc va hoan thanh nghién
clru ndy va c6 thé cung cac anh chi goi mé nhitng yéu té anh huong dén chit luong
dich vu gdp phan nang cao chat lugng dich vu cong nham phuc vy nhan dan ngay
cang tot hon. Do vy rat mong cudc trao doi thang than va chan thanh ciia anh chi./.

T61 xin cam doan nhiing thong tin tir anh/ chi chi phuc vu cho nghién ctru khoa
hoc cua luan van.

1. Theo cac anh/chi cac anh hudong dén chat lugng dich vu hanh chinh céng cung
cap duoc thé hién qua cac yéu t6 nao? Tai sao?

2. Theo cac anh/ chi cac thanh phan: quy trinh thii tuc, co sé vit chat, mirc dé
dap ing, mirc dg phuc vu, su tin cdy, sw dong cam theo md hinh nghién ctru
nay c6 phu hop véi sy hai 1ong chét lwong dich vy hanh chinh céng hay
khong? ( 1an luoc thao ludn trong timg phan)

3. Theo cac anh/ chi cac chi tiéu nao sé& tac dong dén cac yéu té trén (clng phan
tich cac tiéu chi dua trén tit ca cac yéu to da néu trén)?

4. Trong qua trinh tiép xtc voi nguoi dan, anh/ chi c6 nhan thiy yéu t6 nao nguoi
dan dén giao dich quan tam?
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5. Theo cac anh/ chi c6 can dit lai tén cac thanh phan trong thang do tac gia da dé
nghi khong? Néu phai thay doi cac anh/ chi s& dit lai cac thanh phan d6 nhu
thé nao?
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PHU LUC 3
BANG CAU HOI KHAO SAT CHINH THUC

Xin chao cac anh/chi!

Nhim do ludng su hai long vé chét luong dich vu hanh chinh cong . Ching t6i dang thuc
hién dé tai nghién ctru “NANG CAO SU HAI LONG CUA KHACH HANG VE CHAT LUONG
DICH VU CONG CUA KHO BAC NHA NUOC HUYEN TUY PHONG”. kinh mong anh chi

danh chut thoi gian quy bau cia minh dé gitp toi hoan thanh bang cau héi sau:

Xin Iuu y rang khong c6 cau tra 15i nao 1a dung hodc sai. Tat ca cau tra 10i ctia anh/chj s&
1a co s¢ dé chung t6i cai tién thu tuc, quy trinh dé ngay cang phuc vu t6t hon va 1a gia tri to 1on

dong gop vao két qua nghién ctru ciia chiing toi . Chung t6i xin cam doan nhimng thong tin tir

anh/chi hoan toan dugc gitr bi mat.

A. KHAO SAT SU HAI LONG CUA NGUOI NQP THUE:

Xin cho biét mtrc d6 ddng y cua anh/chi ddi vé6i cac phat biéu sau day vé chat lugng dich

vu thué dién t cta téng cuc thué. anh/chi hay tra 1o béng cach danh dau ( x) hodac khoanh

tron vao mot trong cac con sd tir 1 dén 5. Theo quy wéc sd cang 16n thi anh /chi cang dong .
(1)= Rét khong dong y

(2)=Khong dong y

(4)=Pong ¥

(5)=Réat dong y

(3)=Khong y kién gi

STT Noi dung Tra loi
Su tin cay - TC Mirc d6 dong y
1 Tc1 | Thu tuc thuc hién dugc niém yét cong khai, minh 1121314 5
bach.
2 TC2 | cac van ban huéng dan rd rang, day du, dé hiéu 11213145
3 | TC3 | Knhong mat nhidu thai gian cho téi uot. 11213)14]5
4 Tc4 | Thutuc, gidy to don gian, khong phai di lai nhiéu 1121314/ 5
lan.
Nang luc phuc vu - PV Mirc do dong ¥
5 | py1 | Can bo am hiéu chuyén mén, gidi quyét cdong |1 |23 |4 | 5
viéc chuyén nghiép.
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6 P\/2 C,an ]Z.)(_) ?uong dan thu tuc day du, dé hiéu, khéng 2134l s
CO sal sot.

7 PV/3 Cfln bd l:ll.l‘O’l;lg dan giai quyét thoa dang thac mac 51304l s
cua nguoi dan.

8 | PV4 | canbo c6 su linh hoat trong giai quyét cong viac. 2131415

Kha nang dap ung - DU Mirc d6 dong ¥
9 DU1 | Céch cu xur cua cong chuc, vién chirc dung muc 213|145
10 | DU2 | Ban cam thay an toan trong khi giao dich. 213|145
11 DU3 | Cong chtrc, vién chirc luon niém né véi ban. 213|4] 5
12 DUA4 Th’(n glal”l tiép nhan va g‘laO trd két qua nhanh ol3lal s

chong, dang theo quy trinh.

Co sé vat chat - VC Murc do dong
13 VC1 Déng phuc cua can bo KBNN lich sy, nha nhan 2134|565
14 VC2 | Trang thiét bi hién dai, trang bi dﬁy du 213|4] 5
15 | VC3 | Bai giilr xe thuan tién, an toan c6 nguoi trong coi 2134 5
16 | VC4 | Phong cho, ghé cho, so dd bd tri thuan tién. 21345

Su dong cam - DC Mirc d6 dong ¥
17 DC1 | Cong chuc, vién chirc ludn dac biét chu y dén ban. 2134|565

A h ’ . A h , l A l,( 1 - h 5 1\
18 | pe2 C.(;ng Ac u’c.,Awenﬁc uc ludn lay 1gi ich cua ban la 51304l s
diéu tam niém cua ho.
19 DC3 Cong chtre, vién chte hiéu rd nhitng nhu cau cia ol3lal s
ban.
20 | bea Lich‘ Fiél? dan phu hop, ¢ ging dé thuan tién cho ol3lal s
nguoi dan

Quy trinh thu tuc - QT Mirc d6 dong y

21 QT1 | Thu tuc don gian d& hiéu. 21345
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99 oT? Quy. Atrmh ti€p nhan va giai quyét ho so chuyén 51304l s
nghiép
CBCC thuc hién dang cac quy trinh thu tuc hanh
2 T . e . i 2 4
3 | QT chinh nhu da cong khai. 3 >
Khéch hang khdng phai dén nhiéu 1an dé giai quyét
24 T4 . 2 4
Q thu tuc hanh chinh. 3 >
Su hai long - HL Mirc d6 dong y
25 HL1 | Hai long voi thai d6 phuc vu ctia can b cong chirc. 2134|565
26 HL2 | Hai 1ong vé co s vat chat cia KBNN Tuy Phong 213|145
27 HL3 | Hai 1ong véi qua trinh lién hé, giai quyét cong viéc 213|4

I1. THONG TIN CA NHAN

S1.  Gidi tinh: Nam [ N ]
S2. Do tudi:

Duéi 30 1

Tur 31-40 2

Tu 41 - 50 3

Trén 50 4

S3.  Xin anh/chi cho biét cong viéc hién tai ctia anh/chi:

1. Mua béan kinh doanh

2 C6ng nhan, néng dan

3.CCVvC 4. Khéc

S4.  Xin anh/chi cho biét tan suat lién hé giao dich tai KBNN Tuy Phong?
Duéi 3 1an/ thang 1
Tir 3 — 5 1an/ thang 2
Trén 5 lan/ thang 3

Chiic anh chi thanh cdng trong cudc song!
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Phu Luc SPSS
Kiém dinh d¢ tin cay

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 223 83.8
Excluded?® | 43 16.2
Total 266 100.0

a. Listwise deletion based on all variables

in the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
q72 4

Item Statistics

Std.
Mean Deviation N
TC1 |3.11 926 223
TC2 |3.10 .890 223
TC3 |]3.52 746 223
TC4 3.52 .843 223

Item-Total Statistics
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Scale Corrected Cronbach's
Scale Mean if | Variance  if | Iltem-Total Alpha if Item
Item Deleted | Item Deleted |Correlation Deleted
TC1l |10.14 3.853 .608 .698
TC2 ]10.16 4.007 .596 .705
TC3 |9.74 4.556 .567 723
TC4 |9.73 4.342 532 .738
RELIABILITY

IVARIABLES=PV1 PV2 PV3 PV4

ISCALE(ALL VARIABLES') ALL

/IMODEL=ALPHA

ISTATISTICS=DESCRIPTIVE

ISUMMARY=TOTAL.

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 223 83.8
Excluded?® | 43 16.2
Total 266 100.0
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a. Listwise deletion based on all variables

in the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.758 4

Item Statistics

Std.
Mean Deviation N
PV1 |3.71 844 223
PV2 |3.65 814 223
PV3 |3.65 197 223
PV4 |3.19 .800 223
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if | Variance if | ltem-Total Alpha if Item
Item Deleted |Item Deleted |Correlation | Deleted
PV1 ]10.48 3.332 .679 .628
PV2 ]10.54 3.393 .694 622
PV3 ]10.54 3.484 .678 .633
PV4 111.00 4.712 .226 .860
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RELIABILITY
/VARIABLES=DU1 DU2 DU3 DU4
ISCALE(ALL VARIABLES') ALL
/IMODEL=ALPHA
ISTATISTICS=DESCRIPTIVE
/ISUMMARY=TOTAL.

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 223 83.8
Excluded?® | 43 16.2
Total 266 100.0

a. Listwise deletion based on all variables

in the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.820 4
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Item Statistics

Std.
Mean Deviation N
DUl |3.08 902 223
DU2 |3.22 834 223
DU3 |3.13 .857 223
DU4 |3.22 .848 223
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if | Variance  if | Item-Total Alpha if Item
Item Deleted |Item Deleted |Correlation | Deleted
DU1 ]9.57 4.499 .624 783
DU2 19.43 4.669 .648 71
DU3 ]9.52 4.404 711 741
DU4 19.43 4.787 591 197
RELIABILITY

/VARIABLES=VC1 VC2 VC3 VC4

/ISCALE('ALL VARIABLES') ALL

IMODEL=ALPHA

ISTATISTICS=DESCRIPTIVE

ISUMMARY=TOTAL.
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Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 223 83.8
Excluded?® | 43 16.2
Total 266 100.0

a. Listwise deletion based on all variables

in the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.802 4

Item Statistics

Std.
Mean Deviation N
VC1l 331 816 223
VC2 |3.08 .900 223
VC3 13.28 851 223
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‘vc4 ‘3.11 ‘.921 ‘223 ‘
Item-Total Statistics
Scale Corrected Cronbach's

Scale Mean if | Variance  if | Iltem-Total Alpha if Item
Item Deleted |Item Deleted |Correlation |Deleted

VC1 |9.47 4.736 .631 146

VC2 ]9.70 4.445 .630 745

VC3 ]9.50 4.575 .644 739

VC4 ]9.66 4.576 .564 179

RELIABILITY

IVARIABLES=DC1 DC2 DC3 DC4

ISCALE(ALL VARIABLES') ALL

IMODEL=ALPHA

ISTATISTICS=DESCRIPTIVE

ISUMMARY=TOTAL.

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N

%

Cases

Valid

223

83.8
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Excluded?

Total

43

266

16.2

100.0

a. Listwise deletion based on all variables

in the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
821 4

Item Statistics

Std.
Mean Deviation N
DC1 341 794 223
DC2 |3.11 .865 223
DC3 ]13.37 771 223
DC4 ]3.56 .867 223
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if | Variance if | ltem-Total Alpha if Item
Item Deleted |Item Deleted |Correlation Deleted
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DC1

DC2

DC3

DC4

10.04

10.34

10.09

9.89

4174

3.829

4.439

4.457

.703

741

.633

513

A47

126

780

.836

RELIABILITY

/VARIABLES=QT1 QT2 QT3 QT4

ISCALE(ALL VARIABLES') ALL

/IMODEL=ALPHA

ISTATISTICS=DESCRIPTIVE

/ISUMMARY=TOTAL.

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N

%

Cases

Valid

Excluded?

Total

223

43

266

83.8

16.2

100.0

a. Listwise deletion based on all variables

in the procedure.

Reliability Statistics




Cronbach's
Alpha N of Items
122 4
Item Statistics
Std.
Mean Deviation N
QT1 [3.45 .803 223
QT2 |3.48 895 223
QT3 |3.37 949 223
QT4 |3.48 .900 223
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if | Variance  if | Item-Total Alpha if Item
Item Deleted |Item Deleted |Correlation | Deleted
QT1 |10.34 4.053 .675 571
QT2 |10.30 4.094 549 637
QT3 |10.42 3.902 .555 633
QT4 |10.30 4.869 303 77
RELIABILITY

/VARIABLES=HL1 HL2 HL3

/ISCALE('ALL VARIABLES') ALL
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/IMODEL=ALPHA
ISTATISTICS=DESCRIPTIVE
/ISUMMARY=TOTAL.

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 223 83.8
Excluded?® |43 16.2
Total 266 100.0

a. Listwise deletion based on all variables

in the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.810 3

Item Statistics

Std.
Mean Deviation N
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HL1 |3.37 691 223

HL2 |3.34 122 223

HL3 |3.45 .662 223

Item-Total Statistics

Scale Corrected Cronbach's

Scale Mean if | Variance  if | Item-Total Alpha if Item
Item Deleted |Item Deleted |Correlation |[Deleted

HL1 ]6.78 1.521 .660 739

HL2 ]6.82 1.472 .645 .156

HL3 ]6.71 1.568 .675 125

Phin tich nhin t6 kham pha EFA

FACTOR

/VARIABLES TC1 TC2 TC3 TC4 PV1PV2 PV3 PV4 DU1 DU2 DU3 DU4 VC1 VC2 VC3
VC4 DC1 DC2 DC3 DC4 QT1

QT2QT3 QT4
IMISSING LISTWISE

JANALYSIS TC1 TC2 TC3 TC4 PV1 PV2 PV3 PV4 DU1 DU2 DU3 DU4 VC1 VC2 VC3
VC4 DC1 DC2 DC3 DC4 QT1 QT2

QT3 QT4
/PRINT UNIVARIATE INITIAL CORRELATION SIG KMO EXTRACTION ROTATION

JFORMAT BLANK(.4)

83



/ICRITERIA MINEIGEN(1) ITERATE(25)
/[EXTRACTION PC
/ICRITERIA ITERATE(25)
/ROTATION VARIMAX
/IMETHOD=CORRELATION.

Factor Analysis

Descriptive Statistics

Std. Analysis
Mean Deviation N
TC1 |3.11 .926 223
TC2 ]3.10 .890 223
TC3 ]3.52 7146 223
TC4 ]3.52 .843 223
PV1 |3.71 .844 223
PV2 ]3.65 814 223
PV3 ]3.65 197 223
PV4 13.19 .800 223
DUl |]3.08 .902 223
DU2 ]3.22 834 223
DU3 ]3.13 .857 223
DU4 |3.22 .848 223
VC1l |3.31 .816 223




vC2 |3.08 900 223
VC3 |3.28 851 223
vca |3.11 921 223
DC1 |3.41 794 223
DC2 |3.11 865 223
DC3 |3.37 771 223
DC4 |3.56 867 223
QT1 |3.45 803 223
QT2 |3.48 895 223
QT3 |3.37 949 223
QT4 |3.48 900 223

Correlation Matrix

TC1l [TC2 [TC3 |TC4 |PV1 |PV2 |PV3 |PV4

Correlation TC111.000(.539 |.496 |.409 |.457 |.412 |.378 |-.041

TC2 |.539 |1.000]|.424 |.447 |.326 (.316 |(.284 |(.100

TC3].496 |.424 |1.000(.445 [.249 (.194 |(.175 |.031

TC4|.409 |.447 |.445 [1.000|.203 |[.253 |[.211 |.093

PV1].457 [.326 |.249 |.203 [1.000|.676 |.696 |.168

PV2|.412 [.316 [.194 |.253 |.676 |1.000|.646 |.241

PV3].378 [.284 |.175 |.211 |.696 |.646 |[1.000].190

PV41-.041 [.100 [.031 |.093 |.168 |.241 |.190 |1.000].
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DU1

DU2

DU3

DU4

VC1

VC2

VC3

VC4

DC1

DC2

DC3

DC4

QT1

QT2

QT3

QT4

-.097

-.096

-.098

-.019

.085

-.135

.075

-.131

.164

.389

131

281

405

299

214

254

.046

031

.066

115

212

-.015

.106

.085

184

313

111

249

404

330

.288

193

.038

-.047

.070

.064

141

.035

.048

-.072

145

202

152

250

2178

235

136

193

.092

J11

117

.062

143

.066

.097

.005

.240

277

.236

.613

436

474

372

.085

-.105

.027

-.047

.013

.053

-.107

.000

.002

126

409

214

187

313

.259

134

.383

-.090

-.124

-121

-.085

-.024

-111

.006

-.079

164

351

223

244

320

.280

175

285

-.048

.023

-.025

-.040

.093

-.094

.033

.018

139

.306

140

A71

320

223

102

347

.385

323

.345

.079

.207

274

320

.253

.033

-.011

-.003

.016

212

218

128

.060

Sig. (1-tailed)

TC1

TC2

TC3

TC4

PV1

.000

.000

.000

.000

.000

.000

.000

.000

.000

.000

.000

.000

.000

.000

.000

.001

86

.000

.000

.000

.001

.000

.000

.002

.000

.000

.000

.000

.004

.001

.000

272

.068

321

.082

.006




PV2

PV3

PV4

DU1

DU2

DU3

DU4

VC1

VC2

VC3

VC4

DC1

DC2

DC3

DC4

QT1

QT2

QT3

QT4

.000

.000

272

074

.076

073

387

103

.022

134

025

.007

.000

025

.000

.000

.000

.001

.000

.000

.000

.068

.246

321

.164

.043

.001

412

.057

102

.003

.000

.049

.000

.000

.000

.000

.002

.002

.004

321

.288

243

150

170

017

304

238

142

015

.001

012

.000

.000

.000

021

.002

.000

.001

.082

.085

.049

.040

179

.016

.164

.074

470

.000

.000

.000

.000

.000

.000

.000

.103

.000

.000

.006

.059

342

243

426

215

.055

497

490

.030

.000

.001

.002

.000

.000

.022

.000

.000

.000

091

.032

.036

104

.360

.050

463

120

.007

.000

.000

.000

.000

.000

.004

.000

.000

.002

239

.368

.358

276

.083

.081

312

397

.019

.000

.019

.005

.000

.000

.065

.000

.000

.002

.000

.000

.000

119

.001

.000

.000

.000

311

434

481

406

.001

.001

.028

184

091

239

.000

.000

.000

.000

.000

.000

.003

.009

442

.029

.036

223

156

221

330

147

Correlation Matrix
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DU2

DU3

DuU4

VC1

VC2

VC3

VC4

DC1

DC2

Correlation

TC1

TC2

TC3

TC4

PV1

PV2

PV3

PV4

DU1

DU2

DU3

DU4

VC1

VC2

VC3

VC4

DC1

DC2

DC3

DC4

-.096

031

-.047

J11

027

-.124

.023

323

498

1.000

.622

494

138

176

.180

.203

-.008

-.034

014

.084

-.098

.066

.070

A17

-.047

-121

-.025

.345

.586

.622

1.000

525

226

.343

216

244

-.013

-117

-.011

-.002

-.019

115

.064

.062

013

-.085

-.040

079

478

494

525

1.000

209

191

104

148

-.032

-.070

.002

.086

.085

212

141

143

.053

-.024

.093

207

278

138

.226

209

1.000

545

570

434

-.059

-.024

-.010

.072

88

-.135

-.015

.035

.066

-.107

-111

-.094

274

342

176

.343

191

545

1.000

513

484

-.088

-.225

-.021

-.049

075

.106

.048

097

.000

.006

.033

320

182

180

216

104

570

513

1.000

489

-.057

-.018

.043

.099

-.131

.085

-.072

.005

.002

-.079

.018

.253

157

.203

244

.148

434

484

489

1.000

-.094

-.084

.043

-.068

164

184

145

.240

126

164

139

.033

.010

-.008

-.013

-.032

-.059

-.088

-.057

-.094

1.000.

.699

.583

441

.389

313

202

277




QT1

QT2

QT3

QT4

135

122

-.006

-.004

J11

.082

.030

-.047

.016

.064

-.048

-.019

.200

176

196

-.015

133

.099

152

-.101

179

.095

185

-.106

.108

.092

071

-.055

316

231

.264

110

.355

285

235

196

Sig. (1-tailed)

TC1

TC2

TC3

TC4

PV1

PV2

PV3

PV4

DU1

DU2

DU3

DU4

VC1

VC2

VC3

VC4

DC1

.076

321

243

.049

342

.032

.368

.000

.000

.000

.000

.020

.004

.003

.001

451

.073

.164

150

.040

243

.036

.358

.000

.000

.000

.000

.000

.000

.001

.000

424

387

043

170

179

426

104

276

119

.000

.000

.000

.001

.002

.061

014

317

103

.001

.017

.016

215

.360

.083

.001

.000

.020

.000

.001

.000

.000

.000

191

89

.022

412

.304

164

.055

.050

.081

.000

.000

.004

.000

.002

.000

.000

.000

.094

134

.057

238

074

497

463

312

.000

.003

.003

.001

.061

.000

.000

.000

198

.025

102

142

470

490

120

397

.000

.009

.001

.000

.014

.000

.000

.000

.080

.007

.003

.015

.000

.030

.007

.019

311

442

451

424

317

191

.094

198

.080

.000

.000

.001

.000

.000

.000

.000

434

.029

305

041

149

.362

.000

394

107

.000




DC2].305 |[.041 |.149 |.362 |.000 |.394 |.107 |.000
DC3|.418 |(.433 |.486 |.442 |.377 [.263 |.260 |.000 {(.000
DC4].105 (.491 |.100 |.142 |.232 |.070 |.157 |(.000 |.000
QT1].022 |.049 |.404 |.001 |.023 |.004 |.053 |.000 |.000
QT2]1.034 |.111 |.171 |.004 |.069 |.080 |.085 |.000 |.000
QT3].466 |.330 |.236 (.002 |.012 |.003 |.145 |.000 {.000
QT4].474 |.243 |.388 |[.413 |.065 [.057 |.207 |[.051 |.002
Correlation Matrix
DC3 DC4 QT1 QT2 QT3 QT4
Correlation  TC1 |.131 281 405 299 214 254
TC2 |.111 249 404 330 .288 193
TC3 |.152 .250 278 235 136 193
TC4 |.236 .613 436 474 372 .085
PV1 ].214 187 313 259 134 383
PV2 ].223 244 320 .280 A75 .285
PV3 ].140 A71 320 223 102 347
PV4 1-.003 .016 212 218 128 .060
Dul |-.121 .051 .068 .052 -.030 -.071
Duz 1.014 .084 135 122 -.006 -.004
DU3 [-.011 -.002 111 .082 .030 -.047
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DU4 |.002 .086 .016 .064 -.048 -.019
VC1l |-.010 072 .200 176 196 -.015
vVC2 [-.021 -.049 133 .099 152 -.101
VC3 ].043 .099 179 .095 185 -.106
VC4 |.043 -.068 .108 .092 071 -.055
DC1 |.583 441 316 231 .264 110
DC2 ].607 492 .355 285 235 196
DC3 |1.000 .398 227 198 141 112
DC4 |.398 1.000 .362 .380 .362 .066
QT1 |.227 .362 1.000 612 .528 .346
QT2 |.198 .380 612 1.000 495 .166
QT3 |.141 .362 .528 495 1.000 .255
QT4 |.112 .066 .346 .166 .255 1.000
Sig. (1-tailed) TC1 |].025 .000 .000 .000 .001 .000
TC2 |.049 .000 .000 .000 .000 .002
TC3 ].012 .000 .000 .000 021 .002
TC4 1.000 .000 .000 .000 .000 103
PVl ].001 .002 .000 .000 .022 .000
PV2 ].000 .000 .000 .000 .004 .000
PV3 |].019 .005 .000 .000 .065 .000
PVv4 ].481 406 .001 .001 .028 184
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DUl ].036 223 156 221 .330 147
DuU2 |.418 105 022 .034 .466 474
DU3 |.433 491 .049 J11 .330 243
DuU4 |.486 .100 404 71 .236 .388
VC1 |.442 142 .001 .004 .002 413
vC2 |.377 232 .023 .069 .012 .065
VC3 |.263 .070 .004 .080 .003 .057
VC4 |.260 157 .053 .085 145 207
DC1 ].000 .000 .000 .000 .000 .051
DC2 ].000 .000 .000 .000 .000 .002
DC3 .000 .000 .002 .018 047
DC4 |.000 .000 .000 .000 163
QT1 |.000 .000 .000 .000 .000
QT2 |.002 .000 .000 .000 .006
QT3 |.018 .000 .000 .000 .000
QT4 |.047 163 .000 .006 .000

KMO and Bartlett's Test

Kaiser-Meyer-Olkin  Measure of Sampling 808

Adequacy.

Bartlett's  Test  of Approx. Chi-Square |2354.831

Sphericity

df 276
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Sig. ‘ .000 ‘

Communalities

Extractio

Initial n

TC1 |1.000 701

TC2 |1.000 573

TC3 |1.000 .603

TC4 ]1.000 641

PV1 ]1.000 .785

PV2 11.000 .698

PV3 ]1.000 732

PVv4 11.000 516

DUl |1.000 .646

DU2 ]1.000 .683

DU3 ]1.000 122

DU4 ]1.000 .603

VC1 |1.000 667

VC2 ]1.000 .656

VC3 |1.000 .689

VC4 |1.000 587

DC1 |1.000 .740

DC2 ]1.000 798

93



DC3
DC4
QT1
QT2
QT3

QT4

1.000

1.000

1.000

1.000

1.000

1.000

122

599

.696

642

.700

394

Extraction Method: Principal

Component Analysis.

Total Variance Explained

Extraction
Sums of
Squared
Initial Eigenvalues Loadings
% of % of
Comp | Tota | Varian [ Cumul Varian
onent |1 ce ative % [ Total |ce
1 5.44
6 22.691 (22.691 [5.44622.691
2 3.82
. 15.922 |38.613 |3.821|15.922
3 1.96
o 8.199 [46.811 [1.968]8.199
4 1.81
0 7.540 |54.352 [1.810]7.540
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10

11

12

13

14

15

16

17

18

19

20

21

22

23

1.52

1.22

945

.802

705

.659

.598

547

496

469

424

.386

.346

323

298

280

274

238

234

6.338

5.105

3.938

3.341

2.937

2.746

2.493

2.279

2.065

1.955

1.765

1.609

1.442

1.347

1.242

1.168

1.143

992

975

60.690

65.795

69.732

73.074

76.010

78.756

81.249

83.528

85.593

87.548

89.313

90.923

92.365

93.712

94.954

96.122

97.266

98.258

99.233

1.521

1.225

6.338

5.105
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24

100.00

184 |.767

Total VVariance Explained

Extraction Sums

of Squared

Loadings Rotation Sums of Squared Loadings
Component Cumulative % Total % of Variance Cumulative %
1 22.691 2.850 11.874 11.874
2 38.613 2.818 11.740 23.614
3 46.811 2.674 11.141 34.755
4 54.352 2.614 10.891 45.647
5 60.690 2.444 10.182 55.829
6 65.795 2.392 9.966 65.795
-
8
9
10
11
12
13
14
15
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16

17

18

19

20

21

22

23

24

Extraction Method: Principal Component Analysis.

Component Matrix?

Component
1 2 3 4 5
TC1 |.648
TC2 |.624
TC3 |.504 -.480
TC4 |.657
PV1 |.628 -472
PV2 |.615 -.425
PV3 |.577 -.501
PV4 488
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DU1 .687
DU2 .617 502
DU3 721 422
DU4 542 475
VC1 .604
VC2 .703
VC3 590 -.454
VC4 578
DC1 |.507 577
DC2 ].659
DC3 |.471 465 453
DC4 |.617 458
QTL |.724
QT2 |.639 -411
QT3 |.535 -.498
QT4 |.406
Extraction Method: Principal Component Analysis.?
a. 6 components extracted.
Rotated Component Matrix?
Component
1 2 3 4 S) 6
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TC1
TC2
TC3
TC4
PV1
PV2
PV3
PV4
DU1
DU2
DU3
DU4
VC1
VC2
VC3
VC4
DC1
DC2
DC3
DC4
QT1

QT2

.843

786

834

401

AT

813

825

738

.769

751

821

745

831

.807

.839

576

99

723

.666

763

.596

458

710

132




QT3 802

QT4 |.506

Extraction Method: Principal Component Analysis.
Rotation Method: VVarimax with Kaiser Normalization.?
a. Rotation converged in 6 iterations.

Component Transformation Matrix

Component | 1 2 3 4 5 6

1 513 .069 115 464 503 501
2 -.166 .700 .659 -.176 -.037 123
3 -.669 196 -.228 .664 -.045 140
4 338 .680 -.590 -.007 -.026 -.272
5 383 -.050 279 490 -.703 -.198
6 -.033 -.035 274 .269 499 =775

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

FACTOR
/VARIABLES HL1 HL2 HL3
IMISSING LISTWISE
IANALYSIS HL1 HL2 HL3

/PRINT UNIVARIATE INITIAL CORRELATION SIG KMO EXTRACTION ROTATION
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JFORMAT BLANK(.4)
/ICRITERIA MINEIGEN(1) ITERATE(25)
/[EXTRACTION PC
/CRITERIA ITERATE(25)
/ROTATION VARIMAX
/IMETHOD=CORRELATION.

Factor Analysis

Descriptive Statistics

Std. Analysis
Mean Deviation N
HL1 |3.37 .691 223
HL2 ]3.34 122 223
HL3 ]3.45 .662 223

Correlation Matrix

HL1 HL2 HL3

Correlation HL1 ]1.000 .569 .608

HL2 |.569 1.000 .588

HL3 |.608 .588 1.000

Sig. (1- HL1 000 000

tailed)
HL2 ].000 .000

HL3 ].000 .000
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KMO and Bartlett's Test

Kaiser-Meyer-Olkin  Measure of Sampling 115
Adequacy. '
Bartlett's  Test  of Approx. Chi-Square |220.505
Sphericity

df 3

Sig. .000
Communalities

Extractio
Initial n

HL1 ]1.000 126
HL2 |1.000 709
HL3 |1.000 742

Extraction Method: Principal

Component Analysis.

Total Variance Explained

Initial Eigenvalues

Extraction Sums of

Squared Loadings

Compon % of | Cumulativ % of
ent Total |Variance |e% Total Variance
1 2177 |72.576 72.576 2177 72.576
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2 434 14.468

3 .389 12.956

87.044

100.000

Total Variance Explained

Extraction Sums of Squared Loadings

Component Cumulative %
1 72.576

2

3

Extraction Method: Principal Component Analysis.

Component

Matrix?
Component
1

HL1 |.852

HL2 |.842

HL3 |.861
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HOI QUY PA BIEN
REGRESSION
/IDESCRIPTIVES MEAN STDDEV CORR SIG N
IMISSING LISTWISE
ISTATISTICS COEFF OUTS BCOV R ANOVA CHANGE
ICRITERIA=PIN(.05) POUT(.10)
/INOORIGIN
/DEPENDENT HL
/IMETHOD=ENTER TC VC DC QT DU PV
/RESIDUALS DURBIN HISTOGRAM(ZRESID).
Regression

Descriptive Statistics

Std.
Mean | Deviation N
HL 3.3857 58915 223
TC 3.3139 .65769 223
VC 3.1939 .69116 223
DC 3.3632 .66552 223
QT 3.4335 .13551 223
DU 3.1668 .62944 223
PV 3.6211 .66222 223
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Correlations

HL TC VC DC QT DU
Pearson HL 1.000 551 .380 436 .639 347
Correlation
TC b551| 1.000f .069| .403| .500| .052
VC 380 .069| 1.000( -.056| .210( .374
DC 436 403( -.056| 1.000 A417| -.022
QT .639 500 210 A417( 1.000 A17
DU 347 .052 374 -.022 117| 1.000
PV 453 433 -.053 311 360| -.014
Sig. (1-tailed) HL .000f .000( .000( .000( .000
TC .000 152 .000 .000 220
VC .000 152 203 .001 .000
DC .000 .000 203 .000 371
QT .000 .000 .001 .000 .040
DU .000 220 .000 371 .040
PV .000 .000 216 .000 .000 417
N HL 223 223 223 223 223 223
TC 223 223 223 223 223 223
VC 223 223 223 223 223 223
DC 223 223 223 223 223 223
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QT 223 223 223 223 223 223
DU 223 223 223 223 223 223
PV 223 223 223 223 223 223
Correlations
PV
Pearson Correlation HL 453
TC 433
VC -.053
DC 311
QT 360
DU -.014
PV 1.000
Sig. (1-tailed) HL .000
TC .000
VC 216
DC .000
QT .000
DU A17
PV
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N HL 223
TC 223
VC 223
DC 223
QT 223
DU 223
PV 223

Variables Entered/Removed?
Model Variables Entered Variables Removed Method
1 PV, DU, DC, VC, TC,

QT

.| Enter

a. Dependent Variable: HL

b. All requested variables entered.

Model Summary®

Change Statistics

Adjusted R | Std. Error of | R Square F
Model|] R R Square Square the Estimate Change | Change
1 8072 652 642 .35255 652 67.328
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Model Summary®

Change Statistics

Model

dfl

df2

Sig. F Change

216

.000

2.134

a. Predictors: (Constant), PV, DU, DC, VC, TC, QT

b. Dependent Variable: HL

ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regressio
50.209 6 8.368| 67.328 .000°

n

Residual 26.847 216 124

Total 77.056 222

a. Dependent Variable: HL

b. Predictors: (Constant), PV, DU, DC, VC, TC, QT
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Coefficients?

Standardize
Unstandardized d
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant
) -.586 216 -2.717 .007
TC 183 .045 .205 4.104 .000
VC .205 .038 .240 5.370 .000
DC 155 .041 176 3.782 .000
QT .249 .040 311 6.171 .000
DU .203 .041 217 5.011 .000
PV 190 .041 214 4.645 .000

a. Dependent Variable: HL

Coefficient Correlations?

Model

PV DU DC VC TC

1 Correlatio PV

ns

DU

1.000 012 -.102 106| -.282

.012| 1.000 024 -349| -.016
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DC -.102 .024| 1.000 125 -.204
VC .106 -.349 .125| 1.000 -.023
TC -.282 -.016| -.204 -.023| 1.000
QT -171 -041| -.275 -.222 -.317
Covarianc PV 1.956E-
.002 .000 .000 -.001
es 5
DU -
1.956E 3.995E
.002 -.001|2.982E-
-5 -5
5
DC 3.995E-
.000 . .002 .000 .000
VC -
.000 -.001 .000 .001|3.983E-
5
TC - -
-.001| 2.982E- .000 [ 3.983E- .002
5 5
QT -
.000|6.719E- .000 .000 -.001
5
Coefficient Correlations?
Model QT
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Correlations PV -171
DU -.041
DC -.275
VC -.222
TC -.317
QT 1.000
Covariances PV .000
DU -6.719E-5
DC .000
VC .000
TC -.001
QT .002

a. Dependent Variable: HL

Residuals Statistics?

Minimu | Maximu Std.
m m Mean Deviation N
Predicted Value 2.1938| 4.5926| 3.3857 A7557 223
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Residual -.95282| .85650| .00000 34775 223
Std. Predicted
-2.506 2.538 .000 1.000 223
Value
Std. Residual -2.703 2.429 .000 .986 223
a. Dependent Variable: HL
Charts
Histogram
Dependent Variable: HL
Mean = 3.20E-15
30+ Std. Dev. = 0986
M=223
PN
= 20
7/ \
2 -
Q@
: T

/

\

N

.

0 T T
-3 -2

Regression Standardized Residual

1

0

1
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* Curve Estimation.

TSET NEWVAR=NONE.

CURVEFIT

IVARIABLES=U2 WITH HL

/ICONSTANT

/MODEL=LINEAR

/[PLOT FIT.
Curve Fit
Model Description

Model Name MOD _1
Dependent Variable 1 U2
Equation 1 Linear
Independent Variable HL
Constant Included
Variable Whose Values Label

Observations in Plots Unspecified

Case Processing Summary

N

Total Cases 266
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Excluded Cases?
Forecasted Cases

Newly Created

Cases

43

a. Cases with a missing value

in any variable are excluded

from the analysis.

Variable Processing Summary

Variables
Dependen | Independe
t nt
U2 HL
Number of Positive Values 223 223
Number of Zeros 0 0
Number of Negative Values 0 0
Number of Missing  User-Missing 0 0
Values
System-
o 43 43
Missing

Model Summary and Parameter Estimates

Dependent Variable:

U2
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Parameter

Model Summary Estimates
Equatio R Constan
n Square dfl df2 Sig. t bl
Linear 013| 2.848 221 .093 1.828 -.246
The independent variable is HL.
U2
O Observed
——Linear
o
o
5.00
o
o g o
o
o
4.00 8 o s
° 4 g o °
8 O o}
o o
o g © o}
2.004 g o g

4.00
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KIEM TRA SU KHAC BIET
T-TEST GROUPS=gioitinh(1 2)

IMISSING=ANALYSIS

IVARIABLES=HL

ICRITERIA=CI(.95).

T-Test
Group Statistics
gioitin Std. Std. Error
h N Mean Deviation Mean
HL Nu 135| 3.3235 .63734 .05485
Nam 88| 3.4811 49482 .05275
Independent Samples Test
Levene's | t-test for
Test for Equality
Equality of of
Variances Means
F Sig. | t | df
H Equal -
L wvariances | 4.598( .033| 1.9(221
assumed 65
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Equal
variances

-1214
20| .24

not
assumed

71

Independent Samples Test

t-test for Equality of Means
95%
Confidenc
e Interval
of the
Difference
Sig. (2- Mean Std. Error
tailed) |Difference | Difference| Lower
HL  Equal variances 051| -15760| .08020| -.31566
assumed
Equal variances 040| -15760| .07610| -.30761
not assumed

Independent Samples Test

t-test for Equality of
Means

95% Confidence Interval

of the Difference

Upper

HL

Equal variances assumed

Equal variances not assumed

.00046

-.00760

ONEWAY HL BY dotuoi

ISTATISTICS DESCRIPTIVES EFFECTS HOMOGENEITY
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IMISSING ANALYSIS.

Oneway
Descriptives
HL
95%
Confid
ence
Interva
| for
Mean
Std. | Std.
Mea | Deviat | Erro | Lower
N n ion r | Bound
Duoi 30 3.55 .082
31 o1 45856 36 3.3909
Tu 31-40 3.37 .060
88 a8 56772 59 3.2585
Tu 41 -50 3.34 .069
83 14 .62897 04 3.2040
Tren 50 3.33 147
21 33 .67495 29 3.0261
Total 3.38 .039
223 57 .58915 45 3.3079
M  Fixed .039
od Effects .58870 42 3.3080
el
Random .042
Effects 49 3.2504
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Descriptives

HL
95%
Confidence
Interval for
Mean Between-
Component
Upper Bound | Minimum | Maximum Variance
Duoi 30 3.7273 2.67 4.33
Tu 31-40 3.4991 1.67 5.00
Tu 41 -50 3.4787 2.00 4.67
Tren 50 3.6406 2.00 4.33
Total 3.4634 1.67 5.00
Model Fixed Effects 3.4633
Random Effects 3.5209 .00078
Test of Homogeneity of VVariances
HL
Levene
Statistic dfl df2 Sig.
1.326 3 219 267
ANOVA
HL
Sum of Mean
Squares df Square F Sig.

119




Between
Groups

Within
Groups

Total

1.157 3
75.899 219
77.056 222

.386

347

1.113

345

ONEWAY HL BY nghenghiep

ISTATISTICS DESCRIPTIVES EFFECTS HOMOGENEITY

IMISSING ANALYSIS.

Oneway
Descriptives
HL
95%
Confid
ence
Interva
| for
Mean
Std. | Std.
Mea | Deviati | Erro | Lower
N n on Bound
Kinh doanh 3.39 .068
mua ban 71 44 57820 62 3.2575
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cong nhan, 3.34 .095
nong dan 25 67 47610 99 3.1501
cong chuc 3.39 .057
vien chuc 115 13 62167 97 3.2765
Khac 3.36 176
12 11 .61065 28 2.9731
Total 3.38 .039
223 57 58915 45 3.3079
Mod Fixed .039
el Effects 59296 71 3.3074
Random .039| 3.2593
Effects 712 a
Descriptives
HL
95%
Confidence
Interval for
Mean Between-
Component
Upper Bound | Minimum | Maximum Variance
Kinh doanh mua ban 3.5312 1.67 4.33
cong nhan, nong dan 3.5432 2.67 4.33
cong chuc vien chuc 3.5061 2.00 5.00
Khac 3.7491 2.33 4.00
Total 3.4634 1.67 5.00
Model Fixed Effects 3.4639
Random Effects 3.51202 -.00727
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a. Warning: Between-component variance is negative. It was replaced by 0.0 in
computing this random effects measure.

Test of Homogeneity of Variances

HL

Levene
Statistic dfl df2 Sig.

749 3 219 524
ANOVA
HL
Sum of Mean
Squares df Square F Sig.
Between 054 3 oi8| .051| 985
Groups
Within 77.002| 219 352
Groups
Total 77.056 222

ONEWAY HL BY tansuatgiaodich
ISTATISTICS DESCRIPTIVES EFFECTS HOMOGENEITY

IMISSING ANALYSIS.

Oneway

Descriptives

HL
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95%
Confid
ence
Interva
| for
Mean
Std. | Std.
Mea | Deviati | Erro | Lower
N n on r | Bound
duoi 3 lan/ 3.50 .051
thang 109 46 53789 59 3.4025
tu 3 den 5 lan/ 3.26 .073
thang 74 13 .63214 49 3.1148
tren 5 lan/ 3.29 .093
thang 40 17 .59046 36 3.1028
Total 3.38 .039
223 57 58915 45 3.3079
Mo Fixed .038
del Effects 58003 84 3.3091
Random .089
Effects 71 2.9996
Descriptives
HL
95%
Confidence
Interval for
Mean Between-
Component
Upper Bound | Minimum | Maximum Variance
duoi 3 lan/ thang 3.6067 1.67 5.00
tu 3 den 5 lan/ thang 3.4077 2.00 4.67
tren 5 lan/ thang 3.4805 2.00 4.33
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Total 3.4634 1.67 5.00
Model Fixed Effects 3.4622
Random Effects 3.7717 01716
Test of Homogeneity of Variances
HL
Levene
Statistic dfl df2 Sig.
1.414 2 220 245
ANOVA
HL
Sum of Mean
Squares df Square F Sig.
Between 3.040 2 1520| 4518) 012
Groups
Within 74016| 220 336
Groups
Total 77.056 222
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