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TOMTAT:

Muc dich clia nghién cttu nay nhim x4c dinh cdc y€u t& 4nh hudng t6i sy hai long clia ngudi dan
ddi v6i cd ché mot cira lién thong tai quan Bic Tir Liém, thanh phd Ha Noi. Nghién ctu sit dung
cdc phuong phap ki€m dinh Cronbach Alpha, phan tich nhan t& khim phd EFA va hdi quy tuyén
tinh da bi€n. S6 liéu c6 dudc tir 248 ngudi dan da va dang sit dung dich vu hanh chinh cong tai mot
clra lién thong ctia quan Bdc T Liém, thanh phd Ha Noi. K&t qud cho thdy c6 6 yéu t6 dnh hudng
trude ti€p t6i sy hai 1ong clia ngudi dan ddi véi co ché mot clia lién thong bao gdm: quy trinh thi
tuc, thdi gian gidi quyét, thong tin phan hdi, can bd cong chiic, chi phi va cd s vat chat. Trong d6,
quy trinh thii tuc, thdi gian gidi quy&t va thdng tin phdn hdi c6 4nh hudng manh tdi sy hai long clia
ngudi dan ddi vdi co ch€ mot clraa lién thong tai quan Bic Tir Liém, Thanh phd Ha Noi.

T khéa: sy hai long, ngudi din, co ché mot clra lién thdong, quan Bic Tir Liém, thanh phd

Ha Noi.

1. Dit van dé

Nhitng nim gin diy, dugc sy quan tim cla
bang va Nha nudc, cong cudc cai cach hanh chinh
Nha nudc di dat duge nhiéu két qua tich cuc. Nghi
quyét s& 38 - CP ngay 04/5/1994 clia Chinh phd vé
ban hanh Quy ché thuc hién co ch€ mot clra, mot
ctra lién thoéng tai cdc cd quan hanh chinh & dia
phuong nhim hoan thién hon nita viéc thuc hién co
ch& mot ctta va phit hgp v6i mdi loai thli tuc hanh
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chinh. Viéc thyc hién ndi dung céi cach da va dang
cai thién cong tdc gidi quyét cdc thi tuc hanh chinh
ddi v6i cong dan va td chitc, dong thdi dugc xa hoi
dénh gia cao. La mot quan mdi thanh 1ap cla thanh
pho Ha Noi, quan Bic T Liém da tién phong va
song hanh véi viéc cdi cdach tha tuc hanh chinh,
theo co ch&€ mot cira lién thong. Budc dau, két qua
dat dudc rat ddng ghi nhan, hoat dong hanh chinh
dién ra cdng khai, minh bach, thuan tién hon cho to
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chitc va ngudi dan dén lién he, gidi quyét thi tuc
hanh chinh. Tuy nhién, nhu ciu clia ngudi dan ddi
v6i cdc tha tuc hanh chinh rat 16n, s& hd s6 hanh
chinh khong ngling ting 1én qua cdc nim. Bén canh
d6, van dé cai cdch hanh chinh vin con gip phai
nhitng vuéng mic, co ché€ méi theo hinh thiic mot
ctra lién thong qua mot thdi gian trién khai rat can
dugc xem xét, danh gid toan dién vé hiéu qua hoat
dong va nhitng thuin 1¢i thi€t thyc mang lai cho
nguGi din va xa hoi. B&i vay, viéc nghién ctu sy
hai Iong clia ngudi dan doi v6i cd ché mot cira lién
thong tai quan Bic Tir Liém, thanh phd Ha Noi can
dugc thuc hién d€ cung cip cho cdc cd quan quin 1y
mot cd s& khoa hoc tin cay, nhim phuc vu t6t hon
cho cong tdc céi cach hanh chinh theo co ch€ mot
ctia lién thong ngay cang dat hiéu qué cao hon.
2. Cd s6 1y thuy&t va gia thuy&t nghién citu

MacKenzie va
Olshavsky (1996) nhan manh ring sy hai long ciia

Nghién ctu cda Spreng,

khach hang dudc xem 12 y€u t6 cot 16i trong khdi
niém marketing vé mifc do théa man nhu cau va
mong udc ciia khiach hang. Trong d6, gia tri clia su
hai long 1a khodng cédch giita ki vong va cdm nhan.
Ciing theo quan diém trén, Bejou, Ennew va
Palmer (1998) thtra nhan trong marketing hién dai
1An marketing truyén thong, su hai 1ong ctia khich
hang 1a chia khéa van niing, dic biét doi véi linh
vuc dich vu. B&i vay, su hai 1ong doi véi chat luong
dich vu hanh chinh cong la su dap tng dich vu cta
cac cd quan hanh chinh cia Nha nudc so v6i nhu
cAu va mong mudn clia tt cd moi ngudi dan.

Dich vu cong hién nay 1a hang héa va dich vu
cong khong thuin khi€t ma ddi tugng c6 kha ning
cung tng chi ¢6 thé 1a Nha nu6c hodc cic t8 chic
khéc nhu tuwnhan, cic t6 chic xa hoi hay cong dong
dugc Nha nudc Gy quyén. Su cung ng nay rat linh
hoat, tiy thudc vao tirng nhu cAu clia ngudi dan,
khong c6 tinh chat doc quyén va c6 thé phai tra phi
hodc mién phi (World Bank, 1997).

TU cdc nghién citu trén, nhém tdc gia ti€n hanh
tong hop 6 y&u td tic dong truc ti€p t6i sy hai long
clia ngudi dan ddi véi cd ché mot cira lién thdng
gidi quyé&t cc thl tuc hanh chinh cong tai quan Bic

Tir Liém, bao gdm: cdn bd cong chifc; quy trinh thi
tuc; chi phi; thdi gian gidi quyét, thong tin phan hoi
va cd s& vat chat. Tir d6, nhém tdc gid cling dé xuat
md hinh nghién cttu nhu Hinh 1.

Hinh 1: M6 hinh nghién citu dé xudt
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Ngudn: Nhém tdc gid

Mb6 hinh nghién cttu dugc x4c dinh nhu sau:
SHL = B+ B;*CBCC + B,*QTTT + B3*TGGQ
+ B*CP + Bs*CSVC + B;*TTPH

Trong do:

SHL (bi&€n phu thudc ): Sy hai Iong clia ngudi
dan d6i véi cd ché€ mot clia lién thong.

Céc bién ddc 1ap bao gdm (Xi): Co s§ vat chat
(CSVC); Quy trinh tha tuc (QTTT); Thoi gian gidi
quyét (TGGQ); Chi phi (CP); Co s vat chat
(CSVC); Thong tin phdn hdi (TTPH).

By: He s6 hdiquy (k=0,1,2,...7).

3. Phuong phap nghién citu

Thang do so by dugc k& thira tir nghién citu
trong va ngoai nudc cia Kenneth (2005), Lé Dan
(2011). Trong d6: 06 bi€n phu thudc bao gdm 22
bi€n quan s4t va 01 bi€n doc 14p bao gdm 03 bién
quan sat. P& thang do so bo phit hdp véi diéu kién
thuc t€ tai noi khdo sat, nhém téc gid ti€n hanh 14y
y ki€n ctia 03 chuyén gia linh vic quin 1y cong va
10 ngudi dan bat ky t6i thu hudng dich vu hanh
chinh cong tai mot ciraa lién thong cla quan Bic
Tur Liém. K&t qua cho thdy cdc yéu td ddc 1ap va
cdc bi€n quan sit trong thang do sd bd déu nhan
dudc chap thuin cao.
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Béng ciu hdi dugc do luong dua vao thang do
Liker 5 mic d9, tir 1- Hoan toan khdong dong y dén
5- Hoan toan dong y. Dya vao cong thic tinh c&
mau clia Nguyén Dinh Tho (2011), ta c6 ty 1& 5:1
cd mau t6i thi€u va 10:1 ¢d miu t6t nhat. Trong
nghién ctu nay, nhdm tic gia ap dung ty 1& 10:1,
tiic 12 s& lugng mAu cin thiét s& la: 22%10= 220
mau. P& tranh trudng hop thu vé sd phi€u khong
hop 1&, nhém tic gid ting s6 mau lén 250 dé dat
dudc k&t qua nhu ky vong. Dif liéu thu thap bing
phuong phdp phi x4c suét thuin tién trong khodng
thdi gian tr thang 08/2022, dugc phan tich bing
phan mém SPSS 26 va thu vé dugc 248 phiéu.

4. K&t qua nghién citu

Sau khi ma héa va sang loc, dit liéu dugc phan
tich nhu sau: ddnh gid do tin cy ctia thang do thong
qua 2 cong cu la hé s6 Cronbachs alpha va phan
tich nhan 6. Hé s6 Cronbachs alpha dugc st dung
dé€ loai cac bi€n khdng hgp 1€, cic bi€n c6 hé sd
tuong quan bi€n tdng nhé hon 0,3 s& bi loai va
thang do sé& dugc chon khi hé s§ Cronbachs alpha
16n hon 0,6 (Hoang Trong va Chu Nguyén Mong
Ngoc, 2008). Phan tich nhan t6 kham pha xem xét
cdc bi€n quan st c6 hé s6 truyén tdi nhd hon 0,5 va
dudc trich vao 2 nhin td c6 su chénh Iéch nhd hon
0,3 s& bj loai. Piém dirng Eigenvalue (dai di€n cho
phan bi&n thién dugc gidi thich bdi mdi nhan td) 16n
hon 1 va tdng phuong sai trich 16n hon 50%. Bén
canh d6, ki€ém dinh KMO (Kaiser - Mayer - Olkin)
va Bartlett dugc st dung d€ d4nh gid tinh hop 1y
clia dif liu. St dung kiém dinh F trong bing phan
tich phuong sai dé kiém dinh gia thuyét vé do phu
hgp ctia md hinh hdi quy tuyén tinh tdng thé. Khi
Sig. nhd hon 0,05 thi md hinh hdi quy phit hgp véi
tap dif liéu va c6 thé st dung dudc. S dung hé s6
VIF (Variance inflation factor) dé€ ki€ém tra hién
tugng da cong tuyén (VIF nhd hon 10). Két qua
ddnh gid do tin cdy thang do ctia m6 hinh nghién
ctfu cho thdy hé s6 Cronbachs alpha thdp nhit la
0,743 va cao nhat 12 0,851. So véi chuin 0,6 thi tit
ca c4c bi€n quan sit clia thang do déu dat yéu cau.
Céc hé s6 tuong quan bién - tdng déu c6 k&t qua 16n
hon 0,3. Hé s& Cronbachs alpha néu loai bién ctia
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tit cd 25 bi€n quan sit déu nhd hon hé so
Cronbachs alpha tdng nén khong c6 bi€n nao bi
loai. TAt ca céc thang do déu dat dudc hai gid tri tin
ciy va gid tri phan biét. Do d6, thang do dugc danh
gi4 12 t6t va di diéu kién dua vao phan tich.

K&t qud phan tich nhian t6 kham phd cdc bién
ddc 1ap cho thay hé s6 KMO dat 0,594 (0,5 < KMO
< 1) va thong ké Chi-square ctia kiém dinh Bartlett
Test dat gid tri 7859,226 v6i mitc y nghia 0,000. Tai
mic gia tri Eigenvalue bing 1,578, phan tich nhan
t6 da trich ra dugc bay nhin t& vdi tdng phuong sai
trich dat 78,121%. Sdu nhan t6 nay gidi thich dugc
78,121% su bién thién cia dir licu. He s tai cla
cdc bién quan sit déu 16n hon 0,5, tir d6 cho thay
phan tich nhan t6 kham ph4 1a hgp 1y. (Bdng 1)

K&t qua phan tich nhan t6 thang do sy hai long
clia ngudi dan c6 hé s6 tdi nhan t6 16n hon 0,5.
Kiém dinh KMO cho két qué 12 0,711 (0,5 < KMO
< 1) va thdng ké Chi- square ctia ki€m dinh Bartlett
Test dat gid tri 396,988 v4i mitc y nghia 0,000, hé
s6 Eigenvalue biing 2,573, tdng phuong sai trich
dugc 82,723%. (Bang 2)

K&t qua phan tich hé s6 tuong quan cho thdy
céc bi€n ¢6 tuong quan vdi nhau, sdu bi€n doc 1ap
déu c6 tuong quan vdi bi€n phu thude sy hai long
clia ngudi dan. Trong d6, tuong quan manh nhat 1a
bi€n QTTT (quy trinh thd tuc 1a 0,611), tuong
quan y&u nhat v6i bi€n chi phi (chi phi 1a 0,464)
va moi tuong quan cé ¥ nghia thong ké & do tin
cdy 99% nén cé thé k&t luan céc bi€n doc lap nay
da diéu kién dua vao mo hinh d€ gidi thich cho
bi€n phu thudc sy hai 1dong clia ngudi dan. Tém
lai, sau khi kiém dinh Pearson thi giita cdc bi€n
ddc 1ap vdi nhau déu thda min diéu kién d€ dua
vao phan tich hdi quy. (Bdng 3)

P& xac dinh do ludng 4nh hudng ctia cic yé&u to
dé&n sy hai Iong cla ngudi dan, nghién ctu thuc
hién phuong phap phin tich hdi quy 7 nhan t& doc
1ap: (1) Cén bd cong chiic; (2) Quy trinh thi tuc; (3)
Thdoi gian gidi quyét; (4) Chi phi; (5) Thong tin
phan hdi; (6) Cd s vat chat va (7) bién phu thudc 1a
su hai 1ong cta ngudi dan bing phuong phép Enter.
K&t qué phan tich cho thd'y md hinh nghién ctu phu
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Bdng 1. K&t qud phén tich EFA cdc bi€n déc l1ap

Bdng 2. K&t qud phén tich EFA

bi€n phu thudéc

Bién Nhan t&
quan sat 1 2 3 4 5 6 Bién Nhan t&
CBCC2 | 0,854 6 T 2 1
CBCC3 0,834 SHL Hé s6 KMO = 0,711
CBCC5 0,823 G:qa tri Ch|5>|nr71 396,988
CBCC1 | 0812 Kim dnh | Phuongxapxi
CBCC4 | 0,789 Bartletts Df 3
TGGQ3 0,845 Sig. 0,000
TGGQ2 0,827 Tong phuong sai trich (%) | 82,723%
TGGQ4 0,794 Nguédn: Dit liéu dvoc xit 1y
T 1 757 ’ A
ceaQ 0.75 0,000 va tong binh phuong hoi quy
TTPH2 0,837 (61,156) 16n hon t3ng binh phuong
TTPH3 0,806 phan du (35,834) cho thdy mo hinh
TTPH1 0,798 gidi thich hau hét cic phuong sai clia
csVCA 0,817 bi€n phu thudc. Piéu ndy da cho thdy
CSVC3 0,787 mo hinh hdi quy tuyén tinh phu hgp
v6i tap di liéu nghién cttu. Nhu vay,
CSvC4 0,771 2 A aa A aA N o
ca 6 bi€n doc lap déu c6 quan hé véi
csve2 0,768 bién phu thuéc va md hinh hdi quy
CP2 0,802 tuyén tinh 12 phit hop, c¢6 thé st dung
CP1 0,779 dugc cho nghién citu. (Bang 5)
QTTT4 0,791 Mo hinh hdi quy phdn 4nh &nh
QTTTH 0783 huéng clia cdc yéu to dé,l,l su hai lc‘)lzg
clia ngudi dan theo hé s6 Beta chuin
QTTT2 0,734 ,
héa nhu sau:
QTTT3 0,711 SHL = 0,294*CBCC
Hé s6 KMO = 0,594 +0,389*QTTT + 0,358*TGGQ
Gia tri Chi binh phuong x&p xi 7859,226 +0,277*CP + 0,234*CSVC
Kiém dinh Bartletts df 350 +0,302*TTPH
Sig. 0,000 Tr'ong d6, SHL 1a sy hai long cua
—— ——r 28121 ngudi dan, CBCC la cidn bd cdng
ong phucng sai trich (%) i chitc; QTTT Ila quy trinh thd tuc;

Nguon: Dit liéu duwgc xit 1y

hdp véi mitc y nghia Sig. < 0,05. Hé s6 R? bing
0,553 va hé s6 R? hiéu chinh bing 0,531 cho thiy
riang, 53,1% gi4 tri bién thién dudc gidi thich bdi 6
nhan t6 4nh hudng d&n sy hai long clia ngudi dan.
K&t qua phan tich ANOVA va kiém dinh F cho
thay tri s6 thong ké dudc tinh tir R2 ¢6 gi4 tri Sig. =

TGGQ la thoi gian gidi quyét; CP 1a
chi phi; CSVC 1a cd s& vat chat;
TTPH Ia thong tin phan hdi. Phuong trinh hdi quy
cho thay, quy trinh thi tuc c6 4nh hudng manh nhAt
dén sy hai long clia ngudi dan; ti€p d&n la thdi gian
gidi quyét; thit ba 1 thong tin phan hdi; ti€p dén 1a
can bd cdng chifc, chi phi va cudi cling 1a co s& vat
chat. (Bdng 6)
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Bdng 3. K&t qud hé sé tuong quan Pearson

Nhan t6 SHL CBCC TGGQ TTPH CSvC CP QTTT
SHL 1
CBCC 0,489** 1
TGGQ 0,588** 0,497 1
TTPH 0,545** 0,551** 0,449** 1
CSvC 0,502** 0,573* 0,501** 0,529** 1
CP 0,464 0,489* 0,441 0,545™ 0,490** 1
QTTT 0,611** 0,552** 0,488 0,532* 0,512** 0,469 1

** Tuong quan cd ¥ nghia 6 miic 0,01.

Nguén: Dit liéu duoc xit Iy

Bdng 4. Panh gid miic dé phu hgp clia mé hinh nghién ciu

Méhinh | H8s6R | HésdR? | Héso R2-Hiéu chinh Sai s8 chuén clia udc lugng Hé s6 Durbin - Watson
1 0,7242 0,553 0,531 0,34856 0,981

a. Du doan: (Hang s6), CBCC, TGGQ, TTPH, CSVC, CP,QTTT

Nguén: Dit liéu dicoc xit Iy

BAng 5. Ki€m dinh ANOVA clia mé hinh nghién clu

M6 hinh Téng binh phuong Hé so df Trung binh binh phuong HésoF Hé s6 Sig.
Haoi quy 62,156 6 11,760 107,531 0,000b
1 Phan du 35,834 467 0,123
Tong 111,154 486
b. Dy doan: (Hang s6), CBCC, TGGQ, TTPH, CSVC, CP, QTTT

Tur k€t qua nghién cttu trén, nhém tic giad dé
xudt mot s6 khuyé&n nghi nhim ning cao sy hai
l1ong cta ngudi dan d6i v6i cd ché mot cira lién
thong tai quan Bic T Liém, thanh phd Ha Noi
nhu sau:

Mot la, cAn ddy manh cong tdc tuyén truyén
cai cach hanh chinh, cd ch€ mot ctra lién thong dé
ngudi dan c6 thé hi€u ro hon vé cd ché, vé cic 10i
ich ma cd ch& nay mang lai thong qua nhiéu hinh
thic phong phd, da dang, hi€u qua, dua thong tin
vé co ch&€ mot cira lién thong d€n moi tang 16p
nhin dan.

Hai la, ddm bao thyc hién quy trinh lam viéc
ding qui dinh. Thudng xuyén thuc hién ra sodt, tim
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Nguodn: Dit liéu dugc xit Iy

cac phuong an don gian héa thi tuc hanh chinh trén
tat c& cdc linh vic. PAm bio tat cd c4c linh vuc phai
dugc ki€m sodt chit ché theo ding qui dinh cda
phdp luat va dugc niém yét cdng khai, minh bach
va chinh x4c. Phin cAp va Gy quyén rd rang giita
cédc cAp quan 1y hanh chinh s& gidm bét s6 lugng hd
so tré hen.

Thit ba, ting cudng cong tic ki€m tra, thudng
xuyén t6 chifc thuc hién dédnh gia mitc do hai long
clia ngudi dan ddi v6i bd phan mot cira lién thong,
tir d6 c6 thé thay ro cic van dé tdn tai trong ndi bd
bd phan dé kip thdi diéu chinh, gitp nang cao hiéu
qud gidi quy&t cdng viéc, nang cao miic do hai long
clia ngudi dan.
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Bdng 6. K&t qud phan tich héi quy

Hé so hai quy Hé so hai quy Thong ké
chua chuén héa chuén hoa Has5 da cong tuyén
s . 350
M6 hinh Hésot .
Hess | Bokeh | . o Sig. Dungsal | .
Beta chuén i diéu chinh
(Hang s6) 0,423 0,131 3,245 0,004
CBCC 0,098 0,028 0,294 3,435 0,015 0,746 1,551
TGGQ 0,104 0,029 0,358 5,679 0,000 0,724 1,512
TTPH 0,088 0,028 0,302 5,134 0,002 0,621 1,434
CSvC 0,227 0,031 0,234 2,994 0,000 0,643 1,387
CP 0,165 0,031 0,277 4,001 0,009 0,733 1,548
QTTT 0,201 0,028 0,389 2,903 0,000 0,664 1,508
a. Bién phu thudc: SHL

Thit tu, xay dung ddi ngli cdn bd cong chic co
ning luc vé chuyén mon, dic biét 1a kha ning giao
ti€p hanh chinh. Thung xuyén t3 chic cic 16p bdi
dudng k§ niing giao ti€p, viin héa cong s& cho cdn
bd cong chitc tai bd phan mot ctra lién thong. Pdng
thdi, cin ting cudng cong tic dao tao bdi dudng
chuyén mon, ddm bdo tit ci cdn bd cdng chiic phai
dat chuén theo tiing chiic danh cong chiic do Bo Noi
vu quy dinh.

TAILIEU THAM KHA O:

Nguédn: Dit liéu dugc xit 1y

Thit ndm, can chd trong viéc ning cip co sé ha
tang, trang thi&t bi phuc vu. Viéc van hanh co ch&
mot cira lién thong can dudc nhian rong dén cic bo
phan mot ctta cip co sd. Bén canh do, ngoai thung
thu g6p ¥, bd phan mot cilra lién thong cin 5 chiic
thém phong ti€p dan hay ban ti€p dan do déng chi
trudng bd phan phu trach nhim tao diéu kién thuan
16i cho viéc trao d6i tryc ti€p, nim bat thong tin
phén hdi clia ngudi din m
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OF PEOPLE WITH THE ONE-STOP SHOP UNIT
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ABSTRACT:

This study is to determine the factors affecting the satisfaction of people with the one-stop shop
mechanism of Bac Tu Liem district, Hanoi city. In this study, the Cronbach’s alpha, exploratory
factor analysis (EFA) and multivariate linear regression are used. The study’s data is collected
from 248 people who have used public administrative services at the one-stop shop unit of Bac Tu
Liem district. The study finds that there are six factors affecting the satisfaction of people with the
one-stop shop unit, including: procedural process, processing time, feedback, officials and
employees, costs and facilities. In which, the factors of procedural process, processing time and
feedback have strong impacts on the satisfaction of people.

Keywords: satisfaction, people, one-stop shop, Bac Tu Liem district, Hanoi city.
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