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Tdm tat 
Theo quan diem marketing, chdt lugng dich 

vt^ la su hdi Idng cua Ididch hdng. Su hdi long 
cda khach hdng co thi dugc hieu nhu mot phdn 
ung mang tinh cdm xuc cda khach hdng dap lai 
trdi nghi$m cUa hg v&i mgt sdn phdm hay dich 
v^ nhdt dinh. Chinh vi vdy, di ndng cao chdt 
lugng dich vtf hdnh chinh cdng, cdc ca quan 
qudn ly nhd nu&c cdn phdi ndm bdt nhirng nhu 
cdu, mong dgi cua ngudi ddn eOng nhu trdi 
nghiim ciia ho trong qud tnnh sic dung dich vu 
hdnh chinh cdng. Bdi viit nay nhdn mgnh tdm 
quan trong cua nghien ciru nhu cdu vd trdi 
nghiim cua ngudi ddn ddi v&i viec su dung dich 
vu hdnh chinh cdng, dua ra mpt sd ggi y ve 
nghiin cuu vd hieu biet mong dgi cua nguoi ddn 
nhdm cdi thiin chdt lirgng dich vu hdnh chinh 
cdng. 

Tir khda: Chdt lupng; Dich vy cdng; Nghien 
ciiu, Nhu cdu vd mong dgi; Hdnh vi; Thda man. 

Gidi thidu 
Dich vu hdnh chinh cdng la logi dich vy gan 

hin vdi chdc nang qudn ly nhd nudc nhdm dap 
ling yeu cdu cua ngudi ddn. Do vdy, cho ddn 
nay, ddi tugng cung dng duy nhdt cac dich vu 
cdng ndy Id co quan cdng quyen hay cdc co quan 
do nhd nudc tiianh Idp dugc uy quyen thyc hien 
cung ling dich vy hdnh chinh cdng. Trong dieu 
kien dd, chat lupng ciia dich vu hanh chinh cdng 
gdn nhu phu thupc hoan toan vao nang luc cua 
ngudi cung cap ma chua tfnh ddn "su cdm nhdn" 
cua ngudi su dyng. Ndi cdch khde, chat lugng 
dich vy cdng theo quan diem cua ngudi dan 
chua dugc tfnh din ddy du. 

Thuc vdy, cho du chi cd nha nudc cung ling 
dich vu hanh chfnh cdng (qui dinh cd tinh chat 
phdp ly) nhung hogt dOng nay khdng tdch khdi 
nen kinh tl ndi chung vd nin kinh td co bdn vdn 
la mdt n6n kinb te thi trudng, Trong nen kinh te 
thi trudng, "tieng ndi" cua khach hdng rdt cd 

ttpng Iupng vd la mdt ngudn thdng tin quan 
ttpng ddi vdi cac co quan quan Iy nha nudc 
ttong viec dap ung nhu can vd mong dgi cua 
ngudi ddn. "V̂ dc cung ling dich vu hdnh chinh 
cdng khdng phai vl myc tidu Igi nhuan nhung 
vdn phdi d^m bdo su hdi long, thda man cua 
ngudi dan. Nang cao chdt lugng dich vy hdnh 
chinh cdng thdng ^ua nghidn cdu va hidu bi6t 
nhu cdu, mon^ mudn cua cdng dan lai cdng cd y 
nghia ttong bdi canh chfnh phd dang thuc hidn 
ddi mdi qud trinh cung dng dich vu hdnh chinh 
cdng. 

1. Cff sd ly thuyet va phmmg phap nghien 
cmi 

Chdt lupng dich vy ttong cdc td chuc cdng la 
vdn dd dugc ttanh ludn rat nhieu ttong thdi gian 
gdn ddy. Chdt lugn^ Id mdt ttong nhung khdi 
nidm phd bidn cua nen kmh td, nd mang nhidu ̂  
nghia khac nhau kd td thdi Aristotie. Khi thd 
gidi phdt tridn, y nghia cua khai niem nay dugc 
md rdng vd da dang hon. Da cd nhidu cdng trinh 
va nhieu chuyen gia tiong ITnh vuc nay nhu M. 
Juran, A.V. Feigenbaum, G. Taguchi... Td 
nghien cim cua cac chuyen gia, cd the thdy rang 
chdt lugng hdng hda vd dich vu xet cho cdng la 
muc tieu ddp dng nhu cdu khdch hdng vd neu 
khdng dgt dugc tiii se chiu phgt (Irina Nicolina 
Hadarean Somlea and al, 2014). 

Thudt ngu "chdt lugng" vd "su thda man" ddi 
khi bi lan lpn vdi nhau. Da sd cac nhd nghidn 
ciiu cho rang chat lugng dich vy chi id mdt ydu 
td ciia sy thda man, phdn anh mdi quan he gid 
cd/chdt Iupng vd cdc nhan td cd nhan vd hodn 
cdnh (CLovelock and al, 2004). Nhu vdy, tiieo 
quan dilm marketing vdkhach hang, chdt lupng 
dich vu cd the dupc the hien thdng qua sy hdi 
long cua khach hdng vd la hieu sd giiia chdt 
lugng md khdch hdng cdm nhan dupc vd nhfrng 
ky vpng cuahpddi vdi dich vydd(Sadd 1). 

• Vu Quynh, Thac sT, Phing Quan ly d6 thi, QuSn Ho^g Mai, Ha N^l; 
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ScFdhl: Md hmh chi s6 hai Idng khach hang cua My 
(American Customer Satisfaction Index) 

Ngudn: Md hinh ACSI, University of Michigan Busmess School. 

Su mong dpi cua khdch hang dugc hinh thanh 
td 4 ngudn khac nhau, tiong do, nhu cdu ca nhdn 
va kinh nghidm la nhimg ylu td ben ttong, gan 
lidn vdi bdn than khdch hang va ddng vai tid 
quyet dinh (So dd 2). Trdn co sd 4 ylu td dd, 
khach hang sd danh gia so sanh giiia dich vy cua 

td chdc vdi dich vu ciia ddi tiiu canh tianh (neu 
cd) va ky vpng ciia hg ddi vdi dich vu do xuat 
hien.Nhu vay, nam bat nhu cdu va tiai nghiem 
cua ngudi su dyng la dieu kien tidn quydt dd cdi 
thien chat lupng djch vy ndi chung vd dich vy 
hanh chfnh cdng ndi ridng. 

Stf dd 2: Ky vpng eua khach hang 

Ngudn: Dya theo ly thuyet cua Kotler va Keller, 2012 

Cung cdp dich vu hanh chfnh cdng Id mdt 
phan tiong chdc nang quan ly nha nudc. Dich vu 
hdnh chfnh cdng dugc xem nhu la hdng hda va 
dich vy cdng thudn tiiy (pure public goods and 
services) ma chinh phu Id ngudi duy nhdt cung 

cdp va mpi cdng dan bat budc phdi nhan khi cd 
nhu cdu vd chung. Chinh phu cung cdp cdc logi 
dich vy nay dya tien co sdphdp ly vd nguyen tdc 
qudn ly nha nudc co ban. Ngudi dan dugc 
hudng nhiing dich vy nay khdng theo quan he 
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cung cdu, ngang gid tien thi trudng, md thdng 
qua viec ddng le phi hogc phi cho cdc co quan 
hdnh chhih nhd nudc. Phdn Id phi nay mang tinh 
chat hd ttg cho ngdn sach nha nudc (World 
Bank, 1997).Mdtsd dich vy hdnh chfnh cdng cd 
the ke den nhu dich vu cdp giay phep (gidy phep 
kinh doanh, gidy chdng nhdn quyin sd hiiu tai 
san, nha dat...), gidy chiing nhgn (khai sinh, khai 
tu, hdn thu), thdoh Idp (doanh nghiep, hiep hpi, 
td chiic), thi thyc, hd tich, v.v. 

Cdc logi dich vy hanh chfnh cdng vd cdc hinh 
flidc cung ling djch vy hanh chfnh cdng cd 
nhung dac diem chung co bdn. Thu nhat, dich 
vy hanh chfnh cdng cd tinh xd hdi, vdi myc tidu 
chinh Id phyc vy Igi ich cdng ddng, ddp dng nhu 
can cua tdt cd cdng dan, khdng phdn bidt giai 
cap, dia vi xa hOi vd bdo ddm cdng bang vd dn 
dinh xahdi, mang tmh qudn chung rdng rdi. Mpi 
ngudi ddu cd quyin ngang nhau tiong vide tilp 
cdn cdc dich vy hdnh chinh cdng vdi tu cdch Id 
ddi tugng phuc vu ciia nhd nudc. Thd hai, dich 
vy hdnh chinh cdng la hdng hda dac biet do nhd 
nudc cung dng, ddp ling nhu cdu todn xd hdi, bdt 
ke cac san pham dugc tgo ra cd hinh thdi vdt chdt 
hay phi vat chat. Thd ba, vide tiao ddi dich vu 
hanh chfnh cdng khdng thdng qua quan hd thi 
trudng day du. Thdng thudng, ngudi sd dung 
dich vy hanh chfnh cdng khdng tryc tidp ttd tien, 
hay dling hon la da tia tien dudi hinh thuc ddng 
thud vdo ngdn sach nha nudc. Ciing cd nhung 
dich vu hdnh chinh cdng ma ngudi su dyng vdn 
phai ttd mdt phdn hoac todn bd kinh phi; song 
nha nudc vdn cd trdch nhiem dam bao cung dng 
cac dich vy nay khdng nham muc tieu loi nhudn 
(Vii Tripling, 2014). 
Thyc te cho thay, chi tien co sd hidu bilt nhung 

nhu cau, mong dpi vd hanh vi cua ngudi ddn -
khdch hang, cac co quan qudn ly hdnh chinh mdi 
cd the lam cho nhung dich vu hanh chinh cdng 
tid nen him ich hon ddi vdi hp. Trong Imh vuc 
dich vy hanh chinh cdng, nghien ciiu vd hilu 
biet ngudi dan nhdm: (i) Nh$n bilt dugc nhiing 
yeu cdu cua hp; (ii) Ghi nhdn nhiing y kiln, 
nhung hdnh vi cua hp; (iii) Xdc dinh nhiing 
ddng CO cua mdt hdnh vi ciing nhu nhung nhdn 
td kim ham; (vi) Phat hien ra co chl thdng tin va 
ra quylt dinh su dyng dich vy hdnh chmh cdng 
cua ngudi ddn; (v) Danh gia mdc dp thoa man 
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cua ngudi su dyng dich vy hanh chinh cdng. 
Hidu bilt nhu cdu va hdnh vi (kinh nghiem) 

cda ngudi ddn xudt phdt td mdt sd I^ do. Thii 
nhdt, dat cdng chiing Id khdch hdng cua nhiing 
dich vy hdnh chinh cdng. Hdu nhu tdt cd ngudi 
sd dung hoac khdch hdng cua cac cdng sd ddu 
sdng vdi cdc qui ludt cda thi trudng. Nhung quy 
ludt ndy thudng quylt dinh hdnh vi cu xu cua 
hp. Trong trudng hop cdn thiet, phdi lam cho 
nhiing dich vy hdnh chinh cdng phu hgp vdi 
nhiing ludt choi cua thi tiudng dl chiing tid nen 
thich dang hon. Thu hai, bdo vd va thuc thi 
nhidm vu. Trong qua trinh dam nhdn vide bao ve 
quyin lpi chung, cac cdng sd ludn ludn vdp phdi 
nhiing vdn dd vl quydn Igi ridng, nhiing logic ca 
nhan. Nhung quydn lpi va nhiing logic cd nhan 
nay cd the dan den vide xem xet Iai nhidm vu 
hogt d0ng cua mpt sd ca quan cdng quyen. 

Phdn tilp theo cua bai vilt chu yeu dp dung 
nghiSn cdu tai lieu vdi ngudn thdng tin thd cdp 
dd phdn tich, tdng hgp va danh gid cac van de 
Udn quan ddn hidu biet mong dgi va y kien cua 
nguM ddn. 

2. Kit qua phdn tich vd thao lu^n 
Theo Nghi dinh sd 43/2011/ND-CP cua 

Chinh phu (Quy dinh vd viec cung cap thdng tin 
vd dich vu cdng true tuyen tien ttang thdng tin 
didn tu hoac cdng thdng tin dien td cua co quan 
nha nudc), thi "dich vu hdnh chinh cdng la 
nhimg dich vu liin quan din hogt ddng thuc thi 
phdp ludt, khdng nhdm m^c tieu Igi nhudn, do 
ca quan nhd nu&c cd thdm quyin cdp cho td 
chuc, cd nhdn dudi hinh thuc cdc logi gidy taco 
gid tri phdp ly trong cdc Imh vuc md ca quan 
nhd nu&c do qudn ly." Mdi dich vy hdnh chfnh 
cdng gan hdn vdi mdt tiiu tuc hdnh chinh de gial 
quydt hoan chinh mdt cdng vide cy thd lidn quan 
d&n td chuc, ca nhdn. 

Ly thuydt vd thuc tl cho thdy, khi nghien cdu 
nhu cdu cita ngudi dan, can chd y den nhirng dac 
diem coban cuahp tiong tidu diing dich vu hanh 
chinh cdng. Trudc het, khach hdng cda nhirng 
dich vy hanh chinh cdng - ngudi sd dyng - Id 
nhung ngudi bkih thudng vd thudc vd nhiing 
nhdm nhdn khdu nhdt dinh. Hp d ttong nhung 
hoan canh kinh te, xa hdi, gia dinh dac thu rieng. 
Thd hai, ngudi sd dung dich vu hanh chinh cdng 
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Id sy tdng hod cda nhilu cuong vi xa hdi. Mac 
dii ngudn gdc xudt than cua hp nhu the ndo, 
ngudi su dyng khdng chi Id mot ngudi tieu diing 
dan gidn, hg ddng thdi Id mdt ngudi ndp thud vd 
la mdt cdng ddn. Vdi 3 tu each khac nhau: ngudi 
tieu dung - ngudi ndp thul - cdng dan, ngudi su 
dung cd nhung cdch xd sy dgc bidt vd ridng biet 
(ViiTriDiing,2007). 

La ngudi sd dyng, hg xu sy ngay cang gidng 
mdt ngudi tidu ddng. Yeu cdu cua hp ddi vdi 
nhiing dich vu hanh chinh cdng ngay cdng ddi 
hdi cao hon. Ld ngudi nop thud, hp dugc coi nhu 
cd quyin ddi vdi nhiing dich vy hanh chinh 
cdng va khdng phdi ldc nao ciing hidu dugc tai 
sao hp phdi tid tien 2 lan. Mdt Idn, vdi tu each la 
ngudi sd dyng - khdch hdng, Idn sau vdi tu each 
la ngudi ndp thud. Hp rdt nhgy cam ddi vdi su 
Idng phi vd tat ca nhiing cai tgo dn tugng vl su 
lang phi. Ld cdng ddn, cdng ngdy hp cang cd 
cam gidc Id Ididng dugc tinh din tiong nhiing 
quydt dinh, hp ngay cdng cd it quyen lyc. Mdc 
dp yeu cdu va phan dng ciia cdng dan ngay cdng 
cd xu hudng tang len. Qua phan dng, hg ngay 
cang doan kdt Igi vdi nhau trudc nhiing vu tianh 
chap hogc nhiing chfnh sach di ngugc lai vdi 
nidm tin cdahp. 

Ld Ddn, (20II) neu ra mdt sd yeu td anh 
hudng ddn chat lupng dich vy hanh chinh cdng, 
bao gdm: (i) Khd nang tiep can dich vu; (ii) Mdt 
hd thdng hdnh chfnh de hieu; (iii) Khanang cung 
cdp linh hogt va nhanh chdng; (iv) Cdng khai 
minh bgch; (v) Nang lyc chuyen mdn cua cdn 
bdcdng chdc; (vi) Thai dp lich su va nhidt tinh 
ciia cdn bd cdng chdc; (vii) Su tfn nhiem tiong 
viec cimg cdp dfch vy: 

CoquanMattt^nTd qudc VietNam, dudi su 
tdi tig cua UNDP, dd tien hanh xay dung Chi sd 
hieu qua quan tri vd hanh chfnh cdng cdp tinh d 
Viet Nam (PAPI). Do ludng td kinh nghidm 
thuc tidn cua ngudi ddn - do la phuong phdp dua 
tien kmh nghiem ciia ngudi ddn, cung cap cac 
phan hdi cda xa hdi tdi cac nhd hoach dinh chinh 
sach vd cdc co quan hanh phap td Tnmg uong 
din dia phuong vl hidu qua hogt ddng ciia cdc 
CO quan hdnh chinh vd chinh quyen dia phuang. 
Chl sd PAPI ddng mdt vai ttd quan ttpng frong 
vide ddi mdi cdng tdc qudn tri, didu hdnh vd cai 
each hanh chinh nha nudc d hai phuong diSn 

5̂ 67(5+0/2015) 

chinh. Mdt n^t, Chi sd PAPI la 'hdng hda cdng' 
phyc vu mpi ddi tugng quan tdm, Id didn lunh 
cho nhiing cdng cy tuong ty phdt tridn d Viet 
Nam. Mdt khac, PAPI cung cdp thdng tin, dii 
Ii$u thudng nien vl y kiln phdn anh cda ngudi 
ddn tu tidi nghidm thuc td ttong tiep xuc vd 
tuong tac vdi cdc cdp chinh quyen vd su dung 
dich vy cdng. 

PAPI 2011 cung cho thiy ngudi dan dudng 
nhu kha hai Idng vdi bdn nhdm dich vy hanh 
chinh cdng dugc nghidn cdu (Dich vu chdng 
thyc, xdc nhan; Dich vy cdp phep xdy dyng; 
Djch vy cdp gidy chdng nhgn quyen sd dung 
ddt; Dich vu hdnh chinh cip xa/ phudng). 
Nhiing phdt hien nay lap lai tiong PAPI 2012 
(UNDP, 2013). Nhm chung, phdn Idn nhung 
ngudi dd di lam thu tyc chdng thuc, xdc nhdn d 
cdc cdp chfnh quyin dja phuong, dich vu xin 
cdp phdp xdy dung hoac nhiing thu tuc hanh 
chinh cd nhdn thudc thdm quydn cua UBND 
xa/phudng/thi tidn, ddu bdy td mdc do hai long 
cao. 

Dich vu chung thuc, xdc nh^: Kdt qua khao 
sdt nam 2012 cho thdy nhiing ngudi da sd dyng 
dich vu hdi Idng vdi chdt Iupng cung ung dich 
vu. Dich vu vd thu tuc cdp phdp xdy dyng: Trong 
sd nhiing ngudi cho bilt cd nhdn hoac thanh 
vidn tiong hd gia dinh dd dupc cip phep xay 
dung, cd tdi 87,58% ttong s6 hp khdng phai di 
qua nhidu 'cda' hay gap nhidu ngudi mdi lam 
xong thd tuc. Dich vy vd thu tyc cap giay chdng 
nh?tn quydn sd dung dat: Tnmg binh ca nudc cd 
78,03% sd ngudi da lam thu tuc lien quan den 
giay CNQSD dat cho biet hg khdng phdi qua 
nhieu 'cda', giam 6% so vdi nam 2011. Dich vy 
va thu tyc hanh chfnh d cap xa/phudng: Ket qua 
khao sat nam 2012 cho thdy, diem trung binh 
toan qudc d ndi dung thanh phan nay dgt cao 
nhit tiong hdn loai dich vy hdnh chfnh cdng, va 
cao hon 1% so vdi didm trung binh toan qudc 
ndm2011(UNDP,2013). 

Nhin chung, vdi nhiing ngudi da di Idm thd 
tyc hanh chfnh d bd phdn 'mdt cda' cap 
xa/phudng, hai yeu td anh hudng tdi mdc do hdi 
long chung la thdi gian chd dgi de lam thu tuc 
qud Idu (gidm 39%) vd thai dp thieu tdn tipng 
ciia cdng chdc (gidm 26% mdc dp hdi long). Rd 
rang, qua trinh cdi each hdnh chinh ttong thdi 
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gian qua, dac biet Id sy ra ddi cua bd phgn 'mdt 
cda' d cdc cdp hdnh chfnh, dang tgo ra tac dpng 
tich eye Idn ddi vdi chdt luong dich vy. 

Mgc du vdy cung cdn nhiing tidu chi chdt 
lugng cy thd chua cd nhilu chuyin biln. Chdng 
hgn, thdi do thieu tdn ttpng vd cdch lam thilu 
chuyen nghidp cua cdng chdc thda hdnh Id 
nhung vdn de ndi cdm qua danh gia td ttai 
nghidm thyc td cua ngudi dan. 

H ^ Idng v64 dich vu nh^n dupc 

Muc dp hdi long cua nhdm nhung ngudi da di 
1dm thu tyc lien quan den gidy chung nhdn 
quydn su dyng ddt nhin chung gidm sut do tdc 
ddng cua tidu chi nang luc vd thai dd cua cdng 
chuc thda hanh. Ddi vdi nhdng ngudi ddnh gid 
mdc dd thao vide cua cdng chuc thua hanh d 
mdc tiidp, muc dp hai long ndi chung vdi djch 
vy cip gidy chiing nhdn quydn sd dung ddt gidm 
di65%. 

Hdi Idng vM djch vii nh^n dupc 

I OidivychOnglhvc/xdcnhQn 

I ThutMcc^iph^xavdi^g 

I CdcihiJKiccdpxd 

I IhOlvcCNCSOddl 

Nguon: CECODES, VEF-CRT & ONDP (2013), Chi so Hi?u qui Quia tri v i Hanh chlnh cong 
d p tinh d \^et Nam (PAPI) 2012: Do lu&ng tiir kiiih nghiem thuc tien cua again din, www.papi.vn 

3. Ket luan hdnh cac thu nghidm, didu chinh nhiing sai sdt 
Cdi thien chdt lugng djch vu hanh chinh cdng vd hoan thidn tdng budc cac phuang phap 

tien CO sd hieu bidt nhu cdu vd hdnh vi cua ngudi nghien cdu. Su hoan thidn phuong phdp nay ddi 
dan mang tmh tdt ylu khach quan. Nhiing nam hdi mdt qud trinh Udn tuc vd kinh nghidm tfch 
gdn day, Viet Nam da xac dinh chi sd hieu qud luy. 
quan trj vd hanh chinh cdng cdp tmh tidn co sd Thir hai, dl ddp dng ydu cdu cua ngudi sd 
do ludng mdc dp hdi long cda ngudi ddn ddi vdi dung, cdc ca quan quan 1̂  hdnh chmh can thyc 
cdc dich vu cdng. Chfnh tu su danh gid nhiing hien phdn tich dd kidm tta xem dich vy hdnh 
tidi nghidm fliuc tidn cua cdng ddn ma cac co chinh cdng dugc cung dng cd phu hgp vdi nhu 
quan qudn ly nha nudc cac cdp cd thd dua ra cac cdu dd khdng, tiong qud tiinh do cd till se phat 
chmh sach va giai phdp nham nang cao hon niia hidn dugc nhu cdu thuc sy cua ngudi ddn. Dd Id 
chdt lugng dich vy hanh chmh cdng hay su hai mdt each thuc tdt nhdt dd cd till ddp dng nhimg 
Idng cua cdng ddn. nhu cdu cdn tilm dn hodc/vd bilu Id ddi vdi 

BencanhnhiingduanldncuaChmhphu,dd ngudi ndy hoac ddi vdi ngudi kia vd dich vy 
cd san mdt co sd thdng tin rdng Idn hon, cac co hdnh chmh cdng. Thd ba, co quan cdng quyin 
quan quan ly hdnh chfnh dia phuang ciing ndn 
thyc hidn chfnh sach thu thdp Ihdng tin chu ddng 
(frong do cdng chdng dupc mdi tham gia bay td 
y kien). O ddy, cdc co quan qudn ly hdnh chinh 
nSn luu y mdt sd khf a cmih sau. 

Thu nhdt, dl cd thi bilt, hidu, ndm bdt dugc 
nhu cdu va mong mudn cua khdch hang, cac td 
chuc cdng nen thyc hien frao ddi thdng tin vdi 
nhiing cd nhan va nhilu nhdm ddi tugng, tidn 

E ] QUANLYKINHTE 

cdn nang cao hidu qud cda viec qudn l^ he thdng 
thdng tin ve dich vy hdnh chinh cdng, bao gdm 
(i) phdn tich sd lugng dich vy (ii) Nhdn xet vd 
dich vu (phd binh hoac khen ngpi); (iff) Thilt 
lap mdi quan he vd tiao ddi vdi cac td chdc vd 
cdc nhdm bdo vd cdng dan.Trong do, viec phdn 
tich sd lupng dich vu cho phep cdc co quai qudn 
Iy hdnh chfnh cd thd hiiu fch nlu so sanh khdi 
lupng dich vu tuy theo cdc bien sd nhu: tudi, 
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nghe nghidp xa hdi, gidi tinh, trinh dp van 
hoa,v. v.Do dd, cin ydu ciu ngudi sd dung tia ldi 
cac cdu hdi hoac dua ra cac thdng tin frdn mdt hd 
so cung cap thdng tin. 

Dd cdi thidn chdt lugng dich vy, cdn cd co chd 
khuydn khfch cdc thdng tin mang tinh chit phe 
bhih, khuyin khich ngudi ddn dua ra cdc y kiln 
khdng hai long vd do ludng tinh dai didn cua cac 
y kien do. Cdn phdi don gidn hda budc ndy bdng 
viec chi ddn mdt cdch rd rang dia chi lien he cda 
bO phgn phu trdch gidi quylt khilu nai vd tao 
didu kidn dl ngudi sd dyng dich vy khdng ngdn 
nggi phdn dnh y kidn khdng hai Idng cua hp. 

Thuc te da thda nhdn cac td chdc vd cdc nhdm 
bao vd cdng dan lam tang su tham gia thyc sy 
ciia cdng dan,tgo ra ddi thoai vdi cdc co quan 
cdng quydn vd budc cac co quan ndy cdi thien 
cdc quyit dinh ban hdnh.Trong nhung trudng 
hgp nMt dinh, nhiing ldi chi trich bd may chfnh 
quyen cd tinh chit xay dyng se din ddn cdc 
quydt dinh lam hai long cdng d6ng hon. Co 
quan cdng quyen cd thd tun cdch khuydn khich 
sy sang tgo vd ̂  tudng cda cdc td chdc dodn hdi, 
nen coi cdc td chdc ndy gidn^ nhu cdc cdng tac 
vidn, thidt Idp mdt thidt chl ddi thoai cd tdc ddng 
tfch eye ddi vdi vide ndng cao chit lugng dich 
vy hdnh chinh cdng.. 
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