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TOM TAT

Nghién ciru ndy nham xac dinh cac yéu té anh huong dén mirc d6 hai long cta ngudi dan trong
giai quyét thi tuc hanh chinh cong truc tuyén tai thanh phd Ha Noi. Bang phwong phap phan tich
thong ké mo ta, Cronbach’s Alpha, phan tich nhan t6 khdam pha va phan tich hdi quy Binary
Logistics voi s6 lidu khao sat léy tr 312 nguoi dan sinh séng tai thanh phé Ha Noi da thuc hién cac
thit tuc hanh chinh coéng truc tuyén tai co quan cung Ung dich vu cong truc tuyén cac cép:
xd/phudng, quan/huyén, thanh phd. Két qua cho thiy c6 sau yéu td anh huong theo mirc do tir cao
t6i thap dén sy hai long cia ngudi dan tai thanh phd Ha Noi trong giai quyét cac thu tuc hanh chinh
cong truc tuyén: quy trinh giai quyét cong viéc; thai do phuc vu; co ché giam sat, gop ¥; thoi gian
giai quyét cong viéc; két qua giai quyét cac thi tuc hanh chinh cong truc tuyén; phi va 1¢ phi. Trén
co s& d6, nhom tac gia da dé xuat nhimg giai phap nang cao su hai long ctia ngudi dén hon trong
qué trinh giai quyét cac thu tuc hanh chinh cong truc tuyén.

Tir khéa: mirc @6 hai long, thanh phé Ha Néi, thii tuc hanh chinh céng truec tuyén.

ASSESSING PEOPLE’S SATISFACTION LEVEL IN HANDLING PUBLIC
ADMINISTRATIVE PROCEDURES ONLINE IN HANOI CITY

ABSTRACT

This study aims to identify factors affecting people’s satisfaction level in handling online
public administrative procedures in Hanoi city. Using descriptive statistical analysis, Cronbach’s
Alpha, exploratory factor analysis and Binary Logistics regression analysis with data was collected
from 312 people living in Hanoi have used online public administrative procedures at public service
providers with levels as: communes/wards, districts, cities. The results show that there are six
factors affecting the level from high to low on the satisfaction of people in Hanoi at the process of
handling online public administrative procedures: work settlement process; service attitude;
mechanism for monitoring and commenting; time for work resolution; results of settling online
public administrative procedures; fees and charges. On that basis, the authors have proposed
solutions to improve people’s satisfaction at the process of solving online public administrative
procedures.

Keywords: Hanoi city, online public administrative procedures, satisfaction.
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1. PAT VAN PE quyét cac thu tyc hanh chinh cong tryc tuyén
duoc xem 1a budc dém quan trong trong viéc
trién khai chinh phu dién tir nhim gia ting
hiéu qua cong viéc, tiét kiém thoi gian, chi phi
di lai d6i v6i viéc giri hd so va viéc nhan két
qua cia nguoi dan néi chung. Cu thé, qua

Trong vai nim gan day, chinh phi da tap
trung vao viéc cai cach va nang cao chat
luong giai quyét cac thu tuc hanh chinh cong,
dic biét 1a thuc day viéc giai quyét cac thu tuc
hanh chinh cong tryc tuyén. Qua trinh giai
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trinh giai quyét cac thu tuc hanh chinh cong
tryc tuyén con giup giam thiéu cic té nan
nhiing nhiéu, quan liéu, phién ha tor mdt bo
phén can bd cong quyén, tao dung sy tin
tudng, cong khai, minh bach cua tha tuc hanh
chinh gép phan xdy dung mdi lién két bén
viing gitra nguoi dan véi cac quan quan quan
1y nha nudec.

Dé qué trinh giai quyét cac thi tuc hanh
chinh c6ng tryc tuyén dugc phd cap va lan toa
mot cach nhanh chéng thi yéu t6 cha chét
trong qua trinh trén chinh 1a sy hai long ctua
nguoi dan khi st dung cac dich vu cong truc
tuyén. Néu qua trinh giai quyét cac thi tuc
hanh chinh cong truc tuyén dem lai sy hai
long cho nguoi dan thi ho s& chip thuan va
san sang st dung nhiéu hon giup thic ddy mot
nén xa hoi cong bang va vin minh. Theo ké
hoach dat ra cua thanh phé Ha Noi dén nim
2025, trén 80% viéc giai quyét cac thu tuc
hanh chinh coéng s& dugc cung cép truc tuyén
dat mirc 46 3 va 4, dong thoi ting ty 1& hon
50% tong s6 nguoi dan thuc hién giai quyét
cac dich vu hanh chinh cong truc tuyén. Tuy
nhién, hé thdng giai quyét cic thi tuc hanh
chinh cong truc tuyén ciia thanh phé Ha Noi
hién nay van chua thuc sy dem lai sy hai long
cho nguoi dan va nghién ciru tdp trung xem
xét mot s6 yéu td co anh huong truc tiép dén
qué trinh nguoi dan st dung cac dich vu hanh
chinh cong tryc tuyén dé tir d6 dua ra mot sb
giai phap giup gia tang sy hai long cua nguoi
dan va cai thién qua trinh st dung dich vu
hanh chinh cong truc tuyén huéng dén hoan
thién hé théng dich vu cong truc tuyén cla
Nha nudc.

2. CO SO LY THUYET VA MO HINH
NGHIEN CUU

2.1. Dich vu cdng trwc tuyén

Dich vu cong truc tuyén 1a cac loai dich
vu cong va dich vu khac dugc cung ing cho
ngudi dan noi chung thuéc quyén so hitu cta
cac co quan quan 1y Nha nudc. Trong do, dich
vu cong tryc tuyén hién nay bao gém: i) Dich
vu hanh chinh cong: 1a nhiing dich vu phuc vu

cho tat ca nguoi dan, Nha nudc phuc vu cac
quyén ctia nguoi dan, co trach nhiém cung
cap céc gidy to hanh chinh, tu phap theo quy
dinh cua phép luat. Pham vi dich vu hanh
chinh cong bao gém céac hoat dong thuc thi
chinh sach, phap luat va vi¢c bao dam cac
quyén va nghia vu c6 tinh phap 1y ciia cic to
chirc va cong dan, nhu: cdp cac loai gidy
phép, gidy khai sinh, cin cudc cong dan, xac
nhan ho tich, ho khau, bo trg tu phap, thu
thué,...: ii) Dich vu su nghi¢p cong: 1a loai
dich vu cung cdp hang hoa dich vu vé gido
duc - dao tao, cham soc suc khoe, van hoa va
tinh than do cac té chirc sy nghiép cung tng,
khong thu tién hodc thu mot phidn nhung
khong vi muc ti€u 1gi nhuén; iii) Dich vu cong
ich: 1a hoat dong cung cip cic hang hoa dich
vu ¢6 tinh chat kinh té, dap tmg nhu cau vat
chit thiét yéu cho sinh hoat ctia nguoi dan, no
gan lién v6i viée cung ung cua co sé ha ting
k¥ thuat co ban. Dﬁ‘)ng thoi, dich vu cong truc
tuyén hién nay dugc chia theo 4 muc d6 nhu
sau:

Mirc d¢ 1: 1a dich vu bdo dam cung cép
day du cac thong tin vé quy trinh, tha tuc; hd
so; thoi gian; phi va 1¢ phi thuc hién nhi€m
vu.

Mitrc @6 2: 1a dich vu cong truc tuyén
muc do 1 va cho phép nguoi dan sir dung tai
vé cac mau van ban va khai bao dé hoan thién
ho so theo yéu cau. HO so sau khi hoan thién
dugc gui truc tiép hodc qua dudng buu dién
dén co quan, t chirc cung cép dich vu.

Mirc 36 3: 1a dich vu cong truc tuyén
muc d6 2 va va cho phép nguoi dan st dung
dién va gui truc tuyén cac miu vin ban dén
co quan, t6 chirc cung cap dich vu. Cac giao
dich trong qua trinh xir Iy hd so va cung cip
dich vu dugc thuc hién trén moi truong mang.
Viéce thanh toan 1¢ phi (néu c6) va nhan két
qua duoc thuc hién truc tiép tai co quan, td
chirc cung cap dich vu cong.

Mirc d6 4: 1a dich vu cong truc tuyén
muc do 3 va cho phép nguodi dan su dung
thanh toan 1€ phi (néu ¢0) duogc thuc hién truc
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tuyén. Viée tra két qua co thé duoc thuc hién
tryc tuyén, g truc tiép hodc giri qua duong
buu dién dén nguoi dan sir dung.

2.2. Sw hai long ctia ngwoi dan

Trong nghién cuu nay nguoi dan dugc
coi la khach hang dang st dung cac loai dich
vu dugc cung cap tir phia cic co quan quan 1y
Nha nuéc va sy hai long ngudi dan ciling
chinh 1a sy hai long khach hang. Theo Oliver
va Bearden (1985), su hai long 1a thai d¢ cta
khach hang khi nhitng mong mudn dugc dap
mg diy du. Dan theo quan niém nay, Kotler
va Keller (2009) nhdn manh, sy hai long cia
khach hang 1 trang thai cam xac xuat hién
khi so sanh gitra két qua sau khi tiéu dung san
phém hodc loai dich vu bat ky véi ky vong lic
ban dau cta ho. Tir d6, sy hai long cua khach
hang da dugc chia theo 3 muc d6 khac nhau
nhu sau: i) khong hai long khi cam xuc kho
chiu ciia khach hang vé két qua nhé hon ky
vong; ii) hai long la cam xuc thodi mai cua
khach hang vé két qua bang vai ky vong; iii)
rat hai long 13 cam xtic phan kich vé két qua
bang véi ky vong. Tém lai, sy hai long cia

Thai d6 phuc vu

Quy trinh giai quyét céng viéc

Thoi gian giai quyét cong viéc

Phi va 1& phi

Co ché giam sat, gop ¥

Két qua giai quyét

khach hang la nhling cam xuc tich cuc co
duoc tur bén trong mdi ca nhan va duoc thé
hién ra bén ngoai khi tiéu ding mot san pham
hodc dich vu cu thé.

2.3. P& xuit mé hinh nghién ctru

Nghién ctru dua theo hai mo hinh do
ludong sy hai long cua khach hang theo chat
lugng dich vu a8 SERVQUAL (Parasuraman,
Zeithaml, & Berry, 1988) va SERVPERF
(Cronin & Taylor, 1992), day dugc coi 1a mo
hinh dugc st dung phd bién trong nhiéu linh
vuc khac nhau va dem lai két qua twong ddi
6n dinh trong cac nghién ciru vé sau, dic biét
1a hoan toan phu hop dé do luong su hai long
cua nguodi dan khi st dung dich vu cong
(Nguyén Hiru Diing, 2021; Nguyén Danh
Nam & Uong Thi Ngoc Lan, 2021). Thong
qua lugc khao mot sb tai liéu trong nudc co
lién quan dén chu dé nghién ctru két hop véi
quan sat thyc té tinh hinh giai quyét cac thu
tuc hanh chinh céng truc tuyén trén dia ban
thanh phé Ha Noi dé lwa chon cac yéu t6 phu
hop va dé xuit mé hinh nghién ctru nhu sau:

Céc yéu t6 nhan khiu hoc
(Giéi tinh, d6 tudi, ttinh do hoc
vén, nghé nghiép)

Su hai long cta nguoi
dan

Hinh 1. M6 hinh nghién ciru

Nguon: Dé xudt cua nhom tac gia
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Bang 1. Cac gia thuyét nghién ciru dé xuit

Ki Gia thuyét nghién ciru Huéng tic

hiéu dong

i Thai d6 phuc vu cta can b, cong chirc c6 tac ddng tich cuc dén sy hai N
long cua nguoi dan

D Quy trinh gidi quyét cong viée co tic dong tich cuc dén su hai long cta N
nguoi dan

m Thoi gian giai quyét cong viée co tac dong tich cuc dén su hai long cta N
nguoi dan

H4 | Phi va 18 phi c6 tac dong tich cuc dén sy hai 1ong ctia nguoi dan +

s Co ché giam sat, gop ¥ co tac dong tich cuc dén su hai long cia ngudi N
dan

6 Két qua g’iéi quyét cac thil tuc hanh chinh cong tryc tuyén c6 tic dong N
tich cuc dén sy hai long cua nguodi dan

H7 Céc yéu t6 nhan khau hoc c6 tac dong dén sy hai long cia ngudi dan

Nguon: Dé xuat cia nhom tac gia

3. PHUONG PHAP NGHIEN CUU

Thang do so bo dugc ké thira tr céc
nghién ciru trong nudc co lién quan dén chu
dé két hop v6i qué trinh thao luan nhom ddi
v6i nhling nguoi dan da tung st dung va dugc
giai quyét cac thi tuc hanh chinh cong tryuc
tuyén dé lay y kién déng gop cho cac bién
quan sat trong thang do.

Ngoai ra, nhom tac gia tién hanh trao
d6i sau vdi cac chuyén gia trong linh vuc
quan ly cong dé diéu chinh va xem xét cac
moi quan hé mo hinh nghién ctru dé xuat. Tir
d6, mo hinh nghién cuu dé xuit duge chép
nhan, thang do so bd duoc bd sung thém céac
bién quan sat va hiéu chinh mot sd tir ngir dé
ndi dung thang do chinh thuc dugc rd rang
va cu thé hon (Bang 2).

Bang 2. Thang do chinh thirc

Cic yéu Ma Noi dung cic bién quan sat Ngudn
to hoa
B1 Téi nhan thdy can bo, cong chire vui vé, hoa ddng, 18 phép
khi tiép xtc va giao tiép voi nguoi dan
T6i nhan thy can bo, cong chiic tan tinh hudng dan nguoi
b2 N A , \ . A A
dan thyce hién cac tha tuc hanh chinh cong tryc tuyén Phan
T6i nhéan thay can bg, cong chirc san long giai dap cac thic | Quang
Thai  db TP3 | mic tror’lg qué trinh thyc hién cac thu tuc hanh chinh cong | Viét va
j tryc tuyén cong  su
phuc vu , ,
T6i nhan thay can bd, cong chirc ludn c6 trach nhiém thi tiép | (2022),
TP4 | nhan hd so dé thuc hién giai quyét cac thi tuc hanh chinh | Nhém tac
cong tryc tuyén gia
T6i nhan thay can bo, cong chirc sin sang gitp d& nhiing
TD5 | nguoi dan khong biét ké khai va thuc hién cac thu tuc hanh
chinh cong tryc tuyén
Quy trin}l QT T6i nhdn thay cép bd, cong chirc ludén thyc hién dﬁng quy | Hoang
giai quyét trinh khi giai quyét cac thu tuc hanh chinh cong truc tuyén Manh
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Cic yéu Ma Noi dung cac bién quan sat Nguon
t6 hoa
cong viéc T6i nhan thdy quy trinh giai quyét cac thii tuc hanh chinh | Diing va
QT2 | cong truc tuyén la rat thuan tién, tiét kiém chi phi va cong | Nguyén
strc cho nguoi dan Minh Téan
T6i nhén thiy quy trinh giai quyét cic thu tuc hanh chinh | (2022),
QT3 | cong truc tuyén duoc minh bach, déng bo va dugc xu ly Nhém tac
nhanh chong gia
QT4 T6i ¢6 thé tra ciru thong tin’vé tinh hinh giai quyét ciic thu
tuc hanh chinh cong truc tuyén mot cach don gian va de dang
QTS T(j)i ludn nhan duoc phiéu hen tra két qua ho so cu thé va chi
tit
T6i ¢6 thé tra ctru tryc tuyén vé cac mdc thoi gian giai quyét | Nguyén
TG1 , \ , R £ .
tha tuc hanh chinh cong truc tuyén Thi Loan
Th‘?i giap TG T6i luén nhan duoc két qua giai quyét ho so ding hodc truge | va Lé Van
gidl quyét lich hen Sang
cong viée Téi nhan thay thoi gian giai quyét cac thu tuc hanh chinh | (2022):
TG3 | cong truc tuyén ludn dung v6i quy dinh niém yét Nl}ém tac
gia
T6i nhan thay phi va 1é phi phai ndp khi giai quyét cac thii | Nguyén
LPI \ A L 2 . . .
tuc hanh chinh céng truc tuyén dung voi quy dinh Thi Loan
Phi va 18| 1py Toi khong thay phat sinh bat cir ’chi phi gi khi giai quyét cac | va Lé Van
phi thu tuc hanh chinh cong truc tuyén Sang
Téi luon nhan dugc bién lai khi nop phi va 1& phi khi giai | 2022),
LP3 | quyét cac thu tuc hanh chinh cong truc tuyén N}}om tac
gia
Toi rat thuan tién dong gop cac y kién, khiéu nai tryc tuyén
GS1 | trong qua trinh giai quyét cac thu tuc hanh chinh cong truc
tuyén
GS? T6i nhan the”iy cac y kién, khiéu nai dua ra déu duoc tiép Phan
A, ahin Quang
C.(? Cl,le GS3 | Toéi nhan the”iy cacy kién, khiéu nai dua ra déu dugc phan hoi VAlct va
glam sat, , — cong  su
‘v To6i nhan thay co quan quan ly ludn nhanh chong tim céach de
gop vy . . (2022),
GS4 théor g0 cac y kién, khi€u nai phat sinh trpng qua trinh giai Nhém téc
quyét cac thu tuc hanh chinh cong truc tuyen gid
T6i nhan thdy co quan quan 1y ludn cong khai két qua xur 1y
GS5 | cac ¥ kién, khiéu nai phat sinh trong qua trinh giai quyét cac
thi tuc hanh chinh cong truc tuyén
KOl To6i nhar’l thay két qua giai quyét cac thu tuc hanh chinh cong | Trin Long
truc tuyén thuong it gép cac sai sot va Tran
Két qua T6i nhan thay két qua giai quyét cac thu tuc hanh chinh céng | Van Hoa
giai quyét | KQ2 | tryc tuyén hoan toan dap tmg dugc yéu cau, nguyén vong | (2022),
nguoi dan Nhom tac
KQ3 | T6i nhan thiy két qua giai quyét cac thu tuc hanh chinh cong | g4
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Cic yéu Ma Noi dung cic bién quan sat Nguon
t6 hoa
tryc tuyén nhanh hon, chinh xac hon khi giai quyét thu tuc
hanh chinh cong theo hudng truyén thong
KQ4 T6i nhan thay két qua giai quyét cac thi tuc hanh chinh cong
tryc tuyén hoan toan ding voi quy dinh ctia Nha nude
SHLI T6i hai long véi thai do cta can bg, cong chirc khi tiép nhan
va giai quyét cac thu tuc hanh chinh cong tryc tuyén
SHL? T6i hai long v6i quy trinh giai quyét cac thu tuc hanh chinh
cong tryc tuyén
SHL3 T6i hai long véi thoi gian giai quyét cac thu tuc hanh chinh
) cong tryc tuyén
Sl_l' hai T ;- N 1A , Y A T .. 4 P . ’ ’
; \ T61 hai long véi phi va 1€ phi phai ndp khi giai quyet cac thu | Nhom tac
long cua | SHL4 . . R £ .,
A tuc hanh chinh cong truc tuyén gia
ngudi dan PR v Y A PO EY
SHLS Toi hai long véi co cheé giam sat va dong gop y kién trong
qué trinh giai quyét cac thu tuc hanh chinh cong truc tuyén
SHL | Toi hai long véi két qua giai quyét cac thu tuc hanh chinh
cong tryc tuyén
N6i chung, t6i hai 1ong v6i qua trinh giai quyét cac thii tuc
SHL7 . C A £
hanh chinh cong truc tuyén

Nguon: Téng hop va diéu chinh ciia nhém tdc gia

Nghién ctu st dung cac phuong phap
phan tich bao gom; dau tién 13, phuong phap
phan tich théng ké mé ta phuong phap phan
tich hé sd Cronbach’s Alpha; hai 13, phuong
phap phan tich nhan t6 kham pha nhim muc
dich kiém tra d6 tin cdy va mirc d6 phu hop
ctia thang do cac yéu t6 trong mé hinh nghién
ctru; cudi cung 1a, phuong phap phan tich hoi
quy Binary Logistics dé kiém tra yéu td tac
dong va muc do tac dong cua cac yéu t do.
Thang do chinh thuc do chinh thiic dugc do
luong theo 5 mirc do (Tir 1- Rat khong dong y
dén 5- Rat dong ¥) voi 350 phiéu phat ra theo

cong thuc ¢ mau Hair va cong su (2010).
Phuong phap chon mau thuan tién thong qua
hinh thirc diéu tra tryc tuyén déi véi nguoi
dan sinh séng tai thanh phé Ha Noi da thuc
hién céac thu tuc hanh chinh cong truc tuyén
tai co quan cung tmg dich vu cong truc tuyén
cac cap: xd/phuong, quan/huyén, thanh phd.
Két qua sau khi xir 1y thu vé 312 phiéu hop 1¢
Vi ty 18 hoi dap 89,1%.

4. KET QUA NGHIEN CUU

4.1. Két qua thong ké mé ta miu

Bang 3. Két qua phan tich miu khao sat

Cic yéu t6 nhan khau hoc Chi tiéu
Tan suit Ty 18 (%)
Gidi tinh Nam 172 55,13
Nir 140 44,87
Do tudi Tir 18 dén 25 tudi 78 25,00
Ttr 26 dén 40 tudi 68 21,80
Tir 41 dén 50 tudi 81 26,00
Tir 51 dén 60 tudi 61 19,56
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Cic yéu t6 nhin khau hoc Chi tiéu
Tén suit Ty 18 (%)
Trén 61 tudi 24 7,64
Trinh d0 hoc | THPT tro xuéng 10 3,20
van Tt Trung cép, Cao déng dén Pai hoc 219 70,20
Sau Pai hoc 83 26,60
Nghé nghiép Sinh vién 22 7,05
Cong chirc Nha nudce 68 21,80
Nhan vién doanh nghi¢p 85 24,04
Kinh doanh tu do 82 23,08
Noi trg 55 24,04

Nguon: Két qua phan tich ciia nhém tdc gia

Qua Bang 3 cho thay sé nguoi dan duoc
khao sat chii yéu 1a nam gi6i va hau hét cac
do tudi déu da timg dén dé thyc hién giai
quyét cac thu tyc hanh chinh cong truc tuyén.
Ngudi dan déu cé trinh d6 hoc van chu yéu tir
trung cép, cao déng dén dai hoc va sau dai
hoc, ciing v6i d6 1a nghé nghiép chu yéu 1a
kinh doanh tu do va nhan vién lam viéc tai

cac doanh nghiép to chirc tu nhan. Nhu viy,
s6 mau thuc hién khao sat tuong dbi phi hop
dé dai dién cho téng thé nguoi dan trén dia
ban thanh phé Ha Noi.

4.2. Két qua kiém dinh thang do

Bang 4. Két qua phan tich hé s6 Cronbach’s alpha, EFA ciia cac yéu té doc 1ap

Ciacyéu | Diém trung | So bién quan | H¢ s6 Cronbach’s H¢ s0 tai nhén to

t6 binh sat Alpha nhé nhit
D 3,79 5 0,783 0,712
QT 4,05 5 0,822 0,707
TG 3,66 3 0,765 0,743
LP 3,94 3 0,778 0,730
GS 4,02 5 0,763 0,728
KQ 3,59 4 0,751 0,725

Hé s6 KMO = 0,782
Kiém dinh Bartlett’s Chi binh phuong 4020,434
df 412

Sig. 0,000

Téng phuong sai trich dat 79,3%

Nguon: Két qua phan tich ciia nhém tdc gia

Két qua Bang 4 cho thdy, diém trung
binh khao sat nam trong khoang tir 3,41 dén
4,20 da cho thay murc d6 danh gia cta nguoi
dan trong qua trinh giai quyét cac thu tuc
hanh chinh cong truc tuyén twong d6i hai
long. Trong d6, nguoi dan hai long nhiéu
nhit dbi voi yéu té quy trinh giai quyét nhan
duoc sy hai 10ng cao nhat véi do 1éch chuan

12 0,87 va hai long it nhat ddi v6i yéu td két
qua giai quyét cac thu tuc hanh chinh truc
tuyén véi do 1éch chuan 1a 0,89.

Két qua hé s Cronbach’s Alpha néu loai
bién cua cac yéu td doc lap va yéu té phu
thuéc déu Ién hon 0,6 va nhd hon hé sd
Cronbach’s Alpha tong. Tiép dén, hé s6 tuong
quan bién tong cua cac yéu to doc lap va yéu
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t6 phu thudc ciing déu 16n hon 0,5 da ching
té thang do dat duoc hai gia tri hoi tu va gia
tri phan biét (Hair va cong su, 2010).

Sau khi phan tich EFA céc yéu td doc lap
da cho thay hé s6 KMO va hé sb tai nhan t6
déu 16n hon 0,7, hé s Sig. cua kiém dinh
Bartlett’s 1a 0,000 va hé sd Eigenvalue 16n
hon 1 di cho thay cac yéu té co y nghia thong
ké (Hair va cong su, 2010). Ngoai ra, tong
phuong sai trich cua cac yéu t6 doc lap dat
79,3%, chung to 25 bién quan sat dugc phan
chia day du vao 6 yéu t6 va giai thich duoc
khoang 79,3% su bién thién ctia cac bién quan
sat, dir liéu nghién ciru. Poi véi yéu td phu
thugc 7 bién quan sat dugc phan chia vao
cung 1 yéu t6 véi hé s6 KMO 16n hon 0,7; hé
sO Sig cua kiém dinh Bartlett’s dat 0,000, hé
sO Eigenvalue 16n hon 1, hé s6 tai nhan t6 déu
16n hon 0,7 nén théa man cac diéu kién dit ra
cua Hair va cong su (2010). Tom lai, cac Kkét
qua EFA ciia cac yéu té doc lap va yéu té phu
thudc déu phu hop dé tién hanh phan tich hoi
quy Binary Logistics.

4.3. Két qua phan tich hdi quy Binary
Logistics

Hoi quy nhi phan logistics sir dung yéu t6
phu thudc dang nhi phan dé wdc lugng xac
sudt mot sy kién sé& dién ra tur nhiing thong tin
thu thap duoc tir cac yéu td doc 1ap. Nhing dir
li€u c6 duogc tir cac yéu td doc lap va yéu td
phu thudc c6 thé gitp du doan xem dugc
nguoi dan c6 hai long hodc khong hai long
dbi voi cac yéu t doc 1ap trong mo hinh dé
xuit. Cu thé, phan tich hdi quy Binary
Logistics uéc lwong anh hudng cua cac yéu th
doc lap dén yéu td phu thudc su hai long cia
ngudi dan trong qué trinh giai quyét cac thu
tuc hanh chinh cong tryc tuyén. Yéu t6 phu
thudc co gia tri 1 khi nguoi dan cho rang sé
hai 1ong véi qua trinh giai quyét cac thu tuc
hanh chinh cong tryc tuyén va yéu t6 phu
thudc co gia tri 0 khi ho khong hai long véi
qué trinh giai quyét cac thu tuc hanh chinh
cong tryc tuyén. Két qua phan tich hdi quy
Binary Logistics tai Bang 5.

Bang 5. Két qua phan tich hdi quy Binary Logistics

Bién doc lap Hé¢s6 B Kiém dinh | df Sig. Gia tri Exp (B)
Wald

Budc 1° Hang s6 2,520 6,675 1 0,005 3,234
D 1,503 2,009 1 0,003 1,683
QT 1,512 1,882 1 0,003 1,605
TG 1,203 1,351 1 0,000 0,743
LP 0,845 3,134 1 0,000 0,689
GS 1,347 1,989 1 0,012 1,331
KQ 1,041 1,177 1 0,010 1,522

-2 Log likelihood (-2LL): 96,7%

Mirc y nghia: 0,05

Nguon: Két qua phdn tich ciia nhém tac gid

Két qua phan tich hdi quy Binary
Logistics cho thay hé sé Tolerance 16n hon
0,6, hé s6 VIF nam trong khoang 16m hon 1 va
nho hon 2 di khang dinh mé hinh khong xuét
hién hién tugng da cong tuyén va thich hop dé
phan tich hdi quy. Pong thoi, ty 18 du doan
mirc d6 phtit hop ctia mé hinh théng qua hé sb
(-2LL) dat 96,7% v&i mue y nghia 95% da chi
ra cac gia thuyét nghién cau H1, H2, H3, H4,

H5, H6 déu dugc chdp nhan. Trong do 45
truong hop khong hai long thi mo hinh da du
doan dung 42 truong hop tuong ing voi ty 1¢
93,3%; trong 267 truong hgp hai long thi mo
hinh du doan sai 4 truong hop tuong Gng voi
ty 1€ 98,5%.

Két qua Bang 5 cho thay gi tri Sig. cua
kiém dinh Wald déu nho hon 0,05 da khang
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dinh rang hé s6 hoi quy déu dat yéu cau,
mang ¥ nghia thong ké va cac yéu t6 doc lap
déu c6 tac dong truc tiép dén yéu té phu thudc
trong mo6 hinh nghién ctru. T d6, mic d6 anh
hudng ciia cac yéu to doc lap dén yéu t6 phu
thudc dugc xem xét qua gia tri hé s6 B véi gia
tri duong (+) va yéu td phu thudc da nhan gia
tri 1a 1, tie 1a cac yéu té doc lap TP, QT, TG,
LP, GS, KQ ting s& lam ting yéu t6 phu thudc
SHL. Trong d6, yéu t& Quy trinh giai quyét
cong viéc c6 muc do tdc dong manh nhét véi
hé sb Beta 1a 1,512; tiép dén 1a cac yéu tb
Thai do phuc vu vai hé s6 Beta 1a 1,503; Co
ché giam sat, gop ¥ voi hé sb Beta 1a 1,347;
Thoi gian giai quyét cong viée voi hé so Beta
1a 1,203; Két qua giai quyét cac thu tuc hanh
chinh cong truc tuyén véi hé sd Beta 1a 1,041
va cudi cung yéu to Phi va 18 phi c6 muc do
tac dong yéu nhat v6i hé sd Beta 1a 0,845 dén
su hai long ctia nguoi dan trong qua trinh giai
quyét cac thii tuc hanh chinh cong tryc tuyén.

Ngoai ra, nghién ctru con sir dung kiém
dinh trung binh t-test va phan tich phuong sai
ANOVA dé kiém tra mirc d6 tac dong cua cac
yéu t6 nhan khau hoc. Két qua cho thay cac
yéu t6 nhan khau hoc khong xuét hién su khéc
biét nao xay ra giita cac yéu to nhan khau hoc
d6i véi yéu td phu thudc.

5. THAO LUAN VA MOQT SO GIAI PHAP

Duya vao cac két qua nghién ctru trén di
cho thdy ngudi dan tai thanh phé Ha Noi hai
1ong véi qua trinh giai quyét cac thii tuc hanh
chinh cong truc tuyén dugc thé hién qua mirc
diém danh gi4 trung binh trong qua trinh tham
gia khao sat. Diéu nay da cho thdy viéc tng
dung cong nghé thong tin vao giai quyét cac
thit tuc hanh chinh cong gitp thic day cai
cach hanh chinh va dugc coi tién dé cho phat
trién chinh pha sd. Ngoai ra, nguoi dan ciing
nhan thay viéc giai quyét cic thi tyc hanh
chinh cong truc tuyén dem dén nhiéu lgi ich
nhu: ¢ thé ndp ho so tai bat ky thoi gian nao
trong ngay, tai moi dia diém co6 két ndi
internet, tiét kiém thoi gian, cong suc, chi phi
di lai, don gian hoa thu tuc giéy to, dam bao

tinh cong khai, minh bach, theo doi dugc tién
trinh khi xtr 1y hd so va han ché dugc tinh
trang quan li€u, voi vinh ciia mdt bo phan can
bd, cong chic tai cac co quan quan ly nha
nudc. Tuy nhién, nguoi dan tham gia qua
trinh giai quyét cic thii tuc hanh chinh cong
truc tuyén dugc coi nhu 1a khach hang ctia cac
co quan quan 1y nha nudc nén van can mot sb
giai phap dé nang cao sy hai 1ong cia nguoi
dan hon nira nhu sau:

Mot 13, cAn ning cao tinh than trach
nhiém, thai do lam viéc, phuc vu nguoi dan
cua can b9, cong churc, dac biét la cong chuc
thuc hién nhiém vu tai B§ phan tiép nhan va
hoan tra két qua ciia cic co quan quan 1y nha
nude, thong qua viéc kiém tra, giam sat danh
gia thuong xuyén hodc dot xuat dé cé bién
phap ubn nin nhitng hanh vi thiéu trach
nhiém hodc c6 thai d¢ khong dung cia can bo,
cong chirc dbi voi nguodi dan trong qué trinh
giai quyét cac thi tuc hanh chinh cong tryc
tuyén. Ngoai ra, lanh dao cac co quan quan ly
nha nude can c6 ké hoach dao tao, bdi dudng
vé chuyén moén, nghiép vy, dao dic cong vu,
k¥ ning giao tiép cho can bd, cong chirc, chu
trong dén cong chtr thudng xuyén tiép xtc véi
nguodi dan nham nang cao ning lyc, thai do
phuc vu cua ho trong viéc giai thich, huéng
dan thu tuc, hd so 18 rang, day da cho ngudi
dan.

Hai 13, cong khai, niém yét day du, kip
thoi cac thii tuc hanh chinh thudc tham quyén
giai quyét cia co quan quan ly nha nudc tai
B phan tiép nhan va hoan tra két qua va dang
tai Ién trang website ciia co quan quan ly nha
nudc; Thuong xuyén ra, soat cac tha tuc hanh
chinh dé nghi UBND thanh phd Ha Noi cong
bd, bai bo, sta ddi, bd sung, rut nge"m thot
gian giai quyét cac thu tuc hanh chinh thudc
thim quyén giai quyét cua cac co quan quan
ly nha nuéc cap dudi nhiam tao didu kién
thuan lgi cho nguoi dan khi dén giao dich.
Béng thoi, han ché thép nhat viée nguoi dan
phai di lai nhiéu 1an bo sung hd so vao ngay
hen tra két qua; Tranh tinh trang ngudi dén
nhan ho so trong ngay hen tra trong khi d6 hd
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so chua giai quyét xong. Bén canh do, ap
dung cong nghé thong tin trong qua trinh thyc
hién cong viéc tu khau tiép nhén, xur ly va tra
két qua cho nguoi dan; Mdi qua trinh déu c6
ghi nhan thoi gian xu 1y va ngay xu ly va co
thong bao nhic nhé ting giai doan thyc hién;
Béy manh viéc trién khai thuc hién dich vu
cong truc tuyén muc do 3, muc do 4 trong
thuc hién dich tai co quan quan ly nha nudc
nham gitp giam thoi gian, chi phi di lai trong
viéc gri ho so va nhan két qua ctia nguoi dan.

Ba la, UBND thanh ph6 Ha Noi can xay
dung d6i ngii can bg, cong churc dap ing nang
lyc trinh @6 chuyén moén, nghiép vu, trinh d6
ly luédn chinh tri thuc hién tot yéu cAu nhiém
vu duoc giao. Co ché d6 khen thuong hop 1y,
va xir Iy nghiém can bo, cong chirc co biéu
hién tiéu cyc; Can xay dung quy ché lam viéc,
quy trinh tiép nhan xu 1y cong viéc gita BO
phan tiép nhan va hoan tra két qua voi cac
phong, don vi truc thudc va cong khai tai B
phan tiép nhan va hoan tra két qua cho nguoi
dan dugc biét; cong khai cac kénh thong tin
nhu: S6 dién thoai lanh dao phu trach, trang
thong tin dién ti, dia chi co quan, don vi, hdop
thu gop ¥... dé ngudi dan lién hé phan anh
khi c6 van dé buc xuc trong thuc hién cac
dich vu cua don vi dé nhim kip thoi chin
chinh, xtr ly (néu c0) cac sy viéc xay ra, nham
tao 10ng tin cho nguoi dan. Tai Bo phan tiép
nhén va hoan tra két qua, can xay dung hé
thong danh gia su hai long cua ngudi dan ddi
v6i can bo, cong chire khi tiép tiép nhan va
hoan tra két qua, qua do s€ lam cho ho c6 su
thay ddi tich cuc vé thai do phuc vu trong
thuc hién nhiém vu dé c6 duogc su tin tudng
cuia nguoi dan.

Bén 14, dé cho doi ngil can bg, cong churc
thuc sy hiéu 1o cong viéc do minh thuc hién
va hoan thanh tét nhiém vu, ngoai trinh do
chuyén mon duge dao tao thi viée boi dudng
nang cao trinh d¢ chuyén moén, nghi¢p vu, k¥
ning giao tiép, dao dirc cong vu 1a diéu hét
ste can thiét cho doi ngil can bd, cong chirc
tai cac co quan quan ly Nha nudc, dac biét la
tai by phén tiép nhan va hoan tra két qua.

Pong thoi, can nang cao nang trinh do 1y luan
chinh tri nham gép phan lam cho can bo, cong
chirc ¢6 ¥ thuc t6 chire ky luat, y thie gitr gin
su doan két, gitp d& nhau dé cing nhau hoan
thanh tot nhiém vu.

Nam la, nguoi dan dén giao dich tai B
phan tiép nhan va hoan tra két qua co trinh do
hoc vén nghé nghiép khic nhau nén cong
chirc phai nhén thic duoc dbi tuong tiép xtc
dé c6 hudng dan phu hop voi sy hiéu biét cia
nguoi dan, hudng dan véi thai do lich su, vui
vé nhiét tinh, thyc hién ding ndi quy, quy ché
lam viéc cia co quan, tuyét ddi khong gay
phién ha cho nguoi dan khi dén giai quyét cac
tht tuc hanh chinh cong truc tuyén. Can b0,
cong chirc can biét ling nghe mot cach hiéu
qua, biét kiém ché cam xuc, ling nghe va tiép
nhan thong tin phan hdi tir nguoi dan dé viéc
trao ddi thong tin hai chiéu, giup cho can bo,
cong chirc ndm bit kip thoi thong tin va xir 1y
linh hoat; Déng thoi, tham muu cho lanh dao
dé dua ra nhitng cai tién va cach lam tot nhat
va giam bot thu tuc hanh chinh khéng can
thiét trong qua trinh xr 1y ho so.

Sau la, UBND thanh phé Ha Noi can
niém yét cong khai cac loai phi, 1& phi cac
dich vu cua don vi tai bd phan tiép nhan va
hoan tra két qua; Tang cuong cong tac kiém
tra, giam sat can bd, cong chic thyc hién
nhiém vu dé khong xay ra tinh trang nhiing
nhiéu ciia cong chire khi thyc hién nhiém vy
nham dam bao cho ngudi dan khi giai quyét
cac tha tuc hanh chinh cong truc tuyén tai cac
co quan quan 1y nha nudc khong tén thém céac
khoan chi phi khong chinh thirc khac ngoai
cac khoan theo quy dinh.

6. KET LUAN

Viéc do Iwong mic d hai long cia ngudi
dan trén dja ban thanh phd Ha Noi trong quéa
trinh giai quyét cac thii tuc hanh chinh cong
tryc tuyén dem lai nhidu y nghia quan trong.
Nghién ctru gop phan dé ra cac giai phap thuc
tién nham tiép tuc hoan thién hé théng thong
tin, dit li€u, cai cach hanh chinh cong, ning

S6 15(2024), 18-28 16

Tap chi Khoa hoc va Cong nghé




KINH TE VA QUAN LY

Nguyén Danh Nam va cfng su

cao sy hai long cua nguoi dan hudng dén muc
tiéu phat trién chinh phu so.
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