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N0i dung:

1. vé mdt khoa hoc: Luan an da gop phan bd sung vao hé thong ly luan
lién quan dén cac yéu t6 chat luong cung Gng dich vu hanh chinh cong
(DVHCC) va anh huéng cta nd dén sy hai long ciia doanh nghiép (DN) va
ngudi dan dbi véi DVHCC.

2. Vé mdt phuong phdp nghién ciru: Luén an da két hop ca phuong phap
dinh tinh, dinh lugng, sir dung nhiéu ngudn théng tin (diéu tra, céc béo cdo co
chi tiéu/ndi dung danh gia chét lugng cung timg DVHCC nhu PAPI, PCL PAR-
INDEX, SIPAS...). Viéc sir dung nhiéu ngudn thong tin v6i cach tiép can da
chiéu cho phép danh gia ddy di hon chét lwgng cung tng DVHCC tir nhiéu bén
lién quan. Bén canh d6, mot diém ciling khd khdc biét so véi cdc nghlen ciu
truge day 1a luén an da co diéu chinh mo hinh nghién ciru thong qua viéc bd
sung thém 02 gia thuyét: Nang luc, thai d6 cia can bd, cong chirc va Quy trinh
thi tuc hanh chinh c6 téc dong truc tiép 1én sy hai long, va tac dong gién tiép
thong qua Két qua cung tmg dich vu.

Diéc biét, luén an da s dung mo hinh phuong trinh c4u trtic tuyén tinh
binh phuong tbi thleu riéng phan (PLS-SEM) — day 1a m6 hinh nghi€n ctru hanh
vi @& phan tich mdi quan hé giita cac yeu t6 chat luong cung img DVHCC dén
su hai long cua DN va ngudi déan. Viée khai thac tbt cong cu PLS-SEM va Phan
tich tdm quan trong — hiéu sudt (IPMA) ciing c6 nhitng diém mdi nhét dinh
trong viée cung cép thong tin mang ham y {ng dung.

3. V& mit thuc tién: Piém méi trong cac két qua dat duoc 1a gin bbi canh
nghién ctru trén dia ban tinh Quang Binh, von chua duoc thuc hién nghién ctru
truge day. Tu két qua nghién ctu, luén 4n cung cép céc luan clr khoa hoc va dé
xudt mot s6 ham y quan tri, giai phap nhim nang cao chat lugng cung ung
DVHCC phuc vu cho viéc hoach dinh chu truong, chinh sach, co ché quan ly
DVHCC cua cac cép chinh quyen dia phuong & Quang Binh, ddng thoi 1a tai
liéu tham khao tét cho chinh quyén cac dia phuong khac trong ca nude co diéu
kién tuong tu dé cai cach va nang cao chéit lwong DVHCC va hiéu qua cung ung
DVHCC cho DN va nguoi dan.

Ngudi huéng din Nghién ciru sinh
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1. Scientific contributions: The thesis contributes to supplement the
theoretical system related to the quality factors of public administrative services
and its influence on the satisfaction of enterprises and inhabitants towards public
administrative services.

2. In terms of research methods: The thesis combines both qualitative and
quantitative methods, uses multiple sources of information (surveys, reports on
assessment criteria/contents of public services quality such as PAPI, PCI, PAR-
INDEX, SIPAS, etc.); thereby applies a number of indicators to measure factors,
and at the same time updates and integrates the indicators from the SIPAS index,
increasing the value of the content of the scales of the research model. In
addition, another point of the thesis that is quite different from previous studies
is that the thesis adjustes the research model by adding two more hypotheses:
Capacity, attitude of officials and civil servants and process of PAS have a direct
impact on satisfaction, and an indirect impact through Service Providing
Outcomes.

Especially, the thesis uses partial least squares structural equation model
(PLS-SEM) - this is a behavioral research model to analyze the relationship
between administrative service quality factors and the satisfaction of businesses
and citizens. The good exploitation of PLS-SEM tool in Importance -
Performance Matrix Analysis (IPMA) also has certain new points in providing
information with practical implications.

Therefore, the use of multiple sources of information with a multi-
dimensional approach allows a more complete assessment of the quality of
public administrative service from the perspective of many stakeholders.

3. Practical contributions: In general, the new point in the obtained
results is the research context in Quang Binh province, which has not been
studied before. From the research results, the thesis provides scientific
arguments and proposes some managerial implications and solutions to improve
the quality of public service which serves the planning of public service
guidelines, policies and management mechanisms of local governments at all
levels in Quang Binh, as well as a good reference for other local governments in
the country with similar conditions to reform and improve the quality and the
efficiency of public service for their businesses and citizens.
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