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PHAN |. MO PAU
1. Tinh cép thiét caa dé tai

Nang cao chat luong cung tng dich vu hanh chinh cong luén luén 1a mot van
dé nghién ciru dugc chinh quyén cac dia phuong quan tdm trudc yéu cau ngay cang
cao cua doanh nghiép va ngudi dan boi vi chat lugng cung wng dich vu hanh chinh
cong 1a yéu té quyét dinh dén ning luc canh tranh cta dia phuong va dap (ng cac
nhu cau cua doanh nghiép, nguoi dan. Trong hai thap ky tré lai diy di co nhiéu
nghién ctiu vé dich vu hanh chinh cong & cac nudc trén thé gii va Viét Nam. Tuy
nhién, hau hét cac nghién ctru déu tap trung phan tich & cip do qudc gia va mot sé it
cong trinh di sdu nghién ctru ¢ cap do chinh quyén dia phuong. Trén thuc té, gitra cap
d6 chinh pha va chinh quyén dia phuong cling nhu giita cac dia phuong ¢ su khac
biét kha I6n trong cung ung dich vu va céc tiéu chi danh gia chat luong cung tng
dich vu. Néu khdng chu trong nang cao chat luong cung tng dich vy hanh chinh
cong cua cac co quan quan ly nha nudc, thi chat lugng cung tng dich vu cong vé
tong thé s& bi giam sat, anh huéng tiéu cuc dén doi song cua nguoi dan va sy phat
trién chung cua toan xa hoi.

La mot tinh thuéc khu vuc Bac Trung B9, trong thoi gian vira qua chinh
quyén cé&c cap & tinh Quang Binh di c6 nhiéu nd luc trong cdng tac cai cach dich
vu hanh chinh céng. Tuy nhién, két qua thuc hién van chua dap Gng du cic yéu
cau phat trién kinh té - x& hoi. cac chi s6 PCI va PAPI van con thap, viéc cung ung
dich vu céng trén dia ban tinh van con nhiéu ton tai, han ché nhu: tha tuc hanh
chinh van con ruom ra; cac doanh nghiép van con gip kho khin trong thuc hién
cac dich vu hanh chinh cong, tinh than, thai d6 va trach nhiém déi véi cong viéc
phuc vu cua mot sé can b, céng chirc chua cao. Pay 1a nhitng rao can dbi vai su
phat trién cua dia phwong trong thoi gian téi, khi Quang Binh dang tap trung thu
hat nhiéu hoat dong dau tu dac biét 1a linh vuc thwong mai du lich va ning luong.
Do d6 chinh quyén tinh Quang Binh can ¢ su chuyén bién manh mé trong cung
trng cac dich vy hanh chinh cong dé dap ung yéu cau ngay cang cao cua DN va
nguoi dan va cac nha dau tu. Xuat phat tir nhitng van dé ly luan va thuc tién trén,
viéc nghién ciru vé chat luong cung tng dich vy hanh chinh cong néi chung va cac
yéu té anh huong dén chat lugng cung @ng dich vy hanh chinh céng trén dia ban
tinh Quang Binh la rat can thiét.

2. Muc tiéu nghién cau

2.1. Muc tiéu chung

Muc tiéu chung ciia luan 4n 1a danh gia vé chat lugng cung tng dich vu hanh chinh
cong trén dia ban tinh Quang Binh, tir d6 dé ra giai phap nham nang cao chat luong cung
g dich vu hanh chinh cong d4p tng nhu cau ngay cang cao cta doanh nghiép va nguoi
dan, gop phan tao dong luc dé phét trién kinh té - xa hoi cua dia phuong.



2.2. Muc tiéu cu thé

Muc tiéu 1: Hé thong hoa dugc nhitng Van dé ly luan va thuc tién vé chét luong
cung ung dich vu hanh chinh cdng, cac yéu té chat lugng cung wng dich vu hanh chinh
cong va anh hudng cua nd dén sy hai long caa doanh nghiép va nguoi dan.

Muc tiéu 2: Xac dinh mic do anh hudng va tam quan trong caa cac nhan tb
chat lugng cung @ng dich vu hanh chinh cong dén su hai long cua doanh nghiép va
ngudi dan khi thuc hién cac dich vu hanh chinh céng cua cac cap chinh quyén trén
dia ban tinh Quang Binh.

Muc tiéu 3: Nhan dién dugc cac wu diém, han ché va nguyén nhan lién quan
dén thuc trang cung ¢ng dich vu hanh chinh céng cua chinh quyén dia phuong céc
cap trén dia ban tinh Quang Binh.

Muc tiéu 4: D& xut cac giai phap phu hop nhiam nang cao chit lwgng cung tng
dich vy hanh chinh céng cho doanh nghiép va nguoi dan trén dia ban tinh Quang Binh.
3. Poi twong va pham vi nghién cieu

3.1. Péi twong nghién crru

Do6i twong nghién catu cua luan an 1a chat luong cung ung dich vy hanh
chinh céng va su hai long ciia doanh nghiép va ngudi dan doi véi chat lugng cung
ung cac dich vu hanh chinh céng.

3.2. Pham vi ngi dung

Can cir vao muc tiéu nghién ctu va déi twong nghién ctu, luan &n sé tap
trung vao cac dich vu hanh chinh cong co ban dugc cung Gmg béi chinh quyén dia
phuong céc cép trén dia ban tinh Quang Binh, trong d6 cha trong phan tich chat
lugng cung ung dich vu hanh chinh cong d6i véi doanh nghiép dugc cung tng bai
cac co quan hanh chinh céng & cap tinh va huyén.

3.3. Pham vi khéng gian va thei gian

- Pham vi khong gian: Trén dia ban tinh Quang Binh.

- Pham vi thoi gian: Cac s6 liéu thir cap va so cap duoc tap trung thu thap va
diéu tra trong cac nam tir 2017 dén 2019 Céc giai phap nang cao chat luong cung ¢ng
dich vu hanh chinh cong dugc dé xuat trong giai doan dén nam 2030.

4. Pong gop cia luan an

4.1. Vé mat ly lu@n: Luan an nay dong vai trd quan trong trong viéc gop phan
bo sung vao hé thdng Iy luan lién quan dén van dé nang cao chat luong cung tng dich
vu hanh chinh céng ¢ Viét Nam. Cu thé Ia:

+ Luan an da téng hop, bd sung va lam rd cac khai niém nghién cau, khung Iy
thuyét vé chat lugng cung @ng dich vu hanh chinh cong va céac yéu té anh hudng dén
su hai long cua DN va nguoi dan khi stir dung dich vu hanh chinh céng;



+ Trén co so ké thira cac nghién ciu trude ddy, tac gia da xay dung va phat
trién thang do chat luong cung tng dich vy hanh chinh cong; dé xuat md hinh phén
tich, danh gia chit lwong cung @ng dich vu hanh chinh céng cua cac co quan hanh
chinh nha nudc & dia ban nghién ciu; ddng thai két hop béo co cac Bo chi sé danh
gia chinh thuc do céc td chirc nha nudc va céc to chire doc 1ap, phi chinh phu thuc
hién dé so sanh vai két qua khao sat, diéu tra.

4.2. Vé phwong phdp nghién ciru: Cac nghién ctu da thuc hién trude day
thuong st dung phuong phap phan tich nhan t6 kham pha (EFA) va hoi quy tuyén
tinh dé phan tich mdi quan hé nhan qua gita cac yéu té chat luong cung tng dich vu
hanh chinh cong dén sy hai 10ng cia DN va ngudi dan. Han ché cua cac phuwong phap
trén 1a bo qua sai sé caa mé hinh do luong va do d6 s& anh hudng dén do tin cay cua
két qua nghién ciu. Nghién ctru nay da st dung mé hinh phuong trinh cau tric tuyén
tinh binh phuong toi thiéu riéng phan (PLS-SEM) — day 1a mé hinh nghién cau hanh
vi dé phan tich méi quan hé giira cac yéu té chat lwong cung tng dich vu hanh chinh
cong dén su hai long cua DN va nguoi dan. M6 hinh nghién ciru nay duoc sir dung
kha phd bién trong nghién ctru hanh vi ngudi tiéu dung trong nhitng nam gan day nho
vu thé 1a su két hop gitra phan tich nhan té va hoi quy tuyén tinh . Ngoai ra viéc sir
dung PLS-SEM cho phép nha nghién ctru xem xét dong thoi sai s6 do luong cua ca
bién doc l1ap va bién phu thudc, danh gia mé hinh cau tric va kiém dinh cac gia
thuyét caa mé hinh nghién ctu .

4.3. Vé mat thec tién:

- Tt viéc danh gia thuc trang cung tng dich vu hanh chinh c6ng do cac co
quan hanh chinh nha nuéc cua tinh Quang Binh cung cip cho DN va nguoi dan, phét
hién nhitng yéu kém va nguyén nhan cac han ché, du bao nhu cau xa hoi vé dich vu
hanh chinh cong dé dé xuat cac nhom giai phap nham nang cao chat luong cung tng
dich vu hanh chinh cong trén dia ban nghién cuu.

- Luan &n cung cap céc luan ci khoa hoc cho viéc hoach dinh chu truong,
chinh sach, co ché quan Iy dich vu hanh chinh céng cua Hoi ddng nhan dan, Uy ban
nhan dan tinh Quang Binh va dé xuat cac giai phap doi véi cac cap chinh quyén dia
phuong trong tinh nham khdng nging nang cao chit lwong cung ung dich vu hanh
chinh céng, dap (ng nhu cau phat trién kinh té - xa hoi trong thoi gian toi.

- Két qua nghién ctru dé tai luan an cling c6 thé 1a tai liéu tham khao tét cho
chinh quyén dia phuong & cac tinh, thanh phd khac trong ca nudc c6 diéu kién twong
tu nhu Quéang Binh dé nang cao hiéu luc, hiéu qua quan Iy hanh chinh va cung tng
dich vu hanh chinh c6ng cho DN va ngudi dan theo dinh hudng nang suat, chat lugng
va hiéu qua.



5. Két cdu caa luan an
Noi dung chinh cuaa luan an duoc két cau nhu sau:
Phan I. Mé dau
Phan I1. Tong quan van dé nghién cau
Phan I11. Noi dung va két qua nghién ctu
Chuwrong 1: Co so ly thuyét vé chat luong cung tng dich vu hanh chinh cong
Chuong 2: Diac diém dia ban va phuong phap nghién ctu
Chuong 3: Két qua nghién ctu vé chat lugng cung ung dich vy hanh
chinh cong tai Quang Binh
Chuong 4: Giai phap nang cao chat luong cung ¢ng dich vu hanh chinh
cong tai Quang Binh.
Phan V. Két luan.

PHAN II. TONG QUAN VAN PE NGHIEN CUU
1. Tong quan céc nghién ciru ngoai nwéc

Pé do luong chat luong cung tng DVHCC, nhiéu nghién ciu di sir dung md
hinh SERVQUAL dugc dé xuat boi Parasuraman, Valarie A Zeithaml (1985). Nghién
cau caa Donnelly, Mike, Mik Wisniewski (1995) da phan tich rd viéc &p dung cach
tiép can SERVQUAL dé do luong chat luong DVC ¢ CQPP, trong d6 nhan dinh rang
mé hinh nay c6 thé duoc mé rong dé nghién ctu 5 loai khoang céch trong qué trinh
cung ung dich vu cong nham thoa mén mong doi ciia khach hang. Cronin & Taylor
(1992) da d& xuat mdé hinh SERVPERF ciing c6 5 khia canh co ban nhu mé hinh
SERVQUAL; dong thoi xac dinh chat luong duoc danh gia trén quan diém cam nhan
cua khéach hang, khong nhat thiét bao ham gia tri ky vong vé dich vu.

Nhiéu tac gia da st dung md hinh SERVQUAL (c6 diéu chinh) dé do luong
chat luong cung tng DVHCC (trong d6 mot s6 chi do luong phan danh gia cam
nhan SERVPERF) cho ting bdi canh dia phuwong khac nhau.

2. Tong quan nghién ciru trong nuwéc

V& Nguyén Khanh (2011) di tién hanh do luong su hai l1ong vé DVHCC tai
UBND Quan 1, thanh phé H6 Chi Minh va dua ra két luan su hai 1ong cua nguoi
dan vé DVHCC chiju anh huéng boi 4 nhan té quan trong d6 1a (1) quy trinh tha
tuc, (2) kha nang phuc vu, (3) su tin cay, (4) CSVC. Két qua kiém dinh cho thay 4
thanh phan nay c6 quan hé cung chiéu véi su hai 1ong cua ngudi dan.

Nghién cu cia Cao Duy Hoang va L& Nguyén Hau (2011) vé chét luong
DVHCC tai thanh phd Pa Lat di cho thdy ¢ 4 nhan té anh huong dén chat luong
dich vu 1a (1) su d& dang trong tiép can dich vuy; (2) chat luong doi ngii nhan vién (3)
quy trinh dich vu (4) CSVC. Chit lugng doi ngii nhan vién lai duoc quyét dinh bai 2
nhan té chii yéu 1a nghiép vu nhan vién va thai d6 phuc vu.
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Lé Bao Lam va Tran Ngoc Tam (2012) d3 nghién ctru su hai 1dng cua DN
dbi vai chat lugng dich vu cua Cuc Thué Thanh phé H6 Chi Minh trén co s& thang
do SERVQUAL. Két qua nghién ctu cho thay cac nhan té anh hudng dén sy hai
long caa DN vé chit luong dich vu géom: (1) su déng cam cua cong chic; (2) kha
ning dap tng cua cong chic; (3) su tin ciy; (4) ning luc tuyén truyén hd tro; va
(5) nang luc cung cap thdng tin

Nghién ciru caa Nguyén Québc Nghi (2013) ¢ Thanh phé Can Tho da chira 3
nhan t6 anh huong dén muac d6 hai 1ong ciia nguoi dan ddi voi co ché mot cira lién
théng, gom: (1) Quy trinh va ning luc phuc vu, (2) thai gian va théng tin phan héi,
(3) phuong tién hitu hinh. Trong d6, nhan té thai gian va thdng tin phan hdi c6 tac
dong manh nhat dén sy hai long cua nguoi dan ddi véi co ché mot cia lién thng.

Pham Btc Chinh va Nguyén Xuan An (2015) d khao sat tai Thanh phd Long
Xuyén, An Giang, st dung phan tich hoi quy cho thay chat lugng DVHCC bi anh
hudng bai 4 thanh phan: (1) Chat lwgng cong chic, (2) Quy trinh cung cap dich vu,
(3) Quy trinh xir Iy phan hoi, (4) CSVC. Trong d6, chat luong cong chirc tac dong
manh nhat dén sy hai 16ng cua ngudi dan.

HO Lé Tan Thanh va Lé Kim Long (2015) tién hanh khao sat tai UBND
huyén Dién Khanh, tinh Khanh Hoa cho thay “Thu tuc, thoi gian 1am viéc” va “Lé
phi” 13 nhan t6 c6 ¥ nghia quan trong nhat dén mac d6 hai 10ng cia ngudi dan.

Pham Thi Hué va Lé Pinh Hai (2018) da khao sat trén dja ban huyén Cam My,
tinh Pong Nai; da xac dinh dugc 4 nhém nhan té ¢ anh hudng dang ké toi su hai
long caa ngudi dan vé chit lwong DVHCC, gém: (1) Nang luc phuc vu caa can bé;
(2) Quy trinh va tha tuc phuc vu; (3) Thai do va mic d6 phuc vy; (4) CSVC.

Nghién cu cia Nguyen Hong Ha (2019) khao sét tai tinh Tra Vinh; bing
phuong phap hoi quy da bién, tc gia nhan thay c6 mot s6 yéu té anh huong dén sy
hai 10ng cua nguoi dan déi véi DVHCC tai Trung tdm, bao gdom: thu tuc, phi dich vu,
thai d6 cua nhan vién, sy dong cam, ning luc cua nhan vién va do tin cay.

Két qua qua trinh tong quan cac nghién ctru trong nudc cho thay, so véi cac
loai hinh dich vu vu khéc, cac nghién ctu vé chét luong cung ung DVHCC va cac
yéu t6 anh hudng dén chét luong cung ing DVHCC con tuong ddi han ché va phu
thudc khé nhiéu vao béi canh nghién ciru do day 1a mét loai hinh dich vu dic thi va
chiu tac dong kha nhiéu cua thé ché va chinh sach.

3. Nhitng khoang tréng trong cac nghién ciu trwéc va dinh hwéng nghién ciru
caa Luan an

Cac nghién ctru trude day van con mot sé diém han ché nhu: (1) Céch tiép can
nghién ciru tap trung vao mot nhom dbi tuong 14 ngudi dan — ngudi st dung dich vu.
Hau hét cac nghién cau sir dung phuong phap dinh lugng théng qua khao sat nguoi
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dan bang cac bang cau hoi, sir dung phuong phap phan tich nhan t§ kham phé va
phan tich hdi quy 1a cha yéu nén két qua phan tich sé& bi thién Iéch do nhitng han ché
vé quy md mau, thang do (2) Cac nghién ciru nhin chung méi chi dua ra cac danh gia
chat luong cung ung DVHCC dua trén sb liéu diéu tra DN va ngudi dan ma chua
xem xét nhitng danh gia nay trong mdi quan hé véi hé théng chi sé danh gia chinh
thic do céc to chirc nha nudc va cc td chirc doc 1ap, phi chinh pha thuc hién Diéu
nay da dan dén han ché 1a chat luong cung tmg DVHCC chua duoc phan anh day du
tir quan diém cua cac co quan, don vi cung cap dich vu.

Ngoai nhirng uu diém cua cac Bo chi sé (PCI, PAPI, PAR-Index, SIPAS...).,
trén thuc té van ton tai nhiéu han ché can khic phuc. O mot sé nganh, dia phuong,
viéc tién hanh khao sat, trung cau dan y con mang nang tinh hinh thirc, mot sé nguoi
dan khdng nhiét tinh tham gia hoac khdng noi that. Bén canh do, can bénh thanh tich
clia cac co quan thuc thi cdng vu van con pho bién nén két qua khao sét c6 thé mang
y chi cha quan tir quan diém cua nha quan Iy va chua phai 1a sy danh gia chan thuc
chat luong cung tmg DVHCC tir phia ngudi dan va cac to chuc trong xa hoi . Do vay,
két qua khao sat co thé chua phan anh duoc thyuc chat chat luong cung tng DVHCC
tur phia nguoi st dung dich vu.

Dé giai quyét cac khoang trong néu trén, luan an s& lua chon céch tiép can
nghién cau két hop gitra dinh tinh (phong véan sau cac chuyén gia, DN va nguoi dan)
va dinh luong (diéu tra, khao sat...) nham cung cap cac thong tin sdu hon vé danh gia
ciia DN va ngudi dan doi véi chat luong cung tmg DVHCC tai Quang Binh. Ngoai
ra, tic gia s& st dung két hop gitra dit liéu tir cAc cudc nghién ctu ciia cac co quan
QLNN (céc chi s6 PCI, PAPI, PAR-Index, SIPAS) dé so sanh vai két qua khao sét,
diéu tra. Cubi cung, phuwong phap phan tich mé hinh cau tric tuyén tinh riéng phan
(PLS-SEM) s& duogc su dung dé khac phuc nhiing han ché cia cac phuong phap
truyén théng (phan tich nhan té, hdi quy twong quan).



PHAN III. NQI DUNG VA KET QUA NGHIEN CUU
CHUONG 1: CO SO LY THUYET VE CHAT LUQNG CUNG UNG
DICH VU HANH CHINH CONG
1.1. C4c khéi niém
1.1.1. Dich va hanh chinh cong

Khai niem DVHCC trong luan &n 1a nhizng dich vu khéng nham muc tiéu lgi
nhudn, phuc vu cho hoat déng qudn 1y Nha nuéc, bat buge va khuyén khich DN va
nguwoi dan phdi lam dé bao dam trdt tie va an toan xa hgi. San pham cua cac djch
Vu ndy dwoc co quan hanh chinh nha nwéc (hodc té chire dwoc iy quyén) c6 tham
quyén cap cho té chite, cd nhdn dwdi hinh thic cac logi gidy to (hodc thdng tin so
hoa) co gia tri phap Iy trong cdc linh vuwe ma co quan dé quan ly.

1.1.1. Chdt Iweng cung g dich va hanh chinh céng

Qua tong quan nghién ctu vé chat lwong DVC néi chung va DVHCC noi riéng
cho thay nhiéu nghién ctru trong nude va ngoai nudc st dung ca hai thuat ngir “chat
lugng dich vu” va “chat luong cung (ng dich vu”. Viéc danh gia chat luong cung (ng
DVHCC s& bao ham viéc danh gia toan b qua trinh té chic cung tng DVHCC, cho
phép ngudi nghién ctu diéu chinh cac tiéu chi do luong linh hoat phan anh dwoc cac
yéu t6: Muc tiéu, dau vao, qua trinh, dau ra phl hop véi timg dia ban, bbi canh
nghién cau cy thé. Pay ciing 1a thuat ngit dugc sir dung bai Bo Noi vy trong muc tiéu
thuc hién Bo chi s SIPAS. Luan an véi phuong phap tiép can theo qua trinh ciling
thuc hién danh gia “chat lugng cung tmg DVHCC” nham thyc hién do ludng céc tiéu
chi pht hop vai béi canh nghién ciru trén dia ban tinh Quang Binh.

Theo tac gia nghién ctu, chat luong cung tng DVHCC la toan bé cdc ddc tinh
cua mgt DVHCC va quy trinh té chize cung ng DVHCC dé dé ddp ig cac yéu cau
cua DN va nguoi dan; phan anh qua khodng cach giira s mong doi cua DN va
nguoi dan va nhdan thic cua ho khi da sur dung DVHCC.

1.2. M hinh va gia thuyét nghién ciru

Trén co so tong quan cac nghién ciu trong va ngoai nude, co so ly luan, tham
khao céac Bo chi sb danh gia chinh thic va thao luan véi cac chuyén gia, tac gia di xay
dung md hinh cac nhan té chat luong cung tng DVHCC anh hudng dén su hai long
ciia DN va nguoi dan dbi véi DVHCC tai Quang Binh vai 5 nhan té co ban sau:



=

H2(b)
.

H4
H3(b) H3(a)
H5

Hinh 1.1. M6 hinh nghién ciru dé xuat

Gia thuyét H1: Khd nang tiép cdn dé dang cia DVHCC dnh hwong thudn
chiéu dén sir hai 1ong ciia DN va nguoi dan.

Gia thuyét H2(a): Nang lwc, thai do cia CBCC dnh hwong thudn chiéu dén su
hai long cia DN va nguoi dan.

Gia thuyét H2(b): Nang lwc, thdi dé ciia CBCC dnh hwong thudn chiéu dén két
qud cung ¢ng DVHCC.

Gia thuyét H3(a): Quy trinh cung #ng DVHCC dnh hwong thudn chiéu dén su
hai long cia DN va nguoi dan.

Gia thuyét H3b: Quy trinh cung #ng DVHCC dnh huéng thudn chiéu dén keét
qud cung ¢ng DVHCC.

Gia thuyét H4: Két qua cung ing dich vu dnh huweng thudn chiéu dén sir hai
long ciia DN va nguoi dan.

Gia thuyét H5: CSVC cuia co quan hanh chinh dnh hwong thudn chiéu dén su
hai long cua DN va nguoi dan.




CHUONG 2. PAC PIEM PIA BAN VA PHUONG PHAP NGHIEN CUU
2.1. Tong quan vé dia ban nghién ciu
Nam 2019, dan sé trung binh cua tinh 12 896.601 nguoi, trong d6 nam gidi
chiém 50,18%. Dan cu phan bb khong dong déu gita cac viing mién, vang dong bang
dat dai it nhung dan cu lai séng tap trung. Mat d6 dan sé tap trung cao nhat tai thanh
phd Bdng Hai véi 859 nguoi/km? va thap nhat 1a huyén Minh Héa véi 37 ngudi/km?.

V& buu chinh: 124/151 x4 c¢6 diém phuc vu buu chinh c¢6 ngudi phuc vu. Trén
dia ban tinh c¢6 11 DN tham gia hoat d¢ong cung @ng dich vu buu chinh véi 176 diém
phuc vu buu chinh. Viéc tiép nhan hd so, tra két qua giai quyét TTHC qua dich vu
buu chinh cong ich dugc trién khai thyuc hién tai 51 buu cuc thudc Buu dién tinh va
Trung tdm HCC tinh, Trung tdm mot cira lién théng cap huyén.

Trung tdm dit liéu dién ti caa tinh dugc xay dung, nang cap, duy tri hoat dong
6n dinh, co ban dap tng yéu cau van hanh, khai thac, ang dung 10 hé thdng thong tin,
co s& dir lidu ding chung cua tinh, déng thoi hd tro cac co quan, don vi cai dat, van
hanh cac hé théng, phan mém chuyén nganh. Cudi nam 2020, da t6 chac khai dong
xay dung Trung tam diéu hanh théng minh (I0C) va hién nay dang xtc tién trién khai
cung cap thir nghiém mot sé dich vu d6 thi thong minh trén dia ban tinh.

Nén tang tich hop, chia sé dir liéu cap tinh (LGSP) duoc xay dung phan 16i,
budc dau di thuc hién két ndi, lién thdng cac hé thong thong tin, co so dit lidu tinh
trong viéc guri, nhan van ban dién tir, DVC truc tuyén, thdng tin bao céo, dit liéu
phuc vu chi dao, diéu hanh, TTHC, cong bao dién tir... va da thuc hién két ndi, lién
théng véi nén tang tich hop, chia sé dit liu qudc gia (NGSP); qua dé két ndi, chia
sé dir liéu v&i Tryc lién thong van ban qudc gia, Cong DVC qudc gia, hé théng hd
tro thanh todn quéc gia PayGov, co so dit liéu quéc gia vé PKKD...

Cac phan mém dung chung caa tinh duoc dua vao ung dung rong réi trong cac
CQNN, gop phan thuc ddy HPH nén hanh chinh, nang cao chat luong, hiéu qua
diéu hanh, giai quyét cong viéc va cung cap DVC cho nguoi dan, DN.

Cong DVC cua tinh da cong khai, cung cap 256 DVC truc tuyén mac do 3, 4,
trong d6 da tich hop 47 DVC truc tuyén muac d6 3, 4 1én Cong DVC quéc gia. Ty 18
DVC truc tuyén mirc do 3, 4 c6 phat sinh hd so truc tuyén dat 21,7%; ty 18 ho so
TTHC duoc giai quyét truc tuyén muac d6 3, 4 dat 45,4%.

Tuy vay, ha ting CNTT cua cac nganh trong tinh con thiéu dong bo, hiéu qua
khai thac va sir dung thap. Ha tang thiét bi may tinh, két ni mang tai mot sé co
quan, don vi van con thiéu vé sb lugng va yéu vé cau hinh, chat luong. Trung tam
dir liéu dién ta tinh van chua dat chuan; nang luc Xt 1y va luu trit chwa thuc sy san
sang dap tng yéu cau phuc vu phét trién chinh quyén s, d6 thi théng minh trong
thoi gian toi. Ung dung CNTT tai nhiéu don vi hanh chinh dang & budc dau, thé
hién & bé ndi, chua c6 chiéu sau. Ty 1&6 TTHC cung cap DVC tryc tuyén mac do 3, 4
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con thap. Cac co sé dit liéu chuyén nganh chua duoc quan tim dau tu xay dung va
boi ddp dit liéu, gay nhiéu kho khan cho viéc phét trién co so dir liéu ding chung,
co so dir liéu mo cua tinh. Luc lugng can bo chuyén trach CNTT, an toan théng tin
mang con quéa mong, nang lyc, kinh nghiém han ché, nhat 12 & cap xA.

2.3. Céch tiép can va phwong phap nghién ciu

2.3.1. Céch tiép cdn

Tiép can hon hop (két hop nghién cau dinh tinh va nghién ctru dinh luong).
2.3.2. Nghién citu tai ligu, phét trién thang do

C4c tai liéu thtr cap s& duoc tong hop trén co so cac nghién ciru trong va ngoai
nudce dé 1am rd nhitng khéi niém, co s& ly thuyét tir nhiéu ngudn khéac nhau, bao gom:
Dit liéu lién quan dén DVHCC l4y tir cAc tap chi uy tin; B&o céo hang nim cua céc
Bo chi sb PAPI, PCI, SIPAS, PAR-INDEX; Dy 4n Dan cham diém M-Score; Danh
muc cac TTHC do cac S¢, huyén, xi dang thuc hién; Cac théng tin thir cap tir Tong
cuc Théng ké, UBND tinh, Cuc théng ké tinh Quang Binh hang nam.

2.3.3. Nghién ceru dinh tinh

Phong van cac chuyén gia nham thu thap y kién vé cac tiéu chi danh gia chét
lwong cung tng DVHCC va cac yéu té chat lwong cung tng DVHCC; st dung dé
diéu chinh, gisi han pham vi nghién ciu cua dé tai; diéu chinh, bo sung céc bién quan
st va hiéu chinh mé hinh nghién ctu dé xuat.

2.3.4. Nghién ciru dinh lwong

Mot bang cau hoi s& duoc thiét ké dé thu thap thong tin vé danh gia ctia nguoi
dan va DN ddi voi chat luong cung tng DVHCC tai Quang Binh trén co s& thang do
Likert 5 cap d9, thiét ké dam bao thoi gian tra 1oi trong vong 10 - 15 phdt.

Poi twong diéu tra: dai dién DN, nguoi dan (nguoi s dung DVHCC) tai cac
dia ban nghién cuu.

Quy md miu va cach thirc chon miu diéu tra: Theo Gerbing va Anderson
(1988), trong ttng dung nghién cau thuc tién, cd mau thuong 1a 150 hoic l1én hon 1a
can thiét dé c6 dugc ude lugng céac thong sé véi sai s6 chuan nho. Nhu vay, véi quy
mé mau la 333 du lén dé chay mé hinh. Phuong phap chon mdu thugn tién s& duoc
ap dung dua trén sy dé dang tiép can d6i twgng tra 161 bang cau hoi tai cac diém khao
sat; tién hanh vao céc thoi diém khac nhau trong ngay dé tang tinh dai dién cia mau.

Viéc phan tich dit liéu duoc tién hanh qua 2 giai doan: Giai doan 1 thuc hién
tong hop cac sé liéu diéu tra va 1am sach dit liéu bang céach loai bo cdc mau khong
phu hop do ngudi dugc hoi khéng tra 1oi day du cac thdng tin va khong c6 do tin cay;
Trong giai doan 2, c&c mdi quan hé giita cac bién s6 nghién cau sé duoc danh gia va
do luong théng qua cac phuong phap: Phan tich md ta thong ké; M6 hinh PLS-SEM;
Phn tich biéu do tam quan trong - hiéu sudt (IPMA).
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CHUONG 3. KET QUA NGHIEN CcUU
3.1. Két qua danh gia chat lwong cung wng dich vu hanh chinh céng trén dia ban
tinh Quang Binh tir cac B chi sé chinh thirc

Theo PAPI, ¢6 hai noi dung thanh phan 13 TTHC cép xa/phuong va Ching thuc/
xé&c nhan c6 xu hudng giam diém so véi cac nam trudc. Mic du diém sé Quan tri dién
tir thuoc nhom tdt nhat ca nude nhung danh gia cac noi dung thanh phan cho thay kha
nang dap wng cua DVC truc tuyén trén dia ban tinh chua cao, sy twong tac gitra chinh
quyén voi DN va ngudi dan trén khdng gian mang Internet chua thuc Sy manh mé.
Diéu nay ciing dugc phan anh qua két qua chi sé SIPAS va PCI, cu thé: Theo SIPAS,
DN va ngudi dan van danh gia sy phi hop khé cao (92,83%) d6i véi phuong thirc
giao dich tai B6 phan mét cira trong khi d6 hinh thuc truc tuyén qua Internet van con
nhiéu bat cap va chua phu hop (mtc d6 phl hop chi dat 78%); Theo PCI, viéc tng
dung CNTT trong diang ky KD chua tot. Ti 16 DN 1am thu tuyc PKDN qua phuong
thire méi (truc tuyén, TTHCC, buu dién) chi 47% (mic du d3 ting 32 bac S0 Voi nim
2018, xép thu 23/63 tinh thanh) va viéc ung dung CNTT chi dugc 39% sé DN diéu
tra danh gia t6t; Dac biét luu ¥, trong khi ty 18 DN truy cap vao Website cua tinh dat
ty 1 kha tét 1a 89% (dung tha 2/6 tinh khu vuc Bac Trung Bo) thi Biém sé vé do mo
va chét luong trang web cua tinh chi dat 34,5 diém, thap nhat trong cé4c tinh ving Bac
Trung Bo.

Theo SIPAS, khoang 83,43% s6 ngudi duoc hoi hai long chung ddi véi sy phuc
VU Cla cdc co quan hanh chinh trén dia ban tinh Quang Binh. DN va nguoi dan biét
dén cac quy dinh vé TTHC chu yéu thdng qua cdng chitc noi nop hd so (71,09%); co
dén gan 69% sé ngudi duoc hoi cho rang ho phai di tir 2-3 lan dé giai quyét cong viéc
tham chi khoang 3,7% s6 nguoi phai di dén 4 1an; viéc thdng béo néu c6 tré hen chi
chiém 50% sb ho so tré hen va chua dén Y s6 ho so nay (46,15%) 1a c6 thu xin 15i
néu tré hen. Han ché nay ciing duoc phan anh qua két qua chi sé Chi phi thoi gian
ctua PCI, trong d6 59 % DN cho rang DN khong phai di lai nhiéu lan dé hoan tat thu
tuc, xép thur 45/63 tinh thanh (xép & vi tri thir 4 trong s 6 tinh & khu vuc Bac Trung
Bo) ddy 1a van dé cac nganh can phai xem xét lai nham tao diéu kién thuan loi cho
DN trong qua trinh thuc hién cac TTHC trong thoi gian tai.

Két qua cua chi s6 PCI ciing phan anh nhitng nd lyc caa tinh Quang Binh trong
cai cach TTHC, nhu Chi phi gia nhap thi truong xép hang 09/63 toan qudc (dic biét
1a 0% DN phai chd hon ba thang dé hoan thanh tat ca cac thu tuc dé chinh thic hoat
dong; Chat luong chuyén mén va thai do phuc vu caa CBCC kha tdt, viéc niém yét
cac TTHC cong khai, duoc 89% sé DN diéu tra ddng y); Trong s6 6 tinh & khu vuc
Bac Trung B9, Quang Binh la dia phuong c6 ty 1¢ cao nhat cac DN danh gia vé thoi
gian thuc hién TTHC duogc rdt ngan hon so véi quy dinh (véi ty 1& 77%); Chi phi
khéng chinh thirc nam 2019 tang 31 bac so v&i nam 2018, xép hang 32/63 toan qudc.
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Tuy nhién mac di c6 cai thién nhung mét sé chi s6 van chi dang & mac trung vi so
véi ca nuéc va khé thap so voi céc tinh Bac Trung Bo, can duoc cai thién hon nita
nhu Tinh minh bach va tiép can thdng tin; Chi phi thoi gian; Tinh trang nhiing nhiéu,
phét sinh cac khoan CPKCT tur phia cac DN di cai thién nhiéu nhung van con pho
bién.... DI vai két qua ty danh gia noi bo va cac ddi twong thudce chinh quyén trong
chi s6 PAR-INDEX, Quang Binh con can phai cai thién cac linh vuc: Cong tac chi
dao, diéu hanh CCHC; Cai céch to chirc bo may hanh chinh; hién dai hoéa hanh chinh.
3.2. Chat lwgng cung @ng dich vu hanh chinh céng tai Quang Binh théng qua
két qua khao sat ngwoi dan va DN
3.2.1. Pdc digm mdu nghién ciru

Trong tong s6 333 ngudi dan va dai dién DN thi khoang gan 39% la dai dién cac
doanh nghiép, nguoi 1am kinh doanh, s6 con lai 1a can bo cong chic (20%) va ngudi
dan. Nhu vay, voi co cau nganh nghé nay sé gilp cho viéc diéu tra vién thu thap duogc
nhiéu thong tin da chiéu tir cic TTHC giao dich bao gom dai dién caa ca nguoi dan
va dai dién DN tai dja phuong. V& trinh d6 van hoa, két qua diéu tra cho thay phan
|6n ngudi tra 16i phong van co trinh 6 hoc van tir trung hoc dén cao dang va dai hoc,
chiém hon 80%. Diéu nay ciing rat 1a hop 1y khi nhitng nguoi tham gia phong vén
phan 16n ¢c6 tudi doi nam trong khoang tir 25 dén 45 tudi. Nhu vay, néu ngudi dan co
trinh do hoc van cao thi hiéu biét nhiéu vé nhiing quy dinh caa phap luat, nam va hiéu
ré cac mau ké khai va thuan loi hon cho viéc trao d6i thong tin giira can bo tiép nhan
hd so va DN gitip cho viéc thuc hién DVHCC s& duoc tién hanh dé dang hon do ¢6
su dong cam va hiéu nhau giita can bo va DN, ngudi dan.
3.2.2. Thong ké mo ta cac bién nghién ciu

3.2.2.1. Codng khai, minh bach trong tiép cgn dich vu

Két qua thong ké cho thay ¢ gan 80% sb ngudi duoc phong van thé hién quan
diém quan diém dong y va rat dong y véi 2 phat biéu lién quan dén tiép can DVHCC,
bao gom: “Cdc quy trinh, thi tuc dich vu hanh chinh dwoc cdng khai ré rang”; Va
“Ung dung CNTT dé truy cdp, tim hiéu TTHC”.

Lién quan dén phét biéu “Cdc théng tin vé TTHC dé dang tiép cdn”, s6 nguoi
tra 1oi khong ddng ¥ va hoan toan khong déng ¥ chiém gan 10%. Internet hay cong
thong tin dién tir van 1a mot cong cu tuong ddi han ché doi voi nguoi dan ¢ cac khu
vuc nong thon, ving nii, noi ¢ trinh d6 dan tri con thap. Két qua nay ciing kha tuong
dong két qua chi so SIPAS tai dja ban tinh Quang Binh nam 2019 khi ngudi dan cho
biét kénh thong tin dé biét cac quy dinh vé thu tuc hanh chinh déu tir cong chic noi
nop ho so (71%) nhung qua internet rat it (7,17%). Pay chinh 1a rao can lén déi véi
tinh Quang Binh trong qué trinh trién khai xay dung chinh quyén dién tir va thuc hién
cac chinh sach day manh @ng dung CNTT trong cung cap DVHCC.
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3.2.2.2. Co sé Vit chat

Nhin chung, ty 1é nguoi dan va DN tra loi dong y va hoan toan dong Y véi cac
phét biéu lién quan dén CSVC déu dat & mirc kha cao véi diém sé trung binh 16n hon
3,7. biéu kién CSVC phuc vu hoat dong cung cap DVHCC ¢ cap tinh duoc nguoi
dan va DN danh gia t6t hon nhiéu so véi 2 cip con lai.

3.2.2.3. Thai tuc hanh chinh va co ché giam sat

Phan 16n nguoi dan va DN déu danh gia kha tich cuc vé TTHC, véi ty 1¢ nguoi
tra 1oi dong y va rat dong v d6i véi cac phat biéu lién quan ¢én TTHC dat tir 60% —
70%; cho thay tinh Quang Binh di c¢6 nhiéu nd luc trong viéc thuc hién chinh sach
cai cach, don gian héa cac TTHC, gop phan nang cao su hai 1ong cia nguoi dan va
DN khi dén giao dich.

Tuy nhién, han ché I6n nhat trong md hinh mét cira lién thong d6 1a ngudi dan
va DN hoan toan khong thé theo ddi, giam séat qua trinh giai quyét ho so tai cac Sa,
ban nganh truc thuoc UBND tinh va b6 phan, phong ban chuyén mén thuoc UBND
cap huyén, thanh phé. Két qua phong van chuyén sau cho thay, s¢ di ngudi dan va DN
chua danh gia cao vé co ché giam sét qua trinh giai quyét TTHC & tinh Quang Binh la
do phan 16n cac TTHC ¢ tinh Quang Binh méi chi ding lai ¢ cap do 1 va 2, trong khi
cac TTHC duoc thuc hién ¢ cap d6 3 va 4 hau nhu 13 rét it.

3.2.2.4. Cong chiic gidgi quyét TTHC cho ngwoi dan va DN

Nguoi dan va DN danh gié tich cuc vé can bo cong chic lién quan dén nhiing
khia canh nhu: chuyén mén nghiép vu; thai do lich su va than thién vaéi nguoi dan va
DN khi tiép nhan va hoan tra hd so; huéng dan cac TTHC dé hiéu, rd rang; trang
phuc lich su, gon gang. Ty I¢ nguoi dan va DN danh gia tich cuc theo cac tiéu chi nay
dat tir 55% dén 68%. Van c6 mot s nguoi dan va DN dénh gia khong tot dbi vai can
bo cong chuc tham gia truc tiép giai quyét cac TTHC. Mot sé can bo vién chic van
giai quyét thoa dang cac vudng mac cua nguoi dan va DN va van con lam viéc riéng
trong qua trinh giai quyét cong viéc.

Sy tiéu cuc va nhiing nhidu d6i véi DN va ngudi dan khi d¢én 1am cac TTHC
cdng van con ton tai & mot sd can b cdng chic hanh chinh, dic biét 1a cong chac o
cac phong, ban chuyén mdn cép tinh. S6 liéu khao st cua SIPAS tai Quang Binh
nam 2019 ciing d phan anh thyc trang nay khi cho rang c6 khoang 2,39 % sb nguoi
dugc hoi cho rang c6 hién twong cong chic gay phién ha, sach nhidu va khoang
0,87% cho rang van con hién tuong cong chic goi ¥ nop tién ngoai phi/lé phi.
Nguyén nhan 14 thiéu co ché giam sét chat ché d6i vai nhitng can b cong chuc nay.
Do vay, can xay dung co ché minh bach dé ting cuong vai trd giam sat va quan ly
chat ch& hon d6i voi doi ngii can bo cdng chuc xir Iy cac tha tuc hanh chinh
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3.2.2.5. Két qua gidi quyét TTHC

Phan 16n DN va nguoi dan danh gia cao vé nhiing van dé lién quan dén thoi
gian tra két qua giai quyét TTHC (Piém trung binh 3,83) va giai thich 5 rang, thoa
dang néu tré hen (Piém trung binh 4,14). Piéu nay cho thay, qua trinh giai quyét
TTHC cua cac trung tdm HCC tai Quang Binh 1 kha tt.

Tuy vay, trong moét sé truong hop ngudi dan va DN van bi tré hen di anh
huong rat 16n dén cong viéc cua nguoi dan va DN. Diéu nay ciing ddng nghia rang
thoi gian giai quyét TTHC s& bi kéo dai thém so véi thoi han theo quy dinh da duoc
niém yét céng khai. Viéc giai quyét tha tuc dit dai cho ngudi dan va DN & trén dia
ban tinh Quang Binh dang con nhiéu vudng mac.

3.2.2.6. Muc d¢ hai long déi véi toan bé quéa trinh thgc hién DVHCC

C6 dén gan 75% y kién ddng ¥ va hoan toan dong y véi phat biéu “N6i chung
t6i hai 1ong véi chat long cung ing DVHCC ”. Piém trung binh di vai chi tidu “Toi
cho rang DVHCC da dap tmg duoc nhitng nhu cau cua toi” 1a 3,53. Nhu vay, danh
gia mot cach tong thé thi DN va ngudi dan da 6 su nhin nhan, danh gia kha tich cuc
dbi véi chat lwong cung tng DVHCC 6 trén dia ban tinh Quang Binh. Diéu nay cho
thay nhitng nd luc cua dia phuong trong thoi gian qua da c6 cac chinh sach cai cach
nham nang cao su hai 1ong cuia DN va nguoi dan ddi véi chat lugng cung tng
DVHCC.

Nhitng nhan dinh cta ngudoi dan khd phu hop véi cac bao cdo khao sat cua
Phong thuong mai va cong nghiép Viét Nam qua chi s6 PCI cua tinh Quang Binh. C6
92% s ngudi dugc hoi cho rang CBCC ¢ tinh Quang Binh huéng dan rd rang, day
du va 74% cho rang CBCC nhiét tinh, than thién.

3.3. Phan tich c4c nhan té anh hwéng dén sw hai long vé chat lweng cung wng
dich vu hanh chinh céng tai Quang Binh
3.3.1. Danh gia mo hinh do lwong

3.3.1.1 P¢ tin c@y nhdt quan ndi tai (Internal Consistency Reliability)

Thang do dam bao do tin cay.

3.3.1.2. Gia tri hgi tu (Convergent Validity)

Hé s tai nhan t6 cua cac bién déu 16n hon 0,7 ngoai trir bién TCDV3 do su
dong gop gia tri ndi dung thap (hé sb tai nhan té bén ngoai bang 5,598) thi gia tri cac
bién con lai déu thda man tiéu chuan gia tri hoi tu. Két qua kiém dinh d6 hoi tu cua
thang do déu dat yéu cau.

3.3.1.3. Gia tri phan bigt (Discriminant validity)

Céc nhan t6 déu dat gia tri phan biét.

3.3.1.4. Do tim da céng tuyén

M6 hinh nghién ctru khong bi hién tugng da cong tuyén.
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Hinh 3.11: M6 hinh két qua dwoc lay tir PLS Bootstrap output
Nguédn: Két qua xir Iy sé liéu diéu tra tir phan mém SmartPLS 3.0

3.3.2. Pdanh gid mé hinh céu tric va kiém dinh gia thuyét

3.3.2.1. Panh gia sw phu hep ciia mo hinh:

Mo hinh cau trac 1a phi hop véi bo dir lidu.

3.3.2.2. Po lwong hé sé R

Céc bién trong mo hinh gidi thich dugc 61,8% su bién thién cua su hai long cua
DN va nguoi dan dbi voi DVHCC. Ngoai ra, hai yéu t6 nang luc ciia can bd cong chirc
va sy dé dang trong TTHC c¢6 anh hudng khoang 15,8% sy bién thién ctiia Két qua giai
quyét TTHC. Diéu nay c6 nghia 1a chit luong cung tng dich vu tic dong dén bién
trung gian (két qua giai quyét TTHC) va sau do6 cung tac dong téi sy hai long cia DN
va nguoi dan.

3.3.2.3. Kiém dinh gia thuyét nghién citu:

Tat ca cac duong din déu tac dong (+) t6i su hai long cta nguoi dan va DN.
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Bang 3.22: Tém tit két qua md hinh céu tric

Gia thuyét Méi quan hé H¢é s6 t-value Két luan
H1 TCDV -> HLDV 0,038 1,018 Bic bé
H2a CBCC -> HLDV 0,555 11,441  Chép nhan
H2b CBCC -> KQDV 0,327 6,140  Chap nhan
H3a TTHC -> HLDV 0,138 3,524  Chap nhan
H3b TTHC -> KQDV 0,159 2,775  Chap nhan
H4 KQDV ->HLDV 0,242 5,868  Chép nhin
H5 CSVC -> HLDV 0,126 3,025  Chép nhin

Két qua nghién ctru cho thay c6 6/7 gia thuyét dugc chap nhan v6i mirc ¥ nghia
théng ké tr 1% dén 5% bao gém gia thuyét H2a, H2b, H3a, H3b, H4, H5. Cac gia
thuyét dugc chap nhin hoan toan phu hop véi ky vong dua ra rang cam nhén vé chat
luong cung uing dich vu HCC anh hudng bdi cac yéu t6 nhu: nang luc, thai d6 ctua
cac can bd cong chirc tham gia cung cp dich vu HCC; quy trinh thu tuc hanh chinh;
co s& vat chat trong d6 yéu to con ngudi c6 tam quan trong 16n nhat. Két qua nghién
ctru nay kha phu hop véi nhiéu nghién ctru trong va ngoai nude di thuc hién vé cac
yéu t6 anh huong dén DVHCC [5, 74, 75, 83].

Tuy nhién, chua c6 bang ching thong ké tng ho Gid thuyét HI: Tiép can dich

vu ¢6 anh hudng dén sy hai 1ong ciia DN. Diéu nay c6 nghia 1a muc do tiép can cac
thong tin ctia DN va ngudi dan dbi voi cac TTHC khong tac dong dén gia tri cam
nhan ctia DN va nguoi dan. Két qua nay co thé 1a vi hién nay DN va ngudi dan co thé
dé dang thu thap cac thong tin lién quan dén TTHC. Chang han trudce khi t chirc, c&
nhan dén lién hé véi co quan hanh chinh nha nudc néu ho di c6 thé chuan bi cac
thong tin lién quan dén TTHC; quy trinh va thoi gian tra két qua, v.v.
3.3.3. Phan tich tam quan treng — hiéu suat (IPMA)

Két qua phan tich dd cho thdy, bién c6 tim quan trong nhat ddi véi sy hai long
ctia DVHCC 13 “Cén bo cong chirc”. Yéu t6 CBCC c6 tAm quan trong dic biét cao ddi
v6i sy hai 1ong DVHHC trén dia ban tinh Quang Binh. Piéu nay 13 phu hop vai két
qua kiém dinh cac gia thuyét & mo hinh cau trac tuyén tinh va khang dinh rang yéu t6
con ngudi co tim quan trong rat 16n trong qua trinh cung cdp DVHCC. Vé muc do
thuc hién, CBCC da phuc vu kha tbt so véi yeu cAu nén da gop phﬁn nang cao chét
lwong cung cap dich vu d6i v6i DN va nguoi dan. Qua nghién ctru cho théy, sau khi
thuc hién viéc sép Xép va to chirc md hinh hoat dong cua cac trung tam DVHCC cép
tinh va cép huyén, cac CBCC lam vié¢c tai cac Trung tam HCC dugc lya chon va dao
tao mot cach bai ban nén tinh chuyén nghi€p cta cac CBCC nay kha cao. Ngoai ra,
hang nim UBND tinh déu t6 chirc danh gia chat luong dich cy hanh chinh giita cac
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huyén, s& nganh nén lanh dao cac dia phuong, s& rit quan tdim dén chét luong doi ngii
CBCC tai cac trung tim DVHCC nham cai thién hinh anh cuia chinh quyén.

Vé chi tiét mirc do quan trong va két qua thuc hién cta c4c bién quan sat dén su
hai 1ong ctia ngudi dan va DN dbi voi chat luong cung tng DVHCC tai dia ban nghién
ctru: cac yéu t6 lién quan dén CCBC c6 tAm quan trong cao dbi véi su hai 1ong cia DN
va nguoi dan nhu: “CBCC lam vi¢c dung gio quy dinh”; “CB c¢6 thai do lich su, than
thién khi tiép nhan va hoan tra hd so™; “CB hiéu duoc nhiing yéu cau ctia DN va nguoi
dan”. Pay 1a nhitng yéu t6 thudc vé k§ ning mém trong qua trinh xir Iy cac nghiép vu
lién quan dén DVHCC. Vé két qua giai quyét DVHCC, céc bién sé nhu lién quan dén
su chinh xé4c trong két qua giai quyét dich vu; thoi gian tra ding hen va day du, dang
quy dinh c6 mirc anh hudng cao ddi v6i sy hai 10ng ctia DN va ngudi dan. Tuy nhién,
mirc d6 thuc hién cta cac yéu t6 nay van con thap hon so voi mong mudn. Do vy, can
duoc uu tién cai thién trong thoi gian toi.

3.4. Panh gia chung tong thé vé chat lweng cung irng DVHCC trén dia ban tinh
3.4.1. Két qud dat dwoc

Nhin chung qua trinh d6i méi cung tmg DVHCC trén dia ban tinh Quang Binh
da dat duoc nhiing két qua dédng ghi nhan. Pong thoi, da co su cai thién vé diém sb cia
noi dung thanh phan va chi tiéu thanh phan danh gia chat luong cung tng DVHCC
thudc cac Bo chi so PCI, SIPAS, PAPI va PAR INDEX.

- Vé tiép can DVHCC: Cung tmg DVHCC da dan di vao né nép, tao thuan loi
cho DN va nguoi dan khi dén giao dich véi cac co quan céng quyén tai dia phuong.
DN va ngudi dan biét dén cac quy dinh vé TTHC chu yéu thong qua cong chirc noi
ndp ho so, ty 18 DN truy cép vao Website cua tinh dat ty 16 kha tot. Két qua diéu tra
cling cho thiy c6 da sd ngudi duoc phong van dong ¥ vé cac quy trinh, thi tuc dich vu
hanh chinh dugc cong khai ro rang.

- V& quy trinh, TTHC va co ché giam sat: Cong tac chi dao cai cach TTHC da
dugc tap trung quan tdm, day manh theo hudng don gian va rat ngan thoi gian. Mot s6
DVHCC duoc DN va nguoi dan danh gia cai thién qua cac nim nhu DPKKD. D3 bét
dau thyuc hién giam sat, danh gia cung tng DVHCC c6 sy tham gia cia DN va ngudi
dan, thong qua nhiéu kénh théng tin. Sy nhiing nhiéu, tiéu cuc, gy phién ha trong giai
quyét cong viée timg budc dugc khic phuc.

- V& nang luc, thai d6 CBCC: Poi ngii CBCCVC truc tiép 1am viée tai BO phan
mdt ctra thudng xuyén duoc tap huan, boi dudng ky ning, nghiép vu. Chét luong
chuyén mon va thai do phuc vu cia CBCC dugc danh gid kha tdt.

- V& CSVC: Bo phan mot cura lién thong cac cép tung bude dugc dau tu trang
thiét bi déng b0, ng dung CNTT hién dai. Trung tam HCC cua tinh di vao hoat dong
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bude dau c6 hiéu qua. Qua khdo sat, diéu kién CSVC phuc vu hoat dong cung tng
DVHCC ¢ cap tinh dugc DN va ngudi dan danh gia tot hon nhiéu so vai 2 cap con lai.

- Vé két qua giai quyét DVHCC: Hoat dong ctia cac CQNN theo hudng phuc vu
ngay cang rd nét hon véi sd luong hd so duoc giai quyét ding han chiém ty 18 cao qua
c4c nam. Két qua cua chi s6 PCI ciing phan anh nhitng nd luc cta tinh nhu Chi phi gia
nhap thi truong, Chi phi khong chinh thuec.

Theo SIPAS, khoang 83,43% s6 ngudi duoc hoi hai 1ong chung ddi véi su phuc
vu clla cac co quan hanh chinh trén dia ban tinh Quang Binh. Két qua diéu tra ciing
cho thdy da s6 DN va ngudi dan (75%) dd c6 sy nhin nhan, danh gia kha tich cuc ddi
v6i chét luong cung ing DVHCC ¢ trén dia ban tinh Quang Binh; cho thiy nhiing nd
luc cua dia phuong trong thoi gian qua d3 co cac chinh sach cai cach nham nang cao sy
hai 10ng ctia DN va nguoi dan dbi voi chat luong cung img DVHCC.

3.4.2. Ton tai, hgn ché va nguyén nhan

- Vé tiép can DVHCC: Vi¢c ung dung CNTT con cham, chua theo kip xu thé
phat trién ctia xa hoi. Kha niang dap tmg ciia DVC truc tuyén trén dia ban tinh chua
cao, hinh thirc tryc tuyén qua Internet van con nhiéu bat cap va chua phu hop. Diém sé
vé do mo va chat luong trang web cia tinh lai thap nhat trong cac tinh ving Bic Trung
Bo. Pit ra yéu cau vé nang cao chét lugng website cling nhur minh bach nhiéu thong
tin vé TTHC trén cong thong tin; dong thoi phai thue hién dong bd cac giai phap tuyén
truyén, nang cao ty 1& truy cip nhdm tim hiéu va thyuc hién TTHC truc tuyén.

- Vé quy trinh, TTHC va co ché giam sat: TTHC tuy da duoc cat giam nhung
van con nhiéu thi tuc rudm ra. TTHC cép xd/phuong va Chimg thuc/ xac nhin ¢ xu
huéng giam diém (PAPI); Mot s6 DVHCC con nhiéu bat cip nhu cdp GCNQSD dit,
Chung thuc & cip huyén. Hoat dong ban dau cua Trung tim HCC van con gip mot sb
kho khin, vuéng mic; sd lugng TTHC cong duge thuc hién theo hinh thite DVC truc
tuyén mirc do 3 va 4 con rat thép. ..

- Vé nang lyc, thai o CBCC: Trinh d6, ning luc ciia nhiéu CBCC chua dép tng
yéu cau cong viée, dic biét 1a con thiéu nhidu k§ ning ung dung cac cong nghé hién
dai; trong hoat dong thuc thi cong vu, mot s6 noi van con tinh trang gay phién ha, sach
nhiéu DN va nguoi dan; cong tac dao tao, nang cao chét luong do1 ngli CBCC tai mot
s6 co quan, don vi doi lic chua gan véi yéu cau sir dung. Tinh than, thai do va trach
nhiém d6i véi cong viéc phuc vu cua mot s6 CBCC chua cao. T6 chirc bd may & mot
sd co quan, don vi con cong kénh, quy dinh vé co cu to chirc bén trong clia cic s
tang trong khi d6 bién ché chua duoc bd sung twong tmg nén kho trién khai thyc hién.

- V& CSVC: CSVC va diéu kién lam viéc tai mot s6 co quan, don vi, dia phuong
chua dugc dam bao, anh huong dén chit lwong giai quyét cong viéc & mot sb linh vue.
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Qua diéu tra khao sét, hién trang CSVC phuc vu hoat dong cung img DVHCC (dac
biét & cp x4) chua dép Gmg day da vé nhu cau ctia DN va ngudi dan dén giao dich.

- V& két qua giai quyét DVHCC: Con tinh trang hd so ton dong, xir Iy cham,
viéc tiép nhan va tra két qua giai quyét TTHC tai bo phan mot ctra, mot cira lién thong
& mot sb co quan, don vi, dia phuong chua dung quy dinh; mot s6 ho so thu tuc giai
quyét tré hen (nhiu hd so thudc linh vuc dat dai) hodc phai di lai nhidu lan dé giai
quyét...

Nhin chung, viéc cai thién cic ndi dung/chi tiéu thanh phan danh gia chét luong
cung tmg DVHCC thudc cac Bo chi sé van chua dap tmg duoc muc do phat trién KT-
XH cua dia phwong, nhiéu ndi dung/chi tiéu c6 su giam hang trén bang xép hang toan
qudc va khi so sanh vé6i khu vuc Bic Trung BO noi riéng. Ngoai ra, hiéu qua trién khai
CCHC tai mdt s6 co quan, don vi, dia phuong con thap..... Dinh hudng két qua cho cac
DVHCC chua 10 rang, mang tinh hinh thirc.

CHUONG 4. GIAI PHAP NANG CAO CHAT LUQNG CUNG UNG DICH VU
HANH CHINH CONG TAI QUANG BINH
4.1. Hoan thién chinh sdch déi véi CBCC tham gia cung cdp DVHCC

Hudéng dan vé ché do, chinh sach ddi véi CBCCVC.

Pay manh cai cach, thay d6i tu duy, 1& 16i 1am viéc ctia can bo cong chirc.

Thuc hién tét cong tac tuyén dung, chinh séch thu hit nhan tai.

Doi méi cong tac dao tao, boi dudng doi ngii can bo céng chuc.

Hoc tap md hinh vé viéc thuc hién chinh sach luan chuyén tam thoi di voi can
bo cong chitic tham gia giai quyét mot s6 TTHC lién thdng tir cap xa dén cap tinh.

4.2. Hoan thién cac TTHC theo hwéng don gian hoa, dé thuc hign

Cat giam t6i da cac TTHC nai bo c6 tinh chat ruom ra, khong can thiét.

Hoc tap theo mo hinh “4 tai chd” (tiép nhan, tham dinh, phé duyét va tra két qua
tai chd) d6i véi nhitng TTHC phé bién va c6 sé luong hd so 1on.

Tang s6 luong TTHC duoc tiép nhan va hoan tra ho so cho nguoi dan va DN
qua dich vu buu chinh céng ich; Tiép tuc thuc hién viéc &p dung hé théng quan ly
chat luong theo tiéu chuan 1SO 9001:2008 vao giai quyét cac TTHC cong.

4.3. Ting cuwong hogt dpng giam séat qua trinh gidgi quyét thai tuc HCC

Xem xét thanh 1ap Ban giam sét thuc hién DVHCC; Giai quyét nhanh chong,
chinh x&c, cdng bing, thoa dang cac kién nghi, phan anh cua nhan dan nham tao 1ong
tin cta nhan dan; HDND cac cap can phat huy vai trd giam sat chinh quyén trong
viéc thuc hién céc hoat dong cung ciap DVHCC.

Sir dung cac giai phap CNTT dé quy két duoc trach nhiém thuoc vé ting bo
phan, ting can b chuyén vién phu trach.
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Théng nhat sir dung 2 hinh thie danh gia can bo, bao gom danh gia trong noi
bo (danh gia tir bén trong) va danh gia tir bén ngoai (danh gia ctia nguoi dan/DN).
4.4. Pdy mgnh ing dung CNTT trong cung cdp DVHCC

Pay manh tng dung CNTT phuc vu lién théng, két néi hé théng cong DVC
truc tuyén tir cap tinh dén cp huyén; tién t6i xay dung phan mém mét cira dién ta.

Xay dung va cong bé khung kién tric chinh quyén dién ter tinh Quang Binh.

Trién khai thi diém tién ich “Pdang ky hen gio giao dich hanh chinh”.

Déy manh viéc thuc hién cac TTHC & cép do 3 va 4 trén moi truong mang.

Nang cao chit lugng thong tin dua 1én mang.

4.5. Ting cwong diu tw xdy dung CSVC, trang thiét bj phuc vu hoat déng cung
ung DVHCC

C6 16 trinh va chién lugc dai han trong viéc dau tu, nang cp cai tao hé théng
try s& lam viéc caa cac b phan/trung tam hanh chinh tir cap xa dén cap tinh.

Trén co sé trién khai hé thong phan mém mot ctra dién tar va cong DVHCC,
cac dia phuong can c6 ké hoach dau tu mua sam cac trang thiét bi mot cach dong bo
dé van hanh tét hé thong.

Thuc hién tot viéc cung ung dich vu photocopy, scan cac loai van ban, giéy to,
tai liéu va hd so cho ngudi dan va DN véi cac murc gia dich vu hop 1y.

C6 nhitng bién phép cu thé dé chan chinh viéc cong chirc mic dong phuc, deo
thé khi 1am viéc ciing nhu khi giao dich véi khach hang nham dam bao tinh chuyén
nghiép va tao dugc an tuong tét véi khach hang, cong dan.

4.6. Nang cao néng lwc lanh dao, Qudn Iy va diéu hanh tgi cdc co quan, don vi

Viéc chi dao, diéu hanh cong tac CCHC va cung cap DVHCC phai duoc thuc
hién truc tiép bai ngudi dung dau co quan don vi.

Pay manh viéc tng dung CNTT trong quan 1y, diéu hanh; C6 giai phap bd tri
lich truc 1anh dao tai bo phan mot cira.

T chire Hoi nghi déi thoai dinh ky véi nguoi dan va DN.

Cong tac theo ddi, giam sét, kiém tra, thanh tra vé hoat dong cung tthg DVHCC
phai duoc tién hanh thuong xuyén, c6 thé lap di 1ap lai & nhitng don vi con nhiéu han
ché, yéu kém.

4.7. Nang cao chdr Iweng vigc cung cdp thong tin dich ve hanh chinh céng cho
ngwoi dan va DN

Cong khai bo TTHC trén cong thong tin dién tir chinh thic cia dia phuong va
tuyén truyén manh mé dén nguoi dan va DN vé dia chi truy cap va cach sir dung.

Str dung giai phap CNTT dé hd tro nguoi dan.

Xay dung co ché phdi hop ndi bo va quy két trach nhiém rd rang.
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PHAN IV - KET LUAN
1. Két luan

Nang cao chit lugng cung thg DVHCC la mét trong nhirng nhiém vu trong
tdm cua cac cap chinh quyén tir Chinh phu dén cép dia phuong nham xay dung nén
hanh chinh lanh manh, minh bach, tao diéu kién thuan loi cho cong ddng x& hoi duoc
huong loi nhiing dich vu tét nhat. O cap do dia phuong, viéc nang cao chat luong
cung tng DVHCC duoc xem nhu mot dong luc va don by manh mé dé thac day
tang truong Kinh té va gop phan niang cao NLCT ciing nhu uy tin, vi thé va thuong
hiéu cia mot dia phuong. Chinh vi vay, chu & DVHCC da thyc sy thu hit sy quan
tdm nghién ciu cia nhiéu hoc gia, cac nha khoa hoc ¢ trong va ngoai nudc. Néu nhu
& nudc ngoai, cac nghién ctu vé chat lugng cung ting DVHCC 1a khé da dang thi ¢
Viét Nam chu dé nay van con nhiéu khoang tréng dé nghién ctu, dac biét 1a khi
nghién ciu vé nang cao chat luong cung tmg DVHCC dugc thyc hién tai mot dia
phuong 13 nhitng khoang tréng vé Iy luan va thuc tién can dugc 1am sang to.

Duya trén phuong phap va cach tiép can nghién ctu, dé tai da tap trung phan
tich, danh gia thuc trang chat luong cung tng DVHCC théng qua cé4c chi sé nhur:
PAPI, PAR INDEX, SIPAS, PCI va 5 tiéu chi phan anh chat lugng cung tng
DVHCC dugc tong hop, phan tich tir két qua khao sat, diéu tra DN va nguoi dan —
phia cau st dung DVHCC cua tinh Quang Binh.

Theo két qua nghién cau, cac chinh sach cai cach TTHC ¢ tinh Quang Binh
trong nhitng nim gan day di tao ra nhitng thay d6i dang ké theo hudng tich cuc vé
chét lwgng cung ttng DVHCC.

Trén co so phan tich sé liéu diéu tra DN va nguoi dan, két qua nghién cau
cling cho thay chat luong cung tng DVHCC 6 tinh Quang Binh d3 duoc cai thién
dang ké. DN va ngudi dan ¢ trén dia ban tinh Quang Binh da duoc tiép can cac loai
TTHC qua nhiéu kénh thong tin, ddng thoi cac TTHC da duoc don gian hda va tinh
gon hon. Quy trinh giai quyét cac TTHC di duoc cong khai rd rang hon so vai nhitng
nam trude ddy. Phan 16n DN va nguoi dan danh gia khé tich cuc vé thai do phuc vu
cuta can bo tiép nhan va hoan tra ho so tai cac bo phan van phong mot cira C4c cap.

Di co sy cai thién vé diém sb caa noi dung thanh phan va chi tiéu thanh phan
danh gia chat lugng cung tng DVHCC thudc cac Bo chi sé PCI, SIPAS, PAPI va
PAR INDEX. Tuy nhién viéc cai thién cac noi dung/chi tiéu nay van chua dap tng
duoc mirc do phét trién KT - XH cuaa dia phwong, do d6 nhiéu noi dung/chi tiéu c6 sy
giam hang trén bang xép hang toan qudc néi chung va khi so sanh véi khu vuc Béc
Trung Bo ndi riéng. Két qua phan tich cac chi sé chinh thie nhu PCL, SIPAS, PAPI
va PAR INDEX ciing nhu danh gia tir phia DN va nguoi dan cho thiy DVHCC & tinh
Quang Binh dang boc 16 nhiéu diém han ché. Tinh trang nhiing nhiéu, phét sinh cac
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khoan CPKCT tir phia cac DN van con phé bién, véi ty 16 DN khing dinh ¢ muc
trung vi cua ca nudc. Muic do dap tng cac kién nghi cua DN va nguoi dan khéng co
su cai thién qua cac ndm. Muc do hién dai hda nén hanh chinh dugc danh gia thap
hon so véi cac dja phuong trong khu vuc Bac Trung Bo.

Két qua nghién ciru ciing cho thay hé thdng théng tin DVHCC ¢ tinh Quang
Binh van con nhiéu bét cap, dac biét 1a tai cac bo phan hanh chinh cap huyén va cap
xd chua c6 nhiéu cai cach dé DN va ngudi dan dé dang tiép can. Hé thdng théng tin
DVHCC 6 céac dia phuong ving nong thén, mién nui thuong rat nghéo nan; DN va
ngudi dan rat bi dong va gip nhiéu kho khin trong viéc tiép can théng tin vé TTHC
va thong tin phan hdi két qua giai quyét TTHC. Diéu ndy xuat phét tir nguyén nhan
cha yéu 1a hé thdng thong tin DVHCC duoc cung cip cho DN va nguoi dan thdng
qua cac kénh truyén thng nhu bang niém yét bo TTHC hoac st dung kénh tuong tac
giita can bo tiép nhan va tra két qua giai quyét ho so tai bo phan mot caa. Trong khi
d6, viéc tng dung CNTT con rat han ché, din dén viéc cung cap thong tin vé TTHC
cling nhu thong tin phan hdi két qua giai quyét thi tuc, ho so cho DN va ngudi dan
phuc thudc rat 16n vao vai trd cia CBCC tai c4c trung tam va bo phan mot cua. CO
nhiéu y kién danh gia tiéu cuc dbi véi van dé tré hen trong giai quyét ho so va phan
g cua cac trung tim HCC d6i vai viéc tré hen nay.

Pé nang cao chat lugng cung ung DVHCC, tinh Quang Binh can thuc hién
ddng bo nhiéu giai phap. Biéu cap thiét hién nay d6i vai tinh Quang Binh Ia can day
manh @ng dung CNTT trong cung tng DVHCC nham gidp tiét kiém chi phi hanh
chinh, nang cao hiéu luc hiéu qua hoat dong cua cac trung tam/bo phan mot cia lién
thong, dac biét 1a mang lai nhiéu tién ich cho DN va nguoi dan trong qué trinh st
dung DVHCC; tiép tuc hoan thién cac chinh sach d6i véi doi ngii CBCC hanh chinh
va hoan thién cac TTHC theo hudng don gian hoa, tinh gon dé DN va nguoi dan
huéng thu duge nhitng dich vu tét nhat.

2. Han ché cia luan an va hwéng nghién ciu tiép theo

Thez nhdt, nghién cau chi tap trung trén mot dia phwong 1a tinh Quang Binh ma
chua mé rong ra cac cac tinh, thanh phd khac cé diéu kién tuong tu. Nhu vay, cac
nghién ctu tiép theo c6 thé mé rong dia ban nghién ctu khac nham ting tinh tong
quat caa mé hinh,

Thur hai, muc tiéu co ban cua nghién ctru nay 1a xac dinh mirc d6 anh huéng va
tam quan trong caa cac nhan té chat luong cung img DVHCC dén su hai long cua
DN va nguoi dan khi thuc hién cac DVHCC cua cac cap chinh quyén trén dia ban
tinh Quang Binh. Do vay, chua so sanh dugc danh gia chat luong cung ting DVHCC
giira cac cap.
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Thur ba, viéc sir dung thang do Likert 5 marc d6 theo danh gia cha quan caa DN
vé chat lugng cung tng dich vu nén khéng tranh khoi nhiing han ché khéng mong
mudn cua thang do Likert ndy. Vi vy, cac nghién cuu tiép theo c6 thé st dung thang
do khac khac dé kiém tra lai két qua caa nghién ctu nay.
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PART I. INTRODUCTION

1. The urgency of the research

Public administrative service (PAS) delivery quality improvement has always
been a research issue that local authorities are concerned about in dealing increasing
requirements of businesses and citizens because the quality of PAS delivery is a decisive
factor to local competitiveness and to satisfy the needs of businesses, citizens. In the past
two decades, there have been many studies on PAS in other countries around the world
and in Vietnam. However, most studies focus on national level while only a few do
research of local government level. In fact, between the government and local authorities
as well as between municipalities, there are quite large differences in service delivery
and criteria for evaluating the service delivery quality. Without adequate attention to
the improvement of state management agencies’ PAS delivery quality, the overall
quality of public service delivery will reduce, negatively affecting citizens' lives and
the overall development of the whole society.

Being a province in the North Central region, the authorities at all levels in
Quang Binh province have recently made many efforts in reforming PAS. However,
the outcome still does not meet the socio-economic development requirements. PCI
and PAPI indicators are still low, the public services delivery in the province remains
limited, such as: administrative procedures are still cumbersome; businesses still
meet difficulties in using PAS; Morale, attitude, and responsibility towards the
serving job of some public officers are not up to expectations. These are obstacles to
the local development in the time to come, when Quang Binh is focusing on
attracting investment, especially in the fields of commerce, tourism and energy.
Therefore, Quang Binh provincial government needs to make strong improvements in
the delivery of PAS to meet the increasing demands of businesses, citizens and
investors. From the above theoretical and practical issues, it is necessary to study the
quality of PAS delivery in general and particularly factors affecting the quality of
PAS delivery in Quang Binh province.

2. Research objectives

2.1. General objectives

The general objectives of the thesis are to assess the quality of PAS in Quang
Binh province, thereby to propose solutions to improve the quality of PAS to meet the
increasing needs of businesses and citizens, creating motivation for local socio-
economic development.

2.2. Specific objectives

Objective 1: To systematize theoretical and practical issues about the quality of
PAS, the quality factors of PAS and its impacts on the satisfaction of businesses and
citizens.



Objective 2: To determine the impacts and importance of quality factors of PAS
by all levels of government to the satisfaction of businesses and citizens in Quang Binh
province.

Objective 3: To identify the strengths, limitations and causes relating to PAS of
local authorities at all levels in Quang Binh province.

Objective 4: To propose appropriate solutions to improve the quality of PAS for
businesses and citizens in Quang Binh province.

3. Research subjects and scopes

3.1. Research subjects

The research subjects of the thesis are the PAS quality factors and the satisfaction
of businesses and citizens towards the quality of PAS.

3.2. Research scopes

Based on the research objectives and research subjects, the thesis focuses on
basic PAS provided by local authorities at all levels in Quang Binh province, with an
emphasis on analyzing the PAS quality provided by provincial and district public
administration agencies for businesses.

3.3. Spatial and temporal scopes

- Spatial scope: Quang Binh province.

- Temporal scope: The secondary and primary data are collected and investigated
in the years from 2017 to 2019. Solutions to improve the quality of PAS are proposed
for the period up to 2030.

4. Contributions of the thesis

4.1. Scientific contributions: The thesis supplements considerably the theory
related to PAS quality factors improvement in Vietnam, namely:

+ The thesis synthesizes, supplements, and clarifies research concepts, theoretical
framework on PAS quality and factors affecting the satisfaction of businesses and
citizens towards PAS.

+ Based on the results of previous researches, the thesis builds and develops the
PAS quality scale; proposes a model to analyze and evaluate PAS quality provided by
state administrative agencies in the study area; at the same time, combines reports on
data using the official sets of indicators conducted by state organizations and
independent and non-governmental organizations to compare with the results of this

investigation and surveys.
4.2. In terms of research methods: A lot of previous studies used exploratory

factor analysis (EFA) and linear regression to analyze the causal relationship between
PAS quality factors and the satisfaction of businesses and citizens. The drawback of the
above methods is to ignore the error of the measurement model which therefore affect
the reliability of the research results. This research uses the partial least square structural
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equation modeling (PLS-SEM) — a behavioral research model to analyze the relationship
between the PAS quality factors and the satisfaction of businesses and citizens. This
research model has been used quite a lot in consumer behavior research in recent years
thanks to its predominance in a combination of factor analysis and linear regression.
Also, the use of PLS-SEM allows the researcher to simultaneously know the
measurement errors of both independent and dependent variables, evaluate the structural
model and test the hypotheses of the research model.

4.3. Practical contributions

- From assessing the current PAS provided by state administrative agencies of
Quang Binh province to businesses and citizens, detecting weaknesses and causes of
limitations, forecasting social demand for PAS to propose groups of solutions to
improve the quality of PAS delivery of the research areas.

- The thesis provides scientific basis for the formulation of guidelines, policies
and mechanisms for PAS management of the People's Councils and People's
Committees of Quang Binh province and proposes solutions to local government levels
in order to constantly improve the PAS delivery, to meet the needs of socio-economic
development in the coming time.

- The thesis research results can also be good references for local authorities in
other provinces and cities in the country with similar conditions to improve the
effectiveness and efficiency of administrative management and PAS for businesses and
citizens in a productivity, quality, and efficiency-oriented manner.

5. Structure of the thesis

The main content of the thesis is structured as follows:
Part I. Introduction
Part Il. Literature review
Part 111. Research contents and results
Chapter 1: PAS quality theories
Chapter 2: Research site geographical characteristics and research methods
Chapter 3: Research results on Quang Binh province’s PAS quality.
Chapter 4: Solutions to improve Quang Binh province’s PAS quality.
Part IVV. Conclusions.
PART Il. LITERATURE REVIEW

1. Overview of foreign studies

To measure PAS quality, many studies have used the SERVQUAL model
proposed by Parasuraman, Valarie A Zeithaml (1985). Research by Donnelly, Mike,
Mik Wisniewski (1995) has clearly analyzed the use of SERVQUAL approach to
measure PAS quality by local authorities, which states that this model can also be used
to study 5 types of gaps in the PAS process to meet customer expectations. Cronin &
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Taylor (1992) proposed a SERVPERF model with 5 basic aspects like the
SERVQUAL model; at the same time determines the quality evaluated from the
customers’ perception, not necessarily implying the expected value of service.

Many authors used the SERVQUAL model (with adjustments) to measure the
PAS quality (some of which only measure the SERVPERF perceived assessment) for
different local contexts.

2. Overview of domestic studies

Vo Nguyen Khanh (2011) conducted a measurement of satisfaction towards
PAS provided by the People's Committee of District 1, Ho Chi Minh City and
concluded that the surveyed citizens’ satisfaction towards PAS was influenced by 4
key factors: (1) procedures, (2) service capacity, (3) reliability, (4) facilities. The
survey results show that these 4 factors are positively related with the satisfaction of
the citizens.

Research by Cao Duy Hoang and Le Nguyen Hau (2011) on PAS quality by Dalat
City PPC showed that there were 4 factors affecting the service quality, namely (1) ease
of access to services; (2) public officers quality (3) service procedure and (4) facilities.
The quality of the public officers was determined by 2 main factors: public officers’
professional ability and serving attitude.

Le Bao Lam and Tran Ngoc Tam (2012) studied the satisfaction of businesses
with the service quality of the Ho Chi Minh City Tax Department based on the
SERVQUAL scale. The research results showed that the factors affecting the
satisfaction of businesses with service quality included: (1) the empathy of public
officers; (2) the responsiveness of public officers; (3) reliability; (4) support and
propaganda capacity; and (5) information provision capacity.

Research by Nguyen Quoc Nghi (2013) in Can Tho City identified 3 factors
affecting citizens' satisfaction towards the one-stop shop mechanism, including: (1)
Service procedure and capacity, (2) speed and feedback, (3) tangible means. In
particular, the speed factor and feedback have the strongest impact on citizens'
satisfaction towards the one-stop shop mechanism.

Survey by Pham Duc Chinh and Nguyen Xuan An (2015) in Long Xuyen City,
An Giang Province, using regression analysis showed that PAS quality was affected by
4 factors: (1) Civil servant quality, (2) Service delivery procedure, (3) Feedback
processing procedure, (4) Infrastructure, of which, civil servant quality has the strongest
Impact on citizens’ satisfaction.

Ho Le Tan Thanh and Le Kim Long (2015) conducted a survey at the People's
Committee of Dien Khanh District, Khanh Hoa Province, and proved that
"Paperwork, working time" and "Fees" are the most important factors to citizens’
satisfaction.



Pham Thi Hue and Le Dinh Hai (2018) surveyed at Cam My District, Dong Nai
Province, identified 4 groups of factors that significantly affect citizens’ satisfaction
towards PAS, including: (1) Serving capacity of public officers; (2) Service procedures
and paperwork; (3) Public officers’ attitude and serving level; (4) Infrastructure.

Research by Nguyen Hong Ha (2019) surveyed at Tra Vinh province, using the
multivariate regression method, found that there were a number of factors affecting
citizens’ satisfaction towards PAS, including: paperwork, service fees, public officers’
attitudes, public officers’ empathy, competence and reliability.

The literature review of domestic studies shows that compared to other types of
services, studies on PAS quality and factors affecting the quality of PAS delivery are
relatively limited and depend a lot on the research context because this is a specific type of
service and is affected quite a lot by states’ institutions and policies.

3. Gaps in previous studies and research orientation of the thesis

Previous studies have some limitations such as: (1) The research approach focuses
on a group of target group which are citizens — service users. Most studies use
guantitative methods through surveying citizens with questionnaires, using exploratory
factor analysis and regression analysis, so analysis result is biased due to limited sample
size and scale (2) The studies only provided general assessments of service delivery
quality based on survey data of businesses and citizens without considering these
assessments in relation to the official assessment indexes by state organizations and
independent and and non-governmental organizations which led to the limitation that the
public administration service delivery has not been fully reflected from the point of view
of agencies and service providers.

Besides advantages, the indexes (PCI, PAPI, PAR-Index, SIPAS, etc.), in
practice, have many limitations that need to be overcame. In addition, heavily
achievements focused manner of public service agencies is still common, so the survey
results may be subjective from the point of view of managers and not a true assessment
of the public administration service delivery from the citizens and organizations in
society. Therefore, the survey results may not reflect the actual public administration
service delivery from service users.

To address the above gaps, the thesis research chooses a mixed research approach
that combines qualitative (in-depth interviews with experts, businesses, and citizens) and
guantitative (investigations, surveys, etc.) to provide deeper information about the
assessment of businesses and citizens towards the public administration service delivery
in Quang Binh. In addition, the author also uses data from studies by government
management agencies (PCl, PAPI, PAR-Index, SIPAS) to compare with survey results.
Finally, partial linear structure model analysis (PLS-SEM) will be used to overcome the
limitations of traditional methods (factor analysis, correlation regression).
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PART I11. RESEARCH CONTENTS AND RESULTS
CHAPTER 1: THEORETICAL BASIS REALTED TO PUBLIC
ADMINISTRATION SERVICE DELIVERY QUALITY

1.1. Concepts
1.1.1. Public administrative services

The concept of public administration service in the thesis is non-profit services,
serving government management activities, obliging, and encouraging businesses
and citizens to use to ensure social order and safety. Products of these services are
Issued to organizations and individuals by competent state administrative agencies
(or authorized organizations) in the form of legally valid papers (or digitized
information) in the fields under their management.

1.1.2. Public administrative services delivery quality

Through a literature review on public service quality in general and particularly
public administration service quality, many domestic and foreign studies use both terms
"service quality” and "service delivery quality”. The assessment of the PAS delivery
includes the evaluation of the entire process of organizing the PAS delivery, allowing
researchers to adjust the measurement criteria flexibly to reflect the following factors:
Objectives, inputs, processes, outputs suitable for each area, specific research context.
This is also the term used by the Ministry of Home Affairs in the goal of implementing
the SIPAS Index. The thesis with a process-based approach also performs an assessment
of " PAS delivery" in order to measure factors suitable with the research context in
Quang Binh province.

According to the study author, the PAS delivery is the entire characteristics of
PAS and the process of organizing the delivery of that public administration service to
meet the requirements of businesses and citizens; reflected in the gap between the
expectations of businesses and citizens and their perception when using public
administration service.
1.2. Research models and hypotheses

On the basis of an overview of domestic and foreign studies, theoretical bases,
official assessment indexes and discussion with experts, the author built a model of the
service delivery quality factors affecting the satisfaction of businesses and citizens
towards public administration service delivery in Quang Binh with the following 5 basic
factors:
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Figure 1.1. Proposed research model
Hypothesis H1: The easy accessibility of PAS positively affects the satisfaction of
businesses and citizens.
Hypothesis H2(a): The capacity and attitude of public officers positively affect the
satisfaction of businesses and citizens.
Hypothesis H2(b): The capacity and attitude of public officers positively affect the
results of PAS delivery.
Hypothesis H3(a): The PAS delivery process positively affects the satisfaction of
businesses and citizens.
Hypothesis H3b: The PAS delivery process positively affects PAS delivery results.
Hypothesis H4: PAS results positively affect the satisfaction of businesses and
citizens.
Hypothesis H5: Infrastructure of administrative agencies positively affects the

satisfaction of businesses and citizens.




CHAPTER 2. GEOGRAPHICAL CHARACTERISTICS AND RESEARCH
METHODS
2.1. Overview of the research area

In 2019, the average population of the province was 896,601, of which men
accounted for 50.18%. The population is unevenly distributed among regions, while the
land plains are few, the population is concentrated. The highest concentrated population
density is in Dong Hoi city with 859 citizens/km? and the most disperse is Minh Hoa
district with 37 citizens/ km?

Regarding postage: 124/151 communes have postal service points with
attendants. In the province, there are 11 businesses participating in the provision of
postal services with 176 postal service points. The receipt of dossiers and the return of
the results of administrative formalities settlement through the public postal service are
implemented at 51 post offices under the provincial post office and the provincial
public administration center, the district-level one-stop office center.

The province's electronic data center is initially built, upgraded, maintain stable
operation, basically meets the requirements of operation, exploitation, and application of
10 information systems and shared databases of the province, and at the same time
supports agencies and units to install and operate systems, specialized software. At the
end of 2020, the construction of the Intelligent Operation Center (IOC) has been
launched and is currently promoting a few pilot smart city services in the province.

The provincial data sharing and integration platform (Local Government
Service Platform LGSP) is built into the core, initially connecting information systems
and provincial databases in sending and receiving electronic documents, online public
service, reporting information, data for direction, operation, administrative formalities,
electronic gazette, etc. and has implemented connection and communication with the
national data sharing and integration platform (NGSP); thereby connecting and sharing
data with the National Document Interconnection Axis, the National Public Service
Portal, the PayGov national payment support system, the national database on business
registration, etc.

The shared software of the province is widely applied in state-owned entities,
helping to promote the administrative system modernization, to improve the quality
and efficiency of governance, operation and public service delivery to citizens and
businesses.

The provincial public service portal has become public, offering 256 level 3 and
4 online public service, of which 47 level 3 and 4 online public service has been
integrated into the national public service portal. The rate of level 3 and 4 online public
service with online profiles reached 21.7%; the proportion of administrative formality
applications resolved at level 3 and 4 online reached 45.4%.
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However, the IT infrastructure of provincial sectors is still not synchronous, is
not much efficiently exploited and used. Computer equipment infrastructure, network
connection at some agencies and offices are still lacking in quantity and weak in
configuration and quality. The provincial electronic data center is still substandard;
processing and storage capacity is not adequate to meet the requirements for the
development of digital government and smart cities in the coming time. IT application
In many administrative units is at the beginning stage, shown at the surface, without
depth. The percentage of administrative formalities that provides level 3, 4 online
public service is still low. Specialized databases have not been invested and provided
with data, causing many difficulties for the development of shared databases and open
databases of the province. There are only only a few of IT specialists and
cyberinformation security experts with limited capacity and experience, especially at
the communal level.

2.3. Research approaches and methods

2.3.1. Research approaches

Mixed approach (combining qualitative research and quantitative research).

2.3.2. Literature review, scale development

Secondary documents will be synthesized from domestic and foreign studies from
various sources to clarify concepts and theoretical bases, including: Data related to PAS
taken from reputable journals; Annual reports of PAPI, PCI, SIPAS, PAR-INDEX; M-
Score Citizen Feedback Mechanism initiative; List of administrative formalities
implemented by departments, districts and communes; Secondary information from
annual reports by General Statistics Office, Provincial People's Committee, Quang Binh
Provincial Statistics Office.

2.3.3. Qualitative research

Experts interview is to collect opinions on the criteria for evaluating the quality of
public administration service and PAS delivery quality factors; used to adjust and limit
the research scope; adjusting and supplementing observational variables and calibrating
the proposed research model.

2.3.4. Quantitative research

A questionnaire is designed to collect information on the assessment of citizens
and businesses for the quality of public administration service delivery in Quang Binh
on the basis of a 5-level Likert scale, designed to ensure an answer time within 10-15
minutes.

Subjects of investigation: representatives of businesses, citizens (users of public
administration service) in the research areas.



Sample size and sample selection: According to Gerbing and Anderson (1988),
in practical research applications, sample sizes of typically 150 or larger are necessary to
obtain estimates of parameters with small standard errors. As such, the sample size of
333 is large enough to run the model. The convenient sample selection method is applied
due to the ease of access to the target groups answering the questionnaire at the survey
points; collected at different times of the day to increase the representativeness of the
sample.

The data analysis is carried out in 2 stages: Stage 1 performs the synthesis of
survey data and cleans the data by removing inappropriate samples due to the
respondents’ failure to adequately respond and not reliable response; In stage 2, the
correlation between variables is evaluated and measured using the following methods:
Statistical descriptive analysis; PLS-SEM model; Importance-performance map analysis
(IPMA).

CHAPTER 3. RESEARCH RESULTS

3.1. Results of assessing the quality of public administration service in Quang
Binh province from official indexes

According to PAPI, two component contents including commune/ward-level
administrative formalities and Authentication/Certification tend to decrease compared to
previous years. Although the e-Governance score is among the best in the country, the
assessment of component contents shows that the responsiveness of online public
service in the province is not high, the interaction between the government with
businesses and citizens on the internet space is not strong. This is also reflected in the
results of SIPAS and PCI indexes, specifically: According to SIPAS, businesses and
citizens still quite highly appreciate the suitability (92.83%) regarding the interaction
method at the One-Stop Department while the online form via the internet still has many
shortcomings and is not suitable (the suitability level is only 78%); According to PCI,
the application of IT in business registration is not good. The proportion of businesses
completing business registration procedures through the new methods (online, public
administrative center, post office) is only 47% (although it has increased by 32 places
compared to 2018, ranked 23 out of 63 provinces and cities) and the application of IT is
highly evaluated by only 39% of surveyed businesses; Especially, while the rate of
businesses accessing the provincial Website reached a good rate of 89% (ranked 2/6
provinces in the North Central region), the score on the openness and quality of the
province's website only reached 34.5 points, the lowest among the north central
provinces.

According to SIPAS, about 83.43% of respondents were generally satisfied with
the service of administrative agencies in Quang Binh province. Businesses and citizens
know about the regulations on administrative formalities mainly through public officers
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where the applications are submitted (71.09%); up to 69% of respondents said that they
have to go from 2-3 times to get the job done, even approximately 3.7% of citizens have
to go 4 times; notification of late appointments only accounts for 50% of late
applications processing and less than half of these applications (46.15%) have letters of
apology for delays. This limitation is also reflected in the results of PCl's Time Cost
Index, in which 59% of businesses said that businesses do not have to travel many times
to complete procedures, ranked 45/63 provinces (ranked 4th out of 6 provinces in the
North Central region) which is a problem that government offices need to reconsider to
create favorable conditions for businesses using administrative service in the coming
time.

The scores of the PCI index also reflect the efforts of Quang Binh province in
administrative formalities reform, such as ranked 09/63 nationwide regarding cost of
entering the market (especially 0% of businesses have to wait more than three months to
complete all procedures to officially operate; The professional expertise and service
attitude of the public officers are quite good, the listing of the administrative formalities
is publicized, agreed by 89% of the surveyed businesses); Among the 6 provinces in the
North Central region, Quang Binh is the municipality with the highest rate of businesses
agreeing that implementation time of the administrative formalities is shortened (at the
rate of 77%); Informal costs in 2019 increased by 31 places compared to 2018, ranking
32/63 nationwide. However, despite the improvement, some indicators are still only at
the median level compared to the whole country and quite low compared to the North
Central provinces, which need to be further improved such as Transparency and access
to information; Time costs; The situation of interference and arising un-official expenses
payments from businesses has improved a lot but is still common, etc. Regarding the
results of internal self-assessment and governmental actor evaluation in the PAR-
INDEX, Quang Binh also needs improvements in the following areas: administration
reform direction and administration; Organizational reform of the bureaucracy;
administrative modernization.

3.2. Quality of public administration service delivery in Quang Binh through
citizens and businesses survey results

3.2.1. Sample characteristics

Out of a total of 333 citizens and business representatives, nearly 39% are
representatives of businesses and businesspeople, the rest are public officers (20%) and
citizens. Thus, this industry structure help investigators collect a lot of multidimensional
information including representatives of both citizens and local business representatives.
In terms of cultural qualifications, the survey results showed that most of the
interviewees had education from high school to college and university, accounting for
more than 80%. This also makes sense when the interviewees are mostly between 25
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and 45 years old. Thus, if citizens have a high level of education, they have a lot of
understanding of the provisions of the law, understand well the declaration forms and
are more convenient for the exchange of information between the receiving staff and
businesses, making the implementation of public administration service easier because
there is empathy and mutual understanding between officials and businesses, citizens.

3.2.2. Statistical description of research variables
3.2.2.1. Publicity and transparency in service access

Statistical results show that nearly 80% of interviewees expressed the viewpoints
that agreed and strongly agreed with 2 the statements related to access to public
administration service, including: "Administrative service paperwork and procedures are
transparently publicized"; and "IT application for accessing, learning administrative
formalities™.

Regarding the statement "Information about public administration service is easily
accessible”, the number of respondents who disagreed and completely disagreed
accounted for nearly 10%. The Internet or web portal is still a relatively limited tool for
the people in rural and mountainous areas, where the level of people's knowledge is still
low. This result is also quite the same to the SIPAS index result in Quang Binh province
in 2019 when citizens said that the information channel to know the regulations on
administrative procedures is from public officers where applications are submitted (71%)
while very few via the internet (7.17%). This is a major barrier for Quang Binh province
in the process of building e-government and implementing policies to promote IT
application in PAS delivering.

3.2.2.2. Facilities

In general, the percentage of citizens and businesses who answered “agreed” and
“completely agreed” with statements related to facilities was quite high with an average
score greater than 3.7. Facility conditions for PAS delivery at the provincial level are
evaluated much better by citizens and businesses than the other 2 levels.

3.2.2.3. Administrative procedures and supervision mechanisms

Most citizens and businesses have quite positive reviews of administrative
formalities, with the proportion of respondents agreeing and very much agreeing with
statements related to administrative formalities from 60% — 70%; which shows that
Quang Binh province has made many efforts in implementing reform policy, simplifying
the administrative formalities, helping to improve the satisfaction of citizens and
businesses using the service.

However, the biggest limitation of the one-stop office model is that citizens and
businesses are completely unable to monitor and supervise the process of settling
documents at the offices and departments under the Provincial People's Committee and
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specialized departments under the People's Committee of districts and cities. The results
of in-depth interviews reveal the reason that citizens and businesses have not highly
appreciated the monitoring mechanism in the process of administrative formalities
settlement in Quang Binh province is because a majority of administrative formalities in
Quang Binh province is only at levels 1 and 2, while there are few administrative
formalities implemented at levels 3 and 4.

3.2.2.4. Public officers deal with administrative formalities for citizens and

businesses

Citizens and businesses have positive evaluations about public officers regarding
the following aspects, namely: professional expertise; polite and friendly attitude to
citizens and businesses when receiving and returning documents; easy to understand and
clear instruction of administrative formalities; polite and neat outfits. The proportion of
citizens and businesses has positive evaluations regarding these criteria reached from
55% to 68%. There are still a couple of negative evaluations from citizens and
businesses towards public officers directly involved in dealing with administrative
formalities. Some public officers still unsatisfactorily solve the problems of citizens and
businesses and get private works done during working hours.

The negative behaviors and interference for enterprises and citizens using public
administrative service still exists in some administrative public officers, especially
public officers in provincial specialized departments and offices. SIPAS's survey data in
Quang Binh in 2019 also reflected this situation, stating that about 2.39% of respondents
revealed that there is a phenomenon of troublesome and harassing public officers and
about 0.87% said that there is still a phenomenon of public officers suggesting to them
pay money outside of fees/charges. The reason is the lack of a strict monitoring
mechanism for these public officers. Therefore, it is necessary to develop a transparent
mechanism to strengthen the role of stricter supervision and management for public
officers handling administrative procedures.

3.2.2.5. Administrative paperwork settlement results

Most businesses and citizens highly appreciate the issues related to the time of
paperwork settlement results return (average score of 3.83) and clear and satisfactory
explanations in case of delays (average score of 4.14). This proved that the
administrative paperwork processing of Quang Binh PAS centers is quite good.

However, in some cases, there are still late return of results, which has greatly
affected the work of citizens and businesses. This also means that the administrative
processing period are prolonged compared to the publicly posted time limit. The
settlement of land procedures for citizens and businesses in Quang Binh province is still
facing many problems.
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3.2.2.6. Satisfaction towards the entire PAS implementation process

Nearly 75% of opinions agree and totally agree with the statement "In general, |
am satisfied with PAS quality". The average score for the statement "I think PAS has
met my demands" is 3.53. Thus, in general, businesses and citizens do acknowledge and
have positive evaluations towards PAS delivery quality in Quang Binh province. This
shows local efforts in recent years in adopting reform policies to improve the
satisfaction of businesses and citizens towards PAS quality.

The citizens' evaluations are quite consistent with the survey data of the Vietnam
Chamber of Commerce and Industry through the PCI index of Quang Binh province.
92% of respondents said that public officers in Quang Binh province provided clear and
complete instructions and 74% said that public officers are enthusiastic and friendly.

3.3. Analysis of factors affecting the satisfaction towards the quality of public
administration services in Quang Binh

3.3.1. Measurement model evaluation

3.3.1.1 Internal Consistency Reliability

Reliable scale.

3.3.1.2. Convergent Validity

Factor load coefficients of variables are all higher than 0.7 except for the variable
TCDV3 due to low content value contribution (external factor load factor equal to
5.598), the values of the remaining variables all meet the convergence value standard.
The results of testing the convergence of the scale are satisfactory.

3.3.1.3. Discriminant validity

All factors reach discriminant validity.

3.3.1.4. Multi-linear detection

The study model was not subject to multi-linear phenomena.
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Figure 3.11: Resulting model taken from PLS Bootstrap output
Source: Results of processing survey data using SmartPLS 3.0 software

3.3.2. Structural model evaluation and hypothesis testing

3.3.2.1. Assess the suitability of the model:

The structured model is suitable for the dataset.

3.3.2.2. Measurement of the Coefficient R?

The variables in the model explained 61.8% of the variability of businesses and
citizens' satisfaction towards PAS. In addition, two factors of the capacity of public
officers and the ease of the administrative paperwork influenced about 15.8% of the
variability of the administrative paperwork resolution results. This means that the service
delivery quality affects the administrative paperwork assessing outcome (middle variable)
and then affects the satisfaction of businesses and citizens.

3.3.2.3. Testing research hypotheses:

All paths with (+) affect on the satisfaction of citizens and businesses.
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Table 3.22: Summary of structural model results

Hypotheses Relationships Coefficients t-value Conclusions

ACCESSABILITY -> .

H1 SATISEACTION 0,038 1,018 Rejected
PUBLIC OFFICERS ->

H22 S ATISFACTION 0,555 11,441 Accepted
PUBLIC OFFICERS ->

H2b  SERVICE OUTCOME 0,327 6,140 Accepted
ADMINISTRATIVE

H3a PROCEDURE -> 3,524 Accepted
SATISFACTION 0,138
ADMINISTRATIVE

H3b PROCEDURE -> SERVICE 2,775 Accepted
OUTCOME 0,159
SERVICE OUTCOME ->

H4 SATISEACTION 0,242 5,868 Accepted

H5 ~ FACILITY -> 0,126 3,025 Accepted

SATISFACTION

The results of the study showed that 6/7 accepted hypotheses with statistical
significance levels between 1% and 5% including the hypotheses H2a, H2b, H3a, H3b,
H4, H5. The accepted hypotheses are perfectly consistent with the provided predictions
that the perception of PAS delivery quality is influenced by factors such as: capacity and
attitude of public officers involved in providing PAS; administrative procedures and
paperwork; facilities in which the human factor is of the greatest importance. The results
of this study are quite consistent with those of many domestic and foreign studies on
factors affecting PAS [5, 74, 75, 83].

However, there is no statistical evidence to support Hypothesis H1: Access to
services has no impact on businesses’ satisfaction. This means that the level of access to
paperwork information of businesses and citizens does not affect the perceived value of
businesses and citizens. This may be because businesses and citizens can now easily
collect information related to administrative paperwork. For example, before
organizations and individuals come to contact state administrative agencies, they can
already gather information related to the administrative documents, the procedure and
time to return the results, etc.
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3.3.3. Importance—Performance Map Analysis (IPMA)

The analysis results showed that the most important variable for the satisfaction
towards PAS is "Public officers". The public officer factor is of particularly high
importance for PAS satisfaction in Quang Binh province. This is consistent with the
results of testing hypotheses in linear structural models, confirming that the human factor
Is of great importance in the PAS delivery process. In terms of implementation, public
officers have served quite well compared to the requirements, so they have contributed to
improving the service delivery quality for businesses and citizens. Research shows that,
after arranging and organizing the operating model of provincial and district PAS centers,
public officers working at PAS centers are selected and methodically trained, so the
professionalism of these public officers is quite high. In addition, every year, the
Provincial People's Committee organizes an assessment of administrative services quality
by other districts and departments, so local leaders and departments pay great attention to
the quality of public officers at PAS center to improve the image of the government.

Regarding the importance and performance of the observed variables to the
satisfaction of citizens and businesses with the quality of PAS delivery in the study area:
factors related to public officers are of high importance to the satisfaction of businesses
and citizens such as: "public officers are punctual”; "public officers have a polite, friendly
attitude when receiving and returning documents™; "public officers understand the
requirements of businesses and citizens". These are elements of soft skills in the process
of handling PAS-related operations. Regarding PAS results, variables such as accuracy in
service results; on-time and complete, correct paper return have a high impact on the
satisfaction of businesses and citizens. However, the level of implementation of these
factors is still lower than expected. Therefore, it should be prioritized for improvement in
the coming time.

3.4. Overall assessment of PAS quality in the province

3.4.1. Achievements

In general, the PAS delivery innovation process in Quang Binh province has
achieved remarkable results. At the same time, there has been an improvement in the
scores of component content and PAS quality assessment component indicators under the
PCI, SIPAS, PAPI and PAR INDEX.

- About PAS approach: PAS delivery has gradually come into order, facilitating
businesses and citizens in dealing with local public authorities. Businesses and citizens get
to know about the provisions of administrative paperwork mainly through public officers
where the application is filed, the rate of enterprises accessing the provincial website
reached a fairly good rate. The survey results also showed that most interviewees agreed
on clearly publicized administrative service processes and procedures.
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- Regarding procedure, administrative paperwork, and monitoring mechanism: The
direction of administrative paperwork reform has been focused on, promoted in the
direction of simplification, and shortening time. Some PAS are assessed by businesses
and citizens to be improved over the years such as business registration. PAS delivery
monitoring and evaluation has begun with the participation of businesses and citizens,
through many information channels. Corruptions, negativity, troublesome in solving work
step by step are overcome.

- In terms of capacity and attitude of public officers: The team of public officers
directly working at the one-stop shops are regularly trained in skills and professional
expertise. The professional expertise and serving attitude of public officers are positively
evaluated.

- In terms of facilities: The one-stop department connecting all levels is step by step
invested in synchronous equipment, modern IT application. The provincial public
administrative center came into operation and initially proved effective. Through the
survey, facilities conditions for PAS delivery at the provincial level were evaluated much
better than the other 2 levels by businesses and citizens.

- In terms of PAS processing results: The operation of service-centered public
offices is becoming better and better with the number of applications resolved on time
accounting for a high proportion over the years. The positive results of the PCI index also
reflect the province's efforts, such as Market Entry Costs, Informal Costs to name a few.

According to SIPAS, about 83.43% of respondents were generally satisfied with
the service of administrative agencies in Quang Binh province. The survey results also
showed that the majority of enterprises and citizens (75%) had a positive view and
evaluation of Quang Binh province PAS delivery quality, proving local efforts in recent
years in adopting reform policies to improve the satisfaction of enterprises and citizens
towards PAS delivery quality.

3.4.2. Problems, limitations, and causes

- Regarding PAS approach: The application of IT is still slow, not keeping up with
the development trend of society. The responsiveness of online public service in the
province is not high, the online form via the Internet still has many shortcomings and is
not suitable. Openness and quality scores of the province are even lowest among the
North Central provinces. Set requirements on improving website quality as well as
transparency of administrative procedure information on the portal; at the same time must
synchronously implement solutions to propagate and improve access rates to learn and
perform online administrative applications.

- Regarding the process, administrative paperwork and monitoring mechanism:
administrative paperwork has been reduced, but there are still many cumbersome
procedures. Rankings of communal/ward-level administrative paperwork and

attestation/certification tend to decline (PAPI); Some PAS have many inadequacies such
18



as granting land ownership certificate, attestation at district level. The initial operation of
the administrative service center still faces some difficulties and obstacles; the number of
public administrative paperwork performed in the form of online administrative services
level 3 and 4 is still very low, etc.

- Regarding capacity and attitude of public officers: The qualifications and
competencies of many public officers have not met the job requirements, especially the
lack of many skills in applying modern technologies; in the performance of official duties,
at some places there are still troublesomeness, harassment of businesses and citizens; the
training and improvement of the quality of public officers in some agencies and units are
sometimes not associated with job requirements. The morale, attitude, and responsibility
for the service of some public officers are not high. The organization of the apparatus in
some agencies and units is still cumbersome, regulations on the internal organizational
structure of the departments increase while the payroll has not been added accordingly, so
it is difficult to implement.

- In terms of facility: facilities and working conditions in some agencies, units and
municipalities have not been adequate, affecting the quality of work settlement in some
areas. Through the survey, the current status of facilities for PAS delivery activities
(especially at the commune level) has not fully met the needs of enterprises and citizens.

- In terms of PAS settlement results: There remains backlog of dossiers, slow
processing, the receipt and return of the results of adminitrsative applications settlement at
the one-stop department, one-stop-shop in some agencies, units and municipalities are not
in accordance with regulations; some delays in applications processing (many in the field
of land) or have to travel many times to solve, etc.

In general, the improvement of PAS delivery quality assessment component
contents/indicators under the index sets has not yet met the level of local socio-economic
development, many content/indicators have decreased in the national rankings and when
compared to the North Central region in particular. In addition, the effectiveness of
implementing administrative reforms in some agencies, units and municipalities is still
low, etc. The outcome direction for PAS is unclear, form focused.

CHAPTER 4. SOLUTIONS TO IMPROVE THE QUALITY OF PUBLIC
ADMINISTRATION SERVICE DELIVERY IN QUANG BINH
4.1. Finalize policy for public officers participating in PAS delivery

Guidance on regimes and policies for public officers.
Promote reforms, changes of the thinking and working practices of public

officers.
Well implement recruitment, talent attraction policies.
Renew the training and retraining of public officers.
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Adopt the model on the implementation of the temporary rotation policy for public
officers involved in solving a number of administrative paperworks from commune to
provincial level.

4.2. Complete the administrative procedures in the direction of simplification

and ease of implementation

Minimize internal administrative procedures that are cumbersome and
unnecessary.

Adopt the "4 on-site™ model (receiving, appraising, approving, and returning results
on-site) for administrative procedures that are common and have a large number of
applications.

Increase the number of administrative procedures to receive and return documents
to citizens and businesses through the public postal service; Continue to apply the
quality management system according to ISO 9001: 2008 to deal with public
administrative procedures.

4.3. Strengthening monitoring of PA procedures

Consider establishing a PAS Implementation Monitoring Board; Quickly,
accurately, fairly and satisfactorily settle citizens' recommendations and reflections in
order to create citizens’ trust; People's Councils at all levels should promote the role of
government oversight in the implementation of PAS delivery activities.

Use IT solutions to attribute the responsibility to each department, each specialist
in charge.

Agree on the use of 2 forms of staff evaluation, including internal assessment
(inside assessment) and external assessment (citizens’/businesses’ assessment).

4.4. Promote IT adoption in PAS delivery

Promote IT applications for interconnection and connection of the online public
service portal system from the provincial to the district level; move towards building
electronic one-stop software.

Develop and publicize an e-government structure framework in Quang Binh
province.

Pilot implementation of the utility "Registration of administrative transaction
timer".

Promote the implementation of administrative paperwork at levels 3 and 4 in the
internet network environment.

Improve the quality of information posted online.

4.5. Increase investment in the infrastructure and equipment for PAS delivery
activities

Have a long-term roadmap and strategy in investing in upgrading and renovating
administrative departments/centers from commune to provincial level.
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Deploying the electronic one-stop software systems and PAS portals,
municipalities need an investment plan of purchasing synchronous equipment to operate
the system smoothly.

Deliver good services of photocopying and scanning of documents, papers,

documents and records for citizens and businesses at reasonable service prices.

Have specific measures to ensure that public officers wear uniforms and name
tags during working hours as well as when meeting customers to ensure professionalism
and create a good impression on service users, citizens.

4.6. Improve leadership, management and administration capacity of public

service agencies and units

The direction and administration of the administrative reform and the PAS
delivery must be carried out in-person by unit heads.

Promote the application of IT in management and administration; Have a solution
to arrange a leaders’ citizen reception schedule at one-stop shops.

Organize periodic dialogue conferences with citizens and businesses.

The monitoring, supervision, check-up, inspection of PAS delivery activities must
be carried out regularly and can be repeated at the units that still have many limitations
and weaknesses.

4.7. Improve the quality of providing information about public administrative
service to citizens and businesses

Publicize the administrative formalities on the local official web portal and
strongly communicate to citizens and businesses about the access address and usage.

Use IT solutions to support citizens.

Develop internal coordination mechanisms and assign clear responsibilities.

PART IV — CONCLUSIONS

Improving PAS delivery is one of the key tasks of all levels of government from
the central Government to the local levels in order to build a healthy and transparent
administration, creating favorable conditions for the society to benefit from the best
services. At the local level, improving the PAS delivery is seen as a powerful driving
force and leverage to promote economic growth and help improve competition capacity
as well as the reputation, position, and brand of a municipality. Therefore, the topic of
PAS has really attracted the research interest of many scholars and scientists at home
and abroad. If in foreign countries, the research on PAS delivery quality is quite diverse,
In Vietnam there are still much room for research, especially in the research of local
PAS delivery quality improvement, theoretical and practical gaps need to be clarified.

Using the research methods and approaches, the research has focused on
analyzing and evaluating the current service delivery quality through the indicators such
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as PAPI, PAR INDEX, SIPAS, PCI and synthesizing and analyzing 5 criteria reflecting
service delivery quality from the businesses and citizens survey results — Quang Binh
province PAS users.

According to the research results, the administrative service reform policy of
Quang Binh province in recent years have created significant positive changes to the
service delivery quality.

Through businesses and citizens survey data analysis, the research results also
show that the service delivery quality in Quang Binh province has improved
significantly. Businesses and citizens in Quang Binh province have been able to access
all types of public service paperworks through many information channels, and at the
same time, paperworks have been simplified and streamlined. PAS procedure has been
made more public than in previous years. Most businesses and citizens have positive
evaluations towards the serving attitude of public officers receiving and returning
documents at one-stop shop departments at all levels.

There has been an improvement in the scores of component content and
component indicators of PAS delivery quality evaluation using PCI, SIPAS, PAPI and
PAR INDEX. However, the improvement of these contents/indicators has not met the
local socio-economic development level, as a result many contents/indicators have lost
its positions in the national rankings in general and compared to the North Central
region in particular. The analysis results of official indicators such as PCI, SIPAS, PAPI
and PAR INDEX as well as assessments from businesses and citizens showed that PAS
in Quang Binh province was showing many limitations. Corruption and unofficial
payments from businesses is still common, with the proportion of businesses affirming
at the median level of the whole country. The level of responsiveness to the
recommendations of businesses and citizens has not improved over the years. The level
of administrative modernization is poorly estimated compared to other municipalities in
the North Central region.

The research results also show that the PAS information system in Quang Binh
province still has many shortcomings, especially at district and communal administrative
departments, there have not been many reforms for businesses and citizens to easily
access. PAS information systems at rural and mountainous municipalities are often very
poor; Businesses and citizens are very passive and face many difficulties in accessing
information about administrative formalities and feedback on the results of
administrative formalities settlement. The main reason of this is that the PAS
information is provided to businesses and citizens through traditional channels such as
the administrative paperwork listing board or interaction with the frontline officers who
receive and return the results of processing documents at the one-stop shops.
Meanwhile, the application of IT is still limited, leading to the delivery of information
about administrative formalities as well as feedback on the applications processing
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results for businesses and citizens depending greatly on the role of public officers in
one-stop centers and departments. There are numerous negative feedbacks regarding
delays in processing applications and the response of public administration service
centers towards the delays.

To improve the service delivery quality, Quang Binh province needs to
synchronously implement many solutions. It is critical for Quang Binh province to boost
the application of IT in the delivery of PAS to save administrative costs, improve the
operational effectiveness and efficiency of one-stop shops/centers, especially bringing
many utilities to businesses and citizens using PAS; continue to improve policies for
public officers and complete administrative formalities in the direction of simplification
and leanness so that businesses and citizens can enjoy the best services.

2. Thesis' limitations and further research directions

Firstly, the study only focused on one municipality, which was Quang Binh
province, no other provinces, and cities with similar conditions. Thus, further studies can
expand to other research areas to increase the generality of the model.

Secondly, the basic objective of this study is to determine the impact and
importance of quality factors in the public administration service delivery on the
satisfaction of businesses and citizens when using public administration service by all
levels of government in Quang Binh province. Therefore, it has not been possible to
compare the service delivery quality between the governance levels.

Thirdly, the use of the 5-level Likert scale using businesses’ subjective assessment
of the service delivery quality cannot be free from the unwanted limitations of this
Likert scale. Therefore, later studies may use other scales to double-check the results of
this study.
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