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ABSTRACT

The study aims to build scale for assessing the level of satisfaction of the
taxpayer on the quality of supportive communication services in the Tax
Department of Kien Giang province, using the Parasuraman scale. On the
basis of the theory of quality public services selectively inherit the results of
previous studies, legacy service quality assessment methods of Parasuraman
include 7 components: facilities, transparency, service capacity; response;
reliability; justice and democracy; and sympathy. Coordinating with the
opinion of the tax experts, the author proposed research model consisting of
seven factors affect the level of satisfaction of the taxpayer. From the initial
model proposed, the author conducted a survey on 350 samples studied and
applied testing methods Cronbach alpha and EFA analysis, ANOVA, results
of model studies to evaluate the level of satisfaction of taxpayers for the
quality of communication support services in the Tax Department of Kien
Giang province consists of seven components.: 1. Compassion and justice; 2.
Reliability; 3. Responses; 4. Open process; 5. Service capacity, 6. Facilities;
7. Open mission . Based on study results, the authors have proposed a
number of measures to improve and enhance the quality of supportive
communication services to meet the increasing needs of taxpayers.

TOM TAT

Nghién ciru nay da vmg dung thang do cua Parasuraman aé do lwong  mirc
do hai long cua nguoi ngp thué vé chat heong dich vu tuyén truyén hé tro tai
Cuc Thué tinh Kién Giang. Trén co s6 Iy thuyet vé chdt lwong dich vu cong
cong, ké thira phwong phap danh gia chdt leong dich vu cia Parasuraman
gom 7 thanh phan: Co sé vit chat; Tinh minh bach; Nang liuc phuc vu; Dap
ung; Tin cdy; Sy cong bang, ddn chii; Sw cam thong. Tir mo hinh dé xuat ban
ddu, tic gia tién hanh khao sat trén 350 mau nghién ciru va dp dung phwong
phadp kiém dinh Cronbach Alpha va phan tich EFA, ANOVA. Két qua nghién
ctu cho thay mikc dé hai long ciia nguoi ndp thué doi véi chdt lwong dich vu
tuyén truyén hé tro tai Cuc Thué tinh Kién Giang gom 7 thanh phan: 1. Cam
théng, cong bang; 2. Tin cdy; 3. Dap umg; 4. Cong khai quy trinh; 5. Nang
lwc phuc vu; 6. Co so vt chdt; 7. Cong khai cong vu. Tir két qud nghién ciru,
bai viét dua ra_cdc giai phdp nham cdi thién va nding cao chat lwong dich vu
tuyén truyén ho tro cho ngueoi ngp thué.
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1 PAT VAN PE

Cong tac tuyén truyén hd tro ngudi ndp thué
(NNT) co6 vai tro vo cung quan trong, la mot
trong nhirng yéu t6 hang dau, tic dong nhanh
nhat dén ¥ thuc, trach nhiém va quyén loi cua
NNT. Bé NNT nhan thirc dung quyén va nghia
vu clia minh d6i voi ngan sach nha nuéc, tir d6
tu giac tuan thu thyc hién nghia vu thué caa
minh theo dung quy dinh phap luat. Pay dugc
xem la mét trong nhiing ndi dung quan trong
trong chién luoc cai cach va hién dai héa nganh
thue phu hop voi tlen trinh hoi nhép va phat
trién cta nén kinh té. Cong tac tuyén truyen ho
trg (TTHT) chinh sach thué giit vai tro cau nbi,
lam nhiém vy thong tin hai chiéu giita chinh
sach thué voi NNT. Cong tac TTHT mot mat
giai dap nhimg vuéng mic tir chinh sich dén
nguoi thuc hién, mat khac lai thu nhan nhiing ¥
kién tir phia nhiing ngudi thuc hién chinh
sach phan hdi v6i cac nha hoach dinh chinh
sach dé c6 nhimg sira doi, bd sung phu hop véi
thuc tién.

Thuc té cho thiy, do thiéu hiéu biét, cham
cap nhét vé ché do, chinh sach thué cua NNT;
ddng thoi do cong tac TTHT va cac dich vu
TTHT vé thué chua dép tng dugc nhu ciu cia
NNT nén da din dén ngay cang phat sinh nhiéu
sai pham trong linh vuc thué.... Pé dich vu
TTHT cua nganh thué dép tng dugc yéu cau va
doi hoi ngay cang cao cia NNT, can ¢ mot cin
ctr khoa hoc cu thé dé dua ra nhitng dé xuit,
kién nghi phu hop.... Xuit phat tir nhu cau thuc
té, dé tai nghién ctru Pdnh gid sw hai long ciia
ngwoi ndp thué vé chit lwong dich vu tuyén
truyén hé tro tai Cuc Thué tinh Kién Giang la
can thiét va cip bach, phu hop véi thuc tién
hoat dong cta cong tic TTHT NNT hién nay.

2 PHUONG PHAP NGHIEN CUU
2.1 Mikc d9 hai 1ong va méi quan hé giira hai
1ong v6i chit lugng dich vu (CLDV)

Mot s6 tac gia cho rang CLDV va su hai
long khach hang la dong nhat. Tuy nhién, c6
nhiéu nghién ciru cho raing CLDV va su hai
long cta khach hang la hai khai niém khac

nhau. Theo Gronroos (1984), CLDV s€ tac
dong dén sy hai long ctia khach hang va tao nén
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su trung thanh cua khach hang. H¢ qua 1a doanh
thu va lgi nhuan cua doanh nghi¢p ting, dén
lugt nd, sé tac dong tré lai doanh nghi€p co
diéu kién cai thién hon nira CLDV khéch hang.
Quan ni¢m khac ctua Zeithaml & Bitner (2000),
su hai long ctia khach hang la thai @6 cua khach
hang khi str dung san pham hay dich vu trong
khi CLDV tp trung vao nhitng thanh phin cu
thé cua dich vu. Nhiéu nghién ctru da kiém dinh
va chimg minh méi quan h¢ giita CLDV va sy
hai long cua khach hang (Cronin & Taylor,
1992). Nhung rét it nghién ciu tap trung vao
viéc kiém dinh muc d¢ giai thich cac thanh
phan CLDV d6i vé6i sy hai long cia khach
hang, ddc biét trong nhiing nganh dich vu cu thé
(Lassar & Ctg, 2000). Muc d6 hai long cua
khach hang duwgc xem nhu 1a két qua, va chat
luong dich vu chinh 14 nguyén nhéan.

2.2 M6 hinh nghién ciru

Tac gia dua trén 1y thuyét vé tiéu chi déanh
gia CLDV cong; két hop ké thira co chon loc
mo hinh CLDV va sy théa man khach hang cia
Parasuraman, md hinh phuong an danh gia sy
hai long vé dich vy hanh chinh cong ciia cong
dan va to chirc cua Lé Dan (2011), mo hinh
nghién ctru vé sy hai 1ong cia NNT vé CLDV &
Phong TTHT Cuyc Thué tinh Bén Tre cta Phan
Tan Phat (2010), md hinh nghién ciru yéu té
anh huong sy hai long cua cac doanh nghiép co
von dau tu tryc tiép nude ngoai d6i véi dich vu
hd tro NNT caa Dinh Phi H6 (2011) va y kién
ctia cac chuyén gia nganh thué dé xuat mo hinh
danh gia muc do hai long cua NNT déi véi
CLDV TTHT tai Cuc Thué tinh Kién Giang cu
thé nhu sau (Hinh 1).

Céac khai niém trong hinh 1 dugc dién gidi
nhu sau:

— Co s6 vit chat (HI): bao gdm nha cira,
cac trang thiét bi, cong cu thong tin va céc
phuong tién ky thuat khac.

— Tinh minh bach (H2): 1a vigc NNT co
dugc nhing thong tin quy dinh vé bo thu tuc
hanh chinh, tién trinh giai quyet cong viée cua
CQT, khi c6 nhitng cham tré trong giai quyét
cong viéc.
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Co s vat chat

Tinh minh bach
Nang luc phuc
Hinh 1: M6 hinh danh gia vu
mirc d§ hai long ctia ngudi Db ¢
ndp thué ddi véi chét ap ung

lwong dich vu tuyén truyén

hd tro tai Cuc Thué tinh Do tin cay

Kién Giang
Tinh cong bang
dan chu

Su cam thong

— Nang lwc phuc vu (H3): thé hién kha
nang trinh do kién thirc chuyén moén, phong
cach phuc vy, lich sy, chu dao cua can bd thué
nhu: ¢6 kién thirc chuyén mén, c6 phong cach
lam viéc lich su chu dao, giai quyét cac thu tuc
hanh chinh nhanh chéng.

— Ddp img (H4): 1a mic d6 mong mudn va
san sang phuc vu ctia can bd thué nhu: tiép
nhan va tra két qua hd so dung han, dap Gmg cac
yéu cau cua NNT nhanh chéng, tiép don tan
tinh, sin long hd trg NNT, kip thoi tuyén truyén
chinh sach thué méi va cong khai cac thong tin
canh bao méi cho NNT.

— D¢ tin cdy (H5): 1a kha nang thuc hién
dich vu phu hgp va chinh xac véi nhiing gi da
cam két va htra hen véi NNT nhu: giai quyét
cong viée kip thoi, ddy du, chinh xac va ding
phap luét; tao dugc sy an tdm cho NNT voi cac
hoat dong giai quyét vuéng mic, tu van thué,
dich vu cung cap thong tin canh bao cho NNT.

— Sw céng bang, dan chi (H6): la viée
NNT dugc bay t6 y kién, quan diém, dugc do6i
xur cong bang trong qué trinh giai quyet cong
viéc, moi nhu cdu cia NNT duge xir ly dung
trinh ty thu tuc hay khong.

— Sw cam théng (H7): 1a sy thiu hiéu va
quan tdm chia sé nhitng thong tin can thiét cho
NNT nhu: tao diéu kién tét nhat cho NNT, ¢6
nhitng 16i khuyén t6t khi NNT céan trr vn, quan
tam tim hiéu tAm tu nguyén vong ciia NNT.
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3 KET QUA VA THAO LUAN

Pé danh gia sy hai 1ong cua NNT dbi véi
CLDV tuyén truyén hd tro tai Cuc Thué tinh
Kién Giang, nghién clru nay st dung thang do
cia Parasuraman nam 1985. S6 liéu sir dung
trong bai viét duoc thu thap thong qua mot cudc
diéu tra bang ky thuit phong van truc tlep
nhitng NNT bang bang cau hoi chi tiét. mau
dugc chon theo phuong phap ngau nhién véi c&
mau la 305, trong do nir chlem ty trong 71,1%
va nam chiém 28,9%. Co ciu mau theo loai
hinh doanh nghiép dugc trinh bay chi tiét &
Bang 1.

Bang 1: Co cAu miu theo loai hinh doanh nghiép

Loai hinh doanh nghiép Téng s6 Ty 18 %

Cong ty nha nudc 9 3,0
Eg:gﬁ ty ¢6 von dau tu nudc ) 0.7
Cong ty trach nhiém hitu han 139 45,6
Cong ty cb phan 44 144
Doanh nghi¢p tu nhan 105 34,4
Pon vi sy nghiép 6 2,0

Cong 305 100,0

3.1 Két qua nghién ciru

Sau khi thu thap dir liéu, tac gia tién hanh
phan tich nhén t6 va d trich dugc 7 nhém nhan
t6 anh huong tir 41 bién quan sat con 30 bién
quan sat vdi phuong sai trich 1a 68,791% (16n
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hon 50%) (Bang 1) va 5 bién lién quan dén mirc
do hai long (Bang 2).

Nbi dung timg nhén t6 anh huong nhu sau:

(i) Nhan t6 “Cam thong, cong bang” gom 7
bién quan sat: (CT2) Phong TTHT luén tao
didu kién tot nhat c6 thé cho NNT; (CT3)
Phong TTHT luén cé nhitng 10i khuyén tét khi
NNT cin tu van; (CT1) Phong TTHT luén ling
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nghe tim hiéu nguyén vong cia NNT; (CB4)
NNT dugc ddi xu cong bang trong viéc tuyén
truyén cac thay doi vé chinh sach, quy trinh va
quy dinh nop thué; (CB3) NNT duogc d6i xur
cong bang trong viéc tu van nop thué; (CT4)
Cong chic Phong TTHT biét quan tam dén
NNT; (CB1) Phong TTHT tuyén duong va ton
vinh NNT thyc hién tét nghia vu ndp thué mot
cach cong bang.

Bang 2: Két qua phén tich EFA ciia nhan t6 anh hwéng

Bién quan sat

Tén nhén t6

CT2
CT3
CT1
CB4
CB3
CT4
CBl1
TC2
TC5
TC7
TC6
TC3
DU8
DUS5
vC7
DU7
DU6
CT5
MB1
MB2
MBS
NL3
NL2
NL4
vC3
VClI
VC4
vC2
MB3
MB4

0,778
0,705
0,636
0,618
0,614
0,593
0,533
0,690
0,686
0,686
0,620
0,578
0,524
0,729
0,647
0,645
0,634
0,570

Cam thong, cong
bang

Tin cay

bap ung

0,820
0,811
0,627

Cong khai quy trinh

0,675
0,653
0,578

Nang luc phuc vu

0,789
0,701
0,597
0,520

Co s6 vat chit

0,773

0.573 Cong khai cong vu

Phuong sai trich 13,791 12,498 10,753

9,439

8,269 8,209 5,832

(ii) Nhén t6 “Tin cdy” gdm 6 bién quan sat
nhu: (TC2) Phong TTHT luén luu ¥ khong dé
xdy ra sai sot; (TC5) NNT luén tin tudng vao
cong tac tu van canh bao ciia Phong TTHT;
(TC7) NNT luén nhan duge két qua giai quyet
chinh xac; (TC6) NNT ludn nhan dugc két qua
tra 1oi, giai dap vuéng mic kip thoi; (TC3)
Phong TTHT bao mat tét thong tin cia NNT;
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(DU8) Thoi gian xir 1y cong viée cua cong chire
Phong TTHT dbi v6i yéu cau cia NNT hién
nay la phu hop.

(iii) Nhan té “Tinh dap ung” gébm 5 bién
quan sat nhu: (DU5) Hinh thic tuyén truyén
ciia Phong TTHT phong phu, da dang: bao, dal
van ban, pano, to roi, tiu pham, thi viét..
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(VC7) Noi dé xe cho NNT an toan; (DU7) Hinh
thirc tuyén truyén ctia Phong TTHT 1a phu hop;
(DU6) Hinh thirc tuyén truyén cua Phong
TTHT luén duge ddi méi; (CT5) Cong chirc
Phong TTHT hiéu 1 nhitng nhu cau cta ban.

(iv) Nhan t§ “Céng khai quy trinh” gém 3
bién quan sat nhu: (MB1) Céc quy trinh vé tiép
nhan, tra két qua, giai dap, giai quyét cac vudng
mic vé thué déu duoc cong khai ngay cia ra
vao cua Phong TTHT; (MB2) B¢ tha tuc hanh
chinh thué lién quan dén xac nhan thué, hoan
thué va mién giam thué déu duoc cong khai
ngay cua ra vao cua Phong TTHT; (MB5) Thoi
gian tiép nhan va tra két qua hd so dugc cong
khai ngay ctra ra vao cia Phong TTHT.

(v) Nhan t6 “Niang luc phuc vu” gdm 3 bién
quan sat nhu: (NL3) Coéng chuc cua Phong
TTHT biét linh hoat trong giai quyét cac tinh
huéng kho; (NL2) Cong chirc cua Phong TTHT
c¢6 du kién thirc dé giai dap cac vudng mic ciia
NNT; (NL4) Céng chirc cua Phong TTHT luon
huéng dan NNT hoan thanh cic thi tuc hanh
chinh vé thué mot cach chuyén nghiép.

(vi) Nhan t6 “Co s& vat chat” gém 4 bién
quan sat nhu: (VCI1) Phong TTHT thoang mat;
(VC2) Phong TTHT dugc bd tri tai vi tri d&
nhin thdy; (VC3) Phong TTHT c6 du chd ngdi
cho NNT trong thoi gian cho dgi dugc hd tro;
(VC4) Thiét bi cong nghé thong tin hién dai
duge dung (dén chiéu, may vi tinh...) phuc vu
viéc tap hun va trién khai chinh sach cho NNT.

(vii) Nhan té “Céng khai cong vu” gdm 2
bién quan sat nhu: (MB3) Céng chic Phong
TTHT Iuén deo thé cong chic va c6 bang tén
tai noi lam viéc; (MB4) Coéng chuc Phong
TTHT luon thong bao kip thoi cho NNT
khi nhu cau cua ho chua duoc giai quyét ding
quy dinh.

Nhén t6 su hai long duge bao gom 5 bién
quan sat nhuw sau: NNT hai long véi viée tu
van thué cua Phong TTHT; NNT hai long vdi
viéc giai quyét vudng méc vé chinh sach thue
NNT hai long véi hoat dong dich vu cung cap
cac thong tin canh bado; NNT hai long vdi hoat
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dong tuyén truyén cta Phong TTHT; NNT san
sang gidi thi¢u ban beé nguodi than dén tu van tai
Phong TTHT.

Bang 3: Phén tich nhan t6 kham pha EFA nhan
to murc do hai long

> i Yéu té
Bién quan sat 1
HL2 0,859
HL1 0,830
HL4 0,812
HL3 0,758
HLS 0,720
Phuong sai trich % 63,559

3.2 Phan tich hdi quy

Tac gia tién hanh phan tich hoi quy voi bién
phu thuoc 1a mire d6 hai long va 7 bién doc lap
1a: cam thong, cong bang; tin cdy; tinh dép mg;
cong khai quy trinh; nang luc phuc vu; co sd
vat chit; cong khai cong vu. Két qua phan tich
hdi quy nham giap cho nguoi doc thdy duoc
tAm quan trong cia ting nhan t6 anh hudng
trong viéc do luong muc do hai long ciia NNT.
Két qua phan tich hdi quy v6i hé sd xac dinh
boi R2=0,660, gia tri F = 82,272 va muc y
nghia Sig.=0,000 c6 ¥ nghia dang ké vé mit
thdng ké, xac nhan mé hinh hdi quy nay phu
hop vi tap dit lidu va co thé st dung dugc.

Hé sb hdi quy (béta) chuin héa dugc dung
dé xac dinh tdm quan trong ctia mdi blen doc
lap ddi véi bién phu thudc, can ctr vao hé s6 hoi
quy ta thidy X1 13 nhan t§ c6 muc anh hudng
quan trong nhét (hé¢ ) 0,52), nhan td c6 muc
quan trong thir hai 1a X2 do hé sé hoi quy da
chuén hoa 1a 0,411, X3 1a nhan t§ quan trong
thir ba do hé s6 hoi quy da chuin hoa 13 0,306,
tiép theo 1a nhan t6 X4 (hé s6 hd quy da chuan
hoa 1a 0,266), X5 1a nhan t6 quan trong thi nim
do hé s hodi quy dd chuan hoa 1a 0,177, X6 1a
quan trong thtr sau do hé s hdi quy di chudn
hoa 14 0,122 va nhan t6 c6 mac anh huong cudi
cung 1a X7 do hé sé hdi quy di chuén hoa la
0,097.
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Bang 4: Két qua phén tich hdi quy
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Nhan t6 Hé s6 hoi quy chwa chuin hoa Hé s6 hdi quy di chuin hoa gia tri Mikc v
anh (Qnstandardized Coefﬁciepts) _ (Standardized Coefﬁ’cients) thong ké n hig
hwéng Hé so (B) U'éc lwong sai s0 chuin HeE so (Beta) t g
Hingsb6  -1,651E-16 0,034 0,000 1,000
X1 0,520 0,034 0,520 15,373 0,000
X2 0,411 0,034 0,411 12,155 0,000
X3 0,306 0,034 0,306 9,032 0,000
X4 0,266 0,034 0,266 7,847 0,000
X5 0,177 0,034 0,177 5,232 0,000
X6 0,122 0,034 0,122 3,615 0,000
X7 0,097 0,034 0,097 2,874 0,004

4 DE XUAT GIAI PHAP NANG CAO
CHAT LUQNG DICH VU TUYEN
TRUYEN HO TRQ NNT

Nhu vay, mtrc d¢ hai long cia NNT dugc do
ludng boi 7 nhan t6 13 cam thong, cong bang;
su tin cdy; tinh dap Ung; cong khai quy trinh;
nang lyc phuc vy; co sé vat chét; cong khai
cong vu. Mic do tic dong cia tung nhan to
dugc thé hién qua hé sé hdi quy cua cac bién
trong phuong trinh qua d6 gitup co quan thué co
lwva chon phu hgp trong viéc nén tac dong
vao yéu td nao dé cai thién muc do hai long
ciia NNT.

— Cam thdng cdng bing: Trudc hét can
tang cuong lang nghe tim hiéu nguyén vong cta
NNT; can bg, cong chirc TTHT can ting cudng
quan tim dén NNT; ting cudng su cong bang
trong viéc tuyén truyén cac thay doi vé chinh
sach, quy trinh, quy dinh ndp thué va viéc tuyén
duong ton vinh NNT.

— Tin cdy: Thuong xuyén dao tao, tap huin
cho can bo 1am cong tac TTHT vé chuyén mén
nghiép vu; luén kiém tra, giam sat va thdm dinh
lai cac hd so, thu tuc va cac van ban tra 1oi
chinh sach theo hudng tao su kiém tra chéo
trude khi trao tra két qua cho NNT; rat ngan
thoi gian xur 1y cong viéc cua quy trinh nham
lam giam thoi gian xt 1y cong viéc phu hgp voi
yéu ciu ciia NNT.

— Pap bng: DP6i moi hinh thic tuyén
truyén theo hudng da dang hoa vé nodi dung,
phong phu vé mit hinh thic; bd tri, Ira chon
can bo 1am cong tac TTHT c6 nhiét huyét, yéu
nganh, yéu nghé, ¢6 chuyén moén nghiép vu sau,
c6 kha nang xir Iy cong viéc nhanh va giao tiép
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{mg xir tot.

— Cong khai quy trinh: Tang cuong cong
khai quy trinh, thi tuc hanh chinh vé thué tai
clra co quan thué€ va noi cong cong.

— Nang lwc phuc vu: Dao tao va dao tao
lai d6i ngli can bo tuyén truyén hd trg NNT;
x@y dung ké hoach dao tao ngan han, dai han;
t6 chirc dao tao thudng xuyén, dinh ky; t6 chirc
hoc hoi kinh nghiém tai cac Cuc Thué khac.

— Co sé vat chit: Pau tu thém trang thiét
bi tin hoc nhu dén chiéu, dit thém may vi tinh
dé NNT c6 thé ty truy cip thong tin lién quan
dén thue ngay tai Cuc Thué hay cic noi ma
NNT can dugc tu van, hd tro; thuong xuyén
nang cp trang web danh riéng cho Cuc Thué
tinh va NNT cap nhét ngay khi c6 van ban moi
¢6 lién quan dén thué cho NNT; tan dung cac
phuong tién nhu hop thu dién tir truyén tai kip
thoi cac van ban, ché do co lién quan vé thué
dén NNT nhanh chong va hi€u qua; phai
thuong xuyén néng cap phan mém hd tro viéc
ké khai, quyét toan thué ctia NNT.

— Cong khai cong vu: Cong khai va thong
bao cho NNT khi nhu cau cua ho chua duge
giai quyét, néu 13 1y do chua giai quyét kip thoi
giri cho NNT; ting cuong gido duc ¥ thirc nham
gitp cong chirc Phong TTHT ludn deo thé cong
churc va dat bang tén noi lam viéc.

— Poi voi sw hai long: Cén tang muc d9
hai long ddi voi dich vu cung cap cac thong tin
canh bao; tiép theo 1a hoat dong tuyén truyen
giai quyét vuéng méc vé chinh sach thué, hoat
dong tu van; ctt can bd thuc hién cong tac
TTHT phai lga chon nguoi c¢6 tam, c¢6 duc, cod
trinh d6 va c6 kha ning giai quyét van dé tot.
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5 KET LUAN

Nghién ctru da dua ra dugc thang do mirc do
hai 1ong cia NNT vé CLDV TTHT tai Cuc
Thué tinh Kién Giang bao gdbm 7 nhén t6 v6i 30
bién quan sat d6 1a nhan t6 sy cam thong, cong
bang; su tin cdy; tinh dap ung; cong khai quy
trinh; nang luc phuc vy; co so vat chét; cong
khai cong vu va ca 7 nhéan t6 déu ¢ y nghia vé
mit théng ké. Pong thoi nghién ciru ciing di
xac dinh mac d¢ hai long cia NNT c6 khac
nhau & cic nhom ddi tuong 1a cac doanh nghiép
c6 muc von khac nhau. Két qua nghién ctru cho
thiy mirc d6 hai 10ng trung binh cia timg bién
quan sat trong 7 nhom nhan t6 do ludng mirc do
hai l1ong cia NNT thi déu dat trén muc khong
¢6 ¥ kién nhung lai dat duéi mic dong v, chi
duy nhit c6 nhom céc bién co s& vat chit mot
s6 bién quan sat c6 muc hai 1ong trung binh trén
mure do ddng ¥. Vi vay, tac gia da dé xuit mot
sO giai phap nham ting mirc d6 hai long trung
binh cta cac bién quan sat trong co so tac dong
vdo viéc ban hanh cdc chuan muc danh cho can
bd lam cong tac TTHT, viéc bd tri can bd co
ning lyc pht hop, cii tién cong nghé va hinh
thuc TTHT.

Tuy nhién, dé c6 thé hoan thién mé hinh
nghién clru ddi véi loai dich vu cong can ¢6
nhiéu nghién ctru trén cac linh vuc dich vu cong
khac nhau, mdi loai dich vu nén nghién ctru
trén dién rong ¢ nhiéu ving mién khac nhau co
nhu thé méi co6 kha ning dat hiéu qua nhu
mong doi.

TAI LIEU THAM KHAO

1. Marla Royne Stafford, Thomas F. Stafford,
Brenda P. Wells (1998) “Determinants of
service quality and satisfaction in the auto
casualty claims process”. The Journal Of
Services Marketing, Volume 12 NO. 6, pp.
426-440.

23

2.

10.

11.

12.

Phan D: Khoa hoc Chinh tri, Kinh té va Phdp lugt: 25 (2013): 17-23

Kotler, P., & Keller, K.L. (2006), Marketing
Management, Pearson Prentce Hall, USA.

Zeithaml, V.A & Bitner, M.J (2000), Service
Marketing, Boston: Mc Graw-Hill.

Cronin, J.J., & Taylor, S. A. (1992), Measuring
service quality: A reexamination and extension,
Journal of Marketing, Vol 56 (July): 55-68.

Smith PC, Kendall LM, Hulin CL. The
Measurement of Satisfaction in Work and
Retirement. Chicago: Rand McNally; 1969.

Lassar, W.M., Manolis, C. & Winsor, R.D.
(2000), Service quality perspectives and
satisfaction in private banking, International
Journal of Bank Marketing, 18/4: 181-199.

Gronroos, C. (1984), “A Service Quality Model
and Its Marketing Implications”. European
Journal of Marketing.

Nguyén Hiru Hai & Lé Vin Hoa (2010), tiéu
chi danh gia CLDV cong tai cac co quan hanh
chinh nha nuoc,
http://caicachhanhchinh.gov.vn/uploads/Tapchi
tochucnhanuoc/nam2010/t4-2010.doc, tai ngdy
04/11/2011.

Lé Dan & Nguyén Thi Trang (2011), xdy dung
mo hinh danh gia mirc do hai long cua sinh vién
doi véi chat lwong dao tao tgi truong dai hoc
kinh té, dai hoc Pa Nﬁng, Béo c4o héi nghi sinh
vién nghién ctru khoa hoc lan thir 7 dai hoc Pa
Néng nim 2010.

Phan Tén Phat (2010), su hai long ciia nguoi
nop thue vé chat lwong dich vu & phong tuyén
truyén ho tro cia Cuc Thué tinh Bén Tre, luan
van thac si, Pai hoc Nha Trang.

L& Dan (2011), Phuong an danh gia sy hai long
vé dich vu hanh chinh céng ciia cong dan va té
chure, tap chi khoa hoc va cong nghé dai hoc Pa
Ning s6 3 (44) 2011, trang 163 — 168.

Dinh Phi H6 (2011), Yéu t6 anh hirong dén su
hai long ciia cdc doanh nghiép cé von dau t
truc tié;v nuoc ngodi déi véi dich vu hé tro
nguwoi ngp thué, Nha xuit ban Phuong Dong
(2011), trang 126 — 139.



